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Abstract 
Britannia International Hotel is one of the best 4-star hotels in the London who are operating their business from a highly accessible location beside the River Thames and Cnary Wharf Station offering a city and river view from the rooms of the hotel. The company is facing the issue of low occupancy rate amidst operating from the heart of London city so they contacted Delitte for producing a consultancy report to overcome the issue with appropriate measures and expected benefits that they can experience by mplementing appropriate strategies. Rhe report aimed to produce a consultancy report for Britannia International Hotel so they can effectively respond to the issue of low occupancy rate by taking proper measurements to become profitable and sustained in the industry with a good reputation of a 4-star hotel. First, the report identified the issue faced by Britannia International Hotel and analysed its impact on the company. It found that Britannia International Hotel is facing the issue of low occupancy rate of the hotel which means the performance of the hotel is poor despite operating in a highly convenient and accessible place. It has impacted Britannia International Hotel experiencing a lower revenue for which there is hardly any cashflow in the organisation. It has also impacted them to face huge losses for which they are facing challenges in operating their business effectively. It also damaged their reputation in online and booking platforms and that resulted in getting bad reviews in online platforms so they are failing to attract new customers and retain old customers as a result they are facing low occupancy rate at the hotel. Then, the report analysed the reasons and causes behind the issue and found that they provide their inconsistent customer service  which is a major reason for the issue as customers demand exclusive service from a 4-star hotel which they failed to ensure, outdated amenities like broken cabinets and drawers and damaged heaters and so on are another reason customer are not enjoying their stays at the hotel. Also, increased competition, change in travel trends – customers are now preferring Airbnb over hotels because of lower costs and better amenities are the major reasons for the issue faced by Britannia International Hotel. Also, they have inexperienced workforce who are failing to meet the needs of the customers so customers are uninterested in extending their stays at the hotel. The report analysed the scope of the hotel and found that they have the opportunity to install new technologies and amenities to improve customer experience and has the scope to improve their marketing and promotional activities to improve their online reputation. Then, the report performed a PESTLE analysis to identify the contribution of the external environment on the issue. It found that the Britannia International Hotel will face threat from the political environment as the country is goinf through a political crisis at this moment. Aslo, the economic environment is in unfavourable condition as well because of the higher inflation and economic recession faced by the UK economy. The lifestyle of the people has also changed because of tendency for savings. However, the technological environment can provide them the opportunity to bring innovation and provide personalised customer service. The legal and environmental factors can also impose threat to Britannia International Hotel if they fail to meet the legal and environmental requirements as the UK government have become highly strict on rules and regulations and evironmental concerns due to the global warming issue. The report also performed a SWOT analysis to understand their strengths and areas of improvements. The report found Britannia International Hotel’s location is a strength for them, also they cost-eefective and provides feasible services to the customers which are their major strengths. However, the company does not have skilled workforce, the operating cost is higher and does not have the latest technologie which are the weakness for the company. Additioanlly, the report performed a TOWS analysis to highlight the possible future direction of the company. The report found that Britannia International Hotel can increase their product offerings and values by diversifying products and services, leverage technology to provide more personalised service, utilise tourist’s influx of the area by improving hospitalisation, provide training and development programs to the employees and develop relationships with the suppliers for sustainable sourcing and lowering costs. Moreover, the report provided appropriate recommendations to Britannia International Hotel to overcome the issue. The report recommended Britannia International Hotel should improve hotel amenities to provide exclusive customer service, initiate loyalty programs to ensure customer satisfaction, improve their online reputation by asking satisfied customers to leave reviews on soicla media platforms, use a dynamic pricing strategy, focus on social media marketing, providing training and development programs to the employees, provide uniforms and employ employees in different shifts to overcome the issue. Furthermore, the report finds Britannia International Hotel can benefit from the recommended strategy by ensuring customer satisfaction, increasing revenue, increasing occupancy rate and so on. Finally, the report developed a change management practices and procedures to implement the changes and found the company can use the Lewin’s change management model and through its 3 stages they can implement the changes effectively and achieve their goals. 
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Britannia International Hoel is one of the best 4-star hotels in London however the company is facing a huge issue of low occupancy rate that is significantly impacting the hotel and becoming a major threat to the profitability of the company (Balasubramanian and Ragavan, 2020). This is a major concern for Britannia because even after setting the hotel in the heart of London and providing a friendly and exceptional landscape from the hotel room they are failing to attract customers, driving them to a downfall and causing a threat to their profitability and existence (Britanniahotels.com, 2021). If the issue keeps growing the company will face huge losses as the profit of the company depends on the occupancy of the guests that ensures profit and attracts more guests to stay in their hotel so the issue is highly problematic for Britannia International Hotel. 
This report aims to produce a consultancy report for Britannia International Hotel so they can effectively respond to the issue of low occupancy rate by taking proper measurements to become profitable and sustained in the industry with a good reputation of a 4-star hotel. First, the report will identify the impact of the issue that is affecting the hotel to operate successfully in the business environment. Then, the report will list each issue that is causing the low occupancy rate at Britannia Hotel and discuss them in detail. Then, the report will perform a PESTLE analysis to understand if the external environment contributes to the issue. Also, a SWOT analysis will be performed to identify the strengths and areas of improvement for Britannia International Hotel. The report will additionally, perform a TOWS analysis to illustrate the future direction of the organisation. Additionally, the report will provide appropriate recommendations based on the mentioned issue highlighting the benefits that can be experienced by Britannia International Hotel for implementing the recommendations and their success rate will be measured on the report. Moreover, the report will demonstrate the change management practices and procedures for bringing the recommended changes to the organisation. Finally, an action plan for implementing the recommended practices with its desired outcomes, timescale and costs will be included in the consultancy report to help Britannia International overcome the issue. 
Overview of the company
Britannia International Hotel is one of the hotel chains of Britannia Hotels that is operating in London, England, United Kingdom. The hotel is situated in a wonderful location having the Thames River beside it and the Canary Wharf business district making it a convenient place for guests to stay at the hotel. It takes only a 7-minute walk to reach the Canary Wharf Station and the Tower of London is only 3 miles away from Britannia (Britanniahotels.com, 2021). The hotel chain was founded in 1992 when the company focused on developing an international hotel and Britannia is a 4-star hotel providing exclusive customer service. The rooms in the hotel provide a cosy and friendly environment with a city or a river view. The rooms are quite spacious and include upgraded features convenient for the guests (Noordzife, 2014). They also offer suites with a living room and include whirlpool tubs and private balconies. They also have restaurants, a pub, a bar and other amenities like a gym, spa, steam room and so on. 
Overview of the consultancy company
Britannia International Hotel approached Deloitte for consultancy services on the issue they are facing. Deloitte is a world-renowned professional service network that provides audit, tax, financial risk advisory, legal and consulting services to different businesses (Deloitte, 2023). It is a UK-based company providing services worldwide and was founded in 1845. The company has a revenue of £64.5 billion and employs more than 457,000 employees worldwide (Whittington, et al., 2020). 
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Britannia International Hotel is a 4-star hotel operating in the heart of London beside the River Thames and a 3-mile distance from Canary Wharf station. The hotel has a friendly environment with all the latest facilities as mentioned by the hotel management and the rooms give a spectacular city and river view (Buhalis, 2020). Concerning this the management expected the hotel to be fully occupied during all seasons considering the exception in the off-season but they are facing the issue of a low occupancy rate at the hotel. The low occupancy rate means that the hotel has too many empty rooms at any given time which means something is wrong with the hotel for which guests are not considering the hotel for their stay (Guttentag, 2020). This is significantly impacting Britannia International Hotel. The occupancy rate at a hotel is a performance indicator of the hotel which means the lower the occupancy rates the lower the performance of the hotel and vice versa. This impacts Britannia Hotel to lower their revenue as the revenue of the hotel comes from the guests stay in the hotel and the services they take from the hotel so when there is low occupancy it means cash is hardly flowing in the organisation as a result the company is facing huge loss and failing to maintain their operational costs and other expenses properly (Japutra and Situmorang, 2021). The issue is also damaging the reputation of Britannia International Hotel because when people do not want to stay at the hotel others find it suspicious and become perplexed to book their stay at the hotel as others are not staying at the hotel as a result the company is losing its reputation. Also, it is impacting the company to get bad reviews on online platforms is also causes the company to lose profit and have a major impact on their brand image which is a threat to the company (Oh, Fiore and Jeoung, 2020). Besides that, the low occupancy rate is impacting Britannia Hotel to attract new customers and customer retention which is a huge drawback for the company (Buttrick, 2009). There are several causes which lead to the low occupancy rate issue in Britannia International Hotel that are discussed below: 
Inconsistent Customer Service: Even after providing all the facilities that should be included in a 4-star hotel like restaurants, pizzeria, gym, spa, swimming pool, personal balcony, and city and river view the company was facing low occupancy rates (Sparks and Browning, 2021). A customer review on the online platform found that they offer inconsistent customer service for which the customer had a bad experience. The hotel rooms are not cleaned timely, the staff were not responding quickly to the customer needs, the receptionist was not greeting people well, some of the amenities were not working properly like the room heater and the staff did not fix them quickly also room service was too late which caused the customer to never come back to the place (R. Sainaghi and Canali, 2021).
Outdated amenities: Many customers were complaining that the hotel become outdated. This might once be a grand hotel but guests think it has now long gone. Most of the amenities were broken like the bedside cabinet and the desks had broken drawers (Shoemaker and Lewis, 2020). Also, the heater was not working in most of the rooms. The hotel staff were also inexperienced and unsure about how they should provide services to the customers. 
Increased competition: The competition has been immense in the hotel industry as so many hotels are providing exclusive services to the customers with the latest technology installed in the hotel rooms, expected amenities from the customers and exclusive customer service to the customer so they can enjoy their stay in a healthy, cosy and friendly environment that feels like their home (Ottenbacher and Gnoth, 2019). This is another reason why the hotel is facing a low occupancy rate.
Changes in travel trends: The emergence of BnB has changed the travel trends in the hospitality industry. People are now staying at Airbnb because of their lower costs than hotel rooms (Burnes, 2014). Also, Airbnb provides them with household amenities and the option for cooking which makes people opt for Airbnb instead of a hotel. Also, Airbnb is more spacious and guests can get an authentic experience which is another reason for them to choose Airbnb which is another cause for the low occupancy rate at Britannia Hotel. 
Feedback: Customer feedback is also an issue for the problem faced by Britannia Hotel. If the company asks for feedback from customers, they should also work on it so customers feel acknowledged and understand that their feedback is valued which can help the company in customer retention (Sparks and Browning, 2021). 
Income: Britannia International Hotel used to achieve a healthy income from the hotel. When the occupancy rate was more than 75% the company used to earn a hefty amount of £350,000 – 500000 per month which used to go higher during peak seasons (Walsh, Bhagavatheeswaran and Roma, 2019). However, due to the lower occupancy rate income has drastically dropped which is impacting the company significantly. 
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Figure 1 Figure 2: Britannia International Hotel Income Statement. 
Source: (Britanniahotels.com, 2021).
Scope: Bitannia has several scopes to improve its occupancy rate. They have the scope to improve their promotional and marketing activities to attract more customers (Widya Yudha, Tjahjono and Kolios, 2020). Also, the company has the scope to install the latest technologies and amenities to provide an exclusive customer experience. They also have the scope to improve their revenue and profitability increasing values with packages and offers to attract more customers and increase occupancy rate. 
Analysing the external environment 
To understand if any external factor is contributing to the issue PESTLE analysis is performed below: 
Political: The UK is going through a political crisis at this moment because of global issues as the UK government is supporting Israel’s genocide in Gaza (Atighechian et al., 2021). Also, the Russia-Ukraine war is contributing to the political instability in the UK. Also, the government has recently passed the bill to deport all the immigrants which is causing political tension in the UK so it is a threat for Britannia International Hotel to face a lower occupancy rate in the hotel. 
Economic: The world is going through an economic crisis at this moment. Due to the increased inflation rate and increased unemployment rate in the UK customers are spending less on luxury and opting for lowering their costs (Nandonde, 2019). So, people are travelling less than before which is also a threat for Britannia to increase the occupancy rate in the hotel.
Social: The pandemic and the global recession have significantly impacted people’s lifestyles. The number of tourists has been significantly lowered due to the economic recession and because of the health concerns of people so they are focusing more on savings and spending less. Also, the higher costs of the products are impacting them to purchase less than before (Gheibi, 2020). Besides the trend in travelling has significantly changed than before as people are now choosing Airbnb for their stay, they are cheaper which allows them to attract more customers which is also a threat to Britannia International Hotel. 
Technological: The UK is a hub for the latest technology and innovation. Businesses can leverage the latest technology while operating their business in the UK market. Technologies like AI, VR, AR, and cloud computing are available in the UK (Vaishali Ugale, 2020). This will provide an opportunity for Britannia as they can use AI and other technology to provide more personalised offers to attract customers as well as analyse the data more effectively to bring innovation in customer service and improve customer engagement. 
Legal: The company can face threats from the legal environment as the UK government become highly strict to businesses to follow the rules and regulations (Zahari and Romli, 2020). However, the tax rates did not increase after Brexit which is an opportunity for Britannia International Hotel. 
Environmental: Britannia International Hotel can also face threats from the environmental factor as the UK government has become highly strict because of the global warming issue (Visconti, 2020). Also, customers are pressuring organisations to become sustainable so Britannia can face threats if they fail to reduce their environmental impact and become sustainable. 
Analysing where the business is performing well
Using SWOT analysis where Britannia Hotel is performing well and their areas of improvement are identified below: 
	Strengths
· Britannia International Hotel is situated at a convenient place that offers a city view and river from the hotel rooms (Arabzad, 2022). Also, the airport is near the hotel which is a major strength of the company.
· The company has a low cost for customers for staying a night at the hotel which provides a competitive advantage to the company.
· The hotel provides feasible services to the guests including bar, restaurant, gym, spa air-conditioned rooms and so on are another strength of the company (Muzumdar, 2020a).
· They have big halls, ballrooms and so on allows them to hold different events is another strength of the company. 
	Weaknesses
· The company has improper workforce management activities which is increasing employee turnover is a major weakness of the company (Balasubramanian, 2021).
· The company is facing higher costs to operate the business as they are facing difficulties in managing the increased costs and employee turnover.
· The inconsistent customer service is a major weakness of the company that is preventing customers from staying in the hotel (Muzumdar, 2020b).
· The hotel does not have the latest technologies installed in the hotel rooms which they are failing to meet the changing demands of the customers. 

	Opportunities
· Britannia Hotel has the opportunity for hospitalisation because it is situated in a high tourist’ area where people come for different purposes (Vanek, 2022). 
· The company has the opportunity to leverage the latest technology to provide personalised services to the customers and increase their occupancy rate (Muzumdar, 2020b). 
· Britannia has the opportunity to employ skilled labour to improve their customer service and ensure customer satisfaction. 
	Threats
· The Canary Wharf area is a highly developed hospitality area where different organisations have the opportunity to provide more effective service (Anthony, 2019).
· The increased competition in the hospitality industry and the emergence of Airbnb is a threat to the company.
· The sustainability concern of the company is also a threat to them (Hung, 2022). 



Possible future direction for the hotel 
Using the TOWS analysis, the future direction of the company is discussed below: 
	TOWS Matrix
	Opportunities 
	Threats 

	Strengths 
	Increase their product offerings and values by diversifying products and services (Rudy and Prasetia, 2021). 
Leverage technology to provide more personalised service at a lower cost to achieve a competitive advantage (Szeliga-Duchnowska and Goranczewski, 2020). 
	Provide more differentiated services and experience to the customers to stay ahead of the competitors (Weihrich, 2021). 
Utilise the tourist influx of the area by improving hospitalisation (Kowalik and Klimecka-Tatar, 2021). 

	Weaknesses 
	Promote collaboration by using advanced technology to improve the workforce (El-Kassem, 2019).
Improve marketing and promotional activities using multiple channels. 
	Provide training and development programs to employees to improve their skills.
Develop relationships with suppliers for sustainable sourcing and lowering costs (Rudy and Prasetia, 2021). 



[bookmark: _Toc165134419]Recommendations and Change Management 
Appropriate recommendations are provided below for Britannia International Hotel to improve its low occupancy rate issue with suggested measures to implement them: 
· Britannia International Hotel should focus on improving hotel amenities to provide a more improvised service to the guests. All hotels have good infrastructure and beds; however, businesses often fail to comprehend the benefits of providing appropriate and adequate amenities that provide value to the customers (Doborjeh et al., 2020). The company can take feedback from the customers to understand what kind of amenities they want the hotel to provide. They can also focus on evaluating other hotels about the amenities provided to them. Britannia can include well-furnished closets, fitness centres, slippers, welcome gifts and so on to meet the needs of the customers. Also, they should provide specific uniforms to the staff and employees to promote a healthy and safe environment so customers do not have health concerns during their visits (Kandampully and Suhartanto, 2020). 
· Britannia should initiate loyalty programs to improve their occupancy rate in the hotel. As a 4-star hotel, the company should provide loyalty programs to its most loyal guests who often visit and stay in the hotel (Dragos Constantin Vasile, 2022). They can offer different offers to the customers through loyalty programs. They can implement it by selecting a great name for the loyalty program and providing a variety of rewards for different customer actions. Britannia can provide membership or loyalty cards, special discounts on customers’ birthdays or anniversaries, extended stays, late check-outs and so on to improve occupancy rate (Jani and Han, 2019).
· Britannia International Hotel should highly focus on providing training to the staff and employees (Whittington and Molloy 2005). Inconsistent customer service is a major issue in the company that is affecting the lower occupancy rate in the hotel so they should focus on providing training to the customers to improve their work efficiency and help them to perform multiple tasks efficiently. They can focus on employee expertise and develop a standard service system based on what the staff need to provide services to the customers. (Lee, Barker and Kandampully, 2021) The company can implement a cross-training strategy so staff can improve their expertise in different areas and provide effective customer service to the customers. 
· Britannia International Hotel should focus on dynamic pricing to increase hotel occupancy rate at the maximum level. The changes in travel trends are causing guests and tourists to opt for Airbnb as they are cheap and offer a homelike feeling to the customers (Medley and Akan, 2020). So, using a dynamic pricing strategy would allow the hotel to fix its prices according to the market demand and fluctuations in the market. They can implement it by setting the occupancy forecasts that they want to achieve and fixing their pricing accordingly to increase the occupancy rate of the customers (Nadiri and Hussain, 2019). 
· Britannia International Hotel should focus on improving its online reputation by providing exceptional and appropriate services to the customers (Yang and Mattila, 2019). Customers are now more focused on online reviews before staying in a hotel as different booking sites have emerged where people can get reviews of the hotel and it has a huge impact on their decision to stay in a hotel. Britannia International Hotel needs to focus on it by providing exceptional and individualised customer service. They should encourage and ask their guests to provide feedback on different online platforms or on their website who had a great experience staying at the hotel (Doborjeh et al., 2020). They can also offer discounts and rewards to the customers for providing reviews or referring their friends can help them increase the occupancy rate.
· Britannia International Hotel should focus on advertising, especially on social media platforms. Digital marketing has become a significant medium for reaching target customers of hotels and allows for improved customer engagement as well (Testa, Skaruppa and Pietrzak, 2021). Britannia International Hotel can create different content for social media platforms like Facebook, Instagram and so on to reach out to their target customers and create engaging content so customers become more interested in booking their stays in the hotel. They can highly focus on social media marketing during times of low demand and create different online programs to engage customers like different games or campaigns where potential customers can participate and get rewards will allow Britannia International Hotel to increase customer occupancy rate (Dragos Constantin Vasile, 2022). 
· Britannia International Hotel needs to focus on hosting different events and programs to reach out to a wide range of customers. They can host events for different festivals like Thanksgiving, Christmas and so on so families become interested in spending their vacations at Britannia International Hotel (Sigala and Baum, 2019). Also, they can hold other events like concerts, exhibitions, weddings, product launches, world fairs expositions and so on will allow them to attract customers. To improve the visibility and assess customer response they can create events on social media platforms or through advertising to reach a lot of customers will help them to increase their visibility and occupancy rate in the hotel (Lee, Barker and Kandampully, 2021). 
· Britannia International Hotel should employ staff in different shifts to maximise their productivity and lower absenteeism (Hung, 2022). Staff in the hospitality industry become demotivated and feel burnout for working in the same shifts which lowers their productivity and motivation for working efficiently. So, instead of assigning them to a regular shift, they should focus on employing employees in different shifts to reduce employee burnout and provide them more time to spend with their families to ensure employee well-being and reduce absenteeism so they can provide demanded service to the customers (Lee, Barker and Kandampully, 2021). 
Change management in Britannia International Hotel
Using Lewin’s change management model how the change management practices and procedures to implement the changes in the organisation are discussed below: 
Stage 1 – Unfreezing: This is the first stage and the critical stage of change management which needs to be implemented carefully to smoothly run the change management process in Britannia International Hotel (Alas, 2022). The company has already assessed their business loopholes and identified the changes that they need to implement to overcome the issue of low occupancy rate at the hotel. Britannia International Hotel wants to bring overall changes to the organisation like improving amenities, implementing new technologies, improving their online reputation, change in employee work like providing uniforms, change in work shifts, providing training and development programs to the employees and so on. The company needs to work on these changes developing a vision and the change strategy (Prokosch, Ganslandt and Šuc, 2019). The top management needs to communicate with all the staff and employees to inform them about the changes they want to bring to the organisation. It is an instinct of the employees that they will show reluctance to change so the top management needs to convey the needs and benefits of bringing the changes in the organisation. Also, they need to focus on addressing employee needs and concerns before implementing the changes (Muzumdar, 2020b). Also, they can announce rewards and acknowledgements to the employees who will adapt to the changes effectively and achieve the goals of Britannia International Hotel.
Stage 2 – Change: This is the second stage where the change is implemented in the organisation after the needs and importance of bringing the changes are communicated to the staff and employees. At this stage, effective communication and communication channels need to be implemented to inform employees about the progress and support to bring the changes effectively (Medley and Akan, 2020). It will help employees feel acknowledged as they are constantly getting information and are being communicated properly. Employees also need to be empowered to allow them to make decisions and act on their plans to bring changes effectively to the organisation. Empowering employees will motivate them and impact them positively to adapt to the changes. Also, the top management needs to focus on assessing employee performance and ask them about their needs to improve their performance so they can provide exclusive and personalised service to the guests (Sigala and Baum, 2019). So, proper training and development programs need to be provided by Britannia International Hotel to effectively bring changes to the organisation and experience the benefits of the changes. To motivate and acknowledge employees the company should generate easy wins for employees which will help to bring the changes and utilise its benefits.
Stage 3 – Refreeze: This is the last stage of change management where the employees move from the transition phase to a stable phase where change is accepted all over the organisation. At this stage, the organisation needs to focus on reinforming change in the organisational culture so employees can adapt to any sort of changes effectively (Burnes, 2020). Britannia International Hotel should reward the employees at this stage who effectively adopted the changes and helped Britannia International Hotel to achieve their goals. The top management also needs to seek constant feedback from the employees to help them improve their customer service and allow employees to bring valuable ideas which will encourage them and acknowledge their abilities so changes can be made effectively in the organisation. Also, the company need to focus on constantly providing on-demand training and development programs to help employees improve their expertise in multiple disciplines and advance their careers (Dragos Constantin Vasile, 2022). This way Britannia International Hotel will be able to implement the changes effectively and leverage the benefits of the changes by achieving their goals. 
Measuring success rates 
Some appropriate KPIs based on the suggested recommendations are defined below to review and measure the success of the recommended strategies: 
Occupancy rate: Britannia International Hotel is facing the issue of a low occupancy rate so after implementing the recommended strategies offered to the company can ensure an occupancy rate of 75% to 95% all over the season then the implemented strategies will be considered as successful (Hung, 2022). 
Customer satisfaction: If the company can get 4- or 5-star ratings for the services and the amenities offered to the customers in social media or hotel booking platforms from most of their customers (Kandampully and Suhartanto, 2020). Also, if they can get voluntary reviews from satisfied customers the implemented strategies will be a success. 
Average daily rate: If the average daily rate from the hotel is more than the operational cost of the hotel than the implemented strategies will be considered as success (Anthony, 2019). 
Online bookings: If the company can get at least 40% of the booking for their marketing and promotional activity from social media marketing then the implemented strategies will be a success for the company (Jani and Han, 2019). 
Market penetration index: This is another significant performance indicator to measure the performance of the implemented strategies. If the company can score more than 100% then it will be a success for the hotel which will indicate that they are performing better than their competitors. 

Benefits of the implemented strategies
The benefits that can be experienced by Britannia International Hotel for implementing the strategies are discussed below: 
Increased revenue: Britannia International Hotel is focusing on providing customer-demanded amenities, ensuring customer satisfaction, loyalty programs, improving their online reputation, hosting events and so on which can help them to attract more customers to book their stays in Britannia International Hotel which can significantly increase their revenue and ensure profitability (Yang and Mattila, 2019).
Improve occupancy rate: Britannia International Hotel is badly facing the issue of low occupancy rate. By providing the demanded amenities, individualised customer services and so on they can improve their occupancy rate and overcome the issue (Szeliga-Duchnowska and Goranczewski, 2020).
Enhance brand image: By providing exclusive service, individualised packages, loyalty programs and other benefits to the customers Britannia International Hotel will be able to enhance its brand image significantly which will help it to attract more customers and keep the hotel occupied with guests (Nadiri and Hussain, 2019). 
Customer retention and ensuring customer loyalty: Britannia International Hotel is focusing on providing customer loyalty programs and improving its online reputation which can provide them significant benefits of retaining customers by providing exclusive customer service and loyalty programs they can ensure customer loyalty that will ensure revenue and profit for the company and maintain a good occupancy rate all over the season (Johnson, 2005). 

Budget 
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Figure 3 Figure 5: Britannia International Hotel profit before tax. 
Source: (Britanniahotels.com, 2021).
A budget for the recommended strategies is created below: 
	Activities 
	Costs (£)

	Install new technologies and amenities 
	50,000

	Social media marketing 
	15,000

	Employee Training and Deelopment
	20,000

	Loyalty program 
	50,000

	Uniform 
	20,000

	Hosting events 
	50,000

	Total 
	£205,000
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An action for implementing the strategies effectively is produced below: 
	No.
	Problem 
	Solution 
	Desired Outcome 
	Time Scale 
	Completion date 
	Planned Budget (£) 

	1.
	Poor online reviews and brand image
	Meet the needs and demands of the customers by providing individualised services and improving hotel amenities to ensure a healthy and cosy stay (Subramaniam, et al., 2011). 
	To achieve 5star ratings on social media reviews and convicne the customers to pay honest reviews of their experience on online platforms and improve brand image among the customers (Newton, 2010).
	3 months
	07/07/2024
	15,000

	2.
	Outdated amenities 
	Implementing the latest technologies in the hotel rooms like automated lightings, installing new heaters and smart thermostat to control the room temperature, smart televisions, smart curtains and so on. (Brierley, 2006)  
	Ensure a safe, healthy and cosy environment for the customers to ahcieve customer satisfaction. Provide them an exclusive service to ensure repeated visit of the customers (Fisman and Sullivan, 2014). 
	5 months 
	02/09/2024
	50,000

	3.
	Lack of customer loyalty programs 
	Develop customer loyalty programs offering them different benefits like discounts, extended stays, earning points, referral programs and so on to ensure customer loyalty. 
	Allure customers who frequently visits the place and ensure customer satisfaction to increase revenue and improve reputation of the hotel (Baron and Armstrong, 2007). 
	6 months
	05/10/2024
	50,000

	4.
	Lack of experience economy for providing a memorable visit in the hotel (Kipping and Clark, 2012). 
	Hosting different luxury events and programs like exhibition, concerts, city tour and so on to allure more customers to visit the place and increase their stays (Kotter, 2012). 
	Increased average stays of the customers, providing an exclusive and memorable experience that will share with others to attract more customers and ensure customer satisfaction (Mavridopoulou and O’Mahoney, 2020). 
	6 months. 
	10/11/2024
	50,000
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Britannia International Hotel is a 4-star hotel operating in a highly convenient place beside the River Thames and a 3-mile distance from the Canary Wharf Station that provides a exceptional view of the river and the city from the hotel rooms. The company is operating in the hospitality industry for a while, however, recently they are facing the issue of low occupancy rate at the hotel which means the company is having empty rooms instead of operating at the centre of London and a very accessible place. It has impacted the hotel significantly for which they sought consultancy from Deloitte. The report finds that the low occupancy rate is impacting Britannia International Hotel in experiencing a lower revenue for which there is hardly any cashflow in the organisation. It has also impacted them to face huge losses for which they are facing challenges in operating their business effectively. It also damaged their reputation and that resulted in getting bad reviews in online platforms so they are failing to attract new customers and retain old customers. The report found that the reason for the low occupancy rate are their inconsistent customer service as customers demand exclusive service from a 4-star hotel which they failed to ensure, outdated amenities like broken cabinets and drawers and damaged heaters and so on are another reason customer are not enjoying their stays. Also, increased competition, change in travel trends – customers are now preferring Airbnb over hotels because of lower costs and better amenities are the major reasons for the issue faced by Britannia International Hotel. However, they have the scope to install latest technoloies and amenities to improve customer experience and improve their marketing and promotional activities to improve their reputation. The repored analysed the external environment to understand the contribution of external factors to the issue. The report found Britannia International Hotel can face threat from the political environment as the political situation in the UK is currently unstable, they are also facing threat from the economic environment because of the increased recession and inflation rates. Social factors are also contributing to the issue as customers are more focused on savings. However, the technological environment will provide opportunity for Britannia International Hotel to bring innovation and improve customer service. Additionally, the report finds Britannia International Hotel’s location is a strength for them, also they are low cost and provides feasible services to the customers which are their major strengths. However, the company does not have skilled workforce, the operating cost is higher and does not have the latest technologie which are the weakness for the company. The report also performed TOWS analysis for their future directions and found the company can diversify their product offerings, leverage technology, provide training and development programs to the employees and improve hteir relationships with suppliers to overcome the issue. Moreover, the report finds Britannia International Hotel should focus on improving hotel amenities, initiate loyalty programs, host different events, focus on social media marketing and so on to increase their occupancy rate which will benefit them to improve reputation, increase revenue and attract more customers. Finally, the author would like to thank Britannia International Hotel for reaching to Deloitte for consultancy and Deloitte is garteful to the company for preferring them. 
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Figure 4: Britannia International Hotel Income Statement. 
Source: (Britanniahotels.com, 2021).
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Figure 5: Britannia International Hotel profit before tax. 
Source: (Britanniahotels.com, 2021).
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