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Introduction and Background:

This research project proposal is based on Britannia Hotels a British Hotel Group
founded in 1976 owns 63 hotels in the UK. This hotel group operates at the budget
end in the market, and recent criticism over hygiene, maintenance of its properties,
and quality of service become a subject to criticism making it worst hotel chain in
Britain (Barry, 2013). In this proposal, an attempt is made to discuss the challenges
the hospitality industry and Britannia Hotel Group is facing. Furthermore, analysis of
internal and external factors using PESTEL & SWOT, taking industry examples from
hotels and giving recommendations on the basis of findings is given.

The Britannia Hotels group is a famous chain in Britain, but their fame spread to the
public mostly for negative reasons. Taking an overview of the hotel starting with the
purchase of Britannia Country House Hotel in Didsbury, Manchester than the process
of acquisition began, and till 2021 the group has properties in all major locations in the
UK.

The hotel group has been involved in major controversies, legal issues and fines.
Britannia hotels in Scarborough and Adelphi were investigated by the BBC in 2005
and 2006 over theft and hygiene issues. Liverpool Echo, a newspaper made an
undercover investigation at Adelphi Liverpool and reported ageing interior with basic
customer service gives disadvantage to this hotel (Rouse, 2014). In the meanwhile,
two deaths are reported in Liverpool Adelphi hotel, first is due to drowning of a student
in 2006 than in 2021 a young woman crushed to death by a wardrobe (ITV.com, 2022).

In 2007, Britannia Hotel Stockport is fined by Manchester Crown Court of £39,486 for
food hygiene offences. In 2013, Canterbury Crown Court fined one of Britannia's
hotels in Folkestone for putting guests and construction workers at risk of exposure to
asbestos (Barry, 2013). Robinson, (2022) reported in Liverpool Echo that Liverpool
Adelphi (Britannia) the worst hotel in Britain reduced its employees from 2740 to 1765
and the loss of 10 million till March, 2021 and according to the hotel chain it is due to
Covid-19. In this scenario, Britannia is in declining position and compare to staff
retention they are likely to leave their employees. An incident happened in 2020
when Aviemore Hatel Coylumbridge owned by Britannia sacked 30 employees without
notice or redundancy pay, however the decision reversed later due to public pressure
(Carmichael, 2020). &1




Discussion/Literature

In the literature section, retention of staff in the hotel business, current affairs such as,
BREXIT, inflation & Covid-9 affect and what would be the possible solutions for these

problems is discussed.

According to Chron, (2019) for the hospitality industry, the external factors that affect
are media, climate, civil unrest, the economy, third party attraction and transportation.
Positive or negative reporting on media may largely affect reputation and business of
any hotel. The local climate of a region mainly becomes a reason to attract tourists for
their vacations. Physical safety very much matters for travel and tourism because
street crimes in the local area gives a bad reputation to hotels. Inflation and poor
economy directly hit to the hospitality industry because people less likely to spend on
dining out if they have low income or no income. Third-party attraction means if a
nearby amusement parks or beaches are closed or have a negative image in the public
than people likely to avoid staying hotels in that area. Similarly, if access to the hotel
through public transport or private car is not much easier it would affect the business.

Below the SWOT analysis and PEST analysis is taken to consider external factors
which are also affecting internal factors in the hospitality industry.

SWOT Analysis of Britannia Hotels

SWOT analysis is an effective planning tool which seeks to identify the Strengths,
Weaknesses, Opportunities and Threats involved in a project or organisation. In
SWOT, strengths and weaknesses are internal factors, whereas, opportunities and
threats are external factors. Considering, Britannia Hotels, the SWOT analysis would

come here as:

Strengths Weaknesses

e Britannia hotel is the well-known and | ¢ In the recent times, the hotel

largest hotel chain in the Britain. becomes subject to criticism being a
o They hoperties all over the UK worst hotel chain in the UK.

in prime locations. * Hygiene, poor maintenance and low
e The hotel is reasonable in price customer service affected reputation

making it affordable to more of this hotel.

consumers.




Britannia hotel represents the Great
Britain in the local hospitality industry
in the presence of other international

This hotel is not yet entered in the
international market.

The incidents of drowning, crushing

hotel chains, such as, Hilton & with cupboard and breaking health
Marriott. and safety rules.

¢ Law suites and fines from courts over
hygiene issues and poor
management.

e The old interior and exterior of
building with poor condition of
furniture.

« Employee retention issues because
poor management and basic
customer service proves high
employee turnover.

Opportunities Threats

Entering into the international market
would be a good opportunity for their
business.

Market segmentation to target market
with adding more brands and valuing
them will be beneficial.

Employee retention and their training
will

& development programs

improve the operation of the hotel.

Facing competition from other hotels
which are targeting same locations.
Any form of disease or pandemic like
Covid-19 may again affect the
hospitality business.

Bad reputation affects a lot in the
future too if not applied any
constructive strategy for health &

safety measures in the hotel.

PESTLE Analysis of Hospitality industry in relation with Britannia Hotels

PESTLE analysis is a powerful management tool used to identify the effect of multiple
macro factors on the growth of the business or industry. PESTLE stands for political,

economic, social, technological, legal and environment factors.




Factors External Factors affected in | Importance to the
factors to | the industry selected
consider organisation
Political Political Travel and Tourism | Britannia hotels get
stability, very much depends on | affected due to political
government the political stability, | reasons first by
policies, tax | favourable policies | BREXIT than Covid-19

laws and
relationships
with other

countries

from government and
good relationship
globally. For example,
Dubai is the most
attractive  destination
for tourism which is due
to the policies of their
local government. The
visa policy of EU
countries also supports
hospitality and tourism
in the Europe.
Furthermore, the
BREXIT caused labour
shortage in the UK
hotels and Covid-19
pandemic gave major
lost to the hospitality
industry

2020 and 2021.

in the vyear

pandemic.

Economic

Inflation,

globalization,
cost of living,
labour cost

and

Currently, 9% of the UK
employment, 6% of the
business, and 5% of
the GDP belong to the
hospitality
(UK Hospitality, 2023).

industry,

Similarly, Britannia
hotels faced problems
of BREXIT, Covid-19
pandemic and current
inflation, however, they

have faced major lost




exchange

rates

However, the current
the UK
affected this industry

inflation in

very much as the high
unemployment  ratio
and no increase in
wage makes hoteling a
luxury activity for many.
The BREXIT gave
major lost to the
hospitality industry in
Britain in term shortage
of labour because EU
countries were a big
source for recruitment.
The demand for an
increase in  wages
directly affected higher

prices for hotel guests.

in the economy due to

their mismanagement.

Social

Customer
trends,
lifestyle, taste,
and

demographics.

In the social culture,
budget hotels and
cheapest travelling
trends are getting
common  nowadays.
From the social
perspective retention of
employees in this
industry is not easy
because many people
don't like to work
causing a skill shortage
also working for a short

time and moving to

In a social context,

Britannia hotels
strategy to be the
budget end meets the

current trend going in
the UK. The hygiene
issues in Britannia
hotels are a point of
concern because the
UK is one of those
countries has high
standards for food
products. In case of

Britannia they have




other industry creates

high labour turnover.

faced fines many

times.

Technological

Innovation,
social
networking,
artificial
intelligence, &

robotics.

The hospitality industry
is very much benefited
by technology. Social
networking sites, such

as, www.booking.com,

www.tripadvisor.com,

mobile applications and
customer survey sites
spread useful
information about the
hotels to customers.
Providing well
equipped gadgets and
entertainment facilities
in the room provides
the best experience for
guests.

Use of robots in hotels
gives customers a new
insight also the hiring of
staff through advanced
recruitment system
provide better

workforce.

The hotels of Britannia
group are not much
technology friendly is a
perception, and it is
established due to
their

management

poor
and
maintenance.

The hotel has a visible
presence on social
media, but most of the
news is negative about
their services.
Recently, Britannia
hotels started using
advanced
better

manage the booking

Eptica's
software to

reservation
the

output came as 16%

and

system, hence,
productivity within 3
months (Eptica, 2023).

Legal

Employment
law, labour law
and health &
safety
regulations.

The legal factors in the
hospitality
ensures that the gas

industry

safety installation and
use is done on sites,

and hotels must comply

Britannia hotels had a
bad history with the
legal

issues  over

hygiene and faced
fines from the courts.

Furthermore, health &




with  food

Employees are treated

hygiene.

well in hotel and their
Health & Safety are not

compromised.

safety of their
employees are
compromised and
termination of
employees is also

done without notice.

Environmental | Sustainability,
environmental
protection and
Corporate
Social

Responsibility

The hospitality
business puts a lot of
pressure the

environment as they

need more water,
energy and fuel. Many
environment  friendly
hotels are working on
recycling technology to
reduce waste and save

energy.

From an
environmental

protection perspective,
negative history with
poor hygiene and
health & safety records
make this hotel chain
worst in the country.
So

initiative is not found

far any major

yet from this hotel.

Employee recruitment, training and retention a possible solution to face external

challenges

Any business can face challenges from their internal and external environments. The
internal environment of hospitality industry is staff, infrastructure, management and
their customer service. The external environment for the hospitality industry as
discussed above mentioned by Chron (2019) and PESTEL analysis, become

supportive or challenging depends on the preparation of the organisation.

To simplify the roles of HRM in any organisation, Human resource department is
responsible for hiring manpower, training them up to the organisation’s standard,
making performance appraisal, rewarding them for their efforts and taking disciplinary
measures when needed (Armstrong, 2006). HRM reached to a key player position in
recent times from a clerical/administrative department in early 20" century. In the

hospitality industry, hiring of a staff means a lot for the business because this industry




makes a significant investment on employees through their training and development
(Abdou et al. 2022).

In the hospitality industry an employee from waiter position may reach to senior
executive levels making recruitment a most important part of HR. Taking an example
of recruitment from the industry, the Intercontinental Hotels Group (IHG) seeks fresh
talent from, school, colleges and local communities. They_recruit employee with the
strategy to have a lowest or no turnover because they eir employees as an

assets.

The recruitment become productive if training and development is provided effectively
to employees, in fact, training sessions identifies future leaders inside the organisation
(Armstrong, 2006). For example, in the IHG the 24 month future leader graduate
program give them specialization in rooms, food & beverages, revenue management
and finance (Hospitality, 2Q The graduate of this program works confidently
because become an aII—rou many skills.

Employee retention is currently most important and challenging task for HR in the
hospitality industry. As discussed above in the hospitality sector there is a skill
shortage and high turnover because people move to other professions. It is necessary
for HR to make employment in this sector more attractive. In the IHG a journey to GM
acceleration program opens a door to capable employees to become GM within two
years (IHG, 2023). Furthermore for retention of employees, a flexible environment,
rewards & recognition, coordination and communication inside the organisation is

necessary.
Evaluation and Conclusion:

As per the above findings from the selected organisation Britannia hotels, the poor
management, basic customer service, lack of maintenance and unsatisfactory hygiene
ranked this hotel on worse position. It can be said that Britannia hotels had main focus
on getting prime locations after that they were not much concerned about the customer
service. The hotel chain has faced complaints from their many locations which
confirms mismanagement in the organisational culture. The hotel is budget end of the
market but it does not mean poor customer service and putting guests on a risk. Any

initiative for improved customer service and products the hotel offer can make a
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difference such as, Eptica reservation system increased in productivity within three

months.

Taking in discussion the external factors using literature review, SWOT and PESTEL
analysis the hospitality industry in the UK has recently faced many challenges, such
as, BREXIT, Covid-19 and recent inflation. It is observed that besides, challenges this
industry has a potential to grow because technological advancement and globalization

provide many opportunities for hard workers.

To conclude, the initiatives of HR in recruitment, training & development and retention
of employees make the workforce capabilities in the hospitality industry. Therefore,
the recruitment, training and retention model of IHG is recommended to Britannia

hotels to make their business productive and profitable.
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recommendations should be
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1.Research-informed
Literature 4/10

Your

work must be informed and supported by
scholarly material that is relevant to

and focused on the task(s) set. You

should provide evidence that you have accessed a
wide range of

sources, which may be academic, governmental
and industrial; these sources may

include academic journal articles, textbooks,
current news articles,

organisational documents, and websites. You
should consider

the credibility of your sources; academic journals
are

normally highly credible sources while websites
require careful

consideration/selection and should be used
sparingly. Any

sources you use should be current and up-to-date,
mostly published within the



last five years or so, though seminal/important
works in the field may be older. You

must provide evidence of your research/own
reading throughout

your work, using in-text citations in the main body
of your work and a

reference list that is alphabetical at the end of
your work. Please use the

Harvard/APA referencing system.

Specific
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contain at least 20 academic references in support of
your work from a variety

of valid and reliable sources. A reference list should be
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2.Knowledge
and Understanding of Subject 16/25

Your

work must demonstrate the growing extent of your
knowledge and understanding of

concepts and underlying principles associated
with the subject

area. Knowledge relates to the facts, information
and

skills you have acquired through your

learning. You demonstrate

your understanding by interpreting the meaning of
the facts

and information (knowledge). This means that you
need to select and include in

your work the concepts, techniques, models,
theories, etc. appropriate to the

task(s) set. You should be able to explain the
theories, concepts,

etc. meaningfully to show your

understanding. Your mark/grade will

also depend upon the extent to which you
demonstrate your

knowledge and understanding; ideally each should
be complete and detailed, with

comprehensive coverage.

Specific

to this assignment: You should

demonstrate knowledge and understanding of the
theories/models associated with

engagement and methods use to obtain levels of
engagement within a workforce.

You should demonstrate a sound understanding of the
impact of current



challenges the industry is facing with regards to
retention.

3.Analysis
17/25

Your

work must contain evidence of logical, analytical
thinking, evaluation and

synthesis. For example, to examine and break
information down into parts, make

inferences, compile, compare and contrast
information. This means

not just describing What! But also justifying: Why?
How? When? Who? Where? At

all times, you must provide justification for your
arguments and judgements. Evidence

that you have reflected upon the ideas of others
within the subject area is

crucial to you providing a reasoned and informed
debate within your

work. Furthermore, you should provide evidence
that you are able to

make sound judgements and convincing
arguments using data and

concepts. Sound, valid conclusions are necessary
and must be derived

from the content of your work. There should be no
new information

presented within your conclusion. Where relevant,
alternative

solutions and recommendations may be proposed.

Specific

to this assignment: You should

critically evaluate your sources, synthesis of
information from your research

and academic theories/ models and draw appropriate
conclusions and

recommendations. Critically analyse the political,
economic, sociological,

technological, legal and environmental impact on
retention within the industry,

specifically your hotel.

4.Practical
application and deployment 16/25

You
should be able to demonstrate how the subject-



related concepts and ideas relate

to real world situations or a particular

context. How do they work

in practice? You will deploy models, methods,
techniques, and/or

theories, in that context, to assess current
situations, perhaps to formulate

plans or solutions to solve problems, some of
which may be innovative and

creative. This is likely to involve, for instance, the
use of real

world examples and cases, the application of a
model within an organisation

and/or benchmarking one organisation against
others based on stated criteria. You

should show awareness of the limitations of
concepts and theories when applied

in particular contexts.

Specific

to this assignment: The report should

include the current challenges faced within the
industry and critical analysis

of the affects of this, including, highlighting the
importance of retention

within the industry and why this is beneficial to the
organisation.

5. Skills
for professional practice 10/15

Your

work must provide evidence of the attributes
expected in professional practice. This
includes demonstrating your individual initiative
and/or collaborative working.

You must communicate effectively in a suitable
format, which may be written

and/or oral, for example, essay, management
report, presentation. Work should

be coherent and well-structured in presentation
and organisation.

Specific

to this assignment: The report should

be presented using a project proposal as
demonstrated within the assignment

guidance notes. The content should be of a
professional standard with correct

spelling, grammar, justified text and a logical flow to
your discussion. The

work needs to be supported with citations which



should be referenced using the
Harvard method, including a variety of relevant and
up to date sources.
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