



Executive Summary
The project provides a proper understanding of hotel management audit. To understand the hotel management, Whitbread has been selected here. It is a leading hotel group in the UK consisting of around 800 hotels. Operations of the company have been impacted negatively during the pandemic situation. The company has increased investment in safety standards and provided accommodation to NHS staff by providing them 5000 rooms. That has helped the organisation in improving its brand value during the pandemic. 
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The report provides an understanding of hotel management audit. Whitbread has been selected here to understand the structure, goals and culture of the organisation. The hotel takes change initiatives due to COVID-19, also describes along with management of changes and impact on business. The strategic direction of the hotel has also ben explained along with current business performance.
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Whitbread considered as a leading hotel operator in the UK. The company has around 800 hotels working for it across the UK, along with 76,000 rooms (Whitbread.co.uk, 2020). It has been observed that there are approximately 35,000 employees to provide appropriate services to customers in 800 hotels (Whitbread.co.uk, 2020). Structure, culture, as well as goals of Whitbread, have been described below: 
Structure
The hotel group connected with 800 hotels across the UK, so it is necessary to follow an appropriate structure to manage the operations in a proper way (Whitbread.co.uk, 2020). It has observed that the hierarchical structure is supported by the hotel group so that appropriate communication can be managed, and the business operations can be appropriately managed. As stated by Armstrong (2012), hierarchy is considered as a useful structure that uses a different level of authority to maintain communication and workflows. Whitbread group has been managing its business for around 278 years (Whitbread.co.uk, 2020). There are various departments in the hotel, such as Personnel, accounting, sales, and marketing (Parker and Chung, 2018). Employees have the responsibility to manage the various task in the hotel such as housekeeping, front office, security, customers service and foodservice [Refer to Appendix 1]. 


Culture
The company has a strong focus to enable people for a living and working well. This culture has been proved beneficial for the organisation in increasing motivating level of employees and providing them with a positive working environment. As commented by Ridley (2017), the primary critical pillars of the hotel are responsibility, community, and opportunity. Following Guix-Navarrete et al. (2018), the opportunity is provided to employees to improve their learning and skills at work so that they can build their career. Promotion and incentives are also offered to employees based on their performance to enhance their motivation level and retain them at the workplace for a long time (Whitbread.co.uk, 2020). 
Goals
The company has been managing its business operations in the UK for around 278 years (Whitbread.co.uk, 2020). Thus, it has the goal to become the best budget hotel in the world. It wants to delight the guests with excellent quality and provide the best value for money. Winning teams of the hotel use to delight customers so that they come back in the hotel again and gain (Rotimi, 2019). The company is passionate about being “Force for Good” in the community and help others to live as well as work well (Whitbread.co.uk, 2020). 
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Various changes are made in the hotel group during COVID-19 pandemic to manage business operations and help a large number of people (Baum and Hai, 2020). Changes are required in business operations to deal with difficult situations and manage business sustainability. Whitbread has been operating its services for around 278 years (Whitbread.co.uk, 2020). However, coronavirus has negatively impacted the business. It has observed that the hotel has provided 5000 rooms to NHS key workers during the situation (Youinvest.co.uk, 2020). Among 800 hotels of Whitbread, 37 hotels have the responsibility to provide accommodation to key-workers of NHS who are treating people affected by the coronavirus (Youinvest.co.uk, 2020). The government paid hotel for keeping the staff of NHS, so the strategy has also been beneficial for the hotel in managing profitability during the pandemic. It has also done a partnership with Fare Share to donate fresh food of almost 65,000 meals (Youinvest.co.uk, 2020). This change has also increased the brand value of the hotel in the country. The food has been distributed to community groups, care homes, as well as homeless people to manage their livelihood during the pandemic. The organisation has also been focusing on introducing technology to check the temperature of customers and sanitise them properly at the entrance. That can help the organisation is starting its operations properly after lockdown. That can help the organisation in managing its business performance at the pandemic situation and focus on strategic direction. 

Figure 1: Changes in Whitbread during COVID-19 pandemic
(Source: Whitbread.co.uk, 2020)
30% deduction has been made in the salaries of employees so that they can manage their lives and manage business profitability as well (Youinvest.co.uk, 2020). Safety changes have also been done in the hotels of the company, so employees can freely work after the lockdown. The company has relied on K2 cloud to meet the safety standard in the hotels (Milojevic and Katsadze, 2020). As stated by Mullins (2020), various safety equipment such as mask, globes and PPE kit has also been provided to employees to manage business operations after the lockdown.
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The primary strategic direction of the company is to put the customers at the heart of everything it does. It focuses on providing sustainable long-term value to the shareholders with the growth of the business so that they can work with the organisation for a long time. The company focuses on Theory E and Theory O. As commented by Armstrong and Matters (2016), theory E is based on economic value and Theory O is based on Organisational capability. The company manages its business cost at the time of taking any business decision. It always focuses on enhancing its skills to achieve the business goal. The major strategic priorities of Whitbread are growing and innovating core business, focusing on strengths to grow in the international market and building the capability and platform for supporting future growth. The company operates its business with more than 40% sites than its competitors. It focuses on opening around 4000 rooms every year by opening around three new hotels in the country (Youinvest.co.uk, 2020). It also targets to expand the business in the international market. The strategic direction of the hotel for the past three years is to grow and innovate the hotels such as Costa and Premier Inn. The organisation has the course of building a platform so that both the hotels can realise the international structural opportunities as well as improve efficiency, capabilities, and infrastructure for supporting long term growth. 
The company has selected Germany to open its hotel and provide appropriate services to customers. It has a great brand value in the country due to high cost of the property, high return on capital provided to shareholders, the appropriate location of hotels, excellent customer service and high-quality rooms (Milojevic and Katsadze, 2020). It is also focusing on building its capability to achieve the goal in future. The four themes have been identified by the company in managing its performance and achieve future growth such as efficiency, technology, property, and organisation. It leads the saving of around £150 million every five years by increasing productivity so that it can invest the money in the development of the organisation (Whitbread.co.uk, 2020). As stated by Rotimi et al. (2017), scalable platform is provided to customers to manage their service correctly. The organisation gave a robust financial performance in 2019. Group revenue of the organisation has been around £2,049 million, which is approximately 2.1% more than the previous year. The profit of the organisation has been increased by 1.2%, which is around £438 million. It has been maintained string return on capital which is 12.2%. It also invests appropriate money in developing leadership and high-profile locations to open a new hotel and achieve a business goal. The company generated a revenue of 2 billion British pounds in 2018-2019. However, COVID-19 pandemic has negatively impacted the performance in 2020 (Whitbread.co.uk, 2020). However, the changes and strategic direction of the organisation are beneficial in achieving its goal and grow the business in every situation. 
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It is recommended that the organisation focus on technology to check the temperature of customers and employees and sanitise them automatically at the entrance. That can help the organisation in managing its business performance after the pandemic situation. Managing weekly meeting with employees can help in motivating them to focus on innovation during this situation. Work from home option can be provided to the technical team so that they can make changes in organisational operations to deal with the situation and manage business performance. 
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It can be concluded from the study that managing audit and operation is necessary for an organisation to deal with a difficult situation and manage business sustainability. The hierarchical structure of the business has been proved beneficial in managing communication and business operations is a systematic way. A positive culture is helpful for providing appropriate workplace to employees and maintains their motivation level. It has set the goal to become the best budget hotel in the world with the help of its winning team. Investment on safety equipment and reduction in the salary of employees is the major change initiative taken by the organisation to manage its business during the pandemic. It has led the strategic direction by helping a large number of health professionals during the epidemic. That has also helped in managing business performance. 
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(Source: https://www.wisdomjobs.com/e-university/hotel-management-and-operations-tutorial-370/hotel-organization-structures-13072.html)
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