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[bookmark: _Toc7378187]Executive Summary 
This report involves a discussion on the key managerial and business themes of Alton Towers Resort The themes are, an environmental analysis which consist of a PESTLE and SWOT analysis. With focus on the internal and external factors that are affecting Alton Towers Resort and recommendations on how their performance can improve. Another section is the financial ratios audit which are then used to analyse the effectiveness of the organisations business performance throughout the last two years. To support this SMART target are produced to use for the coming year so that the organisation can work towards. Following this the last section discussed is the performance management audit of the organisation. This section includes an audit of the current management and human resources systems in Alton Towers Resort and the recruitment and selection process. Recommendations for all sections are made throughout the report. 
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[bookmark: _Toc7378188][bookmark: _GoBack]Introduction 
This report will be used to help assist Alton Towers Resort produce their next business plan. Alton Towers Resort is part of the Merlin Entertainments PLC Group, reference to Merlin Entertainments group will be made in the financial section and human resource management section of this report.
As previously mentioned, Alton Towers Resort is a part of Merlin Entertainment Group. It is in Staffordshire England and is mostly known as a very popular theme park in the UK however, through years of renovation it has become much more than just a theme park. It opened in 1980 and since then the resort has developed into what is now made up of a theme park, hotels, conference centre, luxury spa, waterpark and a golf course. The resorts open season is from mid-March until early November. Alton Towers Resort holds events/deals throughout the year depending on the season and month. For example, some recent events/deals they had was for Easter half term 2019 they had a deal where kids enter the park free, following this they have the Scarefest event which is a Halloween event taking place in October and the Fireworks event which is for Bonfire night which takes place in November (altontowers.com).  
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Firstly, what is business performance? Business performance “entails reviewing the overall business performance and determining how the business can better reach its goals.” Taken from businessdictionary.com. To review and determine how the business can improve in order to reach its goals is where PESTLE and SWOT analysis comes in. These are used as useful performance measurement tools. PESTLE analysis is an acronym that stands for political, economic, social, technological, legal and environmental factors, that focuses on the external factors affecting the organisation. PESTLE analysis is “a framework or tool used to analyse and monitor the macro-environmental factors that may have profound impact on an organisations performance”. Taken from business-to-you.com. SWOT analysis looks at the organisation’s strengths, weaknesses, opportunities and threats that analyses the internal and external factors that are affecting the organisation. 
[bookmark: _Toc7378190]PESTLE Analysis
The political factors that Alton Towers Resort faces is the effect of the national minimum wage. The yearly increase of the national minimum wage effects big companies such as Alton Towers as they employee a big team. For Alton Towers Resort their team of employees makes up around 2,000 workers. The increase in the national minimum wage causes an increase in the company’s wage budget. Taken from gov.uk “1.8 million workers earning the National Living Wage (NLW) will receive an additional £690 over the year from today (Monday 1 April), as the biggest ever increase to NLW comes into effect.” For Alton Towers to comply with the new National Living Wage law adjustments will have to be made within the company in order to pay their workers. Adjustments such as reducing their profit target in order to have the extra payroll cost from their profits. Furthermore, Alton Towers may have to increase their sales targets and raise prices of merchandise, food, beverages and ticket prices in order to comply with the law. 
Another political factor is the effect Brexit may have on Alton Towers in terms of the uncertainty of it all. Brexit could mean that Alton Towers could lose many foreign workers which will create extra costs of finding new candidates and the expense of training them up. However, Alton Towers employees around 2,000 workers all of which must live within a 20-mile radius of the theme park therefore losing employees may not affect the organisation hugely. Brexit could have an effect of the number of foreign visitors who come to the theme park as this may decrease in the result of Brexit. Staffordshire the home Alton Tower Resort welcomed 25 million overseas visitors in 2017, who enjoyed a day or more visiting theme parks such as Alton Towers Resort (staffordshirenewsroom.co.uk). The number of oversea visitors may drop dramatically once Brexit hits.
Next factor is Environmental.  Sustainability is important these days and large organisations need to ensure they are doing enough for sustainability, because this will have an impact on those who chose to visit their theme parks. Found on support-altontowers.com ways in which Alton Towers have chosen to run their business more sustainably is by using sensor taps, waterless urinals and lights on sensors are used in toilets around the theme park. Doing this means less water and electricity will be wasted if people forget to turn of the taps or switch lights on and off. Alton Towers Resort have upgraded their light fittings in the theme park and water park to LED fittings which reduce energy consumption. These are a few ways the organisation is looking to be more sustainable however for the future looking into more sustainable ways of running the business will attract more visitors. Statement taken from support.altontowers.com says “We are always looking for opportunities to become more efficient and achieve our sustainability targets and therefore continually implement new technology and processes that will help reduce our impact on the environment.” 
The weather is such a big environmental factor and effects businesses in the UK dramatically especially theme parks. The chance of rain fall in the UK is high even in summer periods. Due to this many visitor who chose to visit the park on a day that it happens to be raining, or people who have pre purchased their tickets, there’s a chance not all rides will be open. A way Alton Towers Resort could over come this in the future is investing and coming up with a shelter to cover the big rides when the weather is bad, or create an indoor theme park on a smaller scale where people who unfortunately visit the theme park on a rainy day can still enjoy themselves on a smaller scale. 
Media coverage is a social factor that affects Alton Towers Resort negatively. There have been incidents in Alton Towers in recent years which have resulted in serious injuries and death that could discourage people visiting the park. Especially after The Smiler accident in 2015 that left two young women disabled after losing their legs. Not only can bad media coverage on Alton Towers discourage people visiting the theme park, bad coverage from other theme parks such as Oakwood could tarnish the reputation of theme parks, giving them a bad name and a reputation that they are unsafe. Back in 2004 a 16-year-old girl died from a 100ft drop on a ride in Oakwood called “Hydro” which has since been renamed and reopened as “Drenched”.
Alton Towers Resort opened the first 14 loop roller coaster in the world in 2013 called “The Smiler”. This is a technological factor as designing new and innovative roller coasters involves a lot of technology. However, for Alton Towers Resort to stay at the top of the market they need to keep designing bigger and better rollercoasters in order to beat their competitors. The investment into the new ride “The Smiler” cost around £18million back in 2013, since then Alton Towers has not released any new rides, which means there’s a market for new and innovative rides to be created (altontowers.com). 
Alton Towers must comply with Health and Safety regulations this is a legal factor. If Alton Towers Resort was found not to comply with these regulations, then the theme park could be shut down or severely fined which would not be good for the company and would give Alton Towers Resort a bad reputation. The Health and Safety department in Alton Towers Resort is responsible for the safety of both guests and employees of the theme park.  Back in 2015 when the crash on one of the rides happened this was not the case. Since then the health, safety and welfare of guests have become stricter to ensure this doesn’t happen to anyone else. It’s recommended that Alton Towers Resorts in terms of the safety of the rides they should do daily checks as well as checks every time the ride is in operation. 
One economic factor that affects Alton Towers Resort is the 2007 recession and Brexit. This has and will have a big impact on Alton Tower Resort in terms of sales and hitting targets. As Great Britain is still recovering from the 2007 recession it still means that Alton Towers Resort target market won’t be able to spend as much when visiting the park, which causes a decline in takings. Considering Brexit, the uncertainty of it all can cause a negative effect in peoples expenditure and people may be more inclined in saving their money or spending their money on valuable items such as paying bills and food instead of spending their money on luxury items/ experiences such as visiting Alton Towers. Alton Towers need to evaluate the effect of Brexit and act accordingly, if there is a massive decline in sales or visitors then they should act accordingly such as reducing their ticket prices. 
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	Strengths 
· Alton Towers Resort appeals to a large demographic of people. It appeals to children, young adults, adults and senior citizens. 
· They work with charities and this in their favour shows them in good light.
· Alton Towers have an effective website design, along with this they have a mobile app. This makes buying tickets and having access to information easy.
	Weaknesses
· Long queue times in Alton Towers Resort can take up a lot of the day. This means people can’t always go on all the rides they had hoped for. To overcome this maybe introducing extra carriages to the rides can help reduce the amount of time queuing. 
· Their tickets prices are more expensive than their competitors especially in peak season (summer). This may discourage people from visiting the theme park and visiting a different one. 
· The location is a weakness as it is in a rural area in England and this may cause people to have difficulty getting there. 
· The occurrence of accidents in the park shows weakness in their technical operations. This can worry customers and put them off visiting. 

	Opportunities 
· They could form strategic collaborations with other brands such as Cadburys. This will improve Alton Towers Resort brand and attract more customers.
· Having more healthier food outlets in the theme park will provide people with more choice and variety, that will appeal to everyone. 
· The could come up with more seasonal events such as valentines, Christmas and Easter. Having more seasonal events especially during school holidays will attract more families to the theme park.

	Threats
· One threat is the possibility of increased technical faults on the rides that may result in customers being injured.
· Bad weather is another big threat. If the weather is bad, then some rides may not be able to operate, or Alton Towers Resort cannot open. Here in the UK bad weather is very common.
· Competitors is another threat if competitors such as Drayton Manor and Thorpe Park opened a new ride or numerous new rides this could cause potential customers to visit other theme parks instead of Alton Towers Resort. 
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Key performance indicators taken from is described as “vital navigation instruments used by managers to understand whether their business is on a successful voyage or whether it is veering off the prosperous path”. The financial ratios of Merlin Entertainments that will be produced are of the financial years 2015 and 2016. 
Gross profit
Gross profit ratios for 2015: 84.89%
Gross profit ratios for 2016: 84.42%
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The gross profit for 2016 compared to 2015 has decreased by 0.47%. As seen in the profit and loss account the accountability of the decrease lies within the company credit purchases. Although Merlin Entertainment increased in sales during 2016, the accounts show that their credit purchase increased significantly, meaning that they owe more money to their creditors. This has tilted the ratio downwards in terms of operational performance. For the years to come Merlin Entertainments should look to reduce their credit purchases in order to have a better gross profit margin. 
Net Profit
Net profit margin for 2015: 13.30%
Net profit margin for 2016: 14.48% 
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In the ratios it is clear to see that there has been an increase of 1.18% of net profit. This shows that Merlin Entertainments have managed in 2016 to make more sales while keeping their expenses down to a minimum meaning that they make more profit. For the future Merlin Entertainments need to continue to improve on sales as well as keeping their expenses to a minimum.
ROCE 
ROCE 2015: 7.04%
ROCE 2016: 7.28%
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The ROCE has increased in 2016 meaning that Merlin Entertainments are being effective with their use of capital. The benefit of having a positive ROCE is enticing for new investors as well as current investors as it shows stability and longevity for a secure investment. Merlin Entertainments needs to continue this positive rise and use the capital in safe ways to favour possible investors. 
Fixed assets
Fixed assets 2015: 0.51 times
Fixed assets 2016: 0.49 times 
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The results from this ratio shows that Merlin Entertainments has gone down 0.02 times in 2016 from 2015. Regarding this ratio and Merlin Entertainments organisation the decline in ratio indicates that the business is over invested in fixed assets. This however is not the case due to the nature of Merlin Entertainments portfolio of businesses are amusement attractions, the heavy investment of fixed assets is justified in property and points of interest. For the coming years Merlin Entertainments need to save more money and work towards making the fixed assets ratio towards the power of 1. 
Current Ratio
Current ratio 2015: 1.01
Current ratio 2016: 1.00
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From the ratio its clear to see that Merlin Entertainments ability to liquify their assets to pay their liabilities is positive as they have enough assets to cover their liabilities with immediate effect. For the future it would be suggested that Merlin Entertainments increase their current assets to the power of 1.25 to be able to cover and emergency that may arise. 
Creditor Days
Creditor days 2015: 79.18 days 
Creditor days 2016: 98.70 days 
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Looking at the accounts Merlin Entertainments on average in 2016 takes 19 days more than 2015 to pay its creditors. To judge the ratio and the pay back days is difficult because each supplier will have their own contract and expect to be paid within the time period. The risk of taking this long to pay their creditors “is the loss of good will” tutor2u.net. For the future Merlin Entertainments need to reduce the number of days and ensure they pay creditors within the contracted time period to keep a good relationship. 
Debtor days 
Debtor days 2015: 365 days
Debtor days 2016: 365 days 
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In this ratio the days it takes for a debtor to pay Merlin Entertainments has stayed the same. The fact that it takes a debtor 365 days to pay Merlin Entertainments is very poor. The typical time period for debtor to pay an organisation is 30 to 60 days Merlin Entertainments need to ensure the collection of the debt is sooner than it currently is, as it is a draw back for an expanding business and the possibility of bad debts occurring is very likely. 
Working capital turnover
Working capital turnover 2015: 1.29
Working capital turnover 2016: 1.18
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As the ratio shows the working capital is over 1. This means that Merlin Entertainments is running smoothly and has no need to invest in additional funds. There is money coming in and out of the business, which gives them a competitive advantage. Although in 2016 the working capital turnover has gone down it is still above 1 and shows that it is getting used effectively. For the future Merlin Entertainments should limit the amount of capital invested and use the money flowing in and out of the business regularly that is generated from sales. 
Debt Ratio
Debt ratio 2015: 0.58%
Debt ratio 2016: 0.56%
[image: ]
From calculating Merlin Entertainments Debt ratio, it seen that they have reduced their overall percentage by 0.02% in 2016. By having this percentage, it shows Merlin Entertainments to be well balanced and attractive to investors. If Merlin Entertainments ratio was too low (under 40%) the ratio would indicate that the company doesn’t increase operations by borrowing money. This means that returns would be limited on potential profits. For the future Merlin Entertainments should try and keep this ratio between 0.50%-0.60% because if the ratio increases over this it perceived to be a riskier investment. 
Quick Ratio
Quick ratio 2015: 0.89
Quick ratio 2016: 0.90
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Evaluating the quick ratio, it is seen that in 2015 and 2016 Merlin Entertainments would not be able to cover their liabilities if they took their stock out of consideration. Although the ratio has improved in 2016 it hasn’t improved enough to cover their current liabilities in terms of liquidating the business. Merlin Entertainments need to reduce their liabilities in terms of accruals and creditors for the future to cover bankruptcy. 
Asset Turnover 
Asset turnover 2015: 0.51%
Asset turnover 2016: 0.49%
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This ratio shows that Merlin Entertainments it not efficiently using its assets to generate sales. For example, Merlin Entertainments needs to resist purchasing new assets such as roller coasters and try to increase sales with their current assets. For the future Merlin Entertainments needs to work on promoting their current assets possibly by upselling or taking advantage of seasonal weather to attract customers without investing in new assets. 
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Through examining Merlin Entertainments accounts the biggest change from 2015 to 2016 is the increase of fixed assets (£483,000,000). The way Merlin Entertainment has funded the purchase of these assets is from capital introduced by shareholders and bank loans. Due to the large increase of fixed assets in 2016 it has clouded the potential profit margin Merlin Entertainments could have had. Therefore, in the next financial year (2017) Merlin Entertainments should see an increase in profit. The smart objective to be put forward is as follows. 
Merlin Entertainments should seek to improve their overall profit margin by an additional 17% by the end of the financial year 2017. 
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The recruitment and selection process play an important role in any organisation and is the make or break of an organisation’s success. The people who are employed play an important part in any organisation and therefore having a good group of employees will build and maintain the organisations success. 
One way of defining recruitment taken from celeverism.com is ‘recruitment” is the process of finding and hiring the best and most qualified candidate for a job opening, in a timely and cost-effective manner’. Therefore, this means that when organisations are recruiting, they are looking to find and hire the best person for the job opening as quickly as possible and, in a way that doesn’t cost them a lot of money. Ways in which they do this depends on the way the organisation choses to advertise the new job opening, whether they hire internal or externally and, ensuring the employee is qualified not unqualified. 
Organisations spend a significant amount of resources to recruit a new employee and therefore it is important that organisations chose and follow the right recruitment and selection process that works for them and benefits their organisation. 
There are six stages in the recruitment process for organisations to follow in some way taken from bbc.com. The first stage is identifying the vacancy, so they know what role needs to be filled. Secondly is to carry out a job analysis, this involves identifying what task and responsibilities are involved in this position. Following the job analysis, the organisation needs to create a job description. This is a document that lists and describes the roles, duties and responsibility of the position that potential employees will read. Along with the job description a person specification which includes the skills and qualification a person needs for the specific job role need to be produced. The organisation needs to then decide in the way they are going to advertise the job and finally send out application forms to potential employees or request CV’s. The six stages above are a general look on how organisations recruit employees and not all organisations follow those stages step by step. There are a further four stages that make up the selection process. The selection process begins by collecting all applications and CV’s from potential employees. Following this organisation will create a shortlist of candidates who they think are best suited to the job opening. This will then lead on to candidates being invited to interviews and meetings where they will be asked more questions to see if they are the best candidate for the job. Finally, the organisation must choose the successful candidate for the job.
Now there’s an overview of what the recruitment and selection process involve, Alton Towers could look at using some of these methods in future when recruiting new employees. Alton Towers Resort according to altontowers.com employs around 2,000 employees, many of them generally live within 20miles from the theme park.  The way in which Alton Towers advertise their job roles are on the Alton Towers Resort website and on Merlin Entertainments website. Found on altontowers.com Alton Towers Resort have their own Human Resource department this is the department that is responsible for recruiting staff and for training new employees. Alton Towers Resort does offer their employees job security, chance for advancement where they promote from within, and they offer a chance to transfer to another park to expand on their knowledge and skills. Taken from glassdoor.co.uk here is an overview of what the recruitment and selection process in Alton Towers Resort involves. Firstly, candidates fill out an application form online, if successful they then get invited to a group interview. In the group interview candidates must work as a team to carry out tasks. This is then followed by one to one interview that lasts around 10-15minutes. If candidates are successful, they will have a guided tour of the theme park and then complete a three-day induction before they officially start their new job.
[bookmark: _Toc7378196]Equality and Diversity 
Everyone is entitled to and should be working in an environment that is free from harassment, discrimination, bullying and victimisation. Equality and diversity is described from highspeedtraining.co.uk ‘to ensure that everyone has access to the same opportunities and the same, fair treatment.’
Alton Towers Resort provides their employees with equality and diversity in their organisation. Merlin Entertainments statement on their website which applies to all their organisations including Alton Tower Resort that they ‘we work to create a workplace where everyone feels valued, no matter their age, race, gender, disability or sexual orientation.’ This shows that the organisation follows practices to ensure that discrimination is eliminated in their organisation and equality is shown. Alton Towers are committed to having the best team of people to work for them regardless of their age, race, gender, disability or sexual orientation. 
Merlin Entertainments Annual Reports and Accounts 2018 states that in regard to gender diversity,  44% of their Board members are female and the organisations continually encourages and promotes women into more senior roles. From 2017 to 2018 there has been a change in the number of women working in managerial roles in Merlin Entertainments. There are now 157 members of women working in Management roles in Merlin Entertainments compared to 137 female members back in 2017. Merlin Entertainments are continuously encouraging women to go for the higher roles in the organisation so that they can break gender discrimination.  
Merlin Entertainments encourage applications from people who have disabilities. They promote numerous ranges of accessible roles for people with disabilities in the organisations such as Alton Towers Resort and the organisations work to accommodate employees with disabilities. Merlin is continuously working to keep improving the accessibility for disabled employees to maximise the individual’s potentials.
[bookmark: _Toc7378197]Performance Management 
Alton Towers Resort rely on their employees to make sure guests have a fun and memorable time.  Alton Towers value their employees and know how much hard work, commitment and dedication they put into their roles at Alton Towers Resort. Alton Towers Resort Development Manager Ellie Jones explains how they keep their employees happy and the benefits that they provide to them, on realbusiness.co.uk.  
Star Awards is an online scheme for the employees of Alton Towers Resort. The aim of this scheme is to let the employees know that they are appreciated and that the work they do doesn’t go un noticed. Anyone can be nominated for the star award, employees who are nominated get a notification via email where they can log on and see what the nominee has said about them and read the personal message which is a simple way to keep employees motivated, happy and put a smile on their face. Following this every employee who has achieved a star gets treated to lunch at the end of the month, with everyone else who has a star. During the lunch everyone is awarded a star badge and a certificate, however one special member will be the overall winner of the month. and they will go to an annual award ceremony where they can be awarded a trophy, vouchers or money. This is a nice perk that gives employees something to work towards and look forward to, and this ensures employees are giving 100% in their roles with a smile on their face. 
Another bonus that helps keep employees motivated is that they are awarded Merlin passes annually. The passes can be used in all global Merlin attractions, and they receive a certain amount of tickets a year. Along with this there are other staff discounts on the ‘Merlin marketplace’, where employees can log on and have access to employee benefits such as holiday discounts. If Alton Towers Resort hits their target all employees receive a bonus on their pay cheques, which is a good incentive for them to work towards and a good way of Alton Towers maintaining their staff.   
Other ways Alton Towers Resort ensures that they are helping, awarding and motivating staff are following these seven points. They encourage their staff to seek out training for their professional development within the organisation. They provide their employees with a strong and effective reward scheme. This in turn makes staff feel valued and recognised. Alton Towers Resort has a long-term vision where they map out what they aim to do in the future. and further ideas to make work fun. Lastly communication with their employees is valuable and ensuring that they have access to speak to their employer at all time is easily done, and obtainable, this helps and encourages employees talk about any issues they are having and finding a way to work it out, and it lets employees contribute to the business no matter what their position is.  
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