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[bookmark: _Toc6074448]Executive Summary

Alton Towers Resort holds the title of ‘the UK’s Biggest Theme Park’ and offers a variety of major rides and attractions such as, Galactica, Oblivion, Nemesis, Congo River Rapids etc. The resort was awarded with second most visited theme park in the UK, with 2 million consumers in 2017, (altonowers.com). However, these numbers were much lower than that from 2014, which experienced 2.58 million attendees. The Smiler crash was thought to have had a huge impact on visitor numbers due to people being fearful of visiting the park because of the tragic incident that took place, (statista.com). 
Alton Towers is part of the Merlin Entertainments group, who ‘operate over 120 attractions, 18 hotels and 6 holiday villages in 25 countries across 4 continents’, (merlinentertainments.biz). This report assesses and investigates the groups operating systems in terms of their finance, human resources and general environment, particularly focussing on their theme park in Staffordshire, the Alton Towers Resort. Aspects of Alton Towers that benefit the business and are operated successfully will also be investigated, as well as the ones which have not be so effective and have dramatically affected the company’s economic state, sustainability and status. Furthermore, the consideration of recommendations suggests the organisation’s improvement on future processes to ensure incidents that they have experienced in the past do not occur again. 
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Introduction

Alton Towers Resort is ‘the UK’s Biggest Theme Park’, with a range of major rides and attractions such as, Galactica, Oblivion, Nemesis, Congo River Rapids and more. The park was awarded the second most visited theme park in the UK for 2017 with 2 million customers (altonowers.com). However, this was still a large drop in numbers from 2014 whereby 2.58 million people visited the park. Incidents such as the Smiler crash affected these numbers due to people fearing visiting the theme park because of the tragic accident that took place, (statista.com). 
Finally, Alton Towers is part of the Merlin Entertainments group, who ‘operate over 120 attractions, 18 hotels and 6 holidays villages in 25 countries across 4 continents’, (merlinentertainments.biz). This report calculates and analyses the organisations operating systems from finance, to human resources and its general environment, particularly focussing on their theme park in Staffordshire, Alton Towers Resort. 
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ENVIRONMENTAL ANALYSIS 

[bookmark: _Toc6074451]SWOT Analysis

The SWOT analysis shown in Appendix 1 demonstrates that a major strength of the Alton Towers organisation is that they are constantly adding new activities and roller-coasters. An example of a new facility is the opening of ‘The Alton Towers Dungeon’ for 2019. This new attraction will follow the same thrilling format as the London Dungeons, however, it’s exact location is yet to be confirmed. The attraction also includes a boat ride, which is a unique attraction to the resort, which sets them apart from competitor resorts. Furthermore, the Dungeons will include a selection of 6 shows, meaning that the experience could be repeated, further encouraging repeat customers and therefore, overall increased income and visitor numbers for the business, (towerstimes.co.uk). Additionally, this feature could have the potential to introduce a new demographic to the park, as fans of the London Dungeons may be interested in visiting the Alton Towers Dungeons and therefore, experience the rest of the resort at the same time. The resort is also attempting to introduce ‘Stargazing Pods’ for 2019. This added feature encourages consumers to take an extended stay experience and possibly buy additional day tickets for the park. 
Conversely, a weakness of the resort is that lots of planning permission is needed to expand due to not being able to build above trees, noise and visual pollution. Alton Towers is located in the ‘Alton and Farley Conservation Area – an area of special architectural and historic interest’, and for this reason disputes would arise when attempting infrastructure. There are also ‘two Sites of Biological Importance within the resort’ which further puts strain on being accepted for planning permission. In the UK, planning permission is granted by the National Planning Policy Framework (NPPF). The aim of the NPPF is to ensure that all infrastructure is ‘in favour of sustainable development’. Therefore, if Alton Towers proves themselves to be a sustainable business through promoting good quality design and the impact of quality jobs, they may be successful in gaining the permission, (towersstreet.com). 
An opportunity for the company may be to promote the ‘green’ standard as no other parks in the UK do this, and Alton Towers could be the first. This improvement has the potential to boost visitor numbers, as well as their reputation and sustainability status. Another opportunity may be to introduce national holiday or season events at the venue. For example, having a themed Easter event in the school Easter holidays may be an opportunity to boost visitor numbers as it would encourage family days out, additionally, having seasonal events throughout the year would ensure that the resort is busy throughout the year and is generating constant revenue as a result. 
Finally, the SWOT analysis in appendix 1 states a threat of the constant media coverage, whereby articles of the Smiler roller-coaster crash are still reappearing on social media sites, resulting in a bad reputation for the park after building it back up. The internet and social media platforms can be amongst the most harmful tools to damage a business’s reputation, as statements that are written will remain on there forever and can be researched easily. An example of this is from a news article from the Birmingham Mail which headlines ‘What happened on The Smiler crash 2015 at Alton Towers’, this article was published in August 2018, 3 years after the incident. Therefore, the bad reputation rises again and consumers fear going to the park. The content of the article states that the rollercoaster was still being operated in ‘46mph winds – despite guidance saying it should not operate in speeds of 34mph’, that it ‘took almost 20 minutes for the first 999 call the be made’ and that passengers were left at a 45-degree angle for 4-5 hours before being released from the ride as it was difficult for the emergency services to access the passengers because of ‘inaccessibility of the site’. All of these statements describe the operating systems of the park in a bad light and will bring back consumer fear of attending the resort. The article later stated that the park was described in court as an ‘obvious shambles of systems’, which would put a huge strain on the parks reputation as having a fully functioning and effective operating system at a theme park is one of the most essential elements to ensure safety, (birminghammail.co.uk).

[bookmark: _Toc6074452]PESTLE Analysis

The PESTLE analysis in Appendix 2 displays a major political impact for Alton Towers, namely, the impact that the increase of UK National Minimum Wage has on the organisation. In October 2015, the National Minimum Wage was increased by 20p by the government raising wages from £6.50 to £6.70. This was the largest increase in wages since 2007 and was said to have benefitted ‘more than 1.4 million of Britain’s lowest-paid workers’, (minimum-wage.co.uk). Additionally, in April 2019, the national living wage increased by 4.9%, ‘from £7.83 to £8.21’, (personneltoday.com). Even though these adjustments benefit staff receiving them, the changes also put a strain on the organisations wage budget. This would result in a lower income rate and a difficulty in managing overall budgeting. 
A major environmental issue that Alton Towers faces is noise pollution and unhappy residents as a result. As the location of the park is in a one quiet and idyllic setting, it can be portrayed that Alton Towers has taken this away from locals, as it is now a busy area and noise from the rides is inevitable. An article from The Telegraph suggests that the Alton Towers organisation ‘shattered’ local’s quiet life and residents of the community have ‘launched legal action against the owners of Alton Towers’. The couple says that the issue of noise from rides, speaker announcements and ‘constant traffic passing’ has made their lives ‘unbearable’ and ‘miserable’. The couple lived in the area 12 years before the resort was built and therefore, see the community as theirs and now ruined by this huge organisation bringing many tourists to the area, (telegraph.co.uk).
Media coverage can have a negative social effect on the theme parks when incidents occur which have resulted in injuries and deaths. These reports could discourage consumers from attending the park as they would fear going on the rides after an incident has occurred. But also, even if the incident did not occur in Alton Towers park, the resort may still lose visitor numbers as a result as people would fear the idea of rollercoasters and theme parks as a whole. For example, the ‘Hydro’ incident in Oakwood could have had a significant effect on visitor numbers for all theme parks in the UK as people fear rides are not safe.
Alton Towers broke the official Guinness World Record for the ‘most loops in a coaster’ with the Smiler rollercoaster which has 14 loops. This would set them with a high technological status over other theme parks and portraying them as current. Furthermore, the social media posts and news articles following the new development will enhance consumer numbers as a trend will form to try out the world’s first 14 loop rollercoaster, (altontowers.com). 
All theme parks must comply with the health and safety regulations put in place by the government and failure to do so would result in being heavily fined or even the park being shut down. The government set out guidance for theme parks called the ‘Fairgrounds and Amusement Parks Joint Advisory Committee (FJAC’, which puts in place measures in order to ‘reduce risks, work safely and comply with the law’. The system of safety for attractions states that theme park managers must ensure that the design of rides are completed by ‘competent designers’ and must be reviewed and ensured that ‘adequacy’ of the safety of the design is confirmed. The manufacturing of the design must also follow the exact details of the ‘reviewed design specification’ and a check must be carried out to confirm that this is completed during manufacturing and construction stages, (hse.gov.uk). 
Finally, a huge economic issue in the UK was the 2007 recession, this had a major economic effect on Alton Towers as they saw a decline in consumers due to people not having the money to spend on leisure activities. An article in the Financial Times stated that 7 years after the 2007 UK recession the country’s economy was ‘8 per cent larger than its pre-crisis level’, however, ‘the output produced per hour worked in the UK only returned to its pre-crisis level in mid-2016’, (financialtimes.co.uk). This would result in UK residents having less money to spend on leisure activities meaning a loss of ticket sales for Alton Towers. However, some may argue that the recession was a positive for UK tourist attractions as a ‘staycation’ option can be promoted and this option would become more popular with UK residents as they may not be able to afford to travel abroad. 
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A suggestion of improvement for Alton Towers organisation may be to develop national holiday or season events. By having a themed Easter event in the school Easter holidays and introducing new seasonal events, visitor numbers would considerably increase, the resort would remain busy throughout the year and therefore, generate constant and increased revenue.
[bookmark: _Toc6074454]PERFORMANCE MANAGEMENT AUDIT
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Profitability Ratios 

Gross Profit Margin =
Sales total = 
1,202,000,000 + 76,000,000 = 1,278,000,000.

Total gross profit margin = 
1,085,000,000    x 100   = 84.89%.
1,278,000,000

Net Profit Margin =
170,000,000    x 100   = 13.30%.
1,278,000,000

ROCE =
170,000,000    x 100   = 6.86%.
2,478,000,000

Asset Turnover Ratios 

Total Assets Turnover =
1,278,000,000   = 0.51 times.
2,478,000,000

Fixed Assets Turnover =
1,278,000,000   = 0.51 times.
2,475,000,000

Working Capital Turnover =
1,278,000,000   = 426 times.
   3,000,000

Liquidity 

Current Ratio =
260,000,000   = 1.01 times.
257,000,000

Quick Ratio = 
Current assets – stock = 
260,000,000 – 30,000,000 = 230,000,000.

Total quick ratio = 
230,000,000   = 0.89.
257,000,000

Debtor Days = 
76,000,000 x 365 = 27,740,000,000

27,740,000,000   = 365 days.
   76,000,000

Creditor Days = 
41,000,000 x 365 = 14,965,000,000

14,965,000,000   = 79.17 days.
  189,000,000

Gearing

Debt Ratio = 
Total liabilities = 
1,320,000,000 + 257,000,000 = 1,577,000,000

Total assets = 
2,475,000,000 + 260,000,000 = 2,735,000,000

Total debt ratio = 
1,577,000,000  = 0.57.
2,735,000,000
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Profitability Ratios 

Gross Profit Margin = 
Sales total = 
1,371,000,000 + 86,000,000 = 1,457,000,000.

Total gross profit margin = 
1,230,000,000 x 100   = 84.42%.
1,457,000,000

Net Profit Margin = 
211,000,000   x 100  = 14.48%.
1,457,000,000

ROCE = 
211,000,000   x 100  = 7.13%.
2,959,000,000

Asset Turnover Ratios

Total Assets Turnover = 
1,457,000,000  = 0.49 times. 
2,959,000,000

Fixed Assets Turnover = 
1,457,000,000  = 0.49 times.
2,958,000,000

Working Capital Turnover = 
1,457,000,000  = 0.49 times. 
    1,000,000 

Liquidity 

Current Ratio = 
340,000,000    = 1.00.
339,000,000

Quick Ratio = 
Current assets – stock = 
340,000,000 – 36,000,000 = 304,000,000

Total quick ratio = 
304,000,000  = 0.89. 
339,000,000

Debtor Days = 
86,000,00 x 365 = 31,390,000,000

31,390,000,000  = 365 days.
    86,000,000

Creditor Days = 
63,000,000 x 365 = 22,995,000,000

22,995,000,000  = 98.69 days.
  233,000,000
Gearing

Debt Ratio = 
Total liabilities = 
1,518,000,000 + 339,000,000 = 1,857,000,000

Total assets = 
2,958,000,000 + 340,000,000 = 3,298,000,000

Total debt ratio = 
1,857,000,000  = 0.56.
3,298,000,000

[bookmark: _Toc6074458]Analysis and Key Performance Indicators

The gross profit margin of an organisation is a measure the profitability of a business in order to examine how well the company is managing their finances. These figures need to be consistent and are expected to reach the 40% benchmark, a dip in these numbers may be an indication of a loss of sales. In 2015, Merlin Entertainments made 1,278,000,000 sales in total. In comparison with their gross profit the company made a total profit of 84.89%. As for 2016, the company’s sales increased to 1,457,000,000. However, an increase in sales does not always mean an increase in the gross profit margin. Merlin Entertainments conveys this, as their overall gross profit was 84.42%, resulting in a 0.47% decrease from the previous year. The reason for this decrease may be due to a stock shortage, change in the selling prices or purchase costs, as no sales have been lost. 
The net profit margin analyses the business as a whole through calculating ‘how much net income or profit is generated as a percentage of revenue’, (Investopedia.com). The net profit margin for 2015 was 13.30% and 14.48% for 2016. The increase in these figures may be because of Merlin’s increased sales between the years, but may also be due to the increased rate of net current assets in 2015, as these short-term assets are anticipated to be generated into income within 1 year. 
The Return on Capital Employed (ROCE), showed an increase between the 2 years from 6.86% to 7.13%. This is a financial ratio which calculates the profitability within a business and how fast its capital is employed. Therefore, the increase in percentages may indicate that the organisation is not using their assets well in order to maximise their profits. Furthermore, a ROCE result of 20% or more is considered acceptable meaning that Merlin’s result is below average. 
Businesses often calculate their asset turnover ratios in order to see how much income they are generating as a result of investing in an asset. Both the total asset turnover and fixed assets turnover for Merlin’s Entertainment in 2015 was at 0.51 times and decreased to 0.49 times in 2016, this includes both optional and compulsory assets that the business has invested in over the 2 years. As this is not due to a loss of sales, the reason for the decrease may be due to competitors becoming more successful and taking over the company’s clients, managers investing too heavily in equipment or an economic downturn may be taking place, meaning that consumers may not be spending as much money on leisure activities. This suggestion was supported by the Financial Times who stated that 7 years after the 2007 UK recession the country’s economy was ‘8 per cent larger than its pre-crisis level’, however, ‘the output produced per hour worked in the UK only returned to its pre-crisis level in mid-2016’, which may be an explanation for Merlin’s ratio decrease, meaning that they are not able to improve this figure themselves, (ft.com). Nevertheless, this ratio is also based on industry standards and some organisations may use their assets more efficiently than others.
The last asset turnover ratio is the working capital turnover, which determines whether a company’s assets are being efficiently utilised. The rate of this in 2015 was at 426 times and increased to 1,457 times in 2016. A high capital in a company is an indication of good management in terms of ensuring their assets outweigh their debts. Merlin portray to be achieving this well, by almost doubling their working capital in a year, this suggests that they are using their assets to their potential by generating income from them, but also keeping their debt to a minimum. 
Liquidity refers to how sufficient a company’s income is acting to cover a current assets or debts the business may have. This is mainly focussed on the short-term assets and liabilities to ensure they are being used to their full potential. Therefore, organisations will calculate a current ratio and a quick ration in order to make sure all stakeholders and non-preferred creditors have been paid in the given timeframe, while at the same time generating capital. The current ratio in 2015 was calculated at 1.01 and in 2016 1.00. A current ratio of around 1.7-2.0 is deemed to be accepted as it would suggest that the organisation has enough capital to pay off their debts, however, shareholders would expect to have a ratio higher than 1. Merlin’s ratio is considered a low figure and may suggest that their they are not generating enough income to pay off their debts sufficiently, and may need to reconsider what assets they are spending their money on and how cost-effective they are. Merlin’s quick ratio was at 0.89 in both 2015 and 2016. This ratio assesses how quickly a company can make money from their assets, not including their stock, in order to pay off their short-term loans. Merlin’s result was under the acceptable average of 1.1, again suggesting that their assets are not managed well and may need to be reconsidered. 
The debtor days of an organisation is an agreement between the company and the debtor as to how many days their debtors have to pay them. Around 30-36 days is considered an acceptable timeframe for a new business, but the timeframe for both years in Merlin Entertainments is 365 days. For many businesses this would be unmanageable, however, as Merlin generates such large amounts of income they are able to afford to agree these terms with their debtors and may get a better deal as a result. 
The creditor days is the amount of days the company has to pay back their creditors, for example, the bank etc. In 2015 Merlin had 79.17 days to do this and in 2016 they had 98.69. This is considered to be a very low result as 30 days is usually the most accepted, meaning that they take a much longer time to generate enough income to pay back their creditors. The reason for this may be that because they are such a large organisation, creditors would agree longer timeframes as they are a good customer for them and may have a big financial impact on them if Merlin was to choose another creditor company. However, this could also portray that the organisation is experiencing problems with cash flow. 
Finally, an organisation will assess the gearing of their business. This is the proportion of financed borrowed in the long-term, the more gearing a company has the more risks. The way in which the business would assess this is through calculating their debt ratio, which is a process of comparing their liabilities with their assets. Merlin’s results for this assessment were 0.57 in 2015 and 0.56 in 2016. Regardless of the profitability of a business, debt interest has to be paid off, this may be a large amount of money for Merlin as their creditor days is considered a long-time period, and if the company is not able to pay off their debts they may be forced to sell assets or even be declared bankrupt. An acceptable debt ratio would be 0.35 or less, meaning that again Merlin has an unacceptable score. This is a key financial indicator and may suggest that Merlin has more debts than equity which may suggest its business growth has been financed through debt. This is not always considered a weakness as the debts can result in increased sales and rapid business growth in an industry, as suggested by Thompson, a risk may be essential to be successful and states that businesses ‘might need to take out a substantial loan’ and will therefore, have to risk all their assets as a ‘security’ of their borrowings’, (Thompson, 2005). However, it is also important for Merlin to ensure that their debts do not outweigh their profit as this would result in selling assets and therefore, decreasing success within the industry. 
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The SMART objective set for Merlin Entertainments is to ‘improve efficiency of operations by decreasing assets which have not shown to be cost-effective and therefore, decreasing both debtor and creditor days, in order to enhance the company’s relationship between generating income and paying expenses by June 2020’. The completion of this objective will ensure a higher income, as less profit will be spent on assets which do not return capital and money will be made from selling these assets. 
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Recruitment is the process that an organisation undergoes in order to employ staff for their business and selection is a means of choosing from a variety of applicants who appear suitable to the role. Furthermore, training is ensuring that all staff take part in tasks and processes that provide them with new skills and knowledge tailored to their role, this will help an organisation reach their objectives. 
Alton Towers jobs are promoted primarily via Merlin entertainments dedicated corporate website www.merlincareers.com alongside all available opportunities on offer with the group, which is typical of 75% of companies (Taylor, 2008 p.195). This method is a cost-effective process and provides Merlin with direct access to candidates, allowing the recruitment process to progress more quickly. However, they do also extend this reach to include Linkedin and recruitment agencies.
Merlin’s advertising design focusses on corporate image rather than specific emphasis on the job (Taylor, 2008, p.195) until the potential candidate comes right down to the specific positon they are interested in applying for. Merlin promote the fun and magic of working for the company in the same way as they would promote their attractions to customers. The careers website home page opens with “love your work, work your magic” (merlincareers.com).
To apply for a job at Alton Towers applicants would have to apply online through sending a CV and answering scenario questions relative to the business, the response of this process can take up to 2 weeks. If applicants are successful in this first stage they will be asked to attend a group interview, whereby they will have to take part in team tasks such as, designing a new ride or restaurant for the park and being asked various personality questions. Each person would then have a personal 10-15 interview with the organisation’s staff where they would be asked questions about what they know about Merlin as a company, why they would like to work for them and what relative past experience they already have. All applicants would then be given a tour of the Alton Towers site and have an opportunity to go on the rides if they wish. Finally, if applicants are successful in the interview the will be invited on a 3-day induction course where they will carry out tests such as health and safety at work, (glassdoor.co.uk). 
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‘Equality is ensuring individuals or groups of individuals are not treated differently or less favourably, on the basis of their specific protected characteristic, including areas of race, gender, disability, religion or belief, sexual orientation and age’, (ed.ac.uk).
Organisations must ensure they take both equality and diversity very seriously and be sensitive to the subjects for both their employees and consumers. Equality for employees and consumers further relates to equal opportunities, this definition ensures that all facilities are accessible to everyone and reasonable adjustments are made to ensure this. Furthermore, discrimination must be taken into account by businesses it must be ensured that no one is being directly discriminated through receiving less favourable treatment, any disadvantages in activities which would be considered to be indirect discrimination or any kind of harassment, which would include any unwanted conduct which violates someone’s dignity. Some ways in which organisations can ensure that they are providing equal treatment when recruiting staff are by not requiring a certain age in recruitment processes, providing the same pay for the same job no matter the gender of the employee, all employees should have access to company benefits and lastly, by using gender neutral language in job adverts. 
The Equality Act 2010 replaced the 1995 Disability Discrimination Act in order to enable employers to make ‘health and disability-related enquiries about prospective employees without contravening the Act’, (G. Parker, 2013). The Act ensures that all protected characteristics are not discriminated against, as well as their ‘social background or class’, (unionlearn.org.uk). The Act states that ‘a person to whom an application for work is made must not ask about the health of the applicant’, (legislation.gov.uk). This ensures that people with low wages or less qualifications are not classified differently. Nevertheless, this does not mean that all candidates should be rewarded with the same opportunity, but that different people should have varied ‘barriers’ and it is to be ensured that there is an equal access to training for all employees, (unionlearn.org.uk). 
Alton Towers resort has employed around 2000 employees, however, a news article from The Guardian stated that after a serious roller-coaster crash in Alton Towers the company was to make ‘190 staff redundant’. The park saw a ‘downturn in visitor numbers’ and could not afford to employ the amount of staff that they had, (theguardian.com). This statement was supported by another news article by Anstey affirming that Alton towers’ revenue declined by 11.4% and Merlin’s other themes parks were also suffering as a result, (attractionsmanagement.com). Furthermore, Alton Towers CEO spoke on the matter saying that they were aware that some of the lost, salaried jobs would be ‘accounted for by a programme of non-replacement of existing vacancies, early retirement, redeployment elsewhere in the group, and voluntary redundancy’, (theguardian.com). This could be considered to be an unfair dismissal case to their employees as they were being made redundant for no fault of their own, but also suggesting that they would not later find jobs at other Merlin venues. Additionally, the business would have to go through a selection process of which of their 2000 employees were going to be one of the 190 people made redundant. In the media, this may be conveyed as discrimination if people with the mentioned characteristics are experiencing redundancy over others, also, the phrase ‘early retirement’ may suggest discrimination against the elderly as they may lose their jobs due to this issue, which would further result in a negative effect on their pensions. A similar incident took place at Drayton Manor theme park as an 11-year old girl died by falling out of a boat on the Splash Canyon ride. This resulted in the park enduring their worst financial year ‘in the group’s history’, due to a decrease in visitor numbers and consumers feared visiting the park where the tragic incident took place. However, the economic issue was dealt through ‘a repayment holiday’ loan from the company’s bank, meaning that no staff needed to be made redundant as a result of income loss as the Alton Towers case did. This may suggest that Drayton Manor’s operating system and ways in which they deal with such issues is better than Alton Towers as they came back from the incident rapidly, (insidermedia.com). 
Conversely, Alton Towers issued a ‘Resort Access Guide’ for 2019, which covers issues such as, accessibility within the park, ride safety, precautions for epileptic consumers etc., and ways in which they attempt to overcome these possible matters. The guide states that they take into account the ‘BALPPA statement on public safety for disabled people’, whom have also given the park health and safety grounds for rides which are deemed to be more dangerous to disabled persons and that these grounds would not ‘constitute discrimination’. However, measures such as discounted disability tickets, disabled parking and toilets, assisted ride exits and ‘Ride Access’ passes which place people with certain disabilities in a ‘virtual queue’, to ensure that all consumers are treated equally. The organisation has also compiled a table of ride restrictions for consumers to know what rides are suitable for them (Appendix 3), (altontowers.com). All of the above aspects are definitely a strength for the accessibility of the park, however, there is no mention of how employees would receive these benefits, this may suggest a recommendation for improvement. 
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Performance management is a mechanism by which organisations communicate with their staff to achieve effective targets and expectations. Guidelines, policies and working practices are put in place to encourage development and to manage the workforce behaviour. 
Bartel introduced the AMO theory in 2004 which suggests that in order for employees to perform well, they must have ‘ability’, which refers to possessing the appropriate skills and knowledge to complete the job successfully, ‘motivation’ where employees will be influenced by training and rewards, and lastly, ‘opportunities’, which refers to demonstrating their expertise through teamwork and briefings, (Bartel, 2004). 
Merlin entertainments proudly display their performance opportunities on their careers website (merlincareers.com) focussing on a very supportive, people centred approach. Development and training includes access to a range of job related training, the ‘merlin school of magic’ learning portal, mentoring and personal feedback sessions. Rewards and benefits are offered to employees including shares, discounts at Merlin Hotels and free entries to attractions. They also have an employee nominated recognition scheme and open feedback and discussion initiatives. Their ‘Wizard Wants To Know’ employee survey received a 95% response rate in 2017, with 94% of staff reporting that they enjoyed working for Merlin (merlincareers.com), indicating high levels of engagement and satisfaction amongst staff.
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A recommendation for future improvement within the Alton Towers park may be to find other strategies of dealing with financial issues, as Drayton Manor successfully did. By doing this the business will ensure they are doing everything they can to uphold the organisations reputation and ensure full loyalty and commitment from their staff. 
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Conclusion 

This report has given an insight into the aspects of Alton Towers that benefit the business and are operated successfully, but also, the ones which have not been so effective and have dramatically affected the company in terms of income, sustainability and reputation. Furthermore, the consideration of recommendations was suggested in order for the organisation to improve their processes in future and ensure incidents they have experienced in the past do not reoccur. 
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	STRENGTHS
	WEAKNESSES

	· Appeals to all ages.
· Appeals to all types of people.
· Overcome the roller-coaster crash quickly and professionally. 
· Always adding new roller-coasters and activities.
· Has a large number of food outlets inside.
· Developing e-tickets. 
· Nice landscape.
	· One of the most expensive parks.
· Location.
· Reputation damage after the roller-coaster crash.
· Lots of planning permission to expand due to not being able to build above trees, noise and visual pollution.
· Bad transport links. 
· Spread out – long walks between rides.

	OPPORTUNITIES
	THREATS

	· Educational attractions.
· Possibly expansion because of its location. 
· Seasonal attractions.
· Could support local farmer and use their produce.
· Vegan friendly/healthy restaurants. 
· Good exercise when walking around the park.
· Promote ‘green’ standard – no other parks do, could be the first. 
· Develop on technology.
· Brexit – staycations more popular or tourists may stay longer due to expensive Visas.
	· Brexit – possible delays to flights for tourists.
· Competitor theme parks (Thorpe Park). 
· Weather conditions.
· Constant media coverage – reappearing articles of roller-coaster crash on social media. 
· Terrorism.
· Recession – people have less disposable income to spend on leisure activities. 




[bookmark: _Toc6074469]Appendix 2 – PESTLE Analysis Table

	POLITICAL
	ENVIRONMENTAL

	· Increase of UK National Minimum Wage – increase company’s wage budget.
	· Rules and regulations for building rides, must ensure construction doesn’t damage environment.
· Noise pollution.
· Waste.
· Littering.
· Traffic in a once quiet area.

	SOCIAL
	TECHNOLOGICAL

	· Crash reports discourage people from visiting the parks.
	· ‘World’s 1st 14-loop roller-coaster’ – expected to be forefront of technology = expensive to keep up.

	LEGAL
	ECONOMIC

	· Must comply with Health and Safety Regulations – shut down or fined if they don’t.
	· 2007 recession = decline in consumers.
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