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[bookmark: _Toc37872154]Introduction 
In order to work in an organisation, I need to have proper understanding of transferable skills and knowledge. It will help me as per the organisational setting. A clear understanding of an organisation is essential, it will enable me to consider measures that are helpful to drive business success along with skills development. While working, we need to consider steps to have knowledge to increase added value of a company. Added value is crucial as it enables a company to charge more from customers, resulting in higher revenue in the process. 
The objective of the study is to conduct an evaluative analysis report of Big Bus. It would be helpful to consider ways to add value of the business. On the other aspect, it would demonstrate importance of employability skills and knowledge in an organisational setting. The report would focus would present the company’s analysis and demonstrate the importance of organisation role, knowledge and skills. 
[bookmark: _Toc37872155]Company overview
The Big Bus Tours company is headquartered in London, UK. The company belongs to the tour operator’s industry sector. The company consists of two international organisations merged together to enhance tour operating service business. It is the largest bus operator for sigh seeing tours across 23 globally known cities. Considering company size, it possess 2,000 employees. The company’s structure is private in nature. The company’s specialties include sightseeing, travel and tourism (Big Bus Tours London | Hop On, Hop Off London Bus Tours, 2020). 
As stated by Batten, (2018), its mission is to make sightseeing enjoyable and exciting as it offers customers to travel round the cities in open top buses. With the service, guides provide informative commentaries about the destinations and help in exploration. The goal of the company is to provide customers with an opportunity to explore and discover famous destinations while riding a bus. 
[bookmark: _Toc37872156]Customer expectation
[bookmark: _Hlk37870851]The company offers quality customer service through destination ride, guiding commentary about the destinations ensuring pleasant customer experience. The company target the general customer market that includes varied customer groups. As mentioned by Sinha et al., (2019), it is essential for a company to meet and fulfil customer expectation. Big Bus makes sure that customers have pleasant touring experience. It recruits quality staffs for the purpose. However, Choi et al., (2019) points out that the company fails to offer quality customer service in certain cases. For instance, the company highlights that all big buses would have strong internet connection, yet certain bus service overlooks the added facility. 
Disconfirmation theory states that customer satisfaction is connected with the direction and size of disconfirmation that occurs following comparison of actual service against service expectation. For instance, commentary guidance is an integral part of the riding service. However, certain customers have negative experience, stating lack of live commentary throughout destination visits. It has created negative impact on the added value of the business. Sinha et al., (2019) states that a company needs to give importance to customer expectation and strive to improve service quality accordingly. It would enable a company to address areas that require attention. For instance, Big Bus needs to offer standard service. Taking into account customer feedback and opinion would be helpful to enhance tour service. It is worth noting that the company possess the potential and facilities, however, requires inspection and monitoring to keep track of the service.
[bookmark: _Toc37872157]Organisation analysis
As stated by Bismark et al., (2018), I have done a organisation analysis which is important to understand and evaluate a company’s overall performance, market condition and risks in the industry. It helps to have company insight. SWOT and PESTLE are effective theoretical analytical tools to analyse and evaluate internal and external environments of Big Bus effectively. 
[bookmark: _Toc37872158]SWOT analysis 
	· Strengths 
· Big Bus is a large open top bus tour operator
· The company operates in 23 cities throughout four continents
· The company offers hop-on and hop-off facility to customers with live and informative commentary about
· The company offers city guides along with real time tour tracking, map 
· The company has mobile apps which makes it convenient for customers to purchase service
	Weaknesses 
· The company service tends to be infrequent and lacks consistency
· The problem of lack of live commentary and guidance is present leading to negative customer experience
· Poor time management is an issue (Phadermrod et al., 2019)


	Opportunities 
· The company possess the scope to improve its bus services
· With trained professionals, the company would succeed in offering quality service (Gürel and Tat, 2017)
· The company has acquired considerable positive customer feedback, it shows that with necessary improvement, it would offer quality service
· The company has the scope to modify its facilities and enhance its added value 
	Threats
· The company possess the threat of intense competition
· It has several competitors, Roberts Hawaii Inc, Dublin Bus, East Yorkshire Moto Services, Lakefront Lines Inc and so on 
· Economic recession poses a threat for the company
· Customers possess options of considering competitor service leading to loss of customer base



[bookmark: _Toc37872159]PESTLE analysis 
PESTLE analysis focuses on six external major environmental aspects, political, economic, social, technological, legal and environmental. 
Political- The political factors states that the UK government encourages businesses to thrive. The country has stable political condition. It enables Big Bus to conduct business across different regions of the UK. Certain trade restrictions might be present following Brexit, it would impact its business with the European nations. However, the company has developed good relations in the European market. Hence, the company has the scope to maintain stable business relation with its European market along with the UK (Perera, 2017).
Economic- As per the economic factor, the company contributes to offer employment to job seekers and reduce unemployment. It offers a role in enhancing the economic growth. With disposable income of local and global visitors and travellers, the company possess scope to experience increased revenue. However, issues such as Brexit, covid 19 raises the country’s economy which would be difficult to handle.
Social- The UK has high population with diversity. It enables the company to attract various customer groups. People prefer to ride and visit places; it offers scope for the company to attract customers highlighting comfortable touring experience. UK people are health conscious and prefer good lifestyle. It would enable the company to attract customers stressing on enjoyable and informative tour experience. 
Technological- Technologically speaking, the UK market possess quality and advanced technological resources. Hence, the company possess the scope to improve and better its services seamless technological facilities. For instance, Wi-Fi service within buses for customers use, improved online navigation and so on (SHTAL et al., 2018).
Legal- As per the legal factor, the company needs to consider legal norms and regulations. For instance, consumer protection law, copyright law, health and safety law, discrimination law and so on. It is the duty of the company to ensure that laws and norms are conducted in an effective manner.
Environmental- The environmental factors states that the company needs to follow and conform to environmental wellbeing and norms. For instance, Big Bus needs to consider steps such as energy conservation, proper waste management, climate change practices and so on.
[bookmark: _Toc37872160]Importance of organisation role and skills
According to Alex, (2020), employees are assets of a company, help in contributing to the company performance and productivity. I think a company needs to have good connection with employees as the latter helps in running and executing company functions and operations. For instance, employees of Big Bus are responsible for offering planned tour and touring services to customers. An operations manager would communicate with clients, customers and resolve customer issues. AS per my understanding a tour guide is responsible for offering informative commentary to riding travellers and visitors. A bus driver would help customers to visit and cover relevant destination places. A driver needs to look for good routes to reach and visit destination places as per scheduled time and services. Turner, (2020) points out that skilled and knowledgeable employees helps a company in achieve organisation goals. For instance, Big Bus strives to offer quality tour services to customers. 
The company employees are assigned to offer standard services. Employees help in creating positive environment that enhance customer experience. For example, ensuring that customers enjoy rides, offering additional assistance during hop-on and hop-off service to help concerned customers. It helps in creating added values for the company services.
[bookmark: _Hlk37871285]As analysed a company possess various roles, each with various responsibilities and duties. For instance, a tour operations manager oversee office and tour operations. He/she organise, conduct and plan tours for customers. For instance, in Big Bus, the professional ensures that to open top bus services are offered to customers as per ticket reservation, payment. He/she ensures that services are offered in a timely manner. The professional communicates with promoters, venue mangers associated with the service arrangement. He/she plan itineraries, sell travel packages, ensure service equipment, facilities to offer quality service. It is essential to state that the role of a tour operations manager helps in ensuring hassle free and quality services to customers (Turner, P2020). 
Upon researching it was found that the role make sure that customers acquire quality customer experience. For instance, in the Big Bus, a tour operations manager possess the duty to communicate with ticket agents, venue managers. The key purpose is to focus on the tour service offered to customers. Along with it, the manager would help in improving service quality. For example, additional support to senior citizens, instruct staffs to interact with customers in a friendly manner. He/she would offer customer service in emergency situation, consider customer feedbacks and improve service accordingly. As per the statement of Ameen and Baharom, (2019), the role of a tour operations manager needs to possess certain skills such as flexibility and adaptability. He/she needs to have attention for detail, manage and work with a team, possess good communication and negotiation skills. He/she needs to have good problem-solving and PR skills. For instance, a tour operations manager needs to have detailed knowledge of map, take the initiative to solve customer issues, communicate with customers and so on. 
[bookmark: _Toc37872161]Training and development 
[bookmark: _Hlk37871506]As pointed out by Noe and Kodwani, (2018), training and development helps employees to expand and improve knowledge and skills. It helps in improving employee performance. As per my knowledge an employee who goes through training come to terms with company norms and practices. For instance, training and development sessions of Big Bus employees would be helpful to understand service approaches. It would enable the staffs to consider methods to assist customers and fulfil customer needs. Employees want to learn new skills and work effectively; training and development sessions are helpful for the purpose. As stated by Dipboye and Dipboye, (2018), the sessions generate a sense of morale and satisfaction among employees as they feel that the company makes effort to enhance employee skills. Fletcher et al., (2018) argues that the sessions tend to be ineffective and lead project delay. Training and development incurs additional expense. However, Bell et al., (2017) reasons that good sessions help employees to address weakness and overcome it. For instance, an employee with poor communication skills would show improvement with guided assistance from the company. 
I think that it is reasonable to state that the Big Bus company needs to conduct training and development to help employees to offer consistent tour service to customers. It would help employees to gain skills to help customers and deliver quality customer service. This in turn helps in maintaining consistency concerning services. For instance, Big Bus lacks consistency, it creates negative impact on customer experience. With knowledge and training, the company would succeed in enhancing employee skills and competence. It would enable the company employees to offer quality service and show performance consistency. The Big Bus company encounter infrequent and consistency in services which affect added value. Dipboye and Dipboye 2018) states that training and development session would help in increasing employability skills of working individuals which in turn would enhance service productivity and standard. 
[bookmark: _Toc37872162]Conclusion 
We can conclude from the above report that the Big Bus organisation is a tour operator company that needs to consider ways to increase added value. It would help the business to experience increased revenue. In the report we have shown that it attempts to offer quality tour service to target customers. It offers tour services in open top buses with live commentary and convenient navigation. However, we have also analysed that the company tends to give infrequent services and lacks consistency. It impacts the company to a significant extent. The company possess quality services; however, it needs to take the effort to ensure that standard services are provided to customers irrespective of time and place. The company needs to conduct training and development sessions for the purpose. I suggest that it would be effective to improve employability skills. According to me with training and appropriate employee skills, Big Bus would succeed in offering quality customer service and experience added value in the process.
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