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[bookmark: _Toc2865545][bookmark: _Toc7368603]Executive Summary

This report aims to highlight the organisation’s relationship between their management expertise and organisational performance. This is to represent the business operations and the management challenges, determine whether the Alton Towers Resort is performing in all business environments to a high standard, as the importance of performing and meeting organisational targets is vital. 
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[bookmark: _Toc7368605]Introduction

Merlin Entertainments is an organisation that operates in Europe. Being one of the leading entertainments organisation, they have a total of ‘120 attractions, 18 hotels and 6 holiday villages’ based in 25 countries over 4 different continents. (Merlin Entertainment, 2019). The aim of the organisation is to provide all variety of guests a memorable and an unforgettable experience that visitors would not be able to have anywhere else. The organisation has a variety of midway attractions such as Alton Towers, Sea Life, Madame Tussands, The Dungeons. The main organisation that the individual will focus on during the report is Alton Towers and will provide an environmental, ratio and a performance analysis. Each part of the report will demonstrate whether the organisation is running successfully or not. 
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	POLITICAL

· Brexit








	ECONOMIC

· Jobs create for the local people
· close partnership with Staffordshire Moorlands District Council and Staffordshire County Council
· Local suppliers
	SOCIAL

· The Media
· Trends - Staycations
	TECHNOLOGICAL
· Online booking
	LEGAL

· Health and safety rules and regulations
	ENVIRONMENT

· Noise
· Waste 
· Traffic
· Litter pickers
· Preserving heritage in the local area




The purpose of this part of the report is to highlight the importance of the external factors that are currently happening with Alton Towers. 
The external political factors that Alton Towers is currently facing is Brexit. When the United Kingdom do eventually leave the European Union, the Chief Executive of Merlin Entertainments discussed that they believe Brexit would not damage the business, believing that Brexit happening ‘could be quite good’. (Reuters, 2016). This is due to the pound becoming weaker against the euro, demonstrating that more British visitors are more inclined to experience a domestic holiday rather than going abroad, and more tourists from overseas will visit the United Kingdom, a result of the United Kingdom becoming more attractive, as well as a boost for tourism. According to The Guardian in 2016, they announced that there was a 10% drop in the value of the pound against the euro, the cost of a family of four travelling abroad would increase by £245. This demonstrates that British holidaymakers are going to find that travelling abroad will be more to expensive due to Brexit. 
In addition, The Chief Executive of Merlin also believes that if Brexit was not happening, British holidaymakers are still more inclined to book a holiday to go to destinations such as Spain and Portugal. (The Guardian, 2016). This is indicating that Brexit would benefit an organisation like Alton Towers, as British holidaymakers are more likely to do a staycation holiday, with The Independent announcing that ‘staycations are on the rise as UK leaves the EU’. (The Independent, 2017). Furthermore, according to The Alton Towers Resort (2019), they have stated that they are going to be opening Stargazing Pods, which is going to be their new accommodation for visitors to book to stay overnight. With the resort and the new innovations that Alton Towers has created, it is hoped that more visitors will be attracted to stay overnight during their visit to the theme park.
When it comes to economic external factors with an organisation such as Alton Towers, it is great for the local people within the nearby village, as Alton Towers Resort (2019) have communicated that they try to employ individuals who are in the rural area, rather than from further afield. They provide over 1,200 jobs that are both skilled and unskilled, demonstrating all equal opportunities for the local people in the village. Furthermore, Alton Towers Resort works closely with Staffordshire Moorlands District Council and Staffordshire County Council as a partnership. The purpose of their partnership is to raise awareness of their profile of the county, in aspects of the business and visitor destination, as well as holding meetings with the local people in the village. This is an opportunity for the local people in the area to share thoughts and ideas about any concerns that they may have and ask questions. 
According to Alton Towers Resort (2019), they are actively seeking to use the local suppliers and labour as much as possible. This is to help local businesses within the village. Helping small businesses such as B&Bs, local shops and taxi firms, Alton Towers Resort firmly believes that these small businesses would not be able to function without their resort or theme park.
The social external factors on Alton Towers is that the media has a significant effect on the massive organisation. For example, The BBC News (2015) confirmed that there was a total of sixteen individuals that went on the Smiler rollercoaster in Alton Towers that came off extremely injured, which resulted in the theme park being temporarily closed. Not only does this affect the individuals who were seriously injured, this has a massive negative impact on the organisation, as appendix 1 demonstrates that the visitor numbers dropped significantly the same year as the accident, leading to believe that the accident could be the reason why Alton Towers saw a decline of visitors following the accident. In addition, with the decline of visitors, The BBC News also discussed due to the event of the accident, Alton Towers saw a drop with of profits. The organisation’s profit division was between £40 million to £50 million, where as they made a total profit of £87 million the previous year. This indicates that coverage of the accident on the news caused the organisation financial damage, following this the theme park was closed to the public for a total of five days. 
Alternatively, since the people of the United Kingdom made the decision to leave the EU, another social external factor has resulted that the British are prepared to spend within the United Kingdom rather than travelling abroad. This is indicating that the United Kingdom leaving the EU is setting the trend for holidaymakers to do more staycations and travel domestically within the United Kingdom. The Independent (2017) discusses that according to data analysis, staycation searches and bookings have increased by nearly a quarter compared to 2016, as ‘searches and bookings made October 2016 and January 2017 to depart from June to August 2017, there was a 23.8 percent rise in British holidaymakers planning UK stays for summer 2017.’ 
[bookmark: _Hlk7141082]In addition, the external technological factors for Alton Towers is booking tickets and overnight stays via the website. Booking online has now become easily accessible, as technology and internet has become advanced and instant. Travel Weekly (2012) states that ‘as many as 80% of people now book their holiday via the internet’. This determines that booking online is very quick and efficient, including all information being provided, demonstrating the advancement of the internet and technology. Not only is it quicker and more effective to book online, Alton Towers Resort has made their theme park tickets prices more cost effective to book in advance, rather than booking on the day (see appendix 2). This represents that Alton Towers Resort is following the trend to book online, as well as encouraging visitors to plan their trips to visit the theme park and extend their stay to overnight.
The legal external factors that Alton Towers face are that they are required to meet the health and safety rules and regulations. However, as mentioned above, Alton Towers did not meet the health and safety regulations back in 2015, where visitors on one of their rollercoasters, becoming seriously injured, resulting that the theme park was closed for a total of five days. Because of this accident, Norton Rose Fulbright (2016) informed that the organisation faced a fine of £5 million, located at the Stafford Crown Court for ‘breach of section 33 (1) of the Health and Safety at Work Act 1974’. The purpose of the fine was that the organisation failed to ensure the health and safety of their visitors, where visitors who rode on the rollercoaster put their lives at risk. 
The environmental external factors with the organisation are that The Alton Towers Resort (2019) has stated that they are aware of the impact that are causing on the environment, such as noise, traffic and waste. To minimise these impacts that have an effect on the environment, the organisation has teamed up with a few environmental teams, who are able to help monitor their actions. Moreover, they are working with a traffic management team, so that they can improve congestion across the local villages during peak times, as well as constantly looking for various ways to increase their recycling capabilities. 
The organisation has also declared that they provide litter pickers, this is to maintain the cleanliness and enhance the surroundings, as well as the local village. Not only are they maintaining the surroundings and the local village, they are enthusiastically maintaining and preserving heritage of the Earls of Shrewsbury who owned the Alton Towers estate up to 1924; Alton Towers Resort (2019) are ‘custodians of the historical towers, grounds and gardens.’ 
[bookmark: _Toc7368608]SWOT

	STRENGTHS

· Brexit = Staycation = more visitors from British and oversea visitors
· High brand value
· Providing new facilities (Stargazing Pads)
· Caters for all visitors
· Easy access to information 
	WEAKNESSES

· Weather = Seasonal
· Location = Rural area








	OPPORTUNITIES


· New rides / improve safety of current rollercoasters
· Create events off-peak season
· Package for niche markets




	THREATS

· Weather
· Terrorism
· Technical faults – rides



[bookmark: _Hlk7140509]The strengths that Alton Towers have is that the brand is under the family of Merlin Entertainments. Merlin Entertainments is one of the leading entertainment brands in Europe with various attractions, this demonstrates that the organisation caters for all visitors, with a diversity for all - giving all visitors a variety of special and memorable experiences. Furthermore, with Brexit being one of the main topic of news for the United Kingdom, indicating that the pound is weak against the euro. This suggests that more people are inclined to stay in the United Kingdom for a holiday, instead of going abroad. According to Shares (2016), Merlin Entertainments will be a key factor that will benefit the staycation trend, as Alton Towers have currently been developing more accommodations, for example Stargazing Pads. This trend will enhance the organisation, as they will attract more visitors to come and stay overnight in their resort. In addition, Alton Towers provides all their useful information online and on their leaflets available at the resort and theme parks, making it easily accessible to everyone. 
[bookmark: _Hlk7142006]With an organisation such as Alton Towers that is heavily based on a theme park, the weaknesses that they have to face is seasonality due to the weather. For example, Birmingham Live (2018) announced that the rollercoasters that operate in Alton Towers are due to shut down, as the weather conditions are described as ‘freezing’. This has a negative impact on Alton Towers, as the whole purpose for many visitors coming is to experience the rollercoasters and make unforgettable memories with their friends and family. This would also affect the organisation financially, as this would result in a decline of visitors. Furthermore, Alton Towers is surrounded by rural area, where the heritage is very much treasured. Not an area where visitors would imagine seeing a theme park that is significantly huge (Towers Street, 2019). This suggests with Alton Towers attracting millions of visitors, the local village and surroundings are suffering with environmental factors such as litter, noise, pollution and traffic. 
[bookmark: _Hlk7142216]There are opportunities that Alton Towers could most certainly develop and that would be some of the rides that operate in the park. With numerous stories that have been broadcasted about visitors being severely injured from technical faults, this could be an opportunity for the organisation to build and create new rides, or even improve on the rollercoaster facilities, so visitors make the decision to re-visit the theme park. Another opportunity for Alton Towers to develop is to create more packages for different target markets. For example, Alton Towers is known for heavily targeting the family segment, with the Mail Online (2014) announcing that they are targeting the toddler market, by introducing Cbeebies Land. This shows that Alton Towers knew exactly who they were targeting when they introduced Cbeebies Land, knowing this would appeal to families with young children. Creating new niche markets could attract more visitors, as well as create events during off-seasons when the weather conditions may be unreliable. 
Secondly, with the organisation for being known for high level of seasonality, it is recommended that they create events during off-peak season. This would allow for the organisation to continue to make money, enticing visitors to visit the theme park whilst the rollercoasters are not in operation due to weather conditions. In addition, it is also recommended that Alton Towers creates a package for wider niche markets with the facilities that they offer, such as golf tourism and spa tourism. Creating a package for these niche markets would allow the organisation to become more appealing, and possibly bring visitors that the organisation would not usually cater for.
In addition, Alton Towers faces threats that can hugely impact the organisation. For example, the weather can cause the biggest decline for visitors, as the BBC News (2018) reported that Alton Towers experienced a 13.7% fall in pre-tax profits, ‘down to £43 million from £50 million for the 26 weeks’ that came to an end 30th June 2018. This included the first half of the year being very quiet with the severe weather that the United Kingdom experienced, indicating that Alton Towers was not an appealing attraction to visit. Furthermore, the BBC News (2018) also informed that it was still a challenge to encourage visitors to come to destinations such as London due to the terror attacks that took place in 2017. This is suggesting that organisations such as Alton Towers suffer with visiting numbers, as terror attacks in the United Kingdom is still an ongoing threat, that is continuing to keep some visitors away. 
Another factor that Alton Towers faces is the technical difficulty and faults that they have with the rides. With the Mirror (2018) reporting that there were visitors immobilised for a total of 30 minutes on one of their rollercoasters. This evidence of technical faults would have a negative impact resulting in visitors not returning to the park. Alton Towers needs to maintain the health and safety guidelines, meeting the government legislations.
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Merlin’s Entertainment – Consolidated Statements of Financial Position
PROFIT AND LOSS ACCOUNT (31ST JAN-31ST DEC) 
· Gross Profit
2015 – 1,085,000,000 / 1,278,000,000 = 0.84
X 100 = 84.89% 
2016- 1,230,000,000 / 1,457,000,000 = 0.84
X 100 = 84.42%

· Net Profit
2015- 170,000,000 / 1,278,000,000 = 0.13
X 100 = 13.30%

2016- 211,000,000 / 1,457,000,000 = 0.14
X 100 = 14.48%

· ROCE (Return of Capital Employed)
2015- 174,600,000 / 2,478,000,000 = 0.070
X 100 = 7.04%
2016- 215,600,000 / 2,959,000,000 = 0.072
X 100 = 7.28%

· [bookmark: _Hlk7356647]Total Asset Turnover Ratios
2015- 1,278,000,000 / 2,478,000,000 = 0.51 times

2016- 1,457,000,000 / 2,959,000,000 = 0.49 times



· Fixed Asset Turnover 
2015- 1,278,000,000 / 2,475,000,000 = 0.51 times
2016- 1,457,000,000 / 2,958,000,000 = 0.49 times
[bookmark: _Hlk7359234]
· Working Capital Turnover
2015- 1,278,000,000 / 3,000,000 = 426 times

2016- 1,457,000,000 / 1,000,000 = 1,457 times

· [bookmark: _Hlk7359807]Current Ratio
2015- 260,000,000 / 257,000,000 = 1.01%

2016- 340,000,000 / 339,000,000 = 1.00%

· Quick Ratio
2015- 260,000,000 – 30,000,000 = 230,000,000
230,000,000 / 257,000,000 = 0.89

2016- 340,000,000 – 36,000,000 = 304,000,000 
304,000,000 / 339,000,000 = 0.89

· Debtor Days
2015- 76,000,000 x 365 = 27,740,000,000
27,740,000,000 / 1,202,000,000 = 23.07 days

2016- 86,000,000 x 365 = 31,390,000,000
31,390,000,000 / 1,371,000,000 = 22.89 days


· Creditor Days 
2015- 41,000,000 x 365 = 14,965,000,000
14,965,000,000 / 189,000,000 = 79.17 days

2016- 63,000,000 x 365 = 22,995,000,000
22,995,000,000 / 233,000,000 = 98.69 days

· Debt Ratio
2015- 1,260,000,000 / 2,735,000,000 = 0.46

2016- 1,147,000,000 / 680,000,000 = 1.68


This report will concentrate on the profit and loss account of Merlin Entertainments 31st January 2015 – 31st December 2016, as this is the only up to date information provided by the organisation. 
With the organisation being a private sector, they have set their expected benchmark of being 68%. With these results from the gross profit, this shows that the organisation has successfully reached their expected benchmark in both financial years. The purpose of the gross profit is for an organisation to see how many sales they have generated within the year. Indicating that they are set their sales at the right price, however there is a slight decrease from 2015 to 2016. On the other hand, this decrease could have not been from the visiting numbers, as in 2015, there were a total of 62.9 million visitors, whereas there was a total of 65.1 million visitors. (Merlin Entertainments, 2016 & 2017). This is illustrating that the visiting numbers is not the reason why there was a slight decrease with the gross profit, as there was a significant increase with the visiting numbers. With the organisation having more visiting numbers, this suggests that they may have increased their ticket prices or offered more discounts to encourage visitors. 
The net profit is an indication for an organisation to evaluate whether they are running effectively or not. With the results shown with Merlin Entertainments regarding their net profit, they demonstrate that the organisation has been running effectively, as there has been a great increase since 2015. This means that the organisation has been overlooking and comparing their net profits to other companies to their sales revenue, allowing them to set their sales at the right price. This also demonstrates that they are performing significantly well and must keep up with trends in the future, as consistency within net profit is key. 
The purpose of ROCE (Return of Capital Employed) is for an organisation to clarify the total amount of capital spent for the acquisition of profit. In this case with Merlin Entertainments, with their organisation being close to the hospitality industry, the target is set on average ‘8.50’ (Shares, 2019). The results suggest that the organisation has learnt that they have made progress in the right direction. This is due to the Return of Capital Employed increased from 2015 to 2016, which could indicate that the organisation has invested more of its profits back into the organisation. This should continue, as consistency is key. Alternatively, if the target is 8.50%, this could be a concern for the organisation, showing that they need to continue with the increase over the next financial years, as being in line with the current financial trends is vital for every business. 
The asset turnover ratios are to determine how efficiently the organisation is being utilised. In terms of total asset turnover, with these figures that have been demonstrated, this could be affected due to the net suffering in 2015. This also represents that the organisation could not be utilising their total asset turnover effectively, hence why there is a decrease with the results. In addition, the fixed assets turnover indicates to the management team how well the organisation is using their fixed assets to generate sales. The results represent that the organisation made the correct decisions to use their fixed assets to generate sales in 2016. For example, after the disastrous accident that took place at Alton Towers theme park in 2015, where visitors were extremely injured from the technical fault from the rollercoaster, they may have found it more difficult than ever to generate sales, as well as encourage visitors to come back to visit. Furthermore, the working capital turnover results suggest that the organisation is back on track with generating sales, as there is a significant increase from 2015. This indicates that the organisation has worked effectively, and have proved that measure of the business an improved turnover compared to the previous year. 
Liquidity are split into two main ratios, which are the current ratio and quick ratio. The aim of these ratios is to help assess whether an organisation has sufficient cash or equivalent current assets to be able to pay its debt. Firstly, the current ratio is to view how quick an organisation can be to obtain to settle debts and pay expenses. With the results from the Merlin Entertainments, this suggest that they are both not able to generate cash to settle debts or pay expenses, as they are not meeting the target benchmark, which is 1.5. Secondly, the quick ratio is for an organisation to generate cash as quickly as possible, normally within 12 months. The results that have been presented by Merlin Entertainment accounts are that they are both not reaching the expected ratio, which indicates that the organisation was not able to generate cash without selling stock. With both years showing the same results, this represents that this could mean that there are no signs of the organisation being able to generate cash without selling stock. According to Guru Focus (2018), Merlin Entertainments quick ratio over the last 11 years has shown a minimum of 0.41 and a maximum 1.26, reflecting that this is a massive concern, as the organisation were not showing improvements to their creditors. 
When it comes to an organisation dealing with debtor days, it is for an organisation to determine how many days it takes for debtors to pay them back. The results that have been presented for Merlin Entertainment suggest that debtors took longer to pay in 2015, indicating that the organisation were more rapid to chase their debts the following year. This also shows that Merlin Entertainment must have been difficulties to pay back their debts if they were quick to chase their debtors. 
Additionally, the purpose of creditor days is for an organisation to realise how many days it takes for them to pay back their creditors. With the results that have been represented, this indicates that the organisation had a challenging year in 2016, as there is a significant increase when they paid back their creditors, meaning that they experienced more financial difficulties. Once again, with Alton Towers having a technical fault with one of their rollercoasters, the organisation suffered in 2015, resulting that they saw a decline in visitors and the expected sales were not generated (see appendix 1). 
Debt ratio is when an organisation participates in long-term borrowing, as the higher level of gearing, is often more risks that an organisation takes. Though, this is not necessarily a negative, as the purpose of borrowing could result in finance growth. In this case, Merlin Entertainment represent a significant increase, demonstrating they took a higher risk borrowing, this could suggest that they were difficulties to pay back their creditors. The organisation needed to borrow more cash after the massive decline of visitors that Alton Towers experienced. 

[bookmark: _Toc7368610]SMART OBJECTIVES

Overall, with the results that have been demonstrated, the individual believes that Merlin Entertainments should put in place the following SMART objective to increase their profitability. 
· Within the next 12 months, advertise in the diverse sector to enhance footfall into the park and resort, ensuring that all markets are catered to their individual needs.





[bookmark: _Toc7368611]Human Resources

[bookmark: _Toc7368612]Equality and Diversity

Equality and diversity within management is crucial to any work environment, as the purpose is to value all different types of individuals, including employees, clients and customers. (Daniels & Macdonald, 2005). For an organisation to demonstrate that they believe in equality and diversity, they are to allow all employees to work with their whole set of identities to work, instead of being required to adapt to the dominant culture based on the identity of the majority. (Janssens and Zanoni, 2014). This indicates that no individual should feel or be discriminated under any circumstances, no matter what gender, sex, age, race, disability, sexual orientation, or religion.
Alton Towers Resort (2013) states that they employ approximately 2,000 employees and many of those employees are based within the local area. Within the vicinity, there is transport accessible for those individuals who live further afield. This is prove that the organisation has ensured that it is easy and accessible for all employees, clients and customers are usually able to travel to the resort easily, and therefore no individual is discriminated against due to travel commitments. To support individual needs, The London Dungeon (2019) make it clear that pushchairs and buggies during the tour but there is no lift access available. This is indicating that individuals that do come with pushchairs, buggies or even a wheelchair may not find it accessible, and do not have the same equal opportunity as others. 
When it comes to an organisation such as Alton Towers, even though they run under one business, they have a range of departments that operate in either the hotel or theme park. Having different departments can allow individuals the opportunity to see what specific shared function that they would like to be involved in when they are applying to work within Alton Towers. According to Alton Towers Resort (2013), the shared functions that they have include ‘Finance, Sales and Marketing, Entertainments, Corporate Events, Retail, Food & Beverage, Security, Medical, Uniform, HR, Health and Safety and Development. Location specific departments include Technical Services, Experience (Rides & Attractions), Housekeeping, Leisure Operations (including waterpark and spa).’ This represents that Alton Towers want to give everyone an equal opportunity to show case their potential skills, talent and leadership, showing that they are all for equality and diversity. Within their recruitment, Alton Towers is a equally opportunity employer, taking equality and diversity seriously.

[bookmark: _Toc7368613]Recruitment and Selection Process

The recruitment and selection is one of the most crucial parts for any organisation, as the purpose of the process is to search for the most suitable candidates to fill job vacancies. However, Su, Chao-Ton (2015) believes that there is no best approach how to recruit and select candidates, as every organisation has different recruitment and selection methods, including different operations, needs and size. With an organisation such as Alton Towers, their aim to recruit a candidate who is ‘fun-loving and energetic for entry level jobs and professional careers’ that are willing to go the extra mile. (Job-applications.com, 2018). To support this, tips and tricks to support the application are found on their website, therefore a candidate who is seeking a job has every opportunity to showcase their full potential. Alton Towers gives out tips such as making an application stand out, giving a great interview and succeeding at the assessment centre. (Merlin Entertainments, 2019). This is an excellent method of practice that Alton Towers promotes, as they are representing that they want to give all candidates an equal opportunity to perform their very best to fulfil the job role that they are applying for. 
Furthermore, the organisation provides job opportunities for the candidates who are graduates, as well as apprentices. Again, giving all individuals an opportunity to showcase their full potential, and giving a candidate the opportunity to make a career within the organisation. This is another great method of practice that Alton Towers promotes, as with having graduate and apprenticeship schemes, they are willing to hire various individuals regardless of age groups, and different cultures. Where as an organisation such as The Dungeons, make it clear on their website that unfortunately they do not offer work experience at The London Dungeon. (The London Dungeon, 2019). With the London Dungeons being part of the Merlin Entertainments, this suggests that this organisation does not want to give candidates an equal opportunity to be part of the recruitment and selection process. This demonstrates bad practice, as the purpose of completing an apprenticeship is for an individual to raise their skill levels with a recognised qualification, allowing them to improve their productivity in a work environment. (House of Commons, 2012).

[bookmark: _Toc7368614]Performance Management

[bookmark: _Hlk7142803]It is vital for an organisation to put in place performance management, as the purpose is to have a strategic significance that is integrated through teams and individuals. This is believed to be a continuous process that operates like a cycle, and not just an event. (Armstrong and Baron, 2004). As you can see the diagram on appendix 3, this indicates the continuous cycle with the tools that are needed for an organisation to run successfully. In addition, for an organisation to perform well, they must be able to perform under the Equality Act 2010, this is to protect all various of characteristics that all individuals have such as age, disability, gender, race, religion, sex, sexual orientation, marriage and civil partnerships and pregnancy and maternity. (Legislation.gov.uk, 2019). With an organisation like Alton Towers, they must be able to provide these different facilities, for visitors to have a pleasurable and smooth experience, whether that it is going around the theme park or staying at the resort. 
For Alton Towers Resort to meet the standards of the Equality Act 2010, they have created a leaflet guide for visitors with disabilities that is fully informative about the resort and the theme park. Information that is provided in the leaflet includes parking facilities, toilets, wheelchair hire, guide dogs, rides that may have restrictions, deaf/hearing impaired guests, spa access and many more. (Alton Towers Resort, 2019). Furthermore, Alton Towers also terms and conditions that staff members and visitors must comply to, and have every right to refuse, ban and remove from the attraction and job role if fail to do so. For example, any individual whose behaviour or presence may affect the enjoyment and/or safety of staff or visitors who ‘has been convicted of a criminal offence relating to Merlin, or civil unrest at Merlin property/attractions, uses violent, aggressive, threatening, abusive, discriminatory or insulting words or behaviour.’ (Alton Towers Resort, 2019). This suggests that the organisation wants all individuals to be looked after and cared for, no matter if they are visiting or working. 












[bookmark: _Toc7368615]Recommendations

There are recommendations that the individual would like to suggest to the organisation that could benefit in the future. Firstly, a recommendation would be for Alton Towers to develop and maintain their rollercoasters to decrease the chances of them having technical faults. As mentioned above, this has caused a massive impact on the organisation and caused a decline in the number of visitors. Therefore, developing new rollercoasters with modern technology would be more attractive and efficient for the organisation. Secondly, with the organisation being known for high level of seasonality, it is recommended that they create events during the off-peak season. This would allow for the organisation to continue to increase profits, as well as continue to experience alternative attractions whilst the rollercoasters are closed due to weather conditions. In addition, it is also recommended that Alton Towers creates a package for niche markets with the facilities that they offer, such as golf tourism and spa tourism. Creating a package for niche markets would allow the organisation to become more appealing, and possibly bring visitors that the organisation would not expect to have. 















[bookmark: _Toc7368616]Conclusion

In conclusion, Alton Towers Resort has demonstrated their management expertise and organisational performance, resulting that it is always vital for an organisation to be performing in all business environments to a high standard. The purpose of performing and meeting targets is for an organisation such as Alton Towers Resort to run as successfully as possible, as well as meeting their consumer needs and maintaining their health and safety regulations. 























[bookmark: _GoBack]
[bookmark: _Toc7368617]References

Alton Towers Resort. (2013). ‘Alton Towers Resort Student Information Pack 2013’, [Online]. Available: http://www2.altontowers.com/uploadedFiles/Page_Content/Schools/Student-information-pack-2013.pdf , Last Accessed: 17th April 2019. 

Alton Towers Resort. (2019). ‘Corporate Social Responsibility’, [Online]. Available: https://altontowers.blob.core.windows.net/media/1055/csr.pdf , Last Accessed: 24th April 2019. 
Alton Towers Resort. (2019). ‘Guide for visitors with disabilities’, [Online]. Available: https://www.altontowers.com/media/2142/alton_towes_resort_disability-leaflet-2014.pdf?hc_location=ufi , Last Accessed: 25th April 2019. 

Alton Towers Resort. (2019). ‘Terms and Conditions’, [Online]. Available: https://www.altontowers.com/terms-and-conditions/ , Last Accessed: 25th April 2019.

Alton Towers Resort. (2019). ‘Theme Park Tickets’, [Online]. Available: https://www.altontowers.com/price-table/ , Last Accessed: 24th April 2019.

Alton Towers Resort. (2019). ‘The Power of the Towers – our campaign for 2019’ , [Online]. Available: https://www.altontowers.com/useful-info/blog/the-power-of-the-towers-our-campaign-for-2019/ , Last Accessed: 24th April 2019.

Armstrong, M. & Baron, A. (2004). ‘Managing performance: performance management in action’. London: Chartered Institute of Personnel & Development

BBC News. (2015). ‘Alton Towers rollercoaster crash causes Merlin profit warning’, [Online]. Available: https://www.bbc.co.uk/news/business-33672357 , Last Accessed: 24th April 2019. 

BBC News. (2018). ‘Merlin Entertainments affected by terror attacks and weather’, [Online]. Available: https://www.bbc.co.uk/news/topics/czv6r8rnl9jt/merlin-entertainments , Last Accessed: 25th April 2019.

Birmingham Live. (2018). ‘Alton Towers rollercoasters set to shut down due to freezing weather’, [Online]. Available: https://www.birminghammail.co.uk/whats-on/whats-on-news/alton-towers-rollercoasters-set-shut-14421995 , Last Accessed: 25th April 2019.

Daniels & Macdonald. (2005). ‘Equality, Diversity and Discrimination: A Student Text’. London: Chartered Institute of Personnel and Development. pp.1. 

Guru Focus. (2018). ‘Merlin Entertainments PLC  (OTCPK:MERLY) Quick Ratio: 0.57 (As of Dec. 2018)’ , [Online]. Available: https://www.gurufocus.com/term/quick_ratio/OTCPK:MERLY/Quick-Ratio/Merlin-Entertainments-PLC , Last Accessed: 25th April 2019. 


House of Commons Committee of Public Accounts. (2012). ‘Adult Apprenticeships Eighty-Fourth Report of Session 2010-2012’, Great Britain: Committee of Public Accounts. Pp. 25.

Janssens, and Zanoni. (2014). ‘Alternative Diversity Management: Organizational Practices Fostering Ethnic Equality at Work.’ Scandinavian Journal of Management 30.3: 317-31. 

Job-applications.com. (2018). ‘Merlin Entertainments Interview Questions & Tips’, [Online]. Available: https://www.job-applications.com/merlin-entertainments-job-interview-tips/ , Last Accessed: 25th April 2019.


Mail Online. (2014). ‘Alton Towers targets the lucrative toddler market with first ever CBeebies Land’, [Online]. Available: https://www.dailymail.co.uk/travel/article-2537200/Alton-Towers-targets-lucrative-toddler-market-CBeebies-Land.html , Last Accessed: 25th April 2019.

Merlin Entertainments. (2013). ‘Price Range Prospectus’, [Online]. Available: file:///C:/Users/1700521/Downloads/IPO%20Prospectus%20-%20Merlin%20Entertainments%20plc.pdf , Last Accessed: 8th April 2019. 

Merlin Entertainments. (2016). ‘Annual Report and Accounts 2016’, [Online]. Available: https://moodle.uwtsd.ac.uk/pluginfile.php/241740/mod_resource/content/1/merlin%20entertainment%20annual%20accounts.pdf , Last Accessed: 8th April 2019. 

Merlin Entertainments. (2016). Merlin Entertainments plc – 2015 Preliminary Results Robust financial results despite some challenging trading conditions Progress in New Business Development across all three Operating Groups 2020 milestones announced’ , [Online]. Available: file:///C:/Users/1700521/Downloads/Merlin%20Preliminary%20results%202015.pdf , Last Accessed: 8th April 2019.

Merlin Entertainments. (2017). ‘ Merlin Entertainments plc – 2016 Preliminary Results Results delivered in line with expectations Confident in growth strategy and outlook’ , [Online]. Available: file:///C:/Users/1700521/Downloads/Merlin%202016%20prelims%20-%20FINAL%20(1).pdf , Last Accessed: 8th April 2019. 

Merlin Entertainments. (2019). ‘About us’, [Online]. Available: https://www.merlinentertainments.biz/about-us , Last Accessed: 8th April 2019. 

Merlin Entertainments. (2019). ‘Working with us – Top application tips’, [Online]. Available: https://www.merlincareers.com/en/working-for-us/application-tips , Last Accessed: 25th April 2019.

Mirror. (2018). ‘Alton Towers visitors stranded 180ft in the air for 30 minutes on vertical drop Oblivion rollercoaster’, [Online]. Available: https://www.mirror.co.uk/news/uk-news/alton-towers-visitors-stranded-180ft-12629240 , Last Accessed: 25th April 2019.


Norton Rose Fulbright. (2016). ‘£5 million health and safety offence fine for Alton Towers Resort’, [Online]. Available: https://www.nortonrosefulbright.com/en/knowledge/publications/87d2b218/5-million-health-and-safety-offence-fine-for-alton-towers-resort , Last Accessed: 25th April 2019. 

Legislation.gov.uk. (2019). ‘Equality Act 2010’, [Online]. Available: https://www.legislation.gov.uk/ukpga/2010/15/section/4 , Last Accessed: 25th April 2019.

Reuters. (2016). ‘Merlin Entertainments says Brexit won’t damage its business’ , [Online]. Available: https://uk.reuters.com/article/uk-merlin-results/merlin-entertainments-says-brexit-wont-damage-its-business-idUKKCN0VY0QC , Last Accessed: 24th April 2019.

Shares. (2016). ‘How to invest in… Staycations’, [Online]. Available: https://www.sharesmagazine.co.uk/article/how-to-invest-instaycations , Last Accessed: 25th April 2019.

Shares. (2019). ‘Merlin Entertainments Fundamental’, [Online]. Available: https://www.sharesmagazine.co.uk/shares/share/MERL/fundamentals ,Last Accessed: 25th April 2019. 


Statista. (2019). ‘Attendance at Alton Towers theme park in the United Kingdom (UK) from 2009 to 2017* (in millions)’, [Online]. Available: https://www.statista.com/statistics/641549/attendance-at-alton-towers-uk-theme-park/ , Last Accessed: 24th April 2019.

Su, Chao-Ton. (2015). ‘Hoshin Kanri planning process in human resource management: Recruitment in a high-tech firm.’ Total Quality Management & Business Excellence, 26(1/2), 140-157.

The Guardian. (2016). ‘Brexit business fears overblown, says Merlin Chief’ , [Online]. Available: https://www.theguardian.com/business/2016/feb/25/brexit-business-fears-overblown-says-merlin-chief , Last Accessed: 24th April 2019.

The Guardian. (2016). ‘Sharp rise in cost of holidays abroad leads to staycation boom’, [Online]. Available: https://www.theguardian.com/travel/2016/jul/10/brexit-and-the-uk-tourist-industry , Last Accessed: 24th April 2019. 

The Independent, (2017) ‘Post Brexit Holidays: Staycations are on the rise as UK leaves EU’, [Online], Available: https://www.independent.co.uk/travel/news-and-advice/staycation-uk-holidays-brexit-travel-eu-a7668991.html , Last Accessed: 24th April 2019. 


The London Dungeon. (2019). ‘Can I bring a pushchair/buggy on the tour?’ , [Online]. Available: https://london-support.thedungeons.com/hc/en-us/articles/212567029-Can-I-bring-a-Pushchair-Buggy-on-the-tour- , Last Accessed: 17th April 2019. 

The London Dungeon. (2019). ‘Where would I find vacancies for London Dungeon and other Merlin Entertainments attractions?’ [Online]. Available: https://london-support.thedungeons.com/hc/en-us/articles/115000066749-Where-would-I-find-vacancies-for-London-Dungeon-and-other-Merlin-Entertainments-attractions- , Last Accessed: 25th April 2019.

Towers Street. (2019). ‘Alton Towers Planning Restrictions’, [Online]. Available: https://towersstreet.com/features/articles/alton-towers-planning-restrictions/ , Last Accessed: 25th April 2019.

Travel Weekly, (2012) ‘80% booking holidays online, finds study’ [Online], Available: http://www.travelweekly.co.uk/articles/41280/80-booking-holidays-online-finds-study , Last Accessed: 25th April 2019.

[bookmark: _Toc7368618]Appendices

[bookmark: _Toc7368619][image: ]Appendix 1- Attendance at Alton Towers theme park in the United Kingdom (UK) from 2009 to 2017*(in millions)

(Statista, 2019)










[bookmark: _Toc7368620]Appendix 2- Theme Park Tickets
[image: ]

(Alton Towers Resort, 2019)














[bookmark: _Toc7368621]Appendix 3- The Performance Management Process
[image: ]

(Armstrong and Baron, 2004)














PAGE 10

image2.png
I L€ strts hard Brexit preparat. X | 0 Alton Towers rollercoaster cre- X

[ Atton Towers 2019 - everyride X | G visitors visiting alton towers -« X B - Alton Towers UK theme park X |+ -

C @ https//www.statista.com/statistics/641549/attendance-at-alton-towers-uk-theme-park/

Sports & Recreation » Parks & Outdoors » Alton Towers theme park attendance in the United Kingdom (UK) 2009-2017

Attendance at Alton Towers theme park in the United Kingdom (UK) from 2009 to
2017*

s DOWNLOAD  SETTINGS  SHARE

3 PNG Qpnri ﬁxls ﬁppwl

275
265 265
25
u I

2009 2010 2011 2012 2013 2014 2015 2016 2017

258

25 DESCRIPTION ~ SOURCE  MORE INFORMATION

® 18 NEWS.

The graph depicts the attendance numbers at the
Alton Towers theme park in the United Kingdom from
2009 to 2017.In 2017, attendance at the park reached
two million.

os

© Statista 2010 >

e
H O Type here to search OB NG g





image3.png
THEME PARK TICKETS

Buy now 3

One Day Ticket
Adults (12+ years)
Children (3-11 years)

Groups 7+ (per person)

Children (under 3 years)

5+ Days in advance
£33
£27.50
£32

£0





image4.png
ASSESSMENT & DEFINITION OF

REWARD BUSINESS ROLE
- Annual Assessment - Job Description
- Links to pay and - Objectives of
promotion Organisation

DELIVERING &
MONITORING PLANNING

- Ongoing manage- PERFORMANCE
ment support - Individual objectives
- Ongoing Review - Development plans





image1.png




