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[bookmark: _Toc2006919434]1.Background

They were established in 2018 and have since grown their portfolio to include over 40 hotels, over 7000 rooms, and over 350 award-winning meeting and events venues across the UK. 
From London to Edinburgh, they have 16 important city centers, and they are present in every significant hub city and airport in the UK. They have picked out the ideal spots that are adjacent to great transport hubs. (Caterer.com, n.d.)
LGH Hotels Management Ltd., which will be operating under new ownership, will make significant investments to completely redesign the guest experience, starting with the open lobby. In addition to presenting a fresh selection of modern food and drink, this will revolutionize conventional work, social, and residential spaces.
 The hotels will adapt to meet the demands of the modern top guest by providing a fully functional and flexible space to work, meet, socialize, eat, and drink whenever they choose, starting with the Holiday Inn London Heathrow M4, Jct.4, the Holiday Inn Milton Keynes - Central, and the Holiday Inn Brentwood, for which work is already under way. There will be free wireless available throughout the hotel as well as a To Go Café on the ground floor that is open 24/7 for quick, healthy takeaway meals for those extremely early morning beginnings or late-night nibbles. (Russell, 2018)




[bookmark: _Toc1880629073]2. Business performance

Due solely to domestic demand, LGH Hotels Management continues to lead the UK in recovering hotel performance.
The most recent performance timetable and occupancy on the books for the upcoming months are both depicted in this piece as the nation continues to relax its limits.  (STR, n.d.)

[image: ]
In collaboration with LGH Hotels Management, which now owns and administers the former Apollo portfolio of Holiday Inn and Crowne Plaza franchised properties, the 26-property portfolio has now been sold to a private Israeli investment fund. The Dayan Family is in charge of LGH Hotels Management. In the interim, Vivion Investments paid $246 million to acquire Project Zinc, a grouping of nine regionally situated, leased Hilton hotels, from administration. In addition, LRC Europe paid Lonestar £140 million for the Doubletree by Hilton Islington, which had rooms that cost £375,000 each. Million, which is also acknowledged to be under the Dayan Family's control.
Early in 2019, there was a lot of interest in new construction, with almost £250 million worth of deals completed in only one month significantly, all these purchases were made by institutional investors. One noteworthy development is the £203 million long-leasehold purchase of a Paddington site by investment group M&G for a dual hotel project that will include 373 rooms. (Uk hotel capital markets investment review 2019 highlights, n.d.)


[bookmark: _Toc2062282866]3. Area of research

This study's main goal is to evaluate how customers perceive the quality of the service at LGH Hotels and to find any discrepancies between customers' perceptions and expectations. The difficulties that LGH Hotels face in developing and satisfying internal and external customer strategies will be examined using this as a starting point. This will help the organization create a workable model from which strategies can be created for the effective management of customer relations and to ensure that customers' expectations of service quality are met.

[bookmark: _Toc1552041840]4. Challenges in hotel industry

Due to the high amount of risk associated with the hotel industry, every potential roadblock must be carefully considered. Many hotels worldwide often ignore most difficulties, which has detrimental effects.
[bookmark: _Toc1055643168]4.1 Change in marketing trends and dynamics

One of the biggest problems the hotel sector has is marketing. For hoteliers, shifting marketing and advertising trends are a constant source of stress. The effectiveness of conventional marketing strategies has decreased. Therefore, choosing the appropriate strategy is one of the major issues facing the hotel sector for those who have always adhered to the traditional techniques.
Online promotion is a tried-and-true strategy, but it would take some time for hoteliers to establish their supremacy. Real customers make appointments and prepay for large transactions while shopping online.
Additionally, interacting with the guests through social media, messaging apps, and other internet resources can function wonderfully and yield results quickly. Using effective digital marketing strategies is a great method to solve these issues in the hospitality industry. No matter the method employed, exercise patience and constancy. The problem with marketing trends and dynamics can be resolved more successfully with the right strategies.

[bookmark: _Toc1753816215]4.2. Rising cost of daily consumables

Over the past few years, there has been a sharp increase in price inflation for supplies, food, and other items used regularly. While it has had an impact on many businesses, it accounts for a sizable share of the problems and difficulties the tourist and hospitality sector faces. 
And a practical remedy for this would be to constantly monitor the inventory, manage the goods, and minimize waste to the greatest extent humanly possible. Considering practical cost-saving measures at all hotels would aid in managing rising prices.

[bookmark: _Toc678400759]4.3. Maintaing online reputation 

Today's computer literate tourists research a brand's reputation before making a hotel reservation. However, keeping an internet reputation is another significant issue that hotels frequently encounter. In the hospitality sector, though, this has not recently been a problem. Since the beginning, reputation and reviews have been ignored in all businesses. They are unaware that an uncontrolled reputation contributes to a negative brand image.
A poll found that 93% of visitors look at hotel reviews before booking a stay, and 33% of visitors do not want to book a hotel without reviews. Monitoring what customers are saying about the company brand and the services it offers is also essential. No matter the platform or language, review management tools may help you keep track of, manage, and address your online reviews.
[bookmark: _Toc1190121069]4.4. Change in technology

Every facet of contemporary life has changed as a result of technological growth. For responses to their questions, visitors are no longer need to wait for hours or even days. Nowadays, guests anticipate hotels to act fast on their requests. The difficulty of adjusting to such quick changes is a problem.
Hotels are currently using chatbots to customize visitor experiences. Hotels can now swiftly respond to guests, answer all of their inquiries, and do more thanks to chatbots. Bookings for hotels and income therefore rise even further.  (Mistry, 2018)

[bookmark: _Toc1018658293]5. PESTEL analysis

To study some elements that impact the hospitality sector, a thorough PESTLE analysis of the LGH hotels has been conducted. This sector includes a variety of business types, including those in the hospitality, food and beverage, travel and tourism, and entertainment sectors.
Over the past ten years, they have experienced a burst of significant expansion. However, 2020 was an exceedingly difficult year that severely damaged a massive portion of LGH's hotels.
[bookmark: _Toc795228324]5.1. Political factors

Governments can impact the hospitality sector, including LGH Hotels, in a variety of ways. For instance, business regulation, real estate development programmers, and taxation laws.
Political unrest is another significant element. Especially during the COVID 19 period, it discourages individuals from going out to restaurants and engaging in recreational activities.
[bookmark: _Toc1335253308]5.2. Economic factors

Economic considerations play a significant role in this PESTEL analysis of the hospitality sector. When domestic and foreign travelers spend money at restaurants, hotels, transportation hubs, and entertainment venues, local economies gain significantly and directly from the hospitality sector. 
Additionally, the monetary crisis has a negative influence on the hospitality sector, and for many people, eating out is a luxury rather than a need in an environment of high unemployment and stagnant wages. Even those who order room service or dine out often look for the best deal possible, which affects the profit margins of many restaurants and other food suppliers. 



[bookmark: _Toc1416340551]5.3. Social factors

The social environment will now be examined as part of the PESTLE analysis of the hotel sector. Regular dining in restaurants is very common. The same reasoning holds true for yearly vacations abroad. As a result, depending on the society, different services are offered by the hotel industry.
Consumer preferences are changing quickly. The fast-food culture has spread throughout many developing countries, which has paved the way for rapid service restaurants. Similar to this, many people now want private lodging, giving businesses options.

[bookmark: _Toc727032940]5.4. Technological factors
[bookmark: _Toc32391258]Technology has greatly improved the LGH Hotels industry. Customers can now make online reservations for hotel rooms and restaurant tables. Thanks to apps like Uber Eats, Just Eat, and Hungry House, people can now order meals instantly and have it delivered swiftly.
In a similar spirit, LGH hotels are making a range of use of information technology to better serve its visitors. Numerous manual chores have been replaced by automation. Thanks to automation, they can reduce costs and increase process effectiveness. Additionally, by enabling staff to offer a more personalised experience, it can improve customer service. 2021 (HowandWhat.net)6. SWOP analysis

For a better knowledge of internal factors, the strengths, weaknesses, opportunities, and threats will be discussed in the SWOT analysis of the LGT hotels.
[bookmark: _Toc1408129060]6.1. Strength

Greater five-star and luxury hotels need more staff to manage their varied operations because they are larger and have more departments, which can provide employment chances for many people based on their skills and abilities.


[bookmark: _Toc1536585127]6.2. Weaknesses

If the rates they charge are compared, only wealthy individuals and company leaders could pay an increased price per night; otherwise, the rates are much more expensive than the average worker's monthly salary.
[bookmark: _Toc1880659141]6.3. Opportunities

They operate in a highly competitive market and provide their consumers with some distinctive experiences that help them draw in more clients.
Managers can benefit much from dynamic pricing if they use it properly. It implies that they must seize the chance and figure out how to gain profit from it.
[bookmark: _Toc786280780]6.4. Threats

If there is political confusion in the vicinity, such as a boycott or protest, it is not good for the LGH hotels. Such occasions deter visitors because nobody would want to stay at a hotel if all the stores, markets, and roads were closed. Everything is shut down, so they will not have anywhere to go or a way to get there. The hotels and restaurants are the most impacted by these problems. (Marketing Tutor, 2020)
[bookmark: _Toc1612725996]7. Covid 19 

The lockdowns in 2020/21 caused significant financial losses for many restaurants, hotels, and other hospitality businesses owned by LGH Hotels, forcing many of them to rely only on room delivery services. However, the people were left with no choice but to remain at home. 
For the benefit of hotels, many of which are franchised, LGH maintains roughly 2,500 employees. 
LGH made it clear that there was no other alternative and that most roles would be eliminated. Many hotel personnel had been informed that they could be made redundant, and that staff were in consultation.
[bookmark: _Int_5k2qTMUw]According to statistics, just one week of the lockdown cost LGH Hotels close to £500,000 in lost revenue from delayed sales of snacks and non-alcoholic beverages, and the longer it lasts, the more it will hurt the company's bottom line. (Hotel giant LGH says 1,500 jobs at risk, 2020)
[bookmark: _Toc794402660]8. Brexit 

The variety of investors, each with a particular risk/return profile, has contributed to support the stability of the UK hotel business despite the uncertainties surrounding Brexit. They anticipate more foreign investment into the UK hotel business should sterling continue to deteriorate after the UK's withdrawal from the EU at the end of March. Capital inflows and institutional investment are anticipated to stay strong even if there is little to no currency fluctuation because of Brexit since more strategic weight is being given to the expansion of investing in alternative specialized sector enterprises, such as hotels.
Even though investment levels are anticipated to be slightly lower than in 2018, they predict that investments in the hotel business will be significantly greater in the second half of the year than in 2019 and into 2020.
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