

Britannia Restaurant consultancy report

[image: ]       Swan consulting group







Britannia Restaurant consultancy report                      
Student; Raja Zrouni (2007775)
Swan Consulting Group
Date of delivery: 09/12/2022









                                                                BMIH6005 Organisational Consultancy
                                                            Level 6 Module Lead Laurence Blake BA (Hons)                                                     

                                               

                                                               Swan consultants’ group
                                                    21, Walter Rd
                                                    Swansea, SA12 RT
                                                     Tel: 01792 678954
                                         @: general@swansconsultant.com


163 Marsh Wall, Docklands
Tower Hamlets, London
 E14 9SJ, United Kingdom
[bookmark: _Toc121513190][bookmark: _Toc121517268]Thanksgiving Letter

Swan consultancies want to thank you on behalf of everyone for electing our services in solving the Britannia restaurant’s matters. Based on our recent analysis, we have established an action plan appropriate to the business requirements.   
This   report offers a comprehensive assessment of the business’ recent position; we have named the close competitors also Swot and Pestel circumstances influencing the hotel Restaurant.  action plan presented to concentrate on the restaurant problems with appropriate recommendations. We wish you find this report effective in confronting your objective of improving the restaurant feedback and outcomes and enhancing the relationship between the workforce and the management team.
If you have any remark or critic regarding our result or recommendation. Please don’t hesitate to contact us. Thank you again for this occasion and we are looking forwards for coming opportunity.

Sincerely,
Raja Zrouni
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[bookmark: _Toc121517269]Executive summary: 
The aim of this report is to produce a successful plan for management team to use to address the various issues currently deterring Britannia hotel, the major issues are found in the hotel organisational structure, culture, and services especially in the restaurants. At Swan Group we have evaluated the next major problems linked to Britannia’ management policy:
· The restaurant fails to meet the high standard food regarding the taste and quality that consumers would regard as excellent.
· the restaurant’s staff can’t offer their customers a service in specific time. Because they don’t have the skills and knowledge of what is on offer.
· Lack of motivation among staff, due to a recent shift in management which is negatively affecting the quality of the restaurant resulting in lost sales and profits.
·  limited promotion sources and management.
To have more information and further understanding about Britannia’ current situation, Swan consultant performed an assessment of external and internal factors that are affecting the hotel business, also Britannia’ key rivals as well.
 As result, the main competitor of Britannia hotel is Premier Inn Hotels Ltd, Jurys Inn, Millennium & Copthorne Hotels, there is an essential decline is considered in the business of the Britannia international. Regarding other external factors affecting the hotel functions, Swan consultant has determined that Britannia’ location is the most important opportunities for Britannia hotel. 
The hotels situated in an international city” London”, that attract different visitors from all over the world for different reason, discovering the city, training, traveling, living or working. All these reasons give the hotel a chance to broad scope of the improvement to boost the quality of services and to increase the level of the business’s performance toward international tourist. while the number of competitors stands as Britannia’ greatest threat. As the hospitality industry in London is more developed than other cities, makes competitors such as Hilton Metropolitan, Syon Park, Mirror Chariot more exigent to entertain the globalise visitors, guests in addition to this, the hotel restaurant fails to offer tasteful food as other hotels does. These practices present a threat of collapsing if it does not change its management policy.
 However, the most important internal factors to address Britannia’s needs.  The location of the hotel and its connection are the top internal strengths.it is situated close to Dockland airport which facilitate visitors to choose Britannia as the nearest accommodation. Conversely, the lack of motivation among staff, high level of labour turnover due to the inappropriate workforce management policy represent a major weakness to the business.
Swan consultancy has established the next recommendations to give assistance to Britannia management to enhance the current situation.
1.Encourage Employees and improve the staff engagement.
2.Enhance the hotel marketing and local promotion.
3.improve Customer Satisfaction which is the key to any business success.
4.Simulate lucrative methods into the hotel activities.
5. increase staff and customers retention.
We have suggested an action plan which will help review the approach and aim of employing the important suggestions recommended through this report. 











[bookmark: _Toc121517270]Introduction:  

Our consulting team of Swan Group have had a great opportunity to offer consulting services for the Britannia London Hotel. We have appreciated the challenge giving to us to practice our expertise and knowledge, technical, and hospitality skills to this mission.
Our main objective around consulting the hotel departments(restaurant) is to offer the accurate and exact strategic recommendation in order to make a successful internal change that will improve the business performance and enhance the hotel restaurant, guest satisfaction, staff engagement and retention.
The Hospitality industry has been one of the most sectors impacted by lockdowns and government restrictions during the coronavirus (COVID-19) pandemic. Also, hotels have also been impacted by Brexit, and the current economic crisis. To better understand the hotel current situation, we have chosen the Swot analysis and Pestel methods to be used in this report and discussed in depth in order to give a holistic analysis and spot the internal and external factors that affect or help the hotel operation to succeeds or to fail. Moreover, to give us a clear image of the hotel situation in order to allow us to make the right recommendation and solution.
Structure, culture, service delivery, customers satisfaction and staff motivation are the main issues found in Britannia restaurant. Due to the lack of motivation and training, staff are unable to offer high standard food, the foods did not match the customer expectation, untasteful food. Moreover, the restaurant’s staff take considerable amount of time to prepare food which led to the orders’ delay. All these obstacles and issues has negatively affected the hotel operation especially on its occupancy rate, profit margin and its reputation especially on trip advisor and Travelodge. 
By investigating the hotel restaurant and using SWOT and PESTEL analysis. Our experienced and qualified personal at Swan consulting have focus on two main area (staff motivation, enhance the hotel marketing and promotion). that need to be focused on for Britannia hotel to improve its operation into the hospitality market.

 
[bookmark: _Toc121517271]Scope & analysis:

Britannia International hotel is 4-star accommodation founded on 1976. One of the famous hotel industries in London located at the heart of the city on the water’s edge in Canary Wharf, the Britannia hotel is a contemporary, with glass fronted edifice. Near to the worldwide known business district. The hotel benefit from a fantastic sight on top of the London skyline. Looking for both for business or leisure the customers, the Britannia Hotel provide a superior position and economic London night.
Several London’s famous attractions are very close to the international hotel, such as Tower of London 3.5 miles, Buckingham Palace is only 7 miles from the hotel, Westminster Abbey, 6.5 miles, and the most important is the Dockland airport which make it easier for hotel to host many travellers and for visitors to have a close stay. All these geographical advantages contribute on the success of the hotel business.
Britannia chain hotels has 60 hotels around United Kingdom employing more than 10,000 bedrooms. The hotel has several facilities to help its visitors to have comfortable stay; The hotel disposes of chargeable   car parking, free Wi-Fi and two on-site restaurants, Jenny’s restaurant, and the overstuffed Pizzeria.
The strategic objective of Britannia hotel is to provide affordable stay at the expected level of the customer’s satisfaction making it easier for   the decision-maker to host the visitors who are choosing Britannia hotel industry as their preferred accommodation (Buidcon,2009). While London is a global city, several and different visitors from different countries come   to discover the city of London with its beautiful ambiance, environments, – due to which there is an extensive opportunity of the growth of the hospitality industry in this city in order to host many guests.
According to the Independent, Britannia international hotel has been classified the UK’s worst hotel chain for the 10th consecutive year. Furthermore, it has been rated only two in relation of food hygiene. On many famous website such TripAdvisor and Travelodge, customers graded just two stars out of five for department of housekeeping, food and beverage, and value for money. they expressed their dissatisfaction by describing the surroundings as “tired and tatty”, with a “rough and ready” feel (the Independent,2022).
As mentioned above the source of problems confronted at Britannia hotel are the structure, culture, inadequate marketing strategy, and inappropriate service delivery by staff. According to reporters on trip advisor, declared that hotel restaurant can’t meet the high standard food, fail to offer quality and tasteful food. Also, they add that the staff cannot offer a service in the scheduled time.one of the customers mention that he booked for a table for four people. 
However, on the arrival customers were surprised by the amount of chaotic and disarray of the service. For instance, the customer has been asked to sit in another table, food was disgusting, unhappy staff, poor guest reception. the staff of the restaurant has major issues. Their behaviour regarding food and service made the hotel restaurant deteriorate in the latest months with a remarkable decline in the quality of the food presented, the quality of the service as well as the hospitable atmosphere of the restaurant. 
Hence, all these issues can only show the infectivity of the hotel organisational culture, also reflect the poor relationships between the employees and their responsible which automatically resulted in a change in the guests’ perception about the level of their expectation from a high quality and services of restaurant of four-star hotel to a restaurant with poor food and service quality.
[bookmark: _Toc121517272]Swot analysis:

Swot analysis and Pestel analysis has been diagnosed in order to understand and be able to improve the hotel image and operations:
Strengths – perfect position of the Britannia hotel in the centre of the city, close to the international airport which enable the guests to choose the hotel easily. Several facilities are available for the guests such as air conditioner, lodging and boarding, pizzeria, restaurants, bar, Kitchen, availability 24/24 hours reception team, large bedrooms with a TV and tea and coffee making facilities. Panoramic view on the uppers floors as guest can enjoy the view of the Thames and the London skyline. Moreover, the hotels that are in London gain the outstanding connection regarding   public transport system and the Britannia Hotel is not an exception. Both south tube stations are very close only around (7 minute). The hotel disposes of rooms equipped with nice furniture, massive space for the events, perfect layout of the hotel set up is an extra benefit. All these features contribute to the powers of the business. The increase of the tourism activities is generating an extra productive strength of Britannia hotel. The scope of the information management department is to handle the ideal activities of the marketing function through the implementation of the different strategic marketing techniques.
Weaknesses – the lack of motivation among staff, absence of sense of belonging, lack of trust between staff and employers, led to a high level of labour turnover due to the inappropriate workforce management policy which represent a major weakness to the business.  A significant rise in expenditures of the hotel industry due to the rise in the staff turnover of the hotel. Decrease in the earning of the business over the recent years, which will affect the business performance. Increasing in the cost’s expenditures will impact on the profit from day-to-day operational management of the business. Limited resources to improves marketing and hotel promotion. 
Opportunities – Britannia hotel has an interesting hospitalisation scope in the region of Canary Wharf. Several travellers visit the city of London for many reasons such as studies, tourist, living or working. As it is one of the international cities in the world, Hence, there is a great opportunity for the progress of the business is on hand with regard to the international visitors. Britannia hotel has the privilege of being in the centre of London and being close to the Airport which allow the business to host many visitors in daily basis. The level of the Britannia’s performance is at the ideal position it gives the hotel the chance to boost the degree of the functioning of the business with the chance of hiring experienced, competent staff in the day-to-day hotel operations. 
 Threats – the first threat of   Britannia hotel is the huge number of competitors established in London. As mentioned before, London it is an international city which means, many people from different part of the world are used to visit the city for different reasons. It is therefore there is a high chance of the business’s development of the Hospitality industry in this city. therefore, several hotel industries are already operating in the area, also a high chance of new entrant emerging to the market of hospitalisation to accommodate the international traveller which can present a challenging threat of Britannia hotel. For example, Premier Inn Hotels Ltd, Jurys Inn, Millennium & Copthorne Hotels are some of the most important hotel industries in London competing the Britannia International. 
Britannia hotel has a big trouble with its staff. Lack of training for waitresses. There is also the absence of comprehensive hierarchical structure. In addition to this, the hotel restaurant fails to offer tasteful food as other hotels does. These practices present a threat of collapsing if it does not change its management policy towards improving its services and towards dealing with its employees.

	Strength
	Strategic location of the hotel.
Several facilities and amenities inside the hotel.
Outstanding connection to the hotel (multi transport choices available).
Large space inside the hotel for organising parties & events.

	Weaknesses 
	Lack of staff motivation.
absence of sense of belonging.
significant rise in expenditures of the hotel industry.
Limited resources to improves marketing and hotel promotion.
No concern of the quality of food and for the wellbeing of the restaurants.

	Opportunity 
	Great scope of development and progress due to the business position.
High chance of hosting many visitors due to its proximity to the airports and historical monuments.
Chance of hiring experienced and talented staff.

	Threat
	Staff turnover due the inadequate labour management 
High level of competition due the location of the hotel.
High possibility of emerging new entrant to the Market.
Chance of business’ s collapsing.



[bookmark: _Toc121517273]PESTEL analysis:

The following detailed PESTEL analysis of Britannia international hotel’ aims to analyse some of the macro factors that have affected the hotel business, it is helpful to investigate the hotel performance and situations through the lens of a PESTEL analysis. This method detects several types of external threats that Britannia international faces. It also will help us as consultants plan strategies to report those threats and benefit from the opportunities.
Political factors: There are various political concerns that influence on Britannia international. such as, the frequent change on the government’s guidelines and policies which can impact the business strategies made by the management of the hotel. Britannia hotel is a British brand, its major activities are in the UK. However, it has many hotels chain abroad such as France, Spain, Dubai (UAE). All these countries fundamental political stability, legal procedures and guidelines have a direct impact on the Britannia hotel business in daily basis. Furthermore, obtaining British Visa to visit UNITED kingdom is becoming more and more difficult for most people around the world, which may affect the hotel occupancy rate in the nearest future.
Economic factors impacting Britannia hotel: Economic analysis is an important part of this PESTEL analysis of Britannia international. Recently, all the utility cost has increased exceptionally in UK which will directly impact on the hotel business. The increase of utility bills, the staff wages, the labour cost, building lease, business rates. When the hotel operation in other developed countries it may benefit from the cheaper workforce costs and building rent. However, in countries such as UK, France, and Spain, the workforce rate is normally high which increase the business expenses.
Additionally, lockdowns had a huge impact on the hospitality industry in UK.  Especially, London, where Britannia hotel established. Also, the rising of inflation level affected Britannia hotel as all other hotels. According to the UK Hospitality, in this case the hotels are forced to increase the consumption price which impact negatively on the affect consumer purchase power decisions assuming that it is not necessary to reserve a hotel for a holiday.
 Environmental factors affecting Britannia hotel: Carbon emissions and garbage, the hygiene and cleanliness of the location where its hotel is located, and the huge traffic in the areas affect the hotel environmental region. The hotel has a bad review by many customers who complain against the hotel hygiene and sanitation   by the environmental issues impacting Britannia hotel. According to the Telegraph, many customers complained against the hygiene and cleaning of the hotel restaurants and rooms.
 Technological factors: it is another crucial factor which help the hospitality industry to stay updated and following the customer’s trend. Britannia hotel has employed technology to develop the customer experience and decrease the costs of daily activities. Recently, Britannia has modernized its booking method by using Eptica’s innovative software to automatically convert fax hotel reservation into arriving emails for faster and more accurate processing. For example, if a customer book in prior to arrival for 10 months or 10 minute the result it same as, the time of   processing the reservation is only 3 minutes. This investment of technology has improved the hotel productivity, efficiency and increased the booking by 16%. Also, it helps the front desk team to reduce the errors made in the booking process.
[bookmark: _Toc121517274]Current management/ leadership style of Britannia hotel:

Britannia Hotel is adopting the classical management theory which considers that staff are only encouraged by financial prizes. It suggests that employees become more productive if they are awarded incentives based on their effort, (Chron,2019).
The result of this approach is that business may be able to reach better production, and profit. This theory disregards the social need (job satisfaction) of the workers because it uses the autocratic leadership, it is an autocratic system in which the manager does not need to consult with other employees to take a decision. Britannia hotel’s management has adopted this style of management to streamline its business performance, productivity, and the most important its bottom line.
After investigating the hotel restaurant, the main area concerned by these circumstances is the relation between staff and employers;( waiters, bartender, kitchen assistant, etc), which led to lack of sense of belonging, unmotivating workers with no concerns of quality or hygiene of the food nor of the kitchen. Moreover, we have remarqued that staff have been improperly trained by the previous management which also affect the kitchen organisation. After all these analyses we can only say that the hotel’s staff needs an immediate attention, it is financially safer to give more interest to the unmotivated employees rather than hire and train new ones as it is expensive project and will affect the business’s profit. To face the    circumstance confronted the Britannia’s Restaurants and its staff, swan Group    would   like   to offer    some   recommendations 
[bookmark: _Toc121517275]Leadership Styles to Adopt by Britannia hotel
 The hotel   must change the leadership style that the management of the hotel are using, it is very beneficial to adopt the transformational leadership. This method produces modifications to the social practices and in human being. By embracing the transformational management, Britannia international hotel must build a smart and ambitious concept jointly with the staff that would benefit the restaurant from a high reputation and performance. 
The hotel management must convert the business vision to a strategy to achieve the restaurant’s aim. All staff and employers must transform the hotel vision into actions and should commit to this strategy. Adopting This leadership approach supports in taking the right decision, assurance, and self-confidence about the execution of the vision of an organization (Lai & Ong, 2010). For the Britannia’s management to achieve a huge accomplishment in operating its business, they should endeavour to concern for its staff and motivate them by advising them in a doing what suit the restaurant environment. At present, the management is more concentrating on task- orientation, which is harming the staff’s morale and blocking them to produce an excellent quality of services and results. 
[bookmark: _Toc121517276]Paying attention towards “staff first” will eventually enhance staff commitment and produce the required outcomes in the hotel environment and particularly in the restaurant. the structure of food and beverage department must be organised, that is why it is necessary that employees have to be encouraged correctly and any job’s tasks need to be very detailed, to avoid troubles such as stress and anxiety. These matters can only ruin the workforce by increasing the staff turnover. 
Nature of Change:
Britannia international hotel must change the current strategies for the objective of development and existence. The crucial key to change is to respond to the risks produced by the competition from other hotels and to satisfy the guests requirements. Change is essential for any business as a solution of answering the company difficulties (Cummings, Bridgman & Brown, 2016). Britannia’s managers of this hotel must adopt change for the aim of placing this vision into action. The change should be applied through   an incremental method. The Alpha stage, it is the first step for the management department. It   has to determine the vision of the restaurant, prepare its staff and share some of the changes that would drive the restaurant to a healthier progress. The following step is the Beta stage it requires discussing with the staff, sharing the objective of these modification, and setting out plans to apply these changes. the Gama stage is the last step in which the management executing the changes discussed.
[bookmark: _Toc121517277]Consultancy Model-Consult: Kurt Levin’s Ice Cube Model
prior to a change can be applied, it required to go start by the primary phase of unfreezing. Because many individuals spontaneously oppose change, the aim throughout the unfreezing step is to raise awareness about the change and evaluate the actual degree of acceptability by the business personal. Also, it involves cancelling the existing condition and support a new system of management. Hence, the management of Britannia hotel have to adopt this stage on the way to reaching a significant change. 
A further phase is the changing phase it is step of transitioning or the implementation of the change, where staffs are confronted with new activities and operations. The switch from unfreezing to changing phase does not occur immediately. However, it takes time to allow   the hotel’s staff   understand the new change. 
In the case of Britannia hotel, it is primordial to make the employees aware of the advantages that would happen from the change procedure. The final stage is to refreeze (Alida,2022). While the procedure of change is implemented in the restaurant and the staff have welcomed the change, the food and Beverage management have to apply the phase of “refreeze”. Which mean that the management have to make a huge effort to ensure that the change it not abandoned; Hard work must be made to ensure the change is not wasted, the management should stress the change and strengthened it into the hotel operation and culture and kept as the standard way of working and behaving.  Britannia management must promote prizes and recognition of its employees’ efforts are often used to reinforce the positive behaviour among staff and to make sure that the change is implemented and respected by staff into day-to-day operation.



[bookmark: _Toc121517278] Finding & Action plan:
	number
	
Problem
	Solution
	Desired outcomes 
	Time scale 
	Completion date 
	Planned budget 

	1
	Food hygiene & security issues 
	-Find trustworthy food supplier.
-proper health and safety training for staff.
-implement cloud-based access control system in the kitchen 


	Excellent food’s quality, (fresh, clean)

Good staff training will lead to a clean   environment, healthy food, happy customers.
Only staff have access to specific food storage area, avoid food expiration date.

	15 days 
	1/03/23
	100£

	
2
	Lack of trust between restaurant management team and staff
	Align the staff with the restaurant philosophy.  Keep them motivated, inspire them. Listen to their point of view and their concerns. Fair and equal opportunities for staff based on skills, performance and seniority.
Focus on improving staff brand

	Peace environment full of respect and friendship.
Enhance the employee morale which will impact on the to customer satisfaction.
Avoid negative feedback from the guests.

Improving retention rate.
	One month
	01/03/23
	200£

	3
	Poor quality of services
	Regular staff meeting to communicate with them and discuss their proposition, customers feedback, restaurant issues, give them sense of belonging.
Build staff enthusiasm  

	
	1month
	01/03/23
	100£

	5
	Enhance social media 
	Learn from bad reviews and use them to improve the services provided.
Interacted with hotel guests through social media platforms.
	Free marketing,
	20
days
	01/03/23
	



After the Swan consultancy’s team regular operating days, and after investigation of the whole process movement of the restaurant, its desk, kitchen, dining zone and detecting the department’s issues. The team come up with a beneficial action plan to follow in order to enhance the restaurant performance. 
The first step is to gather all the staff involved of the restaurant for a corporate meeting. The staff will be informed about the outcomes of the inspection and ask them for their comments as well as their explanation for the inadequate service and quality that should be improved. However, it must be mentioned that the service offered and its quality in the hotel restaurant is all reliant on all the people involved in the service provided. which include the kitchen employees, bar man, waitresses, restaurant chef, as well as the restaurant cleaning staff all work together to generate a great experience for the guests. 
The staff of the restaurant, it is the backbone of the hotel the quality of food and beverage which can push the levels of the business up or take it down with their performance. “The outcomes show that reception department, housekeeping, and parking staff, running have considerable impacts on quality of services. The only department that has an immediate influence on word-of-mouth purposes is the performance of food and beverages staff.” (Revfine, 2022).
[bookmark: _Toc121517279]Appropriate training & morning meeting:
To change the moral and the behaviour of the employees, appropriate training must be delivered. This will offer them with a universal and tangible image of their food and service quality standards as identified by the guests. The training process will help to assessing the personal skills and outcomes   of each staff as well as their teamwork outcomes to deliver a strong competition which would improve the accurate level of the employee’s performance at their duties.
To enhance the quality of services, food taste, hygiene, and avoid negative feedback regarding the delay on the customers’ orders, professional and strong Language has to be addressed and intensive training of the top chefs   needs to be implemented to avoid any poor-quality plate to be offered to the hotel guests. Furthermore, the components that are used for preparing any dish must be selected carefully from a trustworthy supplier and transporter to ensure the best quality of food. To allow this happened, an appropriate   management process requires to be involved in cooperation with local market.
[bookmark: _Toc121517280]Recommendations:
After analysing and identifying several issues inside the hotel restaurant and kitchen. Our consulting team has produced several recommendations in making Britannia hotel a better place of work in which staff are more invested, engaged, and have sense of belonging.
[bookmark: _Toc121517281]Recommendation 1: Re-training certain employees:
Training is one of the most serious problems facing Britannia hotel management team. Certain staff are under-achieving result   because of lack of primary training. The management must give attention to these member as they are affecting a customer’s satisfaction due to their weak outcomes. The most major step is to perform a re-training meeting to identify closely and knows the staff weaknesses and strength and   this is their occasion to boost their job performance. Obviously, not all staff members will effectively carry out the training meeting to the hotel guidelines, as there is a chance that certain staff doesn’t have previous experience in hospitality industry. However, by applying this strategy Britannia hotel management is demonstrating that   they pay attention toward their staff’s   skills’ development. Additionally, to enhance the whole staff skills and outcomes, the hotel   management has also assisted the general staff fulfilment levels, as result all employees members will become skilled and be able to cooperate together as a team.
[bookmark: _Toc121517282]Recommendation 2: Gratitude programmes & parties 
After any change hotel management should organising parties and celebration, the management can express its appreciation to the staff for their persistence and flexibility over the recent change. By displaying gratitude, staff enthusiasm and engagement can improve. As Britannia hotel operate in hospitality sector staff deal with people in daily basis so they are obliged to please and make the guest happy, by implementing such initiative, all restaurant staff will be   motivated with this approval.  In addition, the advantages of gratitude programme will not only help the individual staff, however the bottom line will improve.
[bookmark: _Toc121517283]Recommendation 3: Reliability and management:
All the above recommendation has the aim of staff motivation and are straightforward handy to implement; however, without   management reliability and consistency the strategy of motivation   will not succeed and can probably reduce staff motivation due to fail in keeping the promise of staff development. Consequently, Britannia management leader has to cooperate together closely to ensure they  are  all working   on  the same goal   in relation  to  staff development by stressing  communication  between leaders and staff is crucial to employ consistent policy.
[bookmark: _Toc121517284]Recommendation 4: Improve the social media Marketing
Due to the extremely competitive market occupied by other famous hotel in the area. Britannia hotel has to do more efforts in terms of advertising the business, also the management department should dedicate a specific team to answer the negative feedback on website such Travelodge, TripAdvisor…etc, and keep the sites relevant and also updating the hotel pages weekly. As the social marketing is not structured it is a great chance to boost the competitive ability of Britannia. As a variety of social awareness is already impacted on Facebook, the Hotel Britannia may employ full-time member of staff related with a small pay rise will improve this prospect. By improving a social media identity for Britannia hotel and promoting a public and client’s network, the hotel will be more flexible to advice and inform its guest for forthcoming event evenings and boost a sociable ambiance to growth the degree at which guest will rebook in the hotel for their upcoming stay and parties. 
Additionally, to Facebook with frequent updates and forums, the hotel can benefit a Twitter support by delivering data and promote the social consciousness and connection of Britannia’ online identity. These growths in marketing will boost awareness, which will help in growing the number of guests and sale. The most important of this recommendation, is that the site does not become boring   to the followers.  The employee who is working on these   sites should guarantee they are not saturating their follower’s inboxes with updates.
[bookmark: _Toc121517285]Recommendation 5: Loyalty programme:
In any business guest is the customers are the backbone of its operation, establishing   consumer   relationships   is   crucial. By distinguishing   frequent   guests   and fulfilling   their support. Britannia   can   guarantee   they maintain to visit the hotel. Giving loyal guests a reward license if they exceed specific amount of visit. It is way to show them that the hotel is caring about its customers. Also, way to draw repeat customers. 
Additionally, the front office team can keep the guests contacts details in order to send emails notifying them of any future  promotions  or  events ,  holiday  cards through post or email is alternative method  can display their gratitude.
[bookmark: _Toc121517286]Recommendation 6: Investing in mental health for change

Through the phases of change, the hotel management must guarantee that they are focused on staff mental health regarding the transition period not just on change. As the process of change occurs quickly, however the transition process occurs gradually. That why it’s important to have an assigned group of people trained and well prepared to play the role of Mental Health First Aiders, who will be concentrating on both operational changes and transitional period too. Hence, they will be providing first-line help and support for the hotel workforce.

[bookmark: _Toc121517287] Recommendation 7: Staff engagement Parties:

Simply like a sports team, a business works best when all “players” act together to achieve a shared goal. to build a solid social relationship between staff and leaders, chefs, waiters, by holding a party, gratitude celebration, or sales growth celebration. Staff engagement is very important as it gives staff an opportunity to reduce the work stress, build new relationships with other member staff from other department and also to have something to discuss next morning, basically allowing staff to communicate   together in unofficially atmosphere is sufficient to produce a sense of belonging and strengthen the contacts between employees.
[bookmark: _Toc121517288]Recommendation 8: Enhance the kitchen Entrance:
After noticing several negative feedbacks from guest about the kitchen and food hygiene. The hotel restaurant must take into consideration these recommendation in order to ensure the kitchen entrance is clean and encouraging guests to dine in the hotel restaurant for coming opportunities;.
· Showing rules and hygienic inspection accreditations at entrance of the restaurant to give clients trust in food safety.
· Front team, servers and chefs who are dealing with food must appear neat and tidy, looking after the body details such as the length of fingernails and tidy hair.
· Use the proper ground rugs to absorb dust and water to avoid spreading dirt and germs into the dining areas and the other hotel facilities.
· Create an attractive ambience by introducing custom fragrances offering consumers a remarkable dining atmosphere.
[bookmark: _Toc121517289] Recommendation 9: Toilets maintenance 
The level of cleaning of lavatories in a food companies can immediately influence a guest’s assessment of the hygiene of the kitchen; clean bathroom reflects the customers trust in the condition of meals and drink provided. To avoid negative feedback about the hotel cleanliness, it is crucial to apply these recommendations: 
· Employ a careful cleaning timetable especially on peak timings to guarantee toilets are always fresh and clean.
· Make sure that bathroom is well equipped by hygiene basics for example hand soap and paper towels are always obtainable.
· [bookmark: _Toc121517290]Avoid unpleasant smell, as it can lead to a guest avoiding washing his hand or using the lavatory. Always Keep it smelling fresh.

Conclusion

Restaurant is the busiest Operation in the hospitality industry it is known by   competitivity and needs massive work and accuracy in terms of fixing objectives and plans to exceed the aims of the hotel. To enhance the hotel reputation, the quality of services and food presented by restaurant, it is essential that all staff has to be accompanied closely and establish excellent training for staff, offer them the best environment for working in order to offer high quality in terms of the delivery of food and service. 
Swan consultancy group are   convinced that if the hotel   accurately employed the recommendations presented   in this report will prove victorious in tackling Britannia   current position.  The main recommendations and action plan shown in this report are pitched in the direction of the hotel success.  Due to the rival and business analysis, Britannia can have assurance that this report is appropriate in delivering the business matters of improving the restaurants activities, enhance the customers feedback. By employing the recommendations provided, Britannia will be capable to improve overall  food quality, which led to several  tangible and intangible advantages:
Tangible Benefits:                                                    
Enhance the hotel sales which will increase the profit.
Reduce unnecessary cost.
 Intangible Benefits:
Happy/engaged staff.
Reduce the amount of negative feedback.
 Guests Fulfilment & Trustworthiness
[bookmark: _Toc121517291]References: 

1. AGGAS, (2021). Hospitality management. Availble at https://www.prospects.ac.uk/careers-advice/what-can-i-do-with-my-degree/hospitality-management (accessed 18/11/22).
2. BDO, (2022). Report: Restaurants and Bars Report 2022. Availble at https://www.bdo.co.uk/en-gb/insights/industries/leisure-and-hospitality/restaurant-and-bars-report (18/11/22).
3. Booking.com, (2022). Britannia International Hotel Canary Wharf. Availble at https://www.booking.com/hotel/gb/britannia-londoninternational.en-gb (accessed 28/11/22).
4. Borm Bracht, (2019). Britannia Hotel Trondheim: Dorn Bracht fittings embody the timeless elegance of the turn of the century. Availble at  https://newsroom.dornbracht.com/press/britannia-hotel-trondheim (accessed 11/11/22).
5. Britannia hotel, (2022). Hotel Information. Availble at  https://www.britanniahotels.com/hotels/the-international-hotel (accessed 12/11/22).
6. Britannia Hotel, (n, d). A History of Britannia Hotels. Available at (19/11/22).
7. Britannia Hotels Ltd, (2022). Britannia Hotels Ltd Employee Reviews. Availble at https://uk.indeed.com/cmp/Britannia-Hotels-Ltd/reviews (accessed 17/11/22).
8. Cristina, (2022). Why are staff parties important. Availble at https://www.hospitalitypro.co/post/why-are-staff-parties-important (accessed 16/11/22).
9. Engagement multiplier, (2022). How Employee Engagement Works in the Hospitality Industry. Availble at https://www.engagementmultiplier.com/resources/engaged-employees-happy-guests-how-employee-engagement-works-in-the-hospitality-industry (accessed 20/11/22).
10. Eptica, (2022). Britannia hotel use Eptica technology to cut hotels reservation customer service costs. Available at https://info.enghouseinteractive.com/rs/547-FBA-390/images/ei-emea-uk-leg-eptica-cs-study-britannia-v2.pdf (accessed 20/11/22).
11. Essential travel guide, (2022). Britannia International Hotel. Availble at http://www.essentialtravelguide.com/city-guides/england/london-travel-guide/london-hotels/britannia-international-hotel (accessed 15/11/22).
12. Financial time, (n,d). Britannia saves Pontin’s from administration. Availble at  https://www.ft.com/content (accessed 12/11/22).
13. GuidingMitric, (2022). The Hotel Industry’s 14 Most Critical Metrics. Available at https://guidingmetrics.com/content/hotel-industrys-14-most-critical-metrics (20/11/22).
14. History of Britannia, (2022). A History of Britannia Hotels. Available at https://www.britanniahotels.com/about-us (accessed 15/11/22).
15. Houghton, ( 2020). Truly appalling' Britannia Hotels slammed in House of Commons after being named UK's worst chain for eighth year running. Availble at https://www.business-live.co.uk/retail-consumer/truly-appalling-britannia-hotels-slammed ( accessed 28/11/22).
16. Imperial. (2022). Why You Should Throw a Company Party for Your Employees. Available at https://www.imperialpalacebanquethall.com/why-you-should-throw-company-party-for-your-employees/ (accessed 22/11/2022).
17. Independent, (2022). Britannia ranked UK’s worst hotel chain for 10th consecutive year. Availble at https://www.independent.co.uk/news/uk/britannia-travel-britain-premier-inn-leonardo (accessed 12/11/22).
18. Initial, (2022). recommendations on how to improve food and beverage hygiene, contact Initial Hygiene today. Availble at https://www.initial.com/ph/business-sectors/food-and-beverage/recommendations-for-good-food-beverage-hygiene (accessed 22/11/22).
19. Kaur, (2022). Dirty' Britannia Hotel voted worst hotel chain in UK for ninth year in a row according to Which. Availble at https://www.coventrytelegraph.net/lifestyle/travel/dirty-britannia-hotel-voted-worst (accessed 20/10/222).
20. Kurt, (2022). What Are the Training Methods In Hospitality Industry. Availble at https://www.hospitalitymanagertraining.com/what-are-the-training-methods-in-hospitality-industry (accessed 12/11/2022).
21. Management study guide, (2022). Kurt Lewin’s Change Management Model: The Planned Approach to Organizational Change. Availble at https://www.managementstudyguide.com/kurt-lewins-change-management-model (accessed 15/11/22).
22. Media boom, (20022). Hospitality social media – 9 Reasons You Should Use it. Availble at https://mediaboom.com/news/hospitality-social-media (accessed 15/11/22).
23. Owler,2022). Britannia Hotels Competitors or Alternatives. Available at https://www.owler.com/company/britanniahotels/competitors (10/11/22).
24. References
25. Restaurant consulting, (2022). Restaurant Action Plan. Available at https://www.workplacewizards.com/restaurant-action-plan (accessed 19/11/22).
26. Revenue Hub, (2022). How to Increase Hotel Revenue Through Food & Beverage Sales .Availble at https://revenue-hub.com/how-to-increase-hotel-revenue-through-food-beverage-sales/( accessed 28/11/22).
27. Revfine,(2022). Hotel department: learn about all section of a hotel. Available at https://www.revfine.com/hotel-departments/#:~:text=and%20distribution%20tactics.-,Food (accessed 20/11/22).
28. Revolution, (2022). Common Restaurant Problems and Solutions In 2022.Available at https://revolutionordering.com/common-restaurant-problems-and-solutions (accessed 19/11/22).
29. Russ, (2019). Advantages and Benefits of the Classical Management Theory. Availble at (accessed 21/11/22).
30. Set up Hotel. (2022). Housekeeping - Definition, Role, Responsibilities and Layout. Availble at https://setupmyhotel.com/homepage/hotel-management-glossary/buffing.html (accessed 15/11/2022).
31. Similar web, (2022). britanniahotels.com Traffic and Engagement Analysis. Availble at https://www.similarweb.com/website/britanniahotels.com/#technologies (accessed 21/11/22).
32. Study.com, (2022). Lewin's 3-Stage Model of Change: Unfreezing, Changing & Refreezing. Availble at https://study.com/academy/lesson/lewins-3-stage-model-of-change-unfreezing-changing-refreezing (accessed 15/11/22).
33. Tap into safety, (2019). The Impact of Change on Employee Mental Health. Availble at https://tapintosafety.com.au/the-impact-of-change-on-employee-mental-health (accessed 29/11/22).
34. The caterer, (2017). Britannia Hotels hit with £265,000 fine for breaching food safety regulations. Availble at https://www.thecaterer.com/news/hotel/britannia-hotels-hit-with-265000-fine-for-breaching-food-safety-regulations (accessed 28/11/22).
35. Witts,(2021). UK’ worst hotel double its profit .Availble at https://www.bighospitality.co.uk/Article/2016/11/09/UK-s-worst-hotel-chain-doubles-profits ( acceded 15/11/22).
36. ZoomInfo, (2022). Britannia Hotels. Availble at https://www.zoominfo.com/c/britannia-hotels-ltd (accessed 28/11/22).

image1.jpeg




image2.png




image3.png




image4.png




image5.png




image6.png




