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Executive Summary 
This report develops on an organisational project in which assists a company in achieving its goals. Fairyhill is an award-winning 5 star rated family run wedding venue based in Reynoldston, Swansea. It is the sister company of voted ‘Best Wedding Venue in Wales’ – Oldwalls. Previously operating as a hotel, Fairyhill opened as an exclusive wedding venue in March 2018. Having recently reached their ‘one year’ of operating benchmark and currently in high demand, the business has become busier in delivering exceptional service. However, the management have confirmed that there is lack of organisation in tracking the ‘Bridal Journey’. The Bridal Journey is essential to the outcome of the day, as it is the step-by-step process and/or progress that is tracked for each wedding from the moment of booking, to the day of the wedding. This report was therefore carried out to establish how to improve the proficiency and organisation in Fairyhill’s operations. This was done by collecting observational data in the premises of the business. This final report provides Fairyhill’s management with qualitative information, analysis and guidance to assist the management with recommendations that can aid to the Bridal Journey. Examining the company inception and resources, the report identified that the key issues obstructing Fairyhill’s practices are: resources, communication and the relationship between departments and thereby, the following recommendations have been suggested: 
· To allocate a tool to collate all key aspects of the wedding
· To employ a multi-skilled wedding coordinator 
· To regularly monitor productivity levels
· To audit and review the Bridal Journey periodically 
· To conduct further observations in the future
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1. [bookmark: _GoBack] Introduction 

This is the final report for an organisational consultancy project on Fairyhill. The project research conducted aimed to provide Fairyhill with recommendations on managing the Bridal Journey. This final document outlines the detailed research methods undertaken by the consultant and provides the reader with the discussion and analysis of the results, along with actionable recommendations. 

The research undertaken for this project has been incorporated with Fairyhill’s business goals, which were established during the Project Initiation period. Through appropriate research methods, the consultant has gathered the substantial findings to assist in providing solutions for businesses difficulties in the management of Fairyhill’s Bridal Journey.

2. Terms of Reference
This report is written for Greg Chesters at Fairyhill and University of Wales Trinity Saint David by a BA (Hons) Event Management Student.
The aim of this report is to help improve the proficiency and organisation of Fairyhill’s operations for the ‘Bridal Journey’ by reviewing the current practices recognising any strengths and weaknesses, alongside conducting extensive research on effective business operations and management to put forward recommendations in which can help improve the current issues in Fairyhill’s practices. 
Throughout the report the researcher refers to themselves by ‘consultant’ and ‘researcher’. The client [Greg Chesters] will be referred to as the ‘client’ and the ‘wedding manager’.

3. [bookmark: _Hlk8398932] Literature Review
Operations management is defined as the ‘’activity of managing the resources that creates and delivers services and products’’ (Slack et al., 2013, p.6), therefore, every organisation has an operations function. However, the management of such, is the important aspect of successful delivery in a business. Braun adds that the ‘planning is an integral part of the managers’ task for the modern strategic business culture’ (2015, p.9), whilst Lai suggests improvement of ‘productivity, profitability, growth and corporate image’ (2011, p.233) are the backbone to the survival of a business. Thereby, improving the productivity and planning, the business will combine two strategic elements in the success of the business environment. Oakland (2014) believes that in the cycle of improvement, measurement should be utilised in tracking progress against company goals, identifying opportunities for improvement and comparing performance against internal and external standards. Furthermore, he states a good performance measurement framework should consider ‘leadership; employee involvement; planning; sound strategy; measurement and evaluation; control improvement; and excellence’ as this will play a ‘’key role in quality and productivity improvement’’ (Oakland, 2014, p.120). As any other management system, the framework requires design, development, implementation and analysis which should relate to the four elements of: ‘’strategy development, process development, individual performance management and review’’ (Oakland, 2014, p.122). For event managers however, operational decisions are influenced by the organisations aims, mission or policy and the feasibility of the operating system being used (Tum et al., 2006). The former sets the scope for the event manager, therefore the role of a manager of an event operation is to not only manage the event, but to achieve customer satisfaction using available resources within the framework of the organisations policy and structure. Simply put, Tum et al., (2006) believes the event manager makes it happen and an efficient operations management to accompany the managers procedures, are crucial to the success. A further definition provided by Getz (1997) believes it is the event manager who translates all elements of an event into reality, thus, the outcome of the event is a reflection on the integral planning prior to the launch of the event, to in which Tum et al., (2006) agrees the actual launch and presentation of an event is the output. 

Nonetheless, without customers there would be no need for the business operation. However, event managers can decide the level of involvement the customer has within the operations. For example, personal wedding planners organise all the details of the day for the bride and groom – this is classed as a ‘high customer-contact event’. With such an environment, all staff participating in the event will need to be ‘trained’ in ‘customer skills’ – the event itself may have low contact with individual customers, but telephoning will need ‘high-contact skills from operational staff’ (Tum et al., 2006, p.26). On the contrary, a study was conducted by Huang et al., (2017) to identify the professional abilities required, as well as their corresponding importance, for wedding planners in order to deliver their services successfully. The research results show that the professional abilities required are: ‘’Marketing ability’’, ‘’Self- management ability’’, ‘’Professional competence’’, and ‘’Team-work ability’’ (Huang et al., 2017, p.158). Thus, the main findings of the study were that the work of a wedding planner requires various abilities including: ‘professionalism’, ‘patience’, ‘communication’, and ‘passion’ (p.159). Furthermore, the research concluded that job and company performance is a result of the professional competences of the wedding planners rather than the operations and event output. Hereby, the argument is that it is the capabilities of the wedding planner that reflect upon the outcome of the event. This view is supported by Hunjet et al., (2017) whom believes communication skills is of most importance in organisation operation and management systems. Business communication systems exchange messages, information, and issuing between participants in a business process for the purpose of which improves performance (Clegg et al., 2008; & Hunjet et al., 2017). Hunjet et al., adds that ‘effective communication’ is the reflection of an organisation and can lead to ‘its success or failure’ (2014, p.83). Moreover, according to Slack et al., (2013) in practice, manging operations in a small business provides a set of problems irrespective of effective communication or the abilities of employees. For example, stating that large companies have the resources to apply individuals to specialised tasks, however in smaller companies’ employees may have to be responsible for different jobs as of if and when. Such an informal structure can be problematic to decision making as ‘individuals’ roles overlap’, in addition to operations management issues being more difficult to “separate from the mass of other issues in the organisation” (Slack et al., 2013, p.10). Therefore, Oakland provides that measurement and evaluation is needed to: ensure ‘customer satisfaction’, ‘comply with objectives’, ‘provide standards’, ‘provide a balanced scoreboard’ to monitor performance levels, ‘highlight quality problems’, ‘priorities areas’ for immediate attention, ‘give indication for poor quality areas and costs’, ‘justify resources’ and to ‘provide feedback for improvement’ (2014, p.201). Specifically, for events Getz (1997) cited by Tum et al., explains evaluation as the ‘’need to learn about the external environment surrounding the organisation and the intended outcomes of the event, to be aware of constraints, and to establish ways management can improve in the future’’ (2006, p.241). Moreover, Tum et al., (2006) recommends events follow the ‘event operations management model’ (Figure 1), shown below, to measure the success of an event against objectives established.


[image: ]
Figure 1. Event operations management model; from Tum et al., (2014)

With that said, the event manager is the decision-maker and therefore, with continual evaluation and management during the planning and implementation stages of the event operations management model, the manager will ensure that the operations of the business are up to schedule (Tum et al., 2014; & Bowdin et al., 2001). Additionally, the aim of operational and management research investigates the practical outcomes to answer precise problems and is the act of recommending action (Wanty & Swan, 1960). Therefore, this report will interrelate the literature review with the researcher’s findings in the final analysis of the report. 

4.  Research Methods

The research designed for this report has utilised qualitative research which is a method of observing to gather non-numerical data. This data contains descriptions, meanings and concepts. The two data collection methods used for obtaining such data are desk research (secondary) and field research (primary). The information gathered from existing literature in the desk research has provided the consultant with a comprehensive body of knowledge on management and has been used as evidence for the literature review and to put forward final recommendations at the end of this report. 

This has been followed by the primary qualitative data collection method which has utilised observations. The observation of Fairyhill’s day-to-day procedures, meetings, staff, actions and situations in the premises, has complimented to the analysis of Fairyhill’s current business structure, operations and its management, to understand the effectiveness and weaknesses of which is impacting the Bridal Journey. The observations took place on a weekly basis for five consecutive weeks. Furthermore, the consultant made use of diary keeping and meetings as the means of making trackable progress between the consultant and the client. The information has been obtained for personal use.

5.  Findings
In analysing the observational data, themes emerged which will be discussed in this section. These themes were: the complexity and challenges of the working environment for the management teams in working accordingly to the Bridal Journey. Included in these complexities are clear resourcing issues, mixed communications and the correlation between departments.

Resourcing Issues: 
During the observational research it was apparent that there are clear resourcing issues within Fairyhill’s management teams. The client, as the only wedding manager works stand alone in managing all key areas of the wedding procedures, therefore, he is set with a high workload and has priority in key tasks such as regular phone calls, meetings and managing all aspects of the Bridal Journey. With that said, the observational data reveals that the client’s tasks can become time consuming in which sets back the scheduled for the day. Consequently, the client will sometimes find himself working out of hours/unsociable hours to ensure he has completed the job. 

Mixed Communications:
Nonetheless, the second challenging issue identified during the research is concerned with the mixed communications internally and externally. Internally, the observations have recognised that there is no set structure in the day-to-day procedures of the wedding office and therefore there is no set schedule of daily job tasks, however, emails and phone calls are daily duties, which does not have an assigned person to the job. Consequently, there has become inconsistencies externally with the communication and a point of contact for the client and therefore creates confusion between members of staff and has resulted in missing data from the client database.

Correlation between departments:
The final key theme that has been identified by the researcher and the business is the concern of the correlation between the departments in the business for each step of the Bridal Journey. Currently, there is a mixture in the structure of the business which as briefly noted above, has resulted in the mixed communications and mixed responsibilities between the different departments. As a result, this has impacted the structure and operations of the Bridal Journey as the negative correlation has reflected on how well the journey is being followed. Additionally, this has created a gap between the sales person(s) (the first step of the Bridal Journey which is the first point of contact for the customer) and the wedding coordinator (the second point of contact for the customer).

6.  Discussion and Analysis 
Like with any other key areas of a business, it is understood that Human Resources (HR) can present a notion of challenges for small businesses (CIP, 2019), such as understanding when and how to measure performance to develop staff or to recruit new members. Thereby, ‘doubling up’ (CIP, 2019) or overlapping individuals’ roles (Slack et al., 2013). And as found in the observations, this is amongst some of Fairyhill’s constraints with the wedding manager facing several challenges with the responsibility of a high workload in which is managed alone. Whilst the client boats the personal abilities required for a wedding planner such as professionalism, patience, communication and passion, it is not he who adds to the complexities, instead he has the professional attributes to ensure he takes leadership in providing excellence to the businesses clients, irrespective of the operations adversities. Employees are the lifeblood of every company, providing the skills and experience required to keep productivity levels up (CIPD, 2019). However, whilst he may have the capabilities, the resourcing issues limits the feasibility of the wedding operations (Tum et al., 2006). For instance, the client must manage his meetings, whilst managing a number of clienteles’ weddings and paperwork, alongside frequent phone calls, diary keeping and in general, managing the stages of the Bridal Journey. The constraint became apparent during an observation where the client had taken an unscheduled meeting during a busy day, with a number of tasks left to complete, in which then the meeting delayed his schedule for the day. Here, it could be argued that with another professional personnel or an assistant, the tasks would have been completed in an effective manner. However, to complement the existing workforce, a major challenge that faces HR in any business, is the recruitment of talent. As per Huang et al., statement identified in the literature review, the wedding planner must be trained in ‘customer skills’, have ‘marketing ability’, ‘self-management ability’ and ‘professional competences’ (2017, p.158). On the contrary, it is suggested finding the staff with the correct blend of skills is challenging (Sheehan 2013; CIPD 2019). And thus, it is common in smaller companies to assign employees to multiple tasks and overlap their roles (Slack et al., 2013), as finding the desired set of skills internally is cost and time effective. 

As a result, with the overlapping roles, there is a mixture in job responsibilities between the departments of the business in which has impacted the structure of the wedding operations. The issue identified here, is that with no set structure, all members of the wedding operations and management teams are having to conduct each other’s roles. For example, as Fairyhill is part of the Oldwalls collection, there is one designated sales team that are responsible for both venues. With this, during busy periods, certain members of staff, including the concerned client for this report, could find themselves adopting the roles of the sales team. Again, this emphasises the management of workload and apparent HR issues. However, whilst members of staff have illustrated pure agility in this, there becomes a threat of loss on control and quality of operations (Slack et al., 2010). This has been demonstrated in the lack of control or involvement the wedding manager has in the Bridal Journey and the correlation between no direct point of contact for the customer as a Bride will potentially communicate with multiple members of the wedding team. Nevertheless, the affect here is that current personnel in their qualified job positions should hold the acquired skills and should therefore be the one responsible for their job role (Oakland, 2014). Furthermore, loss of control on employee responsibilities and job roles can create room for error, in which can leave gaps in the Bridal Journey. For example, to highlight Oaklands statement it is suggested those who are most qualified and experienced in their job role will understand the true responsibility and importance and thus, adding those from other expertise to perform another’s role can potentially implicate or detract the control from the jobholder (Slack et al., 2010) and thereby losing the quality in the outcome of the service. Subsequently, the mixture and overlapping of the departments have created a confusing environment for communication. 
 
The mix in communication has been created as a result of the mixed departments, where there is no set structure in the day-to-day procedures and the individual’s tasks. Thus, the wedding office will oversee taking daily phone calls and numerous email enquiries. As a result, there has become no direct point of contact for the customer as more than one person can potentially communicate with clienteles. For example, a member of staff may answer an enquiry in which then can be passed onto another staff member, thereby, creating inconsistencies in what has been communicated to the customer. Additionally, if a customer calls to enquire about their wedding directly to the wedding manager, and he happens to be unavailable during that time, it then becomes the responsibility of the member of staff who handled the enquiry to inform the wedding manager or add any information or changes to the client database. To put it into perspective, if a customer who has booked a wedding calls to make changes to their wedding package, and the wedding manager is not available, the call handler would be accountable for making the according changes for the customer and inputting as such on the database. However, this again, can create room for error, where the member of staff may double book a product, or sell a product to the customer that essentially should not be available in the package. Moreover, as the venues handle different departments, if a customer is directed to a department not managed by Fairyhill, there becomes the risk of mismanagement on the wedding package, again, such as double bookings. Furthermore, it also becomes the responsibility of that department to communicate to the wedding manager or wedding team the confirmation of changes. Thereupon, the management of the operations comes of personal organisation and communication skills. And, thus agreeably supporting the view of Hunjet et al., (2017) whom states effective communication is important in an organisation’s operations and management, as it is the reflection of the business. 

Nonetheless, to add further depth to the analysis, the researcher has embarked upon a SWOT analysis by which evaluates the managements strengths and weaknesses and opportunities and threats for the company and the client [see Appendix 1]. Fairyhill is an award-winning 5-star rated wedding venue, recognised for its remarkable service in creating the ‘dream wedding’. Fairyhill is of strong attributes from exceptional delivery to its dedicated members of staff. And whilst much of its operating weaknesses have been identified throughout this analysis, the business always delivers. However, the difficulties of the working environment, such as mixed communication and resources, can pose several threats to the Bridal Journey, including the loss of control, mismanaged client data, lack of direct communication with the customer and as a result, creates areas for mistakes. With that said, the mixed communication the customer has with the different members of staff holds a strong weakness in tracking the Bridal Journey, also in which creates confusion between members of staff and for the customers as they will have no direct point of contact. On the other hand, whilst still operating in such adversities, the company and the wedding manager have recognised the need for change and thus, has created opportunities to allocate desirable solutions to the problems. This includes, changeable weaknesses, the opportunity to expand, and to alleviate the workload from the client. Additionally, changes established for the Bridal Journey have included: for one person [the wedding managers] to deal with the Bride throughout the journey, personal emails with signatures to minimise confusion, allocate the ‘experts’ to the correct job and to ensure the process goes hand to hand. Therefore, viable solutions will be provided in section 8 for the intricacies analysed and for the management of the new changes. 

7. Conclusion
The analysis from the researcher’s observations have shown clear interrelations in their findings between the three key themes of complexities, in which are affecting the company’s current operations and management for the Bridal Journey. Initially, this report sought out to achieve set aims and objectives, therefore, the conclusion of this report reflects upon the accomplishment of such.

Reviewing the current businesses practices recognising any strengths and weaknesses:
Through conducting several observations in Fairyhill’s premises the researcher has developed a strong understanding of the daily procedures of the wedding office. The research was also able to identify which areas provide the complexities in their operations to which the researcher has been able to recognise the strengths and weaknesses that can contribute to the functionalities and success of the Bridal Journey. To conclude, the researcher finds that the businesses complications derive from the clear resourcing issue, with the underemployment of wedding managers or wedding coordinators. Accordingly, the minimal assistance the client [current wedding manager] and the wedding office has, there is a high workload that proves complication and loss of control between departments and individual job roles. Consequently, the wedding team are faced with a stressed structure in daily operations and communications.

Conducting extensive research on effective business operations and management:
The researcher has utilised numerous business operations and business managements text sources to develop the literature review, in which has been designed to support the discussions, analysis and arguments of supporting statements. The information obtained has provided the researcher with comprehensive, wide-ranging knowledge to allocate the final objective of forwarding recommendations in which can help improve the current issues in Fairyhill’s practices:

8. Recommendations 
To overcome the adversities identified throughout the reports analysis, these recommendations have been made to help improve the proficiency and organisation of Fairyhill’s operations.
· To allocate a tool or software that collates all key aspects of the wedding: to limit the time spent compiling the information for weddings, to ensure the data held on the client database is correct, to keep organised and on track with the information. As a result, managers will have better organisation and the process of the Journey and wedding service will flow as natural as possible.

· For the software to be solely used by Fairyhill so both venues will use separate software’s, in which then can be managed by introducing a head office hub, where this will limit the time spent streamline reporting.

· To devise a set structure for daily tasks to ensure individuals perform their assigned job in which will avoid overlapping roles. Once these roles have been identified, the staff roles should be input in the software and therefore all members of staff will acknowledge who performs what roles in which departments of the wedding. Additionally, the tool should only be accessed via login details, in which the system will create a timeline for who accessed client data and made changes. This will prevent confusion in communication as members of staff will know the who, what, when and how any changes were made. 

· To separate files and documents by years for example, 2019 weddings separated from 2020 weddings under different tabs – this will be particularly effective on the emailing system as the wedding office will limit the spent on finding information when they receive an enquiry. It will also be beneficial when structuring weddings by importance, for example, accessing the information for weddings in the upcoming weeks will have priority over those in the next few months. 

· To create a task calendar to organise and manage bookings and meetings for clients. This can take form of a tick list or spreadsheet to which will alleviate the overlapping roles and mixed communications as individuals will be assigned to specific daily tasks.

· Much of Fairyhill’s difficulties are a result of resourcing issues, therefore it is recommended to: employ a skilled wedding coordinator to assist the current wedding manager in their operations to not only minimise the workload and pressure from the wedding manager but also in the event of the manager being unavailable, the assistant will be able to take control of the situation. Moreover, as Fairyhill becomes busier, the management of clients, meetings, and phone calls will become greater. Thus, assigning an assistant to the job will ensure the wedding manager is not overworked and limits loss of control and quality of the service. 

· For the HR team to regularly look at productivity levels to ensure the business is operating effectively and where productivity may be low, the HR should identify whether it is a result of working practices or resourcing issues. 

· To audit and review the changes of the Bridal Journey which need to be carried out periodically to ensure the system achieves the desired results of the company and is adhering to the procedures. The results from the audits and reviews should then be documented and reviewed (Oakland, 2014). Moreover, the measurement and review of operations is considered one of the most important management activities of any organisations (Oakland, 2014) and therefore, the auditing and reviewing should be a regular activity to identify areas of strengths and areas for improvement.

· And finally, the researcher recommends that further observations in the foreseeable future are needed to evaluate the implementation, strengths, weaknesses and success of the new changes in Fairyhill’s operations and management. 













9. Appendices 
	Strengths:
· Company reputation
· Award-winning
· Advantage over competitors
· Highly successful 
· Motivated employees whom strive for success to achieve company goals
· The concerning client – wedding manager: 
Personal and professional attributes
Always delivers exceptional service
Organised, passionate and dedicated
· Recognises the need for change – can implement changes immediately 
	Weaknesses:
· HR – understaffed 
· Internal communication 
· Structure 
· Much of what has been identified in section 5 and 6

	Opportunities:
· To create changes – easily overcome difficulties 
· Expanding 
· Employment 
· And the implementation of recommendations in section 8
	Threats: if change is not made
· Loss of control on responsibilities
· Potential of errors and mistakes
· Mismanagement 
· New Bridal Journey not being followed again
· Time and workloads
· And reverting to the weaknesses identified 


Appendix 1 – SWOT Analysis 
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