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In this report, it is clear that there are both many internal and external factors affecting Alton Towers Resort. Brexit is highly important to its future growth, as there is uncertainty how this will have an impact on the company. The finances are not great for a company as big as Merlin Entertainment and they could be improved, although Alton Towers Resort did have a difficult year in 2015 due to the crash incident that took place on their ‘Smiler’ ride. 
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[bookmark: _Toc7391136][bookmark: _Toc7397719][bookmark: _Toc7430469]In this report, a business plan with a focus on both managerial and business themes will be produced on Alton Towers Resort. The report will be focused on an environmental analysis, where a SWOT and PESTLE will be produced, particularly focusing on both internal and external risks that the organisation has to face. The researcher will also evaluate how effective the organisations management is, as well as their human resource systems; primarily focusing on Alton Towers Resort recruitment and selection process. Merlin’s finance figures from 2015 and 2016 will also be included in this report in order to analyse the business’ performance.   
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A PESTLE analysis has been undertaken by the researcher in order to determine the different types of factors that affect Alton Towers Resort, both positively and negatively. One of the main political issues currently affecting all organisations in the UK is Brexit. By 2030, the UK economy is highly likely to be affected due to Brexit (Tetlow, G and Stojanovic A, 2018). Even though it is still unsure how Brexit is going to affect the UK, it has already caused a decrease in the British Pound. This could potentially cause a decline in tourists going abroad due to it becoming more expensive, although it could have an impact of overseas visitors coming to the UK because of it being a lot cheaper and they will get a lot more for their money. 
One of the main environmental factors for Alton Towers is the weather. Due to the UK not typically being a very sunny country, the weather, such as the rain/wind can put customers off from visiting the attraction. Therefore, it is important for Alton Towers to come up with solutions to ensure they attain their high visitor numbers and do not let them decrease. Quite obviously, theme parks have a negative impact on the environment due to the air pollution, excess waste, clearing of natural habitats and excess water waste (Fiecke, K, 2017). Therefore, it is essential for the attraction to be as green and environmentally friendly as possible in other ways, such as recycling their waste. 
The main and most recent socio-cultural issue with Alton Towers Resort is the coverage they have had on social media due to the ride that crashed in the park whilst it was in use back in 2015. This incident resulted in two young girls who suffered with life changing injuries, so quite clearly there were a lot of stories covering social media. Due to this traumatic incident and the major media coverage, it caused a 25% decrease in their visitor numbers, which is the biggest decline in history of all theme parks in Europe (BBC, 2016). 
The main technological factor of Alton Towers Resort is their extremely good use of social media. Technology is an extremely important part of the World today, especially to organisations as big as Alton Towers Resort. The effect on organisation relies significantly on technology, as it benefits in both achieving customer demands and making money (SBDC, 2015). The attraction is using technology fully to its advantage, which is a positive as this is instantly the first tool that individuals will use when they have an interest or require information about something. Alton Towers Resort are using technology in variety of ways including social media pages such as Twitter, Instagram, Facebook etc as part of their advertisement. The company also use it for their online website for information about the attraction, online chat services for those who require any help, online booking services etc. Alton Towers Resort particularly promote their online booking services quite well as they offer a significant discount of £20 per person when booking online, rather than paying when turning up on the day (Alton Towers, 2019).  
A legal factor for Alton Towers Resort is the health and safety law. This is crucially important for them, especially after the crash incident back in 2015. It is essential for the attraction to broadcast and ensure that they make the public aware that no future issues will happen due to health and safety reasons. Alton Towers resort have been tackling this issue well, with their risk assessment posted on their website to make sure customers are aware of any risks whilst at the theme park (Alton Towers, 2019). 
A legal factor for Alton Towers Resort is the health and safety law. This is crucially important for them, especially after the crash incident back in 2015. It is essential for the attraction to broadcast and ensure that they make the public aware that no future issues will happen due to health and safety reasons. Alton Towers resort have been tackling this issue well, with their risk assessment posted on their website to make sure customers are aware of any risks whilst at the theme park (Alton Towers, 2019). 
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A SWOT analysis has been undertaken to determine the internal factors affecting the organisations strengths and weaknesses, and external factors affecting the threats and opportunities. One of their strengths is that they have a good use of marketing techniques. The marketing team at Alton Towers resort have the responsibility to promote all of their products and facilities in line with their brand vision (Alton Towers, 2019). The Alton Towers Resort use a variety of different techniques to market their attraction to ensure that they target different target markets including social media, television adverts and posters/leaflets.  The company undertook one of their biggest marketing campaigns back in 2014, where ‘The Smiler’ was advertised on television for 2 weeks, as well as posters and leaflets being advertised in major supermarkets all around the UK, including Tesco, Sainsburys, Wilkinsons, Asda and Morrisons (Towers Times, 2014). Another strength of the Alton Towers Resort is the group deals and discounts that they offer, one of their current ones being to save more than £20 per person when booking a 1 day pass, rather than booking it on the day (Alton Towers, 2019). The organisation also promote their attraction in an unique way due to their biggest brand partnership with Proctor and Gamble, who are the makers of the UK’s biggest house hold products. The organisation promotes their attraction on the packaging of products such as Daz, Flash and Fairy, as well as free coupons for the customer to receive discount on their bookings to visit the attraction (Towers Times, 2014). 
A weakness for the Alton Towers Resort is that it can become popular during half terms. This can result in the attraction having long queues and become both busy and overcrowded; therefore it may put customers off from visiting. Another big factor that is a weakness for Alton Towers Resort is its seasonality. The attraction is only open between the months March and November, which does not only mean that they are losing out on income, but also the staff member’s jobs are seasonal. This results in them either being unemployed throughout the winter months, or having to look for another job during the months to ensure that they have some form of income. 
One of the main opportunities for the organisation at the moment is Brexit. As it is still unknown how Brexit will pan out, it could potentially be a positive for Alton Towers Resort, as it could possibly increase both inbound and domestic tourists. This could happen as the British Pound is likely to go up once Britain has left Europe, therefore this will result in it being relatively cheaper for overseas visitors to come to Europe and visit the attraction. It could also lead to it being too expensive for inbound tourists to travel abroad, therefore they will travel domestically and visit more local attractions, which is an opportunity for the attraction. 
A threat for Alton Towers Resort is their competitors. There are numerous theme park in the UK, therefore Alton towers have a big competition market, the main one being Drayton Manor Theme Park due to it only being located approximately 50 miles away. It is important for Alton Towers Resort to keep up with their marketing and campaigns in order to maintain their visitor figures and ensure that customers can see the benefits of visiting their attraction rather than other ones located nearby. Another threat for the organisation is the weather. Due to the UK not being one of the sunniest of destinations, and Alton Towers Resort being an outdoor attraction the weather is a significant threat to the organisation. The UK receives a large amount of rainfall, even through the summer period which can cause a significant impact for the organisation. Even though Brexit could be an opportunity for Alton Towers Resort, it could unfortunately be a threat for the attraction as it is still unknown how it is going to go. The organisation having foreign employees could potentially mean that the attraction will have to get rid of them, depending on how Brexit is going to pan out. 
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Gross Profit
2015: 1,085,000,000 / 1,202,000,000 + 76,000,000 (1,278,000,000) = 0.84 x 100 = 84.8%
2016: 1,230,000,000 / 1,371,000,000 + 86,000,000 (1,457,000,000) = 0.84 X 100 = 84.4%

Net Profit
2015: 170,000,000 / 1,278,000,000 = 0.13 x 100 = 13.3%
2016: 211,000,000/ 1,457,000,000 = 0.14 x 100 = 14.4%

ROCE
2015: 170,000,000 + 4,600,000 (174,600,000) / 2,478,000,000 = 0.07 x 100 = 7.04%
2016: 211,000,000 + 4,600,000 (215,600,000) / 2,959,000,000 = 0.07 x 100 = 7.28%

Total assets turnover
2015: 1,278,000,000 / 2,478,000,000 = 0.51 times
2016: 1,457,000,000 / 2,959,000,000 = 0.49 times

Fixed assets turnover
2015: 1,278,000,000 / 2,475,000,000 = 0.51 times
2016: 1,457,000,000 / 2,958,000,000 = 0.49 times

Working capital turnover
2015: 1,278,000,000 / 3,000,000 = 426 times
2016: 1,457,000,000 / 1,000,000 = 1,457 times

Current ratio
2015: 260,000,000 / 257,000,000 = 1.01
2016: 340,000,000 / 339,000,000 = 1.00


Quick ratio
2015: 260,000,000 – 30,000,000 = 230,000,000 / 257,000,000 = 0.89
2016: 340,000,000 – 36,000,000 = 304,000,000 / 339,000,000 = 0.89

Debtor days
2015: 76,000,000 x 365 = 27,740,000,000 / 1,278,000,000 = 21.70 days
2016: 86,000,000 x 365 = 31,390,000,000 / 1,457,000,000 = 21.54 days

Creditor days
2015: 41,000,000 x 365 = 14,965,000,000 / 189,000,000 = 79.17 days
2016: 63,000,000 x 365 = 22,995,000,000 / 233,000,000 = 98.69 days

Debt ratio
2015: 257,000,000 + 1,320,000,000 = 1,577,000,000 / 2,475,000,000 + 260,000,000 = 2,735,000,000
           1,577,000,000 / 2,735,000,000 = 0.57
2016: 339,000,000 + 1,518,000,000 = 1,857,000,000 / 2,958,000,000 + 340,000,000 = 3,298,000,000
           1,857,000,000 / 3,298,000,000 = 0.56
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In 2015, Merlin had a gross profit of 84.8%, and in 2016 it was 84.4%. This shows that in 2016 there was a slight decrease of 0.04% compared to 2015. This could possibly be due to the crash incident as this took place in 2015 and Alton Towers Resort had a decline of over 25% in their visitor numbers.

Net Profit
Merlin achieved a better percentage of net profit in 2016 with 14.4%, which is 1.1% better than the 13.3% that they had in 2015. 

ROCE
ROCE stands for Return on Capital Employed and is a profitability ratio that is used to measure how efficiently a company generates its profits (Corporate Finance Institute, 2015). Alton Towers Resort achieved a better ROCE in 2016 with 7.28%, which was 0.24% higher than their 7.04% in 2015.

Total Assets Turnover
The Total Assets Turnover is a ratio used to measure how efficient a company’s assets are to generate revenue and sales (Investopedia, 2019). In 2015, Merlin had a figure of 0.51 times, whereas in 2016 they had 0.49 times. This shows that they decreased by a total of 0.02 times from the previous year.

Fixed Assets Turnover
The Fixed Assets Turnover is a ratio used to measure how well an organisation has used their fixed assets to generate their sales. The higher the ratio indicates a greater efficiency regarding managing their fixed assets. (Corporate Finance Institute, 2015). In 2015, Merlin had a figure of 0.51 times, whereas in 2016 they had 0.49 times. This shows that they decreased by a total of 0.02 times from the year before, which indicated they did not do as well. 

Working Capital Turnover
The Working Capital Turnover is a ratio used to measure how well an organisation is using its working capital to sustain a specific level of sales. The higher the figure determines how efficient the management of the company are. In 2015, Merlin achieved 426 times, whereas in 2016 they had 1,457. This is a significant increase of 1,031 times from the previous year which indicated that the management was to a higher standard in 2016.
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[bookmark: _Toc7430477]It is crucial for all organisations to set out SMART objectives as they focus importantly on their success. The following SMART objectives that Merlin Entertainments could put into place to improve their financial situation:
· To sell attractions and rides that are old and unused to secure more funds and increase net profit within the next 3 years. 
· To reshape their staff by cutting back on seasonal roles and investing in full time positions. This will reduce costs of wages and improve financial resources within the next year. 
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Human Resources is the functioning inside of an organisation that deals with issues related to individuals such as recruitment and selecting employees, on boarding staff, performance management, training and the development of an organisation. It is vital for an organisation to ensure that they are satisfied, trained, developed and motivated at the workplace as this will benefit the company in fulfilling their expectations and needs (The Balance Careers, 2019). 
The goals of Human Resource Management are to support the organisation in order to achieve objectives by including Human Resource strategies, contributing to the development of a high performance culture, ensuring that the company employees engaging individuals and train them to become more skilled, creating a positive employment process and relationship between the management and colleagues to ensure there is a trust and to support the ethical approach to people management (Armstrong, M, pg. 5).  
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[bookmark: _Toc7430480]‘Equality means maximising employee potential and ensuring that all employees and job applicants receive equal access in relation to employment, terms and conditions, training, promotion and services.’
‘Diversity is about recognising, respecting and valuing the differences between individuals. It means treating people as individuals and accounting for inequalities and disadvantages.’
- (The Law Society, 2019). 
The importance of equality and diversity in the work place is essential; no individuals should be discriminated regardless of their race, religion, disability, marriage, sexual orientation, gender identity or pregnancy and maternity. This is significantly essential for not only Alton Towers Resort, but all organisations as without it, businesses would struggle to thrive and also reach out to all their different types of target markets. The Equality Act 2010 was introduced in order to protect individuals from discrimination in the workplace. The Act was introduced to understand the law easier and to protect certain situations; setting out various ways in how it is unlawful to treat an individual unfairly (GOV, 2015). 
Alton Towers Resort shows that they meet this Act due to their employees having different religions, ethnicity, gender, age, background etc, although there have been quite a lot of negative feedback from ex-employees regarding favoritism and the lack of training provided prior to the job. One quoted  												‘I was rushing around not knowing what I was doing, whilst other team members sat in the corner gossiping, I was told off for things I wasn’t aware I was meant to be doing. Staff were rude and felt very unwelcome’ (Indeed, 2019). 
With another also quoting
	‘Management don’t care about staff, “teams” don’t work together as there is no ethnic in most establishments and the management is like a dictatorship’ (Indeed, 2019).
There a numerous reviews similarly to these from ex-colleagues on Indeed; with both of those quoted above being fairly recent in the last couple of months, Alton Towers should take into consideration the views of their employees and possibly look into the management side of the business, as it currently seems to be lacking in equality. With Alton Towers Resort being such a big organisation, these reviews are not good for the company. It gives a negative outlook on the attraction and could potentially turn away not only the staff, but also customers. 
[bookmark: _Toc7430481]Recruitment and Selection

Recruitment and Selection is a crucial part of employment, as this is where the company determines and ensures to find the most suitable candidate for the job. It is essential to find the most ideal candidate for the job to ensure the job role is completed appropriately to its highest standard. There are numerous different job roles at Alton Towers Resort including front desk, kitchen staff, ride operator, public area attendants, operational control assistant, events assistant, cleaners, marketing, warehouse associates and security (Merlin, 2019). Due to there being a variety of different types of job roles available at the theme park, it is crucially important for them to employee the most appropriate candidates, as each job roles require different skills. The recruitment and selection process whilst applying for a job with Alton Towers starts with an online application form, and the candidate will be informed within 2 weeks whether they have been accepted to move on to the next step. A group interview is then held with up to 16 candidates, where a number of group team tasks will be completed. The next step is a 10-15 minute individual interview where a number of questions are asked. Candidates are then shown around the site and also have an opportunity to go on the rides (Glass Door, 2016). 
[bookmark: _Toc7430482]Performance Management

Performance Management is a set of processes that aim to progress and maintain the employee’s performance within an organisation in order to meet their goals and objectives. The main aim of Performance Management is to make sure that employees are satisfied within their job as it contributes a positive outlook and contribution to the organisation’s aims and objectives (CIPD, 2018). Excellent performance management is a crucial part in the workplace, as if employees are being managed efficiently, then they are much more likely to understand what is expected of them in their job role. Employees are a vital part in an organisation, as they are the individuals who tend to face the customers and give a public perception; therefore if the staff are trained and treated fairly by management, then they will complete their job role to its highest standard. 

[bookmark: _Toc7430483]Conclusion and Recommendations 

In conclusion, considering Merlin Entertainment is such a significant and well-known company, they could alter a couple of things in order to increase their financial situation and also have a better relationship with their colleagues.
· To reshape their staff by cutting back on seasonal roles and investing in full time positions. This will reduce costs of wages and improve financial resources within the next year. 
· Have better communication and relationships between their management and colleagues. Due to numerous of similar reviews from ex-colleagues working at the theme park  stating that not enough training is provided, Alton Towers Resort should take into consideration updating their training process. It states on their website that there is a 3 day training process prior to starting the job, although many colleagues seem to disagree as they feel they have been thrown straight into the deep end. Providing extra training for their staff member will improve the way that they provide their service as they will feel confident and comfortable when completing their job role, which will then result in them exceeding it to its highest standard possible. 
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