GCSE in Applied Business Unit 1: Investigating Business

VGCSE (0511-5051) Assessing Adam’s evidence

Strand A

a1 Describe the following
features of their two chosen
businesses.

s Activity
e  Ownership
s [Location

s Aims and objectives

Adam has covered Center Parcs on pages 6-17. He
has described in extensive detail the four features of
his chosen business. His second business is Avenue
Fisheries. Again he has provided extensive evidence
which is found on pages 18-26. Adam has
demonstrated very good understanding of the four
features of his two chosen businesses.

a2 Compare the following
features of their two chosen
businesses and identify the
main differences between
them.

o Activity
s Ownership
» [ ocation

» Aims and objectives

On page 27 Adam has produced a detailed
comparison of ownership of the two businesses. He
has considered similarities and differences including
decision-making, liability and continuity. Adam
produced clear comparison of activities and aims and
objectives on pages 27-29. However, his coverage of
location on page 29 was weaker, as he had provided
limited examples of similarities and differences.

a3 Having fully explored the
following features of their
two chosen businesses,
suggest and justify changes
that each could make to
enable them to be more
effective.

s Activity

s  Ownership

« [ ocation

* Aims and objectives

For Center Parcs, Adam has suggested and justified
changes that could enable the business to be more
effective for activity, aims and objectives and location.
On page 30 Adam states 'One activity the company
could expand more is the health farm side of the
holiday . . . It could increase its success by
competing with the more traditional choices of health
farm (Henlow Grange).! For ownership, Adam has
suggested that the business remains as a public
limited company but he has not linked the suggestion
to effectiveness.

For Avenue Fisheries Adam has achieved this
ériterion for ownership and aims and objectives. On
page 33 he stated that ‘Avenue Fisheries could
become a partnership . . . would be an injection of
cash . . . could mean more opportunity to grow or
expand and therefore lead to more financial success.’
Insufficient evidence had been provided for activity
and location.

Mark Allocation: 8 + 1

Adam has suggested and justified changed that both
businesses could make in relation to two features, in
order to be more effective. The gualitative judgement
mark has been awarded as he has made a number of
justified suggestions but they have not all been linked
to effectiveness.




Strand B

| Assessmentcriteria =~ |

b1 Describe the type of
work carried out by at least
three functional areas of
one of their chosen
businesses.

On pages 36 — 39 Adam has ciearly descnbed the
type of work carried out by marketing and sales,
finance and operations. The evidence has clearly
been applied to Center Parcs.

b2 Explain, using examples,
how at least three
functionaf areas of one of
their chosen businesses
work together to support the
business activity.

Adam has used examples to explain how finance,
marketing and sales and operations work together to
support the business aclivity. On pages 40 and 41,
his examples include determining the annual price list
and running the '‘Party in the Park’.

b3 Evaluate how effectively
at least three functional
areas of one of their chosen
businesses work fogether to
achieve the aims and
objectives of the business.

On page 43 Adam has used figures of 90%
occupancy and 65% repeat bookings to support his
evaluation. On page 44 he has fully evaluated how
effectively the three functional areas work together to
achieve the aims and objectives of the business eg
aim of being environmentally friendly, having a well
trained and motivated workforce. Adam has made
clear linkage to the aims and objectives he described
inait.

Mark Allocation: 12 + 1

Adam has evaluated the effectiveness of three
functional areas working together to achieve the aims
and objectives of the business. He has been awarded
maximum marks because of the quality of his
evaluation, supported by evidence from the business
(see pages 43-44).

Strand C

Assessment criteria

- Comments .

c¢1 For one business
describe the different
methods of oral and written
coemmunication used and
describe, with examples,
how it uses ICT {o
communicate and operate.

On pages 46-48 Adam has ciearly descrabed the
different methods of oral, written and iCT methods of
communication used at Center Parcs. On pages 48-
49 he has also clearly described, with examples, how
Center Parcs uses ICT to operate.

¢2 For the business
selected in ¢1 analyse the
effectiveness of the
communication methods

used:
s inside functional
areas
*» between functional
areas

s with people and
organisations
outside the
business.

Inside functional areas On pages 51-52 Adam has
analysed the effectiveness of the communication
methods used in the finance and operations functional
areas.

Between functional areas On pages 52-53 Adam
has attempted to analyse the communication methods
used by the three functional area described in b1. He
has just achieved this criterion as there is limited
analysis of the communication methods used between
functional areas. Some of the evidence relates to the
holidaymaker rather than communication between
functional areas.

With people and organisations cutside of the




business On pages 53-55 Adam has analysed in
depth the effectiveness of the communication
methods used with external contacts eg
holidaymakers and suppliers.

¢3 On the basis of their
analysis, for the business
investigated in ¢1 and ¢2,
suggest and justify
alternative or improved

» inside functional
areas

s between functional
areas

s with people and
organisations
outside the
business.

methods of communication:

On pages 56-57 Adam has suggested and justified
alternative or improved methods of communication for
each of the three bullet points.

Mark Allocation: 14

Adam has suggested and justified alternative or
improved methods of communication in relation to the
three stated bullet points.

Strand D

Assessment criteria

Comments -

d1 ldentify the main
external influences on their
two chosen businesses,
including reference to
competitors, economic
conditions and
environmental constraints.

On pages 58- 65 Adam has produced detanled
descriptions of competitors, economic conditions and
environmental constraints in relation to his two
businesses. The evidence on economic conditions for
Avenue Fisheries was brief as he had described in
depth interest rates, inflation, and exchange rates in
his evidence for Centre Parcs.

d2 Explain the impact on
their two chosen
businesses of changes in
external influences,
including reference to
compeltitors, economic
conditions and
environmental constraints.

On pages 66-68 Adam has explained the impact of
change on Centre Parcs for competitors and
economic conditions. He has not achieved
environmental constraints as he has failed to consider
a realistic environmental change and the impact it
would have on the business. On pages 69-71 Adam
has weakly evidenced competitors, explaining the
impact the new competitor, The Japanese Koi
Company Ltid, has had on the business. His evidence
for economic factors is much stronger clearly
explaining the impact changes in interest rates,
exchange rates and inflation wouid have on the
business. Environmental constraints was not
achieved for Avenue Fisheries as Adam'’s evidence
failed to clearly identify environmental change.

d3 Having fully explored
changes in external
influences, including
reference to competitors,
economic conditions and
environmental constraints,
suggest and justify ways in

On pages 72-73 Adam has suggested and fully
justified ways that Center Parcs could respond to the
changes explained in d2 for competitors and
economic conditions. On page 74 Adam has again
suggested and fully justified ways that Avenue
Fisheries could respond to the changes outlined in d2
for competitors and economic conditions.




which their two chosen
businesses could respond
fo these changes.

Mark Allocation: 10 Adam has made realistic suggestions which have
been fully justified for two aspects of his chosen
business. He could not achieve d3 for environmental
constraints as he had failed to achieve this within d2.

Total Marks: 46 Adam has achieved 46/50 for Unit 1.
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APPLIED BUSINESS
PORTFOLIO

UNIT 1

CHOSEN BUSINESSES:

e CENTER PARCS (UK)
GROUP PLC

e AVENUE FISHERIES
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INVESTIGATING BUSINESS

For my portfolio I have chosen to investigate two businesses from the private sector. The
private sector is made up of businesses that are owned by individuals or groups of individuals.
It is possible for businesses in the private sector to be owned by other businesses. Private
sector businesses are not owned by the local councils or by the government.

I have chosen an example of a sole trader, in the form of $.G. Field trading as Avenue
Fisheries and an example of a public limited company. in the form of Center Parcs (UK)
Group PLC.

Y
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CENTER PARCS (UK) GROUP PLC

HISTORY

Center Parcs was established by Dutchman. Piet Derksen in 1967. under the original name of
Sporthuis Cenirum Recreatie. Piet had been a pioneer in the sports and leisure industry since
the 1950°s with his chain of innovative and spectacular sports shops. The first village to be
opened was in the South of Holland with just thirty villas and an outdoor swimming pool. The
"villa in the forest” idea came from Derksen's love of getting away from the hustle and bustie
of everyday life and escaping back to nature.

Professor Jaap Bakema. an eminent Dutch architect. was asked 1o design the first ali-season
holiday village. He used a design which involved simple and nawral materials. His
instructions were to harmonize evervthing with the woodland. with a2 strong emphasis on
building features. such as large windows. 1o bring nature closer to the holidaymaker.

Center Parcs revolutionised the holiday market in Holland over thirty vears ago and did the
same in the United Kingdom when it opened its first village at Sherwood Forest in
Nottingham during July 1987. Center Parcs offers short break holidays (for example:
midweek breaks from Monday to Fridav and also weekend breaks from Friday 10 Monday) on
a vear round basis. in addition to longer stayvs during traditional holiday periods. The success
of this can be seen at all villages where the occupancy figures are over 90% and repeat
bookings are more than 60% within a vear.

The Center Parcs Group at present includes fourteen viliages ~ five in Holland. two in

Beigium. two in France. one in Germany. and four in the United Kingdom. Al the villages
are run and organised on the same basts.

OWNERSHIP

Center Parcs (UK) Group PLC consists of four holiday parks — Elveden Forest in Suffolk.
Longleat Forest near Bath. Oasis Whinfell in the Lake District and Sherwood Forest near
Nottingham.

For ease. I will refer 1o Center Parcs (UK ) Group PLC simply as Center Parcs UK.

The operation has around 3.100 villas and apartments and had in the region of 1.2 million
guests and a wrnover of £166 million in the 2001/02 financial vear. It employs approximately
4.000 ful! and part-time staff,

Center Parcs UK is a public limited company. It actualiv only became a public limited
company very recenthy. on the 1 1/12/03.

Previousiy. Center Parcs in the United Kingdom was owned by MidOcean Partners. a private
equity firm. On the 4/12/03. MidOcean announced the sale of Center Parcs for £285 million.
A group of fund managers. led by stockbroker Collins Stewart. took control of the business
temporarily and then floated it on London’s Alternative Market (AIM) on 11/12/03. As such,
Center Parcs became a public limited company -~ Center Parcs (UK) Group PLC.

Martin Robinson. Chairman of Center Parcs UK said:



“We are delighted that our shares start trading on AIM today. We look forward to
growing Center Parcs as a quoted company and delivering shareholder value in the future”

Until the 19® Century, a group of people engaging in trade could only be a partnership. There
were some rare exceptions in the form of companies chartered by Royal Charter or by an act
of parliament. Trading in partership means each partner is liable for any debts. This deterred
many people from trading, so the solution was the invention of the limited company.

A company is a special type of business, with two or more owners (shareholders). The largest
companies can have thousands of owners. A company is therefore an association of people
who contribute money to a business and share the profit and loss arising out of that business,

There are two types of limited company ~ private and public. Both types of limited company
are incorporated and have a separate legal identity from their owners. Limited liability means
that the owners (shareholders). only risk losing the money they invested in the business. If the
company fails. shareholders are not responsible for all the debts of the business: they are only
responsible for up to the amount they invested in the company. Limited companies are owned
by shareholders and the more shares an individual owns, the more control they have over the
company. A limited company may find it easier to raise funds through loans, as banks
generally consider limited companies to be less of a secunity risk. Companies benefit from
continuity. If a shareholder dies. the shares are sold to someone else and the business carries
on.

Center Parcs UK 1s a limited company and therefore would have gone through many
formalities before being able to operate. It would have completed a Memorandum of
Association and Articles of Association. which together outline the name and address of the
Company. the Company’s purpose in trading and the amount of capital it will raise. It also
outhnes the internal arrangements of the business. which includes the shareholders” rights, the
directors” power and the rules for company meetings.

The above two documents would then have been sent to the Registrar of Companies at
Companies House in Cardiff. which keep records of all British Companties. The Registrar of
Companies issues a Certificate of Incorporation. which allows the Company to start trading,

Private limited companies (Ltd.) can only sell shares if all the shareholders agree, Center
Pares UK is a public limited company (PLC) and that means anyone can buy shares in the
company. if thev can find someone who is willing to sell them. Public limited companies can
advertise their shares freelv. The advantage of being a PLC is that more capital can be raised
than by any other kind of business and this often heips the company to expand and/or
diversify. Shareholders of a company elect directors to manage the business and in public
limited companies this often means that the founders of the company lose control, as each
shareholder has little sav in how the company is run. unless thev have an awful lot of shares,
This can be another disadvantage of a public limited company. as if an individual or business
can afford to buy enough shares. it is possible to take over the company.

In public limited companies. shareholders delegate responsibility for the general direction or
strategy of the business to the directors. The directors decide on strategy at regular board
meetings but directors can be removed from their Job by the shareholders. The top director is
calied the Chair of the Board. Directors can also be shareholders and therefore part owners of
the company.



Directors of Center Parcs Group P1.C

Martin Robinson (Chairman)

Martin Dalby (Managing Director)

Simon Lane (Finance Director)

Graham White (Operations Director)

Don Camilleri (Development and Engineening Director)
Jennie Avres (Sales and Marketing Director)

Judi Leavor (Director of Human Resources)

Richard Bond (Director of L.T)

Major Shareholders in Center Parcs (UK) Group PLC as at 16/01/04

ISIS Asset Management PLC
Threadneedle Imv Mgrs Lid.
U'BS Asset Management Lid.
Tudor Capital (UK Ltd.
Henderson Investors Lid.
M&G Inv Mgmt Lid.

(redit Suisse Asset Mgamt Lid.
Morley Fund Mgmt Lid.
Millgate Capital Inc.

Perrv Capital

Libertyv Square Asset Momt
Canada Life Group

Fidelity Inv Services Ltd,
Directors

13.11%
7.61%
7.20%
5.84%
$31%
5.02%
4.61%
1.38%
3.84%
3.80%
3.71%
3.06%
3.02%
0.34%



ACTIVITY

Center Parcs UK falls into the tertiary sector and, as such, provides a service. Center Parcs
UK faces, national, international and, to a limited degree, local competition in the holiday
business. The holiday market is a growing and competitive sector. Strictly speaking, holidays
fall into the category of ‘a huxury’. However, most people nowadays strive to go on holiday at
least once a year and this is made more possible by better and cheaper transport. Changes in
society and the provision of many different types of holiday have helped the holiday sector to
grow. Center Parcs UK swives to provide the best holiday with the best activities. Center
Parcs UK constantly monitors and reviews the activities it provides to remain competitive and
to contintie attracung customers,

The principal activity of the company is the operation of four holiday parks — Elveden Forest
in Suffolk, Sherwood Forest near Notlingham, Longleat Forest near Bath and Qasis Whirifel]
Forest in the Lake District.

The company offers short break holidays, mid week breaks from Monday to Friday and
weekend breaks from Friday to Monday all vear round. They also offer tonger stays during
traditional holiday periods. Center Parcs UK is Britain’s leading short break holiday village
operator.

The company offers high quality accommodation in fully equipped villas. apartments and
lodges. all of which are set amongst woodland and water. Each park is set in four Inmdred
acres of land. Elveden Forest has six hundred and thirty eight villas plus sixty apariments,
Sherwood Forest has seven hundred and eighty six villas plus thirty nine apartments, Longleat
Forest has six hundred and thirn eight villas plus sixty aparmments and Oasis Whinfell Forest
‘has seven hundred and eighteen lodges plus Seventy nine apartments.

The focus of each village is the *Subtropical Swimming Paradise’. which is a ransparent
covered dome shaped construction. housing a selection of water activities. These inciude
wave pools. water rapids. slides. flumes. children’s pools and Jacuzzis. The inside
temperature of the dome is maintained at eighty three degrees Fahrenheit and is full of
tropical trees and plants. The villages offer an extensive range of indoor and cutdoor sport and
leisure facilities. These include tennis, squash. football. roller skating, fencing, badminton,
sailing and windsurfing. canoeing. golf. archeny. snooker, pool, and spa facilities offering a
range of health farm treatments. The villages at Elveden. Sherwood and Longleat include the
Take Action Company Challenge. which features abseiling. climbing towers and rope
challenges ten metres off the ground.

As well as the activity of running holiday accommodation and facilities. Center Pares UK
offers Conference and Meeting facilities for other businesses. They provide a range of full
day and half day activities including teambuilding events.

A less well known activity of Center Parcs UK is environmental management and protection
of the environment. Center Parcs UK is committed 1o not only conserving the environment
but also enhancing it. The Company has a team of trained forest rangers, chartered landscape
architects and ecology managers. to protect and restore ecological features and, where
possible. improve biodiversitv. Center Parcs UK works closely with outside bodies like the
Forestry Commission. English Nature and local Wildlife Trusts.

The company strives to create habitats that encourage indigenous flora and fauna and also
strives to protect and enhance existing wildlife. Center Parcs UK has received various
recommendations and awards for its environmental policies and its commitment to the
environment.
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AIMS AND OBJECTIVES

AIMS are the long term goals of a business. Businesses often draw up a mission statement,
which sets out the general purpose of the business and often helps employees work towards a
common goal.

Center Parcs UK 's mission statement reads:
“Evervday. the perfect break, naturally.”

Center Parcs UK claims that this reminds emplovees that everyday is precious to their guests
and that guests naturally expect them to deliver their promise to create the perfect break -
through quality facilities and skilled. dedicated staff. The Center Parcs UK manual states that
thev will measure their success by how well they satisfy their guests. staff and other
stakeholders. by the value they create for shareholders and by their environmental standards.

OBJECTIVES are targets set by a business to help it achieve its overall aims. Objectives
should be SMART. This means that objectives should be Specific. Measurable, Achievable,
Realistic and Time-scated.

Same of the cbiectives of Center Parcs UK are more specific than others. for example. when
i has 2 clear 0b1€C{I\° of improving percentage figures. Most of the objectives are given a
time scale of one vear. The Company sets annual objectives to enable It {0 MODIOT 11§ SUCCEss
very closely. All the objectives are achievable and realistic and bv reviewing objectives
annualiy Center Parcs UK can review and maintain realistic and achievable objectives. An
example of this would be if occupancy figures reached 100%. then obviousiy the objective to
“increase’ upon occupancy figures can be changed to read "maintain’ occupancy figures for
the following vear. The success of Center Parcs UK's objectives can be measured in a
number of wavs. Thev can be measured through profit figures. occupancy figures. repeat
booking figures. questionnaire responses. percentage of market share figures. retention of
good staff. monitoring any complaints and the receipt of industry awards. Center Pares UK
* has been a recipient of many awards. including. Investors in People. Hospitality Assured
Accreditation. parent friendly Award - Tommy's Campaign. 1SO 14001 Environment
Certificate. Landscape Institute 1999 Award for {andscape Management. Corporate Ecologist
of the vear and the TourFour Award.

The Center Parcs UK aims and objectives are listed in the tables on pages 12. 153 and 14

AIMS

Center Parcs UK has five main aims:

To increase profit and success. thereby providing value for shareholders.

To remain the preferred short break resort for guests in the UK.

To grow and expand.

To be environmentally friendly and remain world leaders on ecological and
environmental 1ssues.

To have a well rained and motivated workforce.

R

th

To help them achieve these aims. Center Parcs UK set various objectives. Their training
manual states that they set demanding and stretching goals and achieve them. They do this by
constant review and monitoring performance against targets.
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Center Parcs UK’s main objectives involve satisfying the guests. Satisfied guests mean more
return visits and more people recommending Center Parcs UK as a holiday destination. This
leads to increased revenue, providing more profit and increased value for shareholders.
Achieving guest satisfaction also helps with the Company’s second aim of becoming the
preferred short break resort in the UK. Last vear the average occupancy in all villages was
90% and the repeat/return booking was over 65%. One of Center Parcs UK’s objectives is to
increase upon these figures each year. Customer satisfaction is measured by these figures and
all guests are asked to complete a satisfaction questionnaire after each visit.

Center Parcs UK has a continual rolling programme of site development to enhance customer
spend. It recently acquired Oasis Whinfell Forest in September 2001 as part of its aim to
expand and grow. As previously stated. Center Parcs UK has received many awards for its
environmental management and development.

The 1ables on the following pages, which iliustrate the Company’s aims. objectives and action
taken 10 achieve them. are all interlinked and flow from satisfied guests, staff and other
stakenolders. Section one of the latest Employee Handbook. issued in April 2003. sets out the
Center Parcs UK vision, mission statement, vaiues and culture and how staff are an essential
ingredient to the Company’s objective of satisfving guests and increasing occupancy and
repeat visit figures.

11



N4

&

2NN
puB 5anjBA SO1BJ JIJU3.) L) Jjus |[B Ui Isu]
spuedwod jpnudiod
0} uonoea seudosdde pue dsuodsal YoIng)
"SALHATIOR
puB §)uaAd {[¢ 10j ssa00sd Jupjooq apdung
‘SIINALIOE
pUB SIU2AD O Djqupwy  premiojydieny
219y £|dde suo une o suotjor ay) Jo |1V

o1 sdoys ‘sjuemuisal ‘Juiuesp a1 201108
I8 JO Mmaladl pue Fugojowr JuRsuO)
NS Uo  Ang, 01 ASBI 1 ONeN

.ﬂuuu,: O :CSmﬂOFZ:CUDm

JO JUDLUSSISSE  pUR  UOHRAOUDL JUBISUO)
"PAI3LJO SINALO
pue  sals  jo judwdo(aadp  [RIMINUO)

"20JOPYIOM paULEE [[9M ‘pateaiiowt ‘ngdpagg
uonseas pue mo1adi sudosdde yim
s£aa1ns pur saneuuopsanb uonouysnes
"311U3d [|ro ydnosy) £oanaosse [oy

‘sisand snotaasd aoj *0)

slunoas1p Juirajjo — unaiew paadn |,
*ABajuns FuUISHIDAPE JO MOTADE RSO,
-aanyanais Juiod sannadwio)

HOUDRSES J$ON7)

AAAITIIIDY
AV STALLAMI0 MOT

*

L]

¢ & + =

S8
[je e saoiazas pur spnpoad SanOR)
Jo adurs a1 ul AeAouul pue daoiduj
“SOUNY {8 JUILUOHARD PUE 5D1IALDE
‘wonepowioat Kjenb gy apaoad o
"SSAUESNY ARPHOY LAY

HOUS JO QJRYS IR O] e O

issod s udjjo se smou

Funpowos s1onsta eadar dudagjo saw
e w osoaalas pue spnposd Csanipo
Jo a8urs oy w draouur pue daodui
“Aup £1342 s)50nit 10]

AJeas 2 uduoes uolssiu 3 uul o
JUIULOIFAUD PUR S2LPLIE]

ydiy  unmpew
A Aep A0ad jRion

g Jo o spiepue)s 07
uE punol qou

jo- Keprjoy @ qua sisangd (v

nuduadxd Jurpuepsing

apraond oy

sduryooy
LR ITHUTR RIS ENTTN

AAMHOR al

wadas ooy todn

ot
aspakaul pue jo SRR LARAREANY B

m::"

CIVIINNY)
SUALLDUHO

L2

] ) UL sisand doj
TRUTHUR IR E Ty

oSl yearg poys pasaajord at

srapjoyaaeys Jo) anjea Juipraosd
Agouaty tssonons pue pjoud dseapur o, |

(XL DNOD
SV




£l

‘paaj owiedio

puv sfesds ajss Ajpuawuosaus Ajuo as)
‘saned

PHY} WOIJ S3DIAJ0S pUBR S[ELIDIEW 20IN0G
wonnjod jo uonuaasid pue douepiose

oy Auoud a8 o) sagapoe aswediQ
"WIIsAS JuowaTeusw pajIPaIdde J0JIUOIN
‘SN 100Y1 OS] 1sutede ssaidoxd 10)iUo
 1a3suey 8010271 Aq Gunojiuout
jea18ojooa [enuus — saps Junsixo uQ
‘s198uBy| 15910,] pue s1adeuey £301097]
‘§109)1ya1y adesospur] pasauey) UMO 8 ()
§O18,] IS)UI)) Y1Im S3UUY) || 18 DJBOIINILWD,)
‘uoppejosd Fuipasu sease

Ajnuapt o} pue uondrusip |EWIUIL INSUD
0) poauug|d A|snononow R SIPS MON

‘pungj pue eiofj snouadipui

ay) afeanodua oM ‘Sjeiqey 21831 O
ANunuiod

Ppm A pue  spand tsasfopdun
0) saaneniul (30  poeyar  Aue  pue
Korjod (RIUDWILOITIAUS 3K JJUIUNWILUOD O |,
“douetitopiod [puAwWUONAUD

j0 uausordwil  ENUNUOD  2INSUD

01 *WSAY UDWIFRURIA EIUSWILOIIALL]
L0Op1 (OS] UL 198 $3A100[G0 A mojjof O
safe| A YY)

1O JuawoIAuD 3yl 2a0adun “eanouad pue
ajgissod asoym pue uemew oa0ud o
1SR A PiiM

pue uoneasasuod Jo seam 1odoud of

“soueunopiad pood

uiglal o) prey ylom pue Juiuren ul 1$9au|
“SpIepuRls

£yaJus pue i[uay/1S09/NUIAIUOIRSIIES
wend  ydnonyy  joedun osiupndo oy
po1dausdua anjBA 3G PHOYS SILAUNSIA [V
"ospe 2104 A)dde

OM]} WIB PUB U0 WHE JOJ SUOHDE ) JO ||V

TAAATTIOV
HHY STALLDUFA0 MOH

10T
pquadsg w pannbde 1S310.4 [ojuIym
sise(y  ur ose - uopismboe  pegudjod

10} saanudasops aeadosdde 1o) yoo| o
TS UL SYRAG HOYS 0]

sotod paudparl duidg jo e umpiep
sAurjomg jeadol

id 1l

8,69 pur Louednido v g wodn dseaidug

CIVIINNY)
SAATTIHO0

sanssd :Z:U—::C._m_)F_U\_:Qmms_cnuu

SIIPEI| pHOM Ul pue satu)
ApuaLyy  ARiudaiuollaug ag o b

purdxa puemord of -y

(ARIELL ONO'D




vl

YIm  awdYyos

‘sowugidosd =o_mmumu=m\=c:_:moou~_
"AUIBLDY UOISUY |JBIS

uonIudo0ayY 901A19§

"AWAYOS SNUOE] JusWRdCURA

*‘Mara21 Asewiuns ssaidoid aakojdiud maN
"JUIAYDS SIDULIOI| eIg

"DUWINYIS $5200NnG PAIBYS

"SIUNODSIP jJels

‘uonEUNWIWod pood 10§ spaeoq Hd10u

puB s19113]smau ‘sdnoid Bupyiom ‘sgutjatig

“SUIIdUOD pue seapt Um:mﬂ_uxo 0]

Jjuis pue siaSeuews Joj spouno)) akopdu;)

*SBIP! pojudtddiul 10§ SPIEMl [BIOURUL)
uonseddns  seapy dig
"SUIASAS plemay
‘sjesizidde pue suejd duuiey) Eaplapuy
*5285200.d apeOSED puw JuljoLg dA19)
"SANjRA

Auedwoyy Juinsur swwesdosd vononpug

JUSLLILIOIIAUD 231) DIjjed) uiejuie|y
‘uondwinsuod A31aua aonpay|
‘JjeIs se |om su spsand o) pajowoad

womgwnie pue Jaded ‘ssefd jo duippdoay

syurpd Jo UONDIPOS [NjoIR,)

AAAATIDV
AUV SAALLDATHO MOTT

‘K ngdal [ros yom,)

e & & 8 & & & O

550008
ssauIsng  SAAUp  Judtiund  dafopdid
e Jusiudodar fanfea pue uonduysHes
18903 uiadiyor ti et A3y HOHRYHIU0D
sy pue Jyeis Apgenb ydn anjea of

“PAAINVSAL puR paendod

Kpadoad st ety oanpd srom v apraoid oy,
gsoaoad v jo Fuiuundog o) wiolg

WA Swea) (RUONDUI-SS0Id UL oM O
SAHANON UOISEIIINS pun

awdopaaap “Juuen ydnony saalopdus
paeanous  pue  pojuaier  dopasp oy
“Spadt

3soy) aunuetdosd  dunnen
JUBAD[DI PUE PAIRIDILES DA pue 3di0]
HI0M DU} URJIEAY SPadu duiiey A Huopt o |

ssatppr o0

CIVIINNY)
SAALLDAr40

L2210] J1om
POIALIOIE PUE PoliREL (M AR O]

SAMNEST JRIIAUDOTAUI/[EIFO0D
U0 SIOPLD)
e 10 &puatl] A|Idmuolaud. a4 o,

R LTV H ] A pue Satui)

(AL ONOTD




LOCATION - Maps S

The following pages show a map of the UK and the location of each Center Parcs UK village and
there are also smaller maps giving the location of each village in more detail.
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LOCATION

Center Parcs UK obviously requires a great deal of land for its villages and this is naturally one of
the key factors for their locations. They also require natural forest land and because of the
Company’s commitment to the environment, suitable locations are essential. Each village 1s set
amongst natural resources.

In the United Kingdom. climate is sometimes a factor in location. Some businesses in the primary
sector {eg. agricultural), may require more rainfall or less rainfall, or in the case of English wine
growers. they may need to locate in a part of the country that receives more sunshine. The climate
is not a factor in location for Center Parcs UK. Part of the Center Parcs UK’s marketing strategy is
to claim that Center Parcs UK is the one holiday the Britush weather cannot spoil. Center Parcs UK
provides so many activities based indoors and the centre point of their holiday is the environment
of the Subtropical Swimming Paradise. Whatever the weather, they claim that the environment and
relaxed lifestvie can be appreciated and enjoved.

Even though the location of the villages is determined by the location of natural resources, all the
villages are near good transport links, making them easily accessible. Oasis Whinfell is found just
off the M6 at junction 40 on the A66. Sherwood Forest is only a few miles off the M1 and the Al.
Longleat is accessed via A roads and only a short distance from the M5 and M4. Elveden Forest
also has motorway links within a few miles and is found just off the busy Al14. All the villages are
not so far removed from civilisation and are in fact all relatively close to large towns or cities, all
with rail hinks.

Center Parcs in the UK emplovs approximately 4.000 full and part time staff. The fact that the
villages are all close to large towns or cities means easy access to large numbers of staff. Many of
the staff can be raw recruits. as Center Parcs UK has its own training programmes. They also
employ part time staff and many of these also come from the local vicinity.

Center Parcs UK’s villages at Sherwood Forest and Elveden Forest were the basis of a report
produced by the Rural Development Commission in 1991, which highlighted Center Parcs UK’s
benefit 1o the local economy. through staffing. using local suppliers and guest spending in the
iocalitv. Some of the findings are below:

e Over £4 million per annum is injected into the local economy of the villages through wages
and salanes paid to Center Parcs UK emplovees — this in turn supports another 38 jobs locally,

¢ £2 miilion is spent annually on goods and services supplied by local companies. with another
£Z2 million spent with local depots of national companies based in the area. This supports
another 148 jobs in local businesses.

¢ Center Parcs UK guests spent £2 million each vear in the locality. supporting another 65 jobs.

* Inciuding the above and taking into account the multiplier effect of the additional jobs created
through increased activity. the total income per annum for the local area of each village is £14
miliion (1991 figures).

[t can clearly be seen that Center Parcs UK benefits from its locations as it can draw its work force

and supplies from them and in tm. the local economy benefits greativ from Center Parcs UK’s
existence.
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AVENUE FISHERIES

HISTORY

Avenue Fisheries is an importer and retailer of Japanese Koi carp and also a pond design and pond
construction business. It is one of the largest Kot retailers in the United Kingdom and one of the
jongest established Koi retailers. The business began life as 2 hobby. Steve Field and his father
were both interested in keeping Japanese Koi carp. The family garden was increasingiy excavated
and changed from lawn into several small ponds.

At the age of sixteen. in 1978. Steve began selling Koi carp on a casual. part time basis, whilst he
was still studving at school. When Steve turned eighteen in 1980. he officially launched Avenue
Fisheries as a business and started trading full time. In 1990. Steve purchased a property with four
acres of land in order to expand his business. He continued trading from the family home until he
had designed and constructed new ponds within a landscaped area at his new premises. When the
premises were ready for trading. the existing fish were transferred from the family back garden
and the ponds were filled in - the family home became a ‘normal” home once more.

The business and car parking does not occupy all of the four acres. Within those four acres. Steve
has his own home. lake and gardens.

OWNERSHIP

Avenue Fisheries is an example of a sole trader (owned by Steve Field) in the private sector. As a
sole trader. Steve is Hable for all of the business’ debts. Sole traders are common in businesses that
are fairhy simple 1o run and do not need many workers, A sole rader may empioy other people, but
the owner takes all the decisions. Steve Field does in fact employ other people. mostly on a part
lime or seasonal basis. Sole traders are the most common tvpe of business in the UK.

As a sole trader. Steve Field is the boss of the business and makes ali the decisions about the
business. As a sole trader. he aiso keeps all of the profits from the business. Steve employs a part
time book keeper. a part time secretany. and between April and September he employs additional
staff. In the winter months. when Steve designs and constructs ponds and gardens. he employs
extra labour to help with this task.

As a sole wader. Avenue Fisheries is an example of an unincorporated business. This means that it
has no separate legal existence from its owner and that the owner is fully responsible for all the
business” activities and debts. Sole traders have unlimited Hability for any business debts. which
means should Avenue Fisheries fall into debt. Steve Field couid be forced to sell. not only his
business. but also his possessions. including his house. to cover those debts. As a sole trader, Steve
is liable for all of the business’ debts.

Like most sole traders. Steve works very long hours and finds taking a holiday difficult because if
he doesn’t work then he doesn’t make anv money. Another disadvantage of being a sole trader is
the raising of capital and the financial risks involved should the business not be successful. The
bank lending Avenue Fisheries money has made sure they can recover their money plus interest,
even if it means forcing Steve to selt his house, Banks do not like taking too many risks.

Avence Fisheries is not a limited company so it does not have to be registered with Companies

House or publish an Annual Report. containing financial information. This means its financial
affairs can remain private and unknown to its competitors and customers.
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ACTIVITY

Avenue Fisheries falls imo the tertiary sector as it provides a service. Originally, the principsl
activity was the importing and retail of Japanese Koi Carp. The business then expanded and added
pond design and construction to its activities. Avenue Fisheries faces local and national
competition. The sale of Koi and the pond design and construction business is part of a growing
sector. It is of a specialist nature, selective and prone to individual taste. In recent vears the sector
has grown and continues to grow and Avenue Fisheries faces more competitors nowadays as
opposed to when it first started trading. However, due to its specialist and selective nature, being
very much a luxury pursuit, the sector is prone to fluctuation.

Avenue Fisheries has a number of Japanese suppliers and the fish are chosen in a couple of ways.
Steve regularly visits Japan to meet with the suppliers, to hand pick specimens and also to discuss
his business’ requtrements and needs. When Steve is unable to trave] to Japan, he selects the fish
from the suppliers® detaiied lists. which often include photographs of the fish. Customers also
approach Steve with requests for specific types of Koi and the suppliers provide photographs and
quotations. The photographs are shown to the customer and a price is agreed. The suppliers do not
seli direct to the general public: they only sell through reputabie dealers, like Avenue Fisheries.

The fish are flown from Japan into Heathrow and sometimes Gatwick airport. Steve has his own
adapted van 1n order to collect the fish and transport them back to Avenue Fisheries. The fish are
then placed into floating plastic travs in a quarantine pond. in case they are carrving any diseases.
Each fish 1s photographed. weighed. measured and given a quick health check before they are
released into the quarantine pond. The fish must be checked against the suppliers list to ensure that
the business has received what it has paid for. It is not possible to do this at the airport as time is
limited: the fish are very confined and running out of oxygen afier their iong flight. It is essential
to get them to fTesh. clean water as soon as possible to prevent any loss of life. The fish are not
availabie for sale until the quarantine period is over.

Steve also meats “sick” fish. He has extensive knowledge and experience in caring for Koi and
customers often bring their fish for a “check-up’ or ring him for advice. Steve also responds to call
outs from anxious customers. There are various chemicals. treatments and injections available for
Koi now. It is worth noting that the fish sold by Avenue Fisheries varv in price. some retail at £10
and others at up to and beyond £3.000. It is not unknown for Koi to sell at £6,000 - £10,000!

Avenue Fisheries has a brick built shop. which sells drv goods. including food. pumps, filter
svstems. pond liners. gravel. ormamenta!l stones. books and other fish related products. It also has a
huge aviary. which contains several exotic birds and parrots. Some of these birds are for sale and
Steve runs a breeding programme for the birds.

Avenue Fisheries has a total of eight ponds. set amongst paving and ornamental gravel. All the
ponds are in a natural setting of plants. trees and bamboo waterfalls. The prime season for selling
outdoor cold water fish, in this country. starts from mid to iate March and continues until late
September/October. After that the fish retreat to the bottom of the ponds and it can distress them to
move them. This is particularly so for the large specimens. Steve sells Koi starting from the size of
four inches in length up to two and a half feet long. It is during this busy retail season that Steve
employs extra part-time staff,

The other main activity of Avenue Fisheries is the design and construction of landscaped ponds.
This 1s mainly undertaken between September through to March. However, when Steve’s mother
and wife are available to run the fish area during the week. Steve can carry out pond construction
work all through the year. thereby increasing revenue. He mainly specialises in medium to large
ponds. incorporating landscaped gardens and waterfalls. The business has some JCB machinery
and the rest is supplied by Steve’s brother-in-law, who owns a small building firm. Steve often
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employs his brother-in-law to work with him on large pond constructions. Although this reduces
the profit going directly to Steve on some jobs, he benefits bv completing jobs early, which
enabies him 1o take on extra jobs on his own, generating more income.

AIMS AND OBJECTIVES

Avenue Fisheries has two main aims and has several objectives to help it achieve its aims. Avenue
Fisheries does not have a mission statement,

AIMS

1. To increase profit.
2. To become the UK’s number one choice for Japanese Koi carp.

OBJECTIVES

Avenue Fisheries has set SMART objectives to help it achieve its aims. The objectives are
Specific. Measurable. Achievabie. Realistic and Time-scaled.

As siated. Avenue Fisheries™ objectives are specific and time-scaled. It sets annual objectives to
enable it 1o monitor progress closely . Reputation is extremels important 1o Avenue Fisheries and it
prides iself on good value and honest advice. Many of its customers have been purchasing goods
from the business since it was first established. One of Avenue Fisheries® objectives is 10 maintain
its good reputation 10 help the business achieve its aim of becoming the UK's number one choice
for Japanese Koi carp.

Atthough the business has ser objectives to help it become the UK’s number one choice for
Japanese Koi carp. Steve has very strong views on how the fish are transported. handled. displayved
and kept. Some dealers are able to stock more fish on much smalier premises than Avenue
Fisheries but the fish are often kept in round vats of water. with too many fish in each vat making
conditions very cramped. Avenue Fisheries believes in providing the best conditions for the fish.
They are kept in ponds of various shapes and sizes and these ponds are never over stocked. This is
a more costly way to display fish as it takes up a great deal more space. but it is more aesthetically
pleasing. Avenue Fisheries will not change to displav its fish in vats Jjust to increase potential
profits and must therefore have the objective of building on its reputation and quality of products,
rather than just quantity. Its objective is to provide the customer with a pleasant environment to
"shop’ in and to choose Avenue Fishenies over anv other outlet.

One of Avenue Fisheries” objectives to help it achieve its aim of increasing profits is to expand the
pond design and construction side of the business to an all vear round service. At the moment
Steve only empioys his brother-in-law part time and mainiy works off site when it is low season
for fish retailing.

Avenue Fisheries™ objectives must all be realistic and achievable. taking into account that Steve is
more often than not the only full time worker.

The objectives are all measurable. The obvious measures are any increase in profits and any
increase in the number of new customers and those who return time after time. Repeat customers
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help to measure reputation and satisfaction with the business as customers will only return if they
are pleased with the quality of products, the service and vaive for money.

Avenue Fisheries is well respected in the industry but cannot rely solely on ‘word of mouth’
advertising. It must constantly review its advertising strategy and monitor its success. At present,
Avenue Fisheries takes out regular advertisements in specialist fish magazines, for example:

Practical Fish Keeping and Ko1 Keepers.

The success of Avenue Fisheries’ objectiveé fo provide cusfomer satisfaction can be measured
through customer feedback, the amount of return customers and increased umover.

The tables on pages 22 and 23 list Avenue Fisheries’ aims, objectives and the action taken to
achieve them. The tables are an excelient way 1o display this information clearly.
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LOCATION

Avenue Fisheries was originally located in the back garden of Steve’s parents’ home in The
Avenue, in Sandy., Bedfordshire (hence the name Avenue Fisheries). This was a residential area,
with limited space. As the business began to increase its customer base, car parking became a
problem and a nuisance to the neighbours.

Avenue Fishertes reiocated 1o its present address in 1990. It is now situated in the small hamlet of
Wyboston in Bedfordshire. Wyboston is only a few miles away from Sandy. It is just off the A}
and is easily accessible. Being so ciose 10 the Al is very convenient for Steve as this makes
traveliing into London for the airports (approximately 50 miles away) straightforward and
reasonablyv quick.

Customers often wavel long distances to visit Avenue Fisheries and throughout the season various
members of the Kot Society arrange coach trips to the business. Some customers obviously come
from the local area but visitors are not restricted to the local areas as national advertising brings in
customers looking for a specialised business. As Avenue Fisheries is situated only a short distance
from such a major road the business is very accessible for visitors. The business is signposted on
the Al. shortiv before the Wyvboston turnoff. Avenue Fisheries does not rely on passing trade but
having a signpost may well bring in unexpected visitors.

Avenue Fisheries is about 12 miles from the large town of Bedford and only 20 miles from the city
of Cambridge. When Avenue Fisheries began in Sandy. and even when it moved to Wyboston,
there were very few businesses offering competition 1o Steve. in the local area. Therefore, when
Steve decided to relocate 1o Wyboston. he did not have 1o consider. too seriously. the location of
competitors. The competition at the time was only coming from garden centres offering small
amounts of Koi. It was not necessarv for Steve to avoid locating close to these garden centres as
they were not offering 2 specialist Koi service or anvwhere near the quality and experience of
Avenue Fisheries. It was more important for the location to be near the major Al road to increase
accessibilinv. However. in more recent vears a Company calling itself The Japanese Koi Company
L1d. has set up in Heniow. Bedfordshire. This is a large concern not too far from Avenue Fisheries
and is therefore a strong competitor. As Avenue Fisheries was established first, The Japanese Koi
Company Ltd. had obviously no influence on the choosing of a location for Avenue Fisheries.
Later on in the portfolio. the effects of competition from other businesses are discussed.

The biggest reason for the move to Wvboston was the need for more space. The current premises
has four acres of land with it. This means that it has its own. off road car parking and plenty of
space for future expansion of the fish area. As stated previousiy. Steve is committed to providing
his fish with the best possibie conditions and providing customers with a pleasant environment to
shop in. This requires large amounts of space. Within these four acres are Steve’s family home and
private gardens. Many vears ago. the houses along Steve’s road were owned by the Ministry of
Agriculture and Fisheries and the land was used for growing crops. All the houses are privately
owned now and many have been extended. Not many owners still use their land for growing.
However. before purchasing the premises. Steve had to check on the activities of his immediate
neighbours. He had 1o check if anvbody carried out commercial crop spraving on a large scale, as
many pesticides and fertilisers can kill fish. Fortunately. any crop growing was either done on a
very small basis for personal use or without the use of commercial spraying machinery, so there
was no chance of the sprays traveliing in the wind towards the fish ponds.

The following pages contain maps showing the location of Avenue Fisheries.
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PARCS (UK) GROUP PLC AND AVENUE FISHERIES

OWNERSHIP

The ownership of these two businesses is mostly very different. One similarity is that they are both
private sectcr businesses and as such are owned by individuais or groups of individuals. They are
not owned by iocal councils or the government. Avenue Fisheries is owned by one individual and
Center Parcs UK is owned by 2 number of different individuals. They are both in the private sector
with the aim of making a profit from the services they provide.

The owners (shareholders) of Center Parcs UK elect directors to manage the company on their
behalf. Avenue Fisheries has only one owner who is responsible for all the decisions of the
business. The owners of Center Parcs UK have the protection of limited liability. This means if
Center Parcs UK should run up massive debts or become bankrupt. the shareholders only stand to
lose the amount of money that they invested in the business; they would not lose their personal
possessions as the shareholders and the company are legally separate. Avenue Fisheries is an
example of a sole trader and as such has unlimited liability. This means that should Avenue
Fisheries fall into debt or become bankrupt then the owner (Steve) would be personally liable for
those debts and could be forced to sell his home and other possessions in order to repay those
debts. Avenue Fisheries is therefore an example of an unincorporated business and Center Parcs
UK is an example of an incorporated business. Center Parcs UK is registered with Companies
House and had 1o complete a Memorandum of Association and Articles of Association. This does
not apply to Avenue Fisheries. as sole traders do not need 1o go through this process before they
can start to trade. Center Parcs UK can be referred 1o as a company as it has two or more owners
with the protection of limited liability. Avenue Fisheries is a business. rather than a company as it
15 a sole rrader with unlimited liability and is therefore not legally separate from its one owner.

Companies benefit from continuity. as if a shareholder dies then the shares can be sold to someone
else and the Company can carmy on. Obviousiy. if Steve should die then the business would cease
to trade anymore. Another advantage of a limited company compared to a sole trader is in
connection with the raising of capital. Steve had to and continues 1o have to raise all the capital for
the business. whereas with Center Parcs UK. the capital needed is provided by several individuals
or groups of shareholders. Most of the shareholders of Center Parcs UK are other businesses.

As Center Parcs UK is & public limited company. its shares can be bought and sold on the Stock
Exchange. This means that a shareholder could sell their shares in this wayv and the purchaser of
those shares would become a part owner of the company. The ownership of the company is
therefore subject to change far more than the ownership of Avenue Fisheries.

ACTIVITY

Both of the two businesses provide a service to the general public. Both provide a service which
can be considered as a luxury and for recreation. This means that they are not essential services
like food retailing etc. and as such can be affected more heavily by changes in the economy. If
consumers have less money to spend or if there is consumer uncertainty due to an unstable
economy. people generally spend less on holidays or luxury items like expensive fish and birds.



Center Parcs UK does have various shops on site where they sell gifts, toys and clothing.
However, their main ‘product’ is the holiday experience which is intangible and guests leave with
memories rather than an actual tangible product. Avenue Fisheries, on the other hand, sells
tangible products, in the form of fish. fish food, pumps, filter systems and birds etc.

Over the course of a year, Center Parcs UK has more customers than Avenue Fisheries but they
have similarities in that they both have a high percentage of return customers. They both target
previous customers through mailing lists and offering discounts etc.

A less well known activity of Center Parcs UK is environmental management and protection of the
environment. As stated previousiy, Center Parcs UK is committed 1o not only conserving the
environment but alsc enhancing it. The company strives to create habitats that encourage
indigenous flora and fauna and strives to protect and enhance existing wildiife. Avenue Fisheries’
environmental management is on a much smaller scale but the environment of Steve’s hivestock is
important to him. The fish are kept in large ponds surrounded by numerous plants and trees. The
idea 15 10 recreate a natural looking environment. Avenue Fisheries uses many gallons of water and
like Center Parcs UK it has a svstem to recvcle water to prevent waste.

Center Parcs UK provides holidavs for customers and Avenue Fisheries sells Japanese Koi carp
and designs. buiids and constructs ponds.

AIMS AND OBJECTIVES

As both businesses are in the private sector they share the common aim of making & profit. They
both have SMART objectives 10 help them achieve their aims, Center Parcs UK has five aims
whereas Avenue Fisheries has only two. Center Parcs UK has an aim to remain the preferred short
break resort in the UK and Awvenue Fisheries has an aim to become the preferred choice for
Japanese Koi carp in the UK.

Both businesses have annual obiectives and this helps them to review the success of their
objectives closely. Many of the objectives will be carried forward each vear, Customer satisfaction
is very important to both businesses and both monitor this in various wavs. Both businesses have
targeted marketing and offer incentives for customers 1o return. The two businesses must have
competitive pricing structures and both have objectives to maintain high standards of quality and
service.

Center Parcs UK hes an aim to grow and expand. Avenue Fisheries™ expansion took place when it
relocated 14 vears ago. Avenue Fisheries is not in a financial posttion to expand further (in terms
of land purchase) in the near future. Center Parcs UK is obviously in a much greater financial
position as it is a pubiic limited company and is a much bigger organisation. This strong financial
position enabled them to acquire Oasis Whinfell Forest to add 1o their list of holiday villages.

Center Parcs UK has an aim to be environmentally friendly and remain world feaders in ecological
and environmental issues. Avenue Fisheries is not in a position to have such an aim due to the
nature of its business and its size. However. one of the objectives Center Parcs UK has to help it
achieve its environmental aim is to protect. maintain and where possible and practical. improve the
environment of its villages. On a much smaller scale. Avenue Fisheries is also aware of the
environment it provides for its livestock and its customers and seeks to maintain and if possible
improve its environment.

It Is beneficial when a business includes its staff in its aims. as more often than not the right staff
members are essential to a business. Center Parcs UK has an aim 1o have a well trained and
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motivated workforce. Center Parcs UK_cmpioys md foyr thousand staff so this is an ongoing
process and one that needs constant review. Avenue Fisheries has one full time worker, who is in
fact the owner of the business. Any part time employees are personally chosen by the owner
(Steve) and are known to him. They have been chosen because they are efficient, knowledgeable,
trustworthy and reliable. Unlike the staff of Center Parcs UK. Steve’s temporary, part time staff
are not formally monitored, appraised or reviewed. For a sole trader, the motivation to work hard
is driven by the desire to succeed, survive and make a profit.

LOCATION

Both businesses are situated a short distance from major roads. making them easily accessibie.
Neither business relies on passing trade bui both are signposted on the major roads to make

locating them easier.

Center Parcs UK needs much more space than Avenue Fisheries. Their villages occupy around
four hundred acres and are not located within residential areas. Avenue Fisheries is located in a
small hamiet and is next to other privately owned properties. However, these properties also have
four acres of land with them. so the houses are not tightiv packed together. This means Avenue
Fisheries can have its own iarge off-road car park. Center Parcs UK provides a huge amount of
space for car parking within its four hundred acres.

It is beneficial for Avenue Fisheries to have good road links as previously explained. However,
Center Parcs UK has to take other factors into consideration for its locations, All of its villages are
located within a short distance from major towns or ciiies and this is important as Center Parcs UK
draw many of their staff and supplies from the local area. The villages can not be too remote as the
company would struggle to recruit staff as people may be unable or unwilling to travel great
distances for work. particulariy part time work. This issue is not a concern for Avenue Fisheries.



SUGGEST AND JUSTIFY CHANGES THAT MIGHT MAKE THE
TWO BUSINESSES MORE SUCCESSFUL.
CONSIDER OWNERSHIP, ACTIVITY, AIMS AND OBJECTIVES,
AND LOCATION.

CENTER PARCS (UK) GROUP PLC

OWNERSHIP

Center Parcs UK is a very large organisation and as such is most suited to the ownership of being a
public limited company. The company employs around four thousand staf¥, attracts over a million
guests each vear and has an annual turnover of over £160 million.

Center Parcs UK was a private limited company up until 11/12/03. The chairman of the company
said. “We look forward to growing Center Parcs as a quoted company and delivering shareholder
value in the future.” The company became a public limited company to enable it to grow. One of
the big advantages of becoming a public limited company is that more capital can be raised than
by anv other kind of business and this often helps a company 1o expand and/or diversify.

Center Pares UK has appointed directors 1o manage the business and there are a number of
shareholders. most of whom are other businesses. The largest individuai shareholder is ISIS Asset
Management PLC who has 13.11% of the shares. One of the advantages of being a public limited
company is that shares can be sold freely on the Stock Exchange and this allows them to raise
capital. However. this can also be a drawback as if an individual or a group of individuals are able
to buv a huge amount of shares. it would be possible for them to take over the company and the
running of it.

I is difficult to see how Center Parcs UK could change its ownership to make it more successful.
It changed ownership in December 2003 for just this purpose and there is no other type of
ownership more suited 10 it

ACTIVITY

Center Pares UK’s main activiny is to provide a holiday resort for people in the United Kingdom.,
Thev also provide conference facilities and team building activities. The company constantly
reviews the activities offered by its villages to help it remain successful at atracting new and
repeat guesls.

The Action Company Challenge. with its high ropes and climbing towers etc. is a relatively recent
introduction to some of the villages. The introduction of this activity meant that Center Parcs UK
couid include with its conference and meeting facilities. the activity of outside team building
exercises. Qutside team building courses have become very popuiar with many UK firms. Center
Parcs UK would seem to have recognised this and taken the opportunity to install an appropriate
activity 1o help increase its success by attracting greater numbers of businesses to their facilities.

One activity the company could expand more is the health farm side of the holiday. Center Parcs
UK is mainlv seen as a holiday resort and people do not automatically view it as a Health Farm.
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With advertising to highlight its excellent health farm facilities, 1t could increase its success by
competing with the more traditional choices of health farm (Henlow Grange).

Center Parcs UK is very aware of its culture and values and these play an important part in its
choice and range of activities. The company’s target market is professional couples and families.
They do not issue day passes to the general public, only to a limited number of friends/families of
guests. Issuing day passes to the general public would no doubt, initzally, generate more income.
However, Center Parcs UK is conscious that it must npot overcrowd its villages or introduce
policies which may have a demimental effect on the enjoyment of its guests: reputation is
everything to the company. Center Parcs UK has strict rules about groups of guests. It does not
wish 1o become the new Butlins. which promotes day visits and allows large numbers of same sex
groups 1o holiday there. Center Parcs UK states that there must be ‘at least one capable and
responsible adult over the age of 21 in every unit of accommodation’. They also stipulate that ‘you
may not have the majority of your party in any accommodation unit aged between 19 and 21. or
have insufficient responsible adulis over 21 in each accommeodation unit’. All female and all male
parties must apply in writing before a booking can be confirmed. Center Parcs UK feels that
applving these rules encourages the ‘right” type of holiday maker and that any lost revenue from
this group of people and day only guests will be more than made up by guests appreciating the
application of these rules.

To help increase guest numbers and therefore revenue. Center Parcs UK holds specialised long
weekends. The attached pages from one of their brochures give details of the special weekends
they hold throughout the vear, Center Parcs UK must reach a balance with its organised weekends
as It wants guests to fee! free to do as little or as much as thev wish.

To continue and improve upon its success. Center Parcs UK must constantiv review and monitor

its activities. making changes and additions to its activities and facilities. which are in keeping
with the company's culwre and values.

AIMS AND OBJECTIVES

Center Parcs UK has verv clear aims and objectives. all closely related to guest satisfaction. Their
objectives are set on an annual basis so that any changes necessary, for increased success. can be
acted upon swiftly.

Center Parcs UK has a targeted market of voung professionals. as well as families and an aim of
remaining the preferred short break holidav resort in the UK. It could combine these two aspects
with a more specific aim. It could add to its aims. the aim of becoming the preferred short break
hoiiday resort for "professional bodies’ in the UK. To do this the company could target its
marketing directly at professional bodies. for example: it could offer good rates to all law society
members or chartered accountants and insurers etc. This aim could aiso take into account the
general aim of growth and expansion. All the villages have far more villas than apartments. Each
viliage could increase its number of apartments (the apartments are not self catering). This would
allow them to accommodate more professionai couples. who perhaps do not wish to self cater, An
increase in guests retving on and paving for hotel services, including restaurants, would bring an
INCrease in revenue,

The aims of Center Parcs UK are very specific and their objectives are al! SMART and designed to
maintain or increase the success of the company. They have included in their aims, the well being
of their staff, through training and motivation as they recognise the important contribution of staff
to the success of the company. On this basis it is difficult to suggest any more changes to their
aims and objectives. which might make the business more successful.
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Center Parcs can be a different break every time you visit.
Have fun on a Fitness Motivation weekend, or hit the darice floor+ - -
with the Dance Collection break. And make the most of special

events and special times of vear.

Now in its tenth year: Fitness Motivation 2004*

Derrick Evans {Mr Motivator) and his team

lead our very popular Fitness Weekends.
Improve your wellbeing in many ways from the
classes available. A fitness pass is included
along with lifestyle and beauty presentations,
A brochure is available on request, call
Reservations. Piease remember to book early.

Dance Collection 2004* :: Smenecor “oozs:

This novel and exciting weekend of dance is
now in 1ts third vear and proving to be a
favourite. It gives you the chance tc get a taste
of some of the new dance styles ~ from Salsa to
Lindy Hop ~ Belly Dancing tc Street Beat. It's
huge fun. A brochure is available on request,
call Reservations.

Lapland Experience - _--; o0 7o
Santa in his grotto, real reindeer, a twinkling
wencderlznd in the village centre. horse and

carnage mides and tive shows in the Green Room.

It's 2 magicat experience for all the family.

Music in the Forest ot Srenvoos and tongiec: Forest
Some of the country’s most exciting and
exhilarating performers will be playing in
outdoor spaces that just beg to be used for
live music. A treat for music lovers.

Winter Wonderland o 0csic wainfeli Forest

Get into shape with the wellbeing packages,
including a spa session in the new Aqua Sana
and a Personal Fitness Instructor assessment.
Chitdren can take part in a drama workshop
followed by a performance in the ‘Little Panto
Stars’ production. Enjoy a hog roast, and
Bavarian beers in the centre as the village
celebrates the beauty of crisp winter days.

Resolutions™ o: f~znic00 ovmest sod fivecen Forest
Make the most of those New Year Resolutions
and kick-start 2004 off as vou mean to go on,
We're offering a choice of three different
packages. There's "Pamper with a Purpose’,
‘Fighting Fit" and "Get Active’ For further
information, call Reservations.

- something special




Sherwood
Elveden
Longieat
Qasis Whinfell

to talk through any special
preparations or arrangemernts
you'd like us to make for you.

_w’tlassoyuu can:llbew
" We can supply everything f fm"'
flowers tn cakes, and really
make it an occasion to
remember. {ince you've made
your beoking, simply call our
fvents Co-ordinator, on

01623 827 474
01842 854 433
01585 848 322
01768 883 000
Ext 3129

T T O DR T

It's everyone having it
in their dianies that's
exciting. It makes you
go for something in a
really big way.

Calendar of events

Tre winzer forest is the setring for
Santa's Worksnop. hovse ane carriag
riges ane & Christmas market.

From & December -
Fram & December 22 .
Srenwoog, fwvecen and Longle

H

T faaeen oo

Celeprate with spec'acutar firework
gisplays ang 2 party atmosphere.

Midweek break 3 November .
Migweek break I Novemper 1]~
Weekend break 5 November [0~
Al Vilioges

Weexend preak 2 July 271-
Snerwoord Forest

‘.-,_ .- "',\_.‘ :-.‘- -

12 September 277
26 September J71C
Weekand break 23 April 200
Weekend break 10 September 200 -
Snerwooc Forest

oreak
break

Weexend
Weekend

\Weekend bresk 5 Margh 2] 7-
Longigut Forest

1

Weekend break 11 June . -
Neekend preak 24 Septemoer D l-
Eivenen Forest

1
1
15

"

== o= -

o

Farm (v 'Fun in the forest aon

All Maliows Eve.

Migweek break 27 Gctoper
Weexend break 31 Octoper 2772
Veekend break 28 October 27 .-
All Villages

TU.ETI TeDeTeis

Fram 7 November .. .
From 8 November o0 -
Oosis Whinfell Forest

The perfect treat for mum, with
tots of indulgence on her special day.

Weekand break 19 March 2234
All Vilioges

© OMELRTUETIN IGY
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o
W
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2w gt el

MUsio i tne Forest
Midweek breaks 7, 14 & 21 June 2004
Sherwood and Longleat Forest

Resplutinns™®
5 January to midweek break beginning
g February 200+
Sherwood, Eiveden and longleat Forest

Vaeniing

¢'s Celebrations

A romantic festival, with intimate
dinrers by candielight, tively family
parties and & special gift service
delivered to your door.

Weekend break 13 February 2004

All Villages

getails,

Winter Wonderland

5 January to midweek break beginning
1 March 2004

{excluding 13-20 February)

Oasis Whinfell Forest



LOCATION

The locations of the Center Parcs UK villages are obviously vital and at the very heart of the
concept of the business. The current locations have been chosen with great care. taking into
account many factors, including environmental concerns. Oasis Whinfell Forest was not an
original Center Parcs UK site, but was already operating as a holiday resont under a different
owner. Center Parcs UK acquired Oasis Whinfell Forest as it was in keeping with their ideals.

For their holiday resorts the company requires large areas of natural forest land so their choice of
location is restricted in this way. As previously discussed, they also need a location with access to
large amounts of staff.

The present locations of the existing villages cannot change and there is no reason for them to do
so. as thev are already operating on a very successful basis. Center Parcs UK can grow and expand
by expanding/updating their existing sites or thev can look to other areas of the country to acquire
new land for developing. or as in the case of Oasis Whinfell Forest. look to take over an existing
resort. which alreadv meets their requirements.

Looking at a map of the United Kingdom. there are only limited areas that are suitable for another
Center Parcs UK village and i is difficult to suggest a location that might help increase the
Company's success. Many of the forest areas in the United Kingdom have been designated as
National Parks and obviously 1t is not possible. without extensive research and correct authority, to
be aware of any building restrictions placed on what would appear to be suitable locations. Center
Parcs UK does not have anv villages in Wales or Scotland. However. the forest area between
Gloucester and Newport. known as the Forest of Dean. is relatively close to the site at Longleat in
Bath. It would not make good business sense to open a viilage too near another site as thev would
be competing with each other and the market could be saturated. Wales does not really have any
suitzble sites for location on this basis. As far as Scotland is concerned. there are not too many
options here either. There is Galloway Forest Park. in between Stranraer and Dumfries. However,
this area 1s close to Oasis Whinfell Forest Village and again it would not make good business
sense to have two villages within such close range of each other. The only possible suggestion in
Scotiand would be Tay Forest Park. north of Perth. Perth is big enough to provide the numbers of
staff required and this location would allow Center Parcs UK to compete with the more traditional
npe of holiday on offer in Scotiand. Targeting the Scottish market might help improve the
Company’s success.

There are no suitable forest locations south west of Bath as any forest areas there are National
Parks.
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AVENUE FISHERIES

OWNERSHIP

Avenue Fisheries could become a partmership; if Steve Field could find a suitable candidate he
conld take on a parmer. Parmerships have at least two owners, known as partners. The big
advantage of becoming a parmership for Avenue Fisheries would be an injection of cash, as the
new partner or parmers would be required to contribute capital to the business. An increase in
capital could mean more oppormnity to grow or expand and therefore lead to more financial
success.

Avenue Fisheries would also benefit from the extra ‘hands’, uniess it took on a sleeping partner.
As 2 soie trader, if Steve is unable 10 work, then the business does not receive any money. This
makes taking & holiday difficult and also makes periods of iliness difficult to cope with. If the
business had an active partner. then there would be cover for holidays and sickness. A partner,
rather than an emplovee. has an invested interest in the success of the business and is therefore
likelv 10 work harder for the success of that business.

Having partners can be less stressful than being a sole trader, as the responsibility of the success of
the business can be shared. If Steve could find a partmer with knowledge and experience, he could
jeave the retailing side of the business to his partner/partners and he could then concentrate on the
landscaping/pond construction side of the business. on a2 more full time basis. This might help
increase the profits of the business and therefore the success of the business. Parterships normally
find it easier to raise capital than sole traders do: there are more owners to invest money and banks
may be more wilting to lend to parmerships.

One of the disadvantages of a parmership is that any profit has to be shared. but the added help,

asponsibility and investment might be enough to increase the success of Avenue Fisheries. Steve
could remain the more senjor parmer. retaining more control over the business. Partnerships are
relatively easyv to form. with & solicitor. drawing up a Deed of Partmership. This document states
the amount of capital put in by each partner. the share of profits each partner should receive, how
decisions should be taken and how amyv disagreements between partners might be settled. Another
drawback of partnerships is uniimited liability. but as a sole trader. Steve has this at the moment
anywas.

Another change in ownership that Steve could make. that might make the business more
successful. is 10 become a private limited company. Being a private limited company eliminates
the problem of unlimited liability. which comes with a parmership, and it also means that
individuals are not responsible for other parmers’ financial mistakes. Steve would need to take on
another owner of the business. as a company must have at least two owners (shareholders). The
fact that the business would be limited mav well make the business seem more attractive to
interested parties. The owners of a iimited company (which would include Steve if he chose 1o
become a private limited company) do not put art risk their personal possessions such as their
houses. If the company faits. the owners lose onh the money that has been invested. Owners
(shareholders) and the company are legally separate: shareholders are not responsible for all the
debts of the business. Reducing the risk to shareholders often makes it easier for the company to
raise capital. Companies benefit from continuity; if a shareholder dies, then the shares can be sold
to somebody else and the business can carry on. By becoming a limited company, Steve would
reduce the risk of losing all of his money and possibly personal possessions.

The disadvantage of Steve changing his business to a private limited company would be the
expense. A company must produce a Memorandum of Association, Articles of Association,



register with Companies House and obtain a Certificate of Incorporation. This process can be
expensive as it often involves using solicitors and accountants. The company’s accounts have to be
sent to Companies House every year and this means that the financial affairs of the company are
no longer private. The accounts have to be audited by an accountant and the general public would
have access 1o the accounts of Avenue Fisheries for a small fee paid to Companies House.

Avenue Fisheries could not become a public limited company as it does not have the funds
required to launch itself on the Stock Exchange.

ACTIVITY

It is difficuit to suggest changes in the activities of Avenue Fisheries. which might make the
business more successful. As Steve is the main worker at Avenue Fisheries. the business” activities
must be tailored towards his capabiiities and skills. He has already diversified into pond
construction and landscaping to provide him with an ali vear round income. He is also iooking into
expanding his retailing of birds.

AIMS AND OBJECTIVES

Avenue Fisheries has clear aims and objectives. Its objectives are constantiv reviewed so that any
changes necessary. for increased success. can be acted upon swiftly.

The aims of Avenue Fisheries are specific and its objectives are all SMART and designed to
mainiain or increase the success of the company. On this basis it is difficult to suggest any more
changes to Avenue Fisheries’ aims and objectives. which might make the business more
successful. However. Avenue Fisheries’ aims and objectives do not take into account or consider
the experience or training of any temporary/part time employees.

During the time from December to March. Avenue Fisheries is only open at weekends or by
appointment. This is because adverse weather conditions can kill fish during transportation from
Steve's ponds to the customer’s pond. During these months. the fish retreat to the bottom of the
ponds and eat less. Therefore. the shop is only open to sell dnv goods and pond equipment. As
previousiv discussed. this allows Steve 1o work on pond construction and landscaping during the
week, Avenue Fisheries opens on a full time basis around Easter time and opens with a
promotional weekend. with discounts. raffle prizes and new stock. To cope with the huge influx of
customers. many of whom travel with organised parties from all over the country, Steve enlists the
help of other people. as well as familv members. These temporary ‘staff” are always well known to
Steve and have some experience in Koi keeping. However, they are not given any formal training
or instruction and are often unaware of prices and practices. During the weekend. a great deal of
referring to Steve is carried out and this means customers are kept waiting and this can lead to
frustration and even loss of sales. This first weekend is very important to Avenue Fisheries and
Steve should include a brief training/information session with these *staff members’ in his list of
objectives. Adding this objective would better prepare the temporary staff and could therefore
increase the success of the business by making more sales and preventing loss of sales via
frustrated and impatient customers. This objective would further Steve toward his aims of making
more profits and becoming the UK s number one for Koi carp.
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LOCATION

Avenue Fisheries moved to its present location as part of an expansion plan. The business itself
occupies only part of the four acre premises. This means that the area designated for the business
could be expanded without further acquisition of property. Steve's house and private garden are
also situated within the four acres. This is essential, as livestock require constant supervision; if
anything goes wrong. Steve needs to be there to prevent loss of livestock.

The current location of Avenue Fisheries was chosen with great care, taking into account many
factors as discussed previousiy. At the time of location there was no major competitor within the
local area. However. as previousiy stated. a new Company called The Japanese Koi Company Ltd.
has set up within 135 miles of Avenue Fisheries. Although this Company offers direct competition
to Avenue Fisheries. it is not possible. particularly financially, for Steve to relocate to avoid this
competition.
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DESCRIBE THE TYPES OF WORK CARRIED OUT BY THREE
FUNCTIONAL AREAS IN ONE OF THE CHOSEN BUSINESSES.

CENTER PARCS (UK) GROUP PLC

MARKETING AND SALES

Marketing and Sales is one of the main functional areas of Center Parcs UK. Marketing and Sales
are vital for the survival of any business. This area handles Market Research. Promotion. and
achievement targets for sales (i.e: % occupancy, % return visits, retail sales from shops on site
etc).

Marketing has been defined by the Chartered Institute of Marketing as:
“The anticipation. identification and fulfilment of a consumer need — at a profit.”
Marketing must aiways bear in mind. product. price. place and promotion. Center Parcs UK must

provide a service product thar ¢customers want at vaite for moneyv. it must be promoted to increase
customer awareness and must be available in a place customers will find convenient,

Within the management structure of Center Parcs UK there is a Sales and Marketing Director, The
name of this Director is Jenaie Asres and she is ultimately responsible for the managing of this
important functional area and must report directly to the Managing Director and Chairman.
Natdraliy. the number of people empioved in marketing and sales is quite large and unfortunately
the exact structure and names of line managers and senior managers within the Marketing and
Sales Department were not made available 10 me. However. although Jennie Avres has overall
responsibiliny for Marketing and Sales it is safe to assume that she has at least two direct reports,
one from Marketing and one from Saies. Center Parcs UK's marketing department’s main aim is
‘o identify and satisfv guests’ needs and demands for their shor break holiday™. Guest
questionnaires are provided in each villa to provide valuable feedback on their total product
offering. It inciudes questions on: service in restaurants. facilities. retail shops within the centre,
staff heipfulness and politeness. and it also includes a suggestion and comments section. This form
of market research is impontant as it allows the managers “lo assess the success of the village
operations and consequentiy to plan developments and marketing activities at each Village with an
itegrated approach to enhance the Center Parcs UK brand”.

If Center Parcs UK is to reach its wrget for percentage occupancy and percentage return visits,
then 1t must know what customers want and like or dislike about its villages. Fulfilment of a
consurmer need will hopefully lead to increased profits. Market research is therefore crucial to this
process and an essential element of the Marketing and Saies tunctional area.

The Marketing and Sales department have 10 decide how and when to promote Center Parcs UK.
Promotion is another crucial element in the work of the Marketing and Sales department. The
Center Parcs UK experience is marketed and promoted via an annual brochure. television
advertising and information on teletext. The television campaign is timed to support the brochure
mailing in September. All visitors are registered on a mailing list so that they automatically receive
the new brochure. The marketing department increase the television adveniising carmpaign in
January. as this is a kev period for planning holidays. The company has its own in-house
Reservations department which deals with both bookings and brochure requests. Customers can
even book on-line (www.centerparcs.co.uk). Center Parcs UK provides three different telephone
numbers. one for reservations and brochures. one for group bookings and one for guests with



disabilities. Each number is manned with informed and trained staff to help with any enquiries.
The computerised system can handle up to five thousand calls perday. - ‘

It is the job of the marketing department to target and reach potential customers. Direct Marketing
is becoming increasingly important to Center Parcs UK as more and more of their guests are repeat
visitors. The Company has a database with information on all visitors and it is the job of the
marketing department to study and use this information for the purposes of promotion and
achieving sales targets. The departrnent analyses areas such as areas of residence, customer
lifetime values. number of family members etc. This helps with targeted marketing. A professional
couple with no children will have different needs to a couple with young children. Knowing this
means that the marketing department can send out details of different promotions to different
customers: 1t increases marketing precision. The marketing department has to identify their market
and promote accordingly.

Marketing and Sales are responsible for communicating with customers and they do this via
booking incentives during off-peak periods, informing guests of Village improvements and
encouraging repeat bookings. This is on top of the maiiing of the annual brochure. Another job of
the Marketing and Sales department is 10 keep an eye on the competition. They must study the
performance and prices of their competitors and make sure that Center Parcs UK is competitive
and offering good value for money. This is particularly important as Center Parcs UK has an aim
of remaining the UK’s number one choice for short break holidays. Many of the targets of Center
Parcs UK are the responsibility of the Marketing and Sales department and they have to make sure
that sales targets are achieved.

The Marketing and Sales department make decisions on whether to put on particular events at all
or some of its villages. and if 50. to organise and promote these events. For example, Center Parcs
UK is often popuiar with families with oider children around June/July time. before the official
end of Summer Term. These groups are often made up of teenagers who have finished exams, on a
break with their parents. At the end of the week Center Parcs UK organises a ‘Party in the Park’
with a live band. There is a charge for this event. Naturally. the family element is strong and all
ages are weicome. However, it is an event that appeals to young people and it is usually fully
booked. Events like this bring in more revenue. The venue is situated away from the villas and the
centre and 50 is not a disturbance to guests who do not wish to attend.

Marketing and Sales have to work closeiy with Finance as they are set a budget to work within.
Marketing and Sales have 10 be cost effective to achieve maximum exposure for the group and
potential bookings or business.

It can be seen that Marketing and Sales is a main functional area of Center Parcs UK as attracting
and keeping customers is essential.

FINANCE

The Finance department of Center Parcs UK manages the money for the business. The department
has the responsibility of obtaining. recording. controlling and analysing the Company’s funds. fts
efficient operation is vital to the survival of Center Parcs UK.

The Finance department has to keep records of all its activities in order to calculate whether the
business is profitable. to assess how much tax the business will have to pay and to help Managers
to take the correct decisions. It is the Finance department that sets the budget for the other areas of
the business and it also helps Senior Managers 1o make major decisions concerning Company



strategy. The Finance department places orders and pays bills on behalf of other functional areas
within the business.

Companies are legally obliged to publish detailed accounts. The Finance department of Center
Parcs UK has to produce a balance sheet stating what the business owns and its debts. and also a
profit and loss account for each vear. These accounts are important for the Inland Revenune who
decide how much tax the Company should pay. Suppliers can check the accounts to see whether
the business can pav its debts and shareholders can decide whether or not to invest in the business.
Center Parcs UK. as well as having its own Finance department, employs the services of financial
advisors. Colins Stewart lLid. Center Parcs UK  also employ the accountants
PricewaterhouseCoopers LLP.

Paving wages and salaries involves the Finance department in a number of activities. The
Company has to deduct income tax and national insurance from employees’ pay. They also have to
operate the staff pension scheme. The Finance department has to keep detailed and accurate SN
records of wages and salaries. @

The Finance Director of Center Parcs UK is Simon Lane. He is ultimately responsible for the
efficient running of the Company’s finances and must report directly 1o the Managing Director and
Chairman. Simon Lane has four appointed senior managers beneath him who are responsible for
various financial areas. Colin Pierpoint is the manager responsible for the Tax and Treasury
aspects of the Finance department. David Goodridge is the UK’'s Purchasing Manager and is
obviously responsible for controliing what the Company purchases. The Company Secretary is
Marv Edgerton and she is responsible for collecting and analysing Company records. Within this
jevel of management. Center Parcs UK also has a Financial Controller (Phil Rudman) and it is his
job to monitor and control the finances of each of the individual Center Parcs UK Villages.

Tach Center Parcs UK Viliage has its own Finance department where they keep records of all
purchases. salaries. wages. and aiso a record of their income and any losses. For example, the
Finance department at Ehveden Forest includes a Cash Office which is responsible for handling
and processing ali of the money collected and received on site. They have a Payroll department
which is responsible for paving wages and salaries solely ai Elveden Forest and accurately
recording this. Each Village has their own Purchase Ledger Section and an Income Auditing
Section. Therefore. each Village has its own Finance department. with its own budget, which
records every financial transaction that takes place within that particular Village. All this
information is passed on to senior managers who must ther report to Simon Lane. In this way, the
Finance Director can monitor the performance of each individua! Village and of the Group as a
whole. This ensures that senior managers can make certain that their strategies and targets are
being achieved. and if not they can make appropriate changes and plans.

From the above it can be seen that the Finance department is a key functional area within Center
Parcs UK.

OPERATIONS

The Operations department is another main functional area of Center Parcs UK. The Operations
department is concerned with bringing together all the resources needed to produce the Company’s
services, Resources inciude people, materials. equipment. buildings. and land. The Operations
department has 1o make sure that each Village has what it needs to run efficiently (including good
management and saff) and according to the Center Parcs UK values and culture.



The Operations department involves quality control checks on the Villages to ensure that they are
providing what is expected from them, in terms of service and facilities. Operations look at ways
to improve quality within the Villages. They also make sure each Village has enough equipment
like cars, vans, computers, shops, trained staff. facilities. accommodation etc — everything a village -
needs to operate effectively but at a profit. Naturally, Operations. like Marketing, bas to work
within a budget and must also communicate with Finance.

Center Parcs UK has an Operations Director: Graham White. He has four direct reports, these
being the General Managers from each operafional Village in the UK: Wayne Mation (Longleat),
Karen Wilshire {(Sherwood). Chris Ruston (Oasis Whinfell Forest), Steve Mullins (Elveden). In
this way. the Operations Director receives information on the operating of all the Villages
individuallv bus is able to gain an overall view of the general operations of the Group. The
Operations Director advises the Board. including the Chairman. on the funding and priorities for
training/development and must take account of the overall goals and financial position of the
company. Along with the Director of Human Resources, the Operations Director (Graham White)
allocates Annual Training Budgets to each site to support individuals training and development
needs. which includes limited funds for professional and technical training to reach specific
qualifications. Training managers are responsible for controlling the delegated training budget.
The training managers at each site report to their general manager who in tun reports to the
Operations Director (Graham White). The Operations Director needs to be aware of the resources
of each Village 1o assess whether these resources are being used most cost-effectively and
beneficialiv. By finding cut about the operation of each individual Village from his direct reports,
the Operations Director can identifv any strengths and/or weaknesses at particular Villages, and
seek 1o address them. Sometimes this can be done by pooling resources.

Operations also monitor the Villages 1o see if thev are reaching their targets. With ali the General
Managers reporting to the Operations Director. the operating of the Villages is co-ordinated.

[t is down 1o Operartions to make sure that Center Parcs UK is able to deliver what it claims it can
and thar all the Villages are operating effectively. efficiently and providing a good quality service.
Operations must make sure that targets are being reached and that the Villages are all being
managed correctly by the General Managers. The Finance department allocates annual budgets to
each site for the various depaniments within each Village. The General Managers of each village
report 1o the Operations Director and it is the job of the Operations Director to advise the Board of
Directors on funding and priorities. taking into account the overall goals and financial position of
the Company.

Again. Operations 1s another vital functional area of Center Parcs UK.
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EXPLAIN, USING EXAMPLES. HOW AT LEAST THREE
FUNCTIONAL AREAS OF ONE OF THE CHOSEN BUSINESSES
WORK TOGETHER TO SUPPORT THE BUSINESS ACTIVITY

CENTER PARCS (UK) GROUP PLC

The three functional areas I have chosen — Marketing and Sales, Finance and Operations — are all
vital to the successful running of Center Parcs UK. However. what is also vital is the cooperation
and communication between these areas. Just from the description of the type of work carried out
by each area it can be seen that these areas are all closely linked and cannot exist alone without
cross-reference to the other functional areas.

Marketing and Sales could have some wonderful ideas on how to promote Center Parcs UK and
make many claims about the activity and standards of each Village. However, if the Operations
department was not performing or communicating with Marketing, manv of these claims could be
inaccurate, The Operations department has to be able to deliver what Marketing claims to offer.
On top of this. Finance must be involved to keep Marketing within a sensible budget. Finance has
1o set budgets for all the functional areas of the business and Marketing cannot be given a free
reign as one of the main aims of Center Parcs UK is to make a profit.

Center Parcs UK's business activities inciude the successful running of their holiday
accommodation and faciiities. and offering Conference and Meeting facilities to other businesses.
Their aims are to make a profit. remain the UK's number one choice for short break holidays, to
grow and expand. 1o be environmentaliv friendly at ali times. and 10 produce a well trained and
motivated workforce. The cooperation of all three functional areas is important if Center Parcs UK
are 1o achieve their aims and objectives.

Although it is the Finance department who monitor and control the budgets of the other functional
areas. the budgets have been set bv consulation with all functional areas. At the start of each
financial vear. the Board of Directors meet. After the Chairman and Managing Director, Center
Parcs UK has a Development and Engineering Director. a Director of Human Resources. Director
of IT and. as we have seen. an Operations Director. Finance Director and Sales and Marketing
Director. At this meeting. what each area needs to do to help Center Parcs UK achieve its aims and
objectives is discussed. A budget for each area is set. alwavs keeping in mind the aims and
objectives of the Group as a whole. Once the budgets have been agreed upon, 1t is up to the
Finance department to monitor each area’s spending and to make sure that they operate within
their set budger. So right from the beginning of each financial vear. the three functional areas |
have chosen to highlight can be seen to be working together. with a common aim of improving the
success of the Center Parcs UK business.

An example of all three areas working together is in determining the annual price list, finding a
balance between profit. achievemen:t of targets. occupancy fevels and competitiveness, The three
areas work together in the production of the annual brochure. which gives details of all the
Viliages. inciuding villa accommodation. sports facilities and shops on site etc. In order to do this,
Marketing and Sales must consult with Finance to check on the budget allowed for the design and
printing of such a brochure. Finance must approve the amount of money being taken out of the
Marketing and Sales budget for this venture. Marketing and Sales will also have to consult with
Operations. who are in direct contact with all the General Managers at the Viliages. This is to
check on the facilities at each Village and to make sure that their brochure is up to date and
accurate. This would have been particularly important at the Elveden Village, which suffered a
devastating fire in April 2002. Following this, the Centre at Elveden was changed and new shops
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and facilities were added. Operations would have been involved in the equipping of the mew
facilities and they would have had to keep Marketing and Sales informed and up to date with
progress, to allow them to send out the correct mformation to customers. Just before Elveden
reopened in July 2003, Marketing and Sales sent out notices to all guests on the mailing list,
informing them of the opening date and giving details of the new addittons. This could not have
been done without first consulting Operations, to check if work was on target and Finance, to
check on the availability of additional funds, over and above the annual brochure mailing. The fire
at Elveden was a testing time for Center Parcs UK and required a great deal of cooperation
berween the functionat areas 1o support the business activity.

Another example of the three functional areas working together is in the organising and running of
the *Party in the Park’ events at the Villages. This starts with Operations and Marketing consulting
Finance to ensure that a ‘Party in the Park’ event is economically viable. Once this is decided.
Operations and Marketing coordinate to agree on a date and time for the event. Operations then
have to make sure that they have enough staff on hand to organise and supervise the event. They
then have to check with Finance to see if the budget will allow for the payvment of additional staff
or extended working hours. Operations also have to choose an appropriate location within the
Center Parcs UK Village and ensure that entertainment can be booked (live band, DJs etc).
Marketing and Sales first decide on the type of entertainment. taking into account promotion
abiliry. desirability. and profitability. Finance, again. has to be consulted to ensure that the desired
entertainment is affordable.

There is a charge for entrance 1o these events and holidaymakers at the Village have to purchase a
ticket from the reception area. This involves the Finance department at the Village. who are
responsible for collecting the revenue from the event and recording it in the accounts. Obviously,
Finance is involved in the paving of the entertainment and any additional staff required to manage
the event. A price for a ticket to the event is decided upon by Finance and Marketing. One of
Center Parcs UK's main aims from the event is to make a profit so a marketabie and profitable
price has 1o be decided upon.

MVarketing has to preduce promotional leafiets which are handed to hoiidavmakers as they arrive at
the Village. Before a leaflet can be made. Marketing has to finally consult with Operations to
ensure that evervthing advertised in the leaflet is available. Marketing aiso has to check with
Operations 1o make sure that the leaflets have arrived at the Village and are being distributed
according to plan.

Center Parcs UK are vers particular about health and safety for their staff and their guests and this
is another area where the three functional areas have to work together and communicate with each
other. Each individual area has a responsibility for Health and Safery and all the areas have to
work together 1o form a unified approach o ensure that the Company’s Health and Safety Policy
and procedures are followed and adhered to. The Operations Director is accountable to the
Managing Director for the purposes of Health and Safery and is responsible for all Health and
Safety and Operational Fire Safeny matters on the Villages. The General Managers of the Villages
are accountable 1o the Director of Operations and have full responsibiiity for all Health and Safety
matters within their Village. Operations must work with Marketing and Sales with regard to
current practices. as the Marketing and Sales Director is also accountable to the Managing Director
for the purposes of Health and Safery. The Center Parcs UK manual states that the Marketing
Director is:

"Responsible for ensuring that all marketing and public reiations activity reflects and
supports the standard of health and safety being achieved throughout the Company. In particular
she will ensure that all promotional literature and audio/visual images regarding the Company
conform to the health and safery standards in force throughout the organisation.’
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At Head Office level. within Center Parcs UK, the overall responsibility for Health and Safety lies
with the Finance Director. Center Parcs UK could not exist without a Health and Safety policy that
conforms to legal requirements and is workable and maintainable on an everyday basis. So, once
again, it is important that the three functional areas of Finance. Operations and Marketing and
Sales work together to create and implement a policy which supports the business activity.

It is clear from the above paragraphs that Marketing and Sales, Finance. and Operations all work
together to support the business activity of Center Parcs UK. which ultirnately helps the Company
1o achieve its aims and objectives. The ways and methods of communication used between the
functional areas are looked at later on in the portfolio.



EVALUATE HOW EFFECTIVELY AT LEAST THREE
FUNCTIONAL AREAS OF ONE OF THE CHOSEN BUSINESSES
WORK TOGETHER TO ACHIEVE THE AIMS AND OBJECTIVES
OF THE BUSINESS

CENTER PARCS (UK) GROUP PLC

Center Parcs UK has the aim of increasing profit and success, thereby providing value for
shareholders. To help it achieve this aim it has the annual objective of maintaining a minimum of
and increasing upon 90% occupancy and 65% repeat bookings. The fact that Center Parcs UK
repeatedly reaches its target of 90% occupancy in its Villages is evidence of how effectively
Finance. Operations. and Marketing and Sales work together. So 100 is the fact that 65% of their
holidaymakers return.

Pages 12. 13 and 14 of the portfolio detailed the aims and objectives of Center Parcs UK and
column 3 of the tables actually explains how these aims and objectives can be achieved. A study of
column 3 of the tables reveals how Operations. Finance and Marketing and Sales are involved
together to achieve these aims and objectives. In fact these functional areas are really the main
influence on the Group’s success. For example. under the aim of increasing profit, column 3 lists:
Guest satisfaction. constant monitoring and review of all services on site. helpful. motivated and
weil-trained staff — these things are the responsibility of Operations. who have direct contact with
the Managers of the Villages. to make sure that each Viliage and every departnent within that
Village is running efficienty and correctiv. Many of the other wavs listed to achieve the aims and
objectives are the responsibilin' of Marketing: competitive marketing structure, targeted
marketing. satisfaction questionnaires. Operations are involved in the continual development of
sites and assessment of accommodation offered and identifving any necessary renovations. The
mainiaining of high standards of both facilities and environment is ultimately the responsihility of
Operations who must make sure that their Villages reach these standards. through their quality
control measures. Column 3 of the table. under aim 1. lists a number of ways in which the
Company can achieve its objectives. None of these things can be achieved without the backing of
the Finance department. As has been shown previously, without an effective Finance department,
Operations and Marketing cannot be effective either. Once areas of improvement have been
identified. 1t is up to the Finance department to assess the possibility of putting these
improvements into practice. The fact that Center Parcs UK has been able to maintain such high
levels of occupancy and return visitors for many vears now is clear evidence of the effective
cooperation of the three functional areas. in helping the business achieve its aim of making a
profit.

The aim to remain the UK’s preferred short break resort is also dependent on the performance
of Marketing and Sales. Operations and Finance. People will not returm to a holiday resort unless
they are completely satisfied with the service and facilities provided. Center Parcs UK has
SMART obgectives and it is probably unrealistic to hope to achieve 100% of their holidaymakers
booking a return visit. This is not necessartly a reflection on their performance. as people’s
circumstances change from vear to vear and many people prefer 1o visit a variety of holiday
focations. inside and outside of the UK. However, an improvement on the occupancy figures is

realistic and the three functional areas must work very hard together to improve on the figure of
90%.

Center Parcs UK 1s a successful business, with a turnover of £166 million in the financial year
200172002, This figure is a clear indication that the functional areas of the business work
effectively together. Earlier. it was shown how the functional areas work together. The measure of



the effectiveness of this cooperation is in the facts and figures detailing the success of the
Company.

The tables on pages 12. 13 and 14 list the five aims of Center Parcs UK and also the objectives put
into place to help the Company achieve its aims. Another aim of Center Parcs UK 1s to grow and
expand. Achievement of this aim again highlights the effectiveness of the three functional areas
working together. In September 2001, Center Parcs UK acquired Oasis Whinfell Forest. This
would not have been possible if the Company did not have access to the finances to purchase this
site. Financial success stems from the successful operation of the existing Villages. which deeply
involves Marketing and Sales. Operations and. of course. Finance. It is up to Finance 1o invest
wisely in the Villages. Marketing to promote the Villages and Operations to deliver the service.

Even achieving the aim of being environmentally friendly (detailed on page 13). involves
Marketing and Sales. Finance. and Operations in working together. Finance has to set and decide
upon a budget for environmental matters and make sure there are enough finances to pay the
wages of the necessary experts and that there is enough finance for the long term management of
the environment of its Villages. It is the job of Marketing to communicate the environmental
policy to guests and the wider community. Center Parcs UK use the environment of their Villages
extensively in their Marketing and Sales. Operations controls and monitors the success of each
Village in the managing of its environment. Many of the Villages source their materials and
services tocallv and it is up to Operations to make sure that these services and materials are
environmentally friendiv and conform to Center Parcs UK standards and requirements. Operations
have 1o make sure that each Village uses safe spravs and organic feeds. The effectiveness of the
functional areas working together to achieve the aims and objectives concerning being
environmentally friendiy is evident in the number of industry awards Center Parcs UK has
received. Center Parcs UK holds the 1SO 14001 Environment Certificate. It was awarded the
Landscape Institute Award for Landscape Management in 1999 and has also been awarded the
Corporate Ecologist of the vear. Center Parcs UK prides itself of being a world leader on
ecological and environmental issues,

Center Parcs UK has a fifth aim of having a well trained and motivated workforce. lts
objectives for this are detailed on page 4. To achieve these things all three functional areas must
work together. It is the job of Finance 1o set a realistic budget for employment of staff. Good
wages attract good employvees and enable a Company to compete with other similar employers. To
be successful. Companies must have good managers and this means that there must be an adequate
budger to atract the right sort of manager. Employees must be well wained and for this, each
Village has its own training department. The Villages offer training and development schemes for
all levels of emplovee. Although this is the responsibility of the training department. the training
department is accouniable 1o the General Manager of the Village. who is in turn accountable to the
Operations Director. Operations have to monitor the standards of staff training and performance. It
is the job of Operations to make the best use of their staff and to get the best performance from
them. To motivate staff. Center Parcs UK cperates reward svstems. such as the Star performers
scheme, Bright ideas suggestion scheme and Management Bonus scheme. All these schemes
involve financial pavments to staff and are obviously set by the Finance department. It is up to the
Operations department to monitor the training and performance of staff to make sure there are
appropriate candidates being produced. Center Parcs UK recognises the importance and
contribution of trained and motivated staff to the achievement of its aims and objectives.
Marketing and Sales aiso plav a part in attracting the correct staff. Operations and Finance inform
Marketing and Sales about the staff required and the wages o be paid and Marketing and Sales
must also advertise the jobs available in a way which will attract the desired applicants. We have
already seen how all three functional areas are involved with Health and Safery and this is
important also in providing staff with a property regulated and resourced office.

The appearance and manner of staff at the Villages is vital to the success of the business. Center
Parcs UK acknowledges that much of its success stems from guest satisfaction. The efficiency of
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the workforce at each Village contributes greatly to this guest satisfaction, from the cleaning staff,
sports and leisure staff up to the general management. Although exact information is not available
due to its private nature, Center Parcs UK does not normally have a problem attracting or retaining
staff and this would suggest that the three functiona! areas work effectively together for this aim
and the objectives attached to it. The repeat booking figures are also evidence of a well trained and
motivated workforce. If the staff were sloppy, rude, unhelpful and uninformed then guests would
not return. An increase in the repeat booking figures could be linked 1o a number of factors and
staff performance could be one of them. Marketing and Sales, Finance and Operations must
continue to work together effectively if the repeat booking figures are to be maintained and even
improved upon.

Center Parcs UK has SMART objectives and part of this means that the objectives are measurable.
1t has been shown how vital the three functional areas are and how important it is that they work
together. All three areas play a major part in the success of failure of Center Parcs UK. Center
Parcs UK's profit figures. occupancy figures, repeat booking figures, percentage of market share
figures. retention of good staff. questionnaire responses and receipt of industry awards are all
evidence of the functional areas within the Company working effectively together. However, no
Company can afford to become complacent and Center Parcs UK must strive to maintain their

standards and improve upon their performances each vear to allow them to keep up with or ahead
of the competition.

I+ can be seen from the above that the three functional areas of Finance, Marketing and Sales and
Operations work effectively together to achieve the aims and objectives of the business.
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FOR ONE OF THE CHOSEN BUSINESSES. DESCRIBE THE
DIFFERENT METHODS OF ORAL AND WRITTEN
COMMUNICATION USED AND DESCRIBE, WITH EXAMPLES
HOW THE BUSINESS USES ICT TO COMMUNICATE AND
OPERATE

CENTER PARCS (UK) GROUP PLC

Center Parcs UK is a large organisation. It must have effective communication methods within the
Management Structure of the whole Group and also effective communication methods within each
individual Village. Center Parcs UK uses a variety of oral and wrinen communication methods
and ICT is very important in communication and the operating of the Company. Below is a list of
the methods used by Center Parcs UK to communicate.

*» Telephone e Brochure

¢+ E-mail o TV Adverts

s Letters * Memos

* Reports * Emplovee Handbook
e  Website s Mobile Phones

s Fax e Leaflets

*  Newsletters ¢ Posters

* Notice boards ¢ Computer Database
¢ Briefings ¢ Intranet

* Working Groups *  Walkie Talkies

*  Meetings * Face to Face

* Emplovee Councils * Induction and ‘Bridge the
¢ Suggestion schemes Gap’ programmes

ICT stands for information and Communication Technology and is the use of electronic equipment
{such as computers) for storing and exchanging information. ICT allows businesses to
communicate immediately and 10 keep permanent records. The use of ICT is vital to the successful
operating of Center Parcs UK.

One form of written communication. which mvolves the use of ICT. is e-mail. This form of
communication is used between functional areas and inside the functional areas of Center Parcs
UK. E-mail can be sent any distance within a few seconds. The combination of speed and written
or visual information is verv valuable. E-mail has an advantage over telephone use in that it
provides a permanent record of any "conversation’ and is cheaper. Center Pares UK recognises the
benefit of using e-mail as a form of communication but it is also aware of its disadvantages. The
Emplovee Handbook (a form of written communication berween emplover and staff), contains
a section on the use of computers. E-mai] and internet facilities. It advises on the wise use of e-
mail to avoid the clunering up of the system and it warns against sending confidential Company



information via e-mails over the internet. E-mail is a type of internal communication used by
Center Parcs UK and is not often used for external communications. ~* ~ -

Another way in which staff members communicate is by use of the telephone. Center Parcs UK is
an advocate of oral communication via the telephone and in its Employee Handbook, under the
section titled ‘Professionalism in the use of E-mail’, it states that, ‘E-mail is not the only method
of communication! Remember that a telephone call with a pleasant voice can often achieve greater
results than a written message’. Telephone communication is a more personal, direct form of
communication than e-mail and is more suited to effective one to one discussion. whereas e-mail is
often suited to a situation where several people need to receive the same information at the same
Time.

Center Parcs UK also uses the telephone to communicate with its customers. Center Parcs UK has
its own Reservation department with three separate phone numbers to contact to either book a
holiday. request a brochure or for more general information. The telephone lines are not open 24
hours but they are personally manned and this means that the customer can speak directly to &
Center Parcs UK emplovee who has extensive knowledge of the Villages and their operating
procedures. If necessary, the customer can obtain the direct telephone number of any of the
Villages to discuss any special arrangements needed for their holiday. This form of
communication provides the personal touch for holidaymakers.

Center Parcs UK uses oral. written and visual methods of communication with its existing and
potential customers. It uses oral and visual communication through its TV advertising
campaigns and written and visual communication through its annual brochure and various
supplementary information leaflets, mailed to its customers. Center Parcs UK's mailing
campaign operates through the use of ICT. Center Parcs UK has a huge database containing
details of all visitors to their Villages and brochures are automatically sent out to evervbody on the
list. If a person had to check the list and send out the brochures by hand. the job would be massive
and extremely time consuming.

When the holidavmaker initially arrives at their chosen Village. the written and visual
communication continues as the holidavmaker is provided with a handbook giving full details of
the Village, including a map and any additional leaflets from the Marketing and Sales department.

Center Parcs UK places great importance on effective communication and involvement of staff
and it uses a variety of wavs to keep staff informed of matters affecting their Village and the
Company in general. Meetings and briefings are often used as a means of two way oral
communication. Departmenta! briefings are frequent and pass information across the Company to
s1af? and also allow for feedback by staff 1o senior managers. Occasionally, special task groups of
managers and staff are set up with an aim of exploring problems or improving ways of doing
things. These groups draw upon a cross-section of staff with relevant experience so that the
practical issues and solutions can be examined in detail.

Meetings are a method of oral communication but can include written communication with the
handing out of documents backing up the contents of the meeting. As well as departmental
briefings within each Village. there are also meetings held between the General Manager of the
Village and the Heads of Department within that Village. Performance, targets, complaints, and
training needs are just some of the items discussed at these meetings.

All of the departments at Elveden hold their own regular (weekly) briefings, and the Heads of
these Departments, in turn. report and meet with the General Manager. Center Parcs UK employs
over 4.000 full and part time staff so it is not possible for everyone to meet at the same time.
Therefore. meetings are broken down into teams of staff to reduce the audience size. They are an
important method of oral communication.
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A key means of communication and consuiting with staff about the performance and future plans
of the Company is through the Employee Councils at each Village. The Councils have been set up
as a forum in which managers and staff can exchange ideas and concerns. They are the main body
through which Managers consult formally with staff about proposed development and changes that
are of interest to or affect staff in general — for example, policies, organisation structures and
safety arrangements. Each Council consists of two managers, usually the General Manager and
Personnel Manager and about eight eiected staff representatives from the Village. The Councils
meet regularly and publish their decisions and discussions to all staff. The Council is 2 method of
oral and written communication used bv Center Parcs UK to communicate with its staff.
Meeting nmes and dates are communicated using the telephone. e-mail or staff handouts.

Face to Face fails under the category of meetings. really, but is usually referring to
communication on a one to one basis. Center Parcs UK uses this form of oral communication
when confidentiality 1s required — for example. emplovee appraisals and progress summaries. It
may also be used as circumstances arise as and when emplovee privacy is necessarv. Face to Face
produces direct results with the added benefit of body language.

Center Parcs UK only occasionally sends letters addressed to every member of staff as this is time
consuming and costly. Faxes and Memeos are forms of written communication used within and
between functional areas. Meetings are used throughout the Company. at ali levels, with Directors
meeting with Sentor Management to discuss Company progress and Company budgets etc.

A very useful and essenuial method of oral communication used between staff at Center Parcs
UK Viliages 15 the Walkie Talkie. All staff members who have interaction with guests or have
safety responsibilities are issued with @ Walkie Talkie so that quick. long distance communication
can be made mstantly. Walkie Talkies are cheaper than using mobiie phones as there is no
monthiy fee for a Walkie Talkie. Mobile phones also have patchv or unreliable coverage,
particulariy in a dense forest environment. Walkie Talkies can also prove life saving when used
between lifeguards in the vast swimming area.

Computer software and ICT have greatly helped to improve business productivity. Writing to
customers i1s now quicker and easier thanks to word processing and desktop publishing software.
Templates can be kept of standard letters and old letiers can be retrieved and edited to create
updated versions. Mail-merge routines can send personalised letters to selected people on the
business’ database. Calculating costs. producing invoices. keeping accounting records and the
production of profit and loss and balance sheets can all be done using standard sofrware programs.

Center Parcs UK relies heavily on the use of ¥CT in the operation of its business. Center Parcs UK
has a buge database where it records as much information about its guests as possible. Staff who
have access 1o information on guests are given rules to obey about confidentiality, data protection
and preserving the privacy of the Company as welj as that of the guest. All staff have an individual
password. which they are not atlowed to divulge 1o anvone. Every transaction a holidavmaker
makes whilst at a Center Parcs UK Viilage is recorded on a computer: from booking a tennis court
to buyving a bag of fries vou are required to give vour villa number. This helps the Marketing and
Sales department to analyse the spending patterns and interests of Center Parcs UK's customers.
This in wrn helps with targeted marketing and the distribution of discounts or special offers. As
has been shown earlier, Marketing and Sales is a vital functional area of Center Parcs UK and the
use of ICT is essential to its effective running. This is the same database which provides Center
Parcs UK with the names and addresses of guests for automatic brochure mailing. The Center
Parcs UK dawabase is also linked 1o the reservations department. which enables them to keep a
record of the occupancy of all the Villages right down to the villa numbers. The reservations
department then know the location and the tvpe of accommodation available when speaking to
potential holidaymakers wishing to book a holiday. Without the computer network and the use of
ICT. Center Parcs UK would not be able to operate effectively and efficiently.

48

LR |



Throughout the Center Parcs UK complex there are several booking areas. This is where guests
can book and/or reserve any number of activities throughout their holiday. Every booking station
has a number of computers and ICT is responsible for the automated booking system. The system
uses ‘Real-time Technology’ which instantly updates the whole network. As the computers at all
the booking stations are linked. this avoids double bookings and ensures a smooth customer-

focused process.

ICT is used throughout all the retail outlets at Center Parcs UK Villages. Every item is bar coded
and the retail outlets all have bar code scanners. This provides the Purchase deparment with up
to date information on stock and enables adequate and targeted re-stocking of the outlets. This
recorded stock information also helps the Marketing and Sales department who can analyse the
information to see what sells and what doesn’t. Center Parcs UK produce many own-brand items
eg: souvenirs. baseball caps. sweatshirts, t-shirts. fleeces. Details on the sales figures of these
items can help Marketing and Sales analyse. review and. if necessary, update their marketing
strategy.

It can be seen from the above paragraphs how important ICT is for Center Parcs UK to
communicate and operale.

A copyv of the Elveden Forest Organisation Chart is attached on the following page and this shows
the various departments within Elveden.
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ANALYSE THE EFFECTIVENESS OF THE COMMUNICATION
METHODS, OF ONE OF THE CHOSEN BUSINESSES, USED INSIDE
FUNCTIONAL AREAS, BETWEEN FUNCTIONAL AREAS. AND
WITH PEOPLE AND ORGANISATIONS OUTSIDE THE BUSINESS

CENTER PARCS (UK) GROUP PLC

Good communication is essential for the effective running of a business. Without it, employees do
not know what they are supposed to do and managers will not know what customers want. Good
communication means that the right people get the right information at the right time.

Center Parcs UK is a huge organisation and for it to operate efficiently it must have effective
communication methods inside functional areas. between functional areas and with people and
organisations outside the business. The effectiveness and the interdependence of the functional
areas of Marketing and Sales, Finance and Operations have already been demonstrated. This
effectiveness would not exist if communication methods between the functional areas were
ineffective. From this it follows that communication methods used within the functional areas
must also be effective,

INSIDE FUNCTIONAL AREAS

Functional areas have a number of communication methods available to them. They have
computer svstems/software. e-mail. faxes. memos. telephones, notice boards. briefings and
meetings. Walkie Talkies. face to face. newsleners. diagrams. charts. and reports. Each Village
also has its own Emplovee Council. The most appropriate method of communication will depend
upon the circumstances/situation.

With regard to Finance: each Center Parcs UK Village has its own finance department and there is
the main finance departmen: at Head Office in Nottingham. Within the Village departments,
communication depends on the situation. Much of the communication inside the department is
done face to face as the offices are not particularly large. The departments have regular team
briefings and this is where the department is broken down into smalier sections to reduce the
audience size at meetings. Within the Finance department at each Village there is a payroll section,
a purchase ledger section. cash office. and an income audit section. All of these sections have team
briefings where they are updated about matters relevant to their section and the finance department
as a whole. The Head of Department meets with the team leaders and they in turn meet with the
other members of the team. through these team briefings. Team briefings and face to face are
effective methods of communication as thev are instant. Body language and tone of voice can
reinforce the message and feedback can be easily obtained. A disadvaniage of meetings like this is
that sometimes people forget what theyv have been told. However, to prevent this, the meetings can
be backed up by written evidence and information leaflets for the staff.

Within the Finance departments theyv also use e-mail as this provides a quick and effective method
of communication, with a permanent record of any ‘conversation’. It is also useful when the
information needs to be seen by more than one person and saves time, rather than a member of
staff walking around the office. repeating the information several times. E-mail can also be more
effective than a meeting in that it is less time consuming. It gets information to people without
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having to remove them from their workplace or telephone duties. An obvious disadvantage is that
they may not open their e-mails within an appropriate time scale. ' R

Communication with Head Office Finance. which is the same functional area but on a different
site. is usually done via e-mail, telephone and through computer software/svstemms. All the
information input at Village level is automatically recorded on the Head Office computer system,
o Head Office has access to the relevant performance of each site. This use of ICT is very
effective as there is no time delay in information reaching Head Office as a central computer
contains all the necessary information. The various Heads of Finance at each Village meet and
speak regularly with Head Office Finance. where the Finance Director is based.

Marketing and Sales are based mainly at Head Office and use similar methods of communication
within their teams i.e. e-mail. telephone. team briefings. meetings. face 1o face. notice boards etc.

Operations is a functional area which is an umbrella for a number of departments and teams of
people. The General Managers of the Villages are accountable to the Operations Director and must
show that they are running an efficient. customer friendly and customer focused Village. For this
reason the communication methods used are more varied within this functional area. This is
because some of the staff within Operations are office based and some are not. E-mail is not an
effective communication to use for a member of staff who does not have frequent access 1o a
computer. Telephone is not effective either as 2 means of contacting many of the leisure/sports
staff. Many of the evers dav internal communications take place via a Walkie Talkie or face to
face. Each Village is verv large and particularly when there are safetv concermns at stake,
communication must be instant and Walkie Talkies provide this for non-office based staff.
Meetings. face to face. team briefings. memos and circuiars are ali used within this functional area
1o ensure effective communication. There are notice boards. newsletters and staff procedure
documents used within all functional areas.

Poor internal communication can result in poor decisions being made and low morale in staff. No
svstem can be perfect and there 1s always room for improvement and Center Parcs UK cannot
afford 1 be complacent. However, it is reasonable to assume that if it can be proved that the
functiona! areas work together effectively to achieve the aims and objectives of the Company. then
these functional areas must have effective communication methods in place inside them. It has also
heen shown earlier in the portfolio that Center Parcs UK do not have a problem with attracting or
retaining saff and this is evidence of an effective communication process between staff and
management. The fact that Center Parcs UK uses a wide range of methods of communication is
evidence that they realise the importance of effective communication.

BETWEEN FUNCTIONAL AREAS

A range of communication methods are used between the functional areas. including oral. written
and ICT. As with inside functional areas. the method of communication used will depend upon the
circumstances and situation.

On a dav 1o day basis there will not be a great deal of face to face communication between
Marketing and Saies. Finance and Operations as these functional areas are not always situated near
each other. However. senior managers within these functional areas do meet to discuss budgets
and progress. All the senior managers of these functional areas meet annually with the other senior
managers of the other functional areas and the Directors. including the Managing Director and the
Chairman. to discuss Company strategies, finances and budgets etc.
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It has been shown that these functional areas are all interdependent and that they work effectively
together to achieve the amms and objectives of the business. Functional areas can only work
effectively together if they communicate effectively.

As soon as a holidaymaker telephones the Reservations department to make a holiday booking, the
communication between Finance, Marketing and Sales, and Operations must begin. Center Parcs
UK is very effective at collecting payment for holidays and makes sure that a holiday is fully paid
for and that the payment has been honoured/cieared. When booking on-line, full payment is
required immediately via credit or debit card. If payment is being made by cheque (following a
telephone booking), the holidaymaker has to pay within seventeen days of booking their holiday.
However, Center Parcs UK requires immediate payment via credit or debit card, over the
telephone, if the holiday is only twenty one days or less away. Credit or debit card payments are
much quicker than pavment by cheque and Center Parcs UK can be sure that the holidaymaker has
sufficient funds to pay for their holiday. Once the Finance department has received full payment
for the holiday, thev send confirmation of pavment and booking 1o the holidaymaker. This
information must also be communicated to Marketing and Sales, and Operanions at the Village
where the holiday is booked at.

Effective communication ensures the smooth entrance of the holidaymaker to the Village. At the
entrance the holidavmaker has to produce their confirmation of booking. A member of staff
{Operations) checks this confirmation of booking on a computer and this computer screen, at the
same time. notifies the member of staff what discount/offer vouchers (Marketing and Sales) to
hand to the holidavmaker. The holidayvmaker is then given a weicome pack containing relevant
information and anv discounts. This demonswates that the use of ICT linking and sharing
information berween functional areas is vital. If this communication process was not effective the
delavs on holidavmakers entering the Village would be great. An efficient ICT system provides
Center Parcs UK with a combination of speed and written or visual information. This is extremely
valuable for communication berween functional areas.

My evidence 1o support the effectiveness of this process 18 mv own personal expernience. My
family and I have holidaved several times at various Center Parcs UK Villages and have found
emiry 1o the Villages smooth. proving that Finance must have communicated effectively with
Operanions (giving permission to allow our entry). and that Finance must also have communicated
effectivelv with Marketing and Sales as the relevant information and discounts have always been
made available to us.

Other methods of communication used berween the funcuonal areas include telephone, e-mail,
faxes, and imernal mail. The success of Center Parcs UK and the achievement of its aims and
objectives. not ieast the profit made by the Company. are all evidence of effective communication
berween functional areas.

WITH PEOPLE AND ORGANISATIONS OUTSIDE THE BUSINESS

External communication is the exchange of information with individuals or groups outside of the
business. External communication is vital for a business: it is a major influence on how the
business is viewed by customers, suppliers and the general public. Techniques commonly used
include the internet and E-mail. telephone. lenters. the Company annual report. advertisements and
faxes. ail of which are vused bv Center Parcs UK.

Center Parcs UK’s TV advertising campaign is a perfect example of effective communication with
& wide audience outside the business. The TV advert includes the telephone number of the
Reservations department and following a TV advertising campaign there is evidence to show an
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increase in telephone enquiries and/or requests for brochures. Center Parcs UK time their TV
adverts to coincide with the issuing of the new annusl brochure (September). Studies have
revealed that many holidays are booked in the month of January and based on this Center Parcs
UK also increase their TV advertising campaign at this time of year. This shows effective use of
external communication to maximise bookings and sales. Proof of an effective adverusing
campaign is reflected in the occupancy figures at the Center Parcs UK Villages. On average, all
the Villages have 90% occupancy throughout the year which is strong evidence that the
advertising campaign is an effective form of external communication.

Center Parcs UK also communicates with every holidavmaker who has attended a Center Parcs
UK Village. Thev do this through supplementary brochures, giving details of any additional
facilities. activities etc. at the Villages. They also offer discounts on various things. This
communication is also obviously effective as the repeat bookings for Center Parcs UK Villages 1s
usually around 65%.

Center Parcs UK also has its own website where people can access information about the
Company and the Villages. You can also book online. This is an effective form of communication
as it is quick and easy for the customer and can be done at any time of the day.

As soon as the holidavmaker arrives at a Center Parcs Village. the communication continues.
Right from the start. the holidaymaker is handed a welcome pack. which is 2 form of written and
visual communication. giving details of all the facilities, amenities. and booking arrangements.
The television inside the vilia has its own channel (channel 6) dedicated to information on the
Center Parcs Uk Village. If vou chose not to read the information pack about the facilities of the
Village. vou can watch channel 6 instead. In providing this TV channel, Center Parcs UK increase
their chances of communicating with their guests. During their time at a Center Parcs Village the
guests communicate with Center Parcs UK emplovees face to face and staff are numerous. so there
is alwavs someone on hand o help. If guests found the communication between staff and
themseives 1o be ineffective and unproductive. then the repeat booking figures would not be as
high. Direct interaction with staff means that any complaints can be dealt with swiftly. Poor
external communications result in customers losing confidence in a business and this would result
in fewer peopie returning to Center Parcs UK. The fact that Center Parcs UK has received industry
awards. including Hospitality Assured Accreditation and a Tommy’s Campaign Award for being
parent friendly is evidence of effective communication with guests. The Company must have
effective communication to find out what guests want and to listen to the needs of its guests. A
breakdown in communication would result in an inefficient organisation unable to be customer
focused.

The retail cutlets at a Center Parcs UK Viliage are very well stocked. This s evidence of good
external communication with suppliers. ICT is used throughour all the retail outlets at Center Parcs
UK Villages. Every item is bar coded and the retail outlets all have bar code scanners. This
provides the Purchase department with up to date information on stock and enables adequate and
targeted re-stocking of the outlets. Well stocked and correctly stocked shops are evidence of an
effective communication process between Purchasing and suppliers. This communication takes
various forms including letters. faxes. order forms. receipts. statements of account (often computer
generated and automaticaliv printed), telephone and e-mail. Telephone, fax and e-mail provide a
quick form of communication. which is good for urgent orders.

The Company’s annual report is one form of external communication produced by the Finance
department. who aiso have to communicate with investors and government agencies, like Inland
Revenue and Customs and Excise. The annual report and accounts of a limited company must be
sent. by law. to all of its shareholders. A Company’s existence and financial standing is closely
regutated and Center Parcs UK has been operating successfully within the UK since 1987 and this
is evidence of effective communication with the necessary organisations.



Center Parcs UK uses many methods of communication inside functional areas, between
functional areas and outside the business. They use oral, written, visual! and ICT forms of
communication. All of these examples given demonstrate the effectiveness of the communication
methods used by Center Parcs UK.
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SUGGEST AND JUSTIFY ALTERNATIVE OR IMPROVED
METHODS OF COMMUNICATION INSIDE FUNCTIONAL AREAS
BETWEEN FUNCTIONAL AREAS AND WITH PEOPLE AND
ORGANISATIONS OUTSIDE THE BUSINESS

CENTER PARCS (UK) GROUP PLC

INSIDE FUNCTIONAL AREAS

Center Parcs UK has a wide range of methods of communication open to it. particularly as it can
relv quite heavily on an efficient ICT system. Inside functional areas. much of the communication
is done face to face or with team meetings/briefings. These methods have the advantage of making
staff feel included in the every day running of a department and the Center Parcs UK Employee
Handbook does in fact state that e-mail is not the only form of communication. However. a big
disadvantage of face to face communication is the potential loss of employee time. Face to face
communication has the potential to develop into a long conversation. not necessarily concerned
with work. Team briefings. if not strictly monitored. can overrun and remove several members of
staff from their work station at a time. If a member of staff is away from their desk. then another
emplovee may well be calied upon to answer the telephone of the absent staff member. If not
properiy monitored. face to face and team briefings/meetings can actually cause more tension
berween staff as people are constantly required to filt in for absent parties. It may be more time
effective to relv more heavily on E-mail inside functional areas. with a team leader overseeing the
members of staff to ensure that E-mails are regularly opened and dealt with. E-mail also has the
added advantage of providing wrinten confirmation of what has been said and can be referred back
o maore easiiy. '

Staff inside functional areas could rely more on using the internal telephone system. Although this
doesn’t provide a written record of the conversation and is also open to abuse. staff remain at their

desks and this can be less distracting than people walking about the office.

As stated in the previcus section, the communication methods used inside the functional areas at
Center Parcs UK are effective and so there Is a limit to improvement.

BETWEEN FUNCTIONAL AREAS

As with communication inside the functional areas. Center Parcs UK has such a wide variety of

-methods of communication available that it is not easv to suggest alternative methods of
communication which would provide improvements. The key ts to choose and use the correct,
appropriate and most effective method of communication and find the balance between personal,
informal and formal communication methods.

One suggestion would be an increase in social events. outside of the work environment, for the
emplovees of Center Parcs UK. This would aliow the team members within the three functional
areas to meet their colleagues and build a rapport. This could assist the business in improving
communications between team members. rather than just managers and senior staff. Social events
often break down barriers that can exist between departments and can improve an individual’s
willingness 10 communicate outside their functional area. A simple event like a quiz night where
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teamsaremadeupofmembcmﬁomeachﬁmcﬁonalmmtherthanscpammﬁmcﬁowams
competing, could bring about increased team spirit and improved communications. Social events
inside functional areas can also be beneficial.

WITH PEOPLE AND ORGANISATIONS OUTSIDE THE BUSINESS

Again, Center Parcs UK’s communication methods with people and organisations outside the
business have been shown 10 be effective in the previous section. However. no business can afford
10 be complacent.

One form of communication between Center Parcs UK and people and organisations outside the
business is through their television advertisements. One improvement here could be the content of
the advertisemnents. TV advertising is very expensive and the Company only has a short time to
portray their image. Center Parcs UK tend to focus their adverts on the environment and the
relaxing namre of the holiday — visual images of lakes, wildlife, forestry etc. Not many of the
actual activities availabie at Center Parcs UK Villages are portrayed in their advertisements.

Center Parcs UK do not want to be seen in the same light as a Butlins or a Haven holiday camp,
however. their adveris mav appear ‘boring” to vounger family members. Center Parcs UK Villages
cater vern well for families with children of all ages and indeed their targeted customers are
families as well as professional couples. Center Parcs UK Villages have lots of exciting activities
that appeal to bovs. giris and people of all ages — swimming pool. wave machines. water rapids
and flumes. tennis. badminton. bowls. golf. archerv. adventure piavgrounds. action challenge
assault courses. abseiling and many more. Yet these activities are very rarely shown in the
television advertisements.

Obviously the Center Parcs UK brochure gives full details of all available activities. Center Parcs
UK claim that theirs is the holiday where vou can do as little or as much as vou like. but their
television advertisements come down heavily on the side of relaxation and httie to do. Perhaps a
more exciting advert would grab the atention of vounger children who might pressunse thetr
parents 1o make enquiries and find out more about this exciting holiday centre. The ideal solution
would be for Center Parcs UK to vary their advertisements. having one portraying the relaxing
holiday in a superb environment and one portraving more of the active holiday. If time and money
permitted. a longer advert combining the two would be ideal: this would probably be a fairer
reflection of the whole Center Parcs UK expenence,
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[DENTIFY THE MAIN EXTERNAL INFLUENCES ON THE TWO
CHOSEN BUSINESSES, INCLUDING REFERENCE TO
COMPETITORS, ECONOMIC CONDITIONS AND
ENVIRONMENTAL CONSTRAINTS

CENTER PARCS (UK) GROUP PLC

COMPETITORS

Center Parcs UK faces. national. international and. to a limited degree. local competition.

Local competition refers 1o rival businesses existing within a few kilometres radius. offering
customers an opporwnity to switch from one business to another. Many traditional holiday resorts
in the UK are situated in or around the coast. This does not apply to any of the Center Parcs UK
iocations. Therefore. Center Parcs UK’s local competition is fairly limited. For example: Elveden
Forest is situated near Thetford. which is not known for its tourist industry. The locations of the
Center Pares UK Villages and the holidavs thev offer are guite unique and in this regard they do
not face heavv local competition. However. Oasis Whinfell Forest is situated in the Lake District,
a popular tourist area. In this area there is no other business offering exactly the samne as Center
Parcs UK. but there are numerous other holiday alternatives (hotels. bed and breakfast etc) which
provide some form of local competition.

Nationa! competition refers to any other business in other parts of the UK competing for the same
customers. In this regard Center Parcs UK has many competitors. from hotels to other holiday
~hains. like Butlins. Hoseasons and Haven. that offer seif catering holidays. Anvbody in the
holiday industy in the UK is potentially a competitor to Center Parcs UK. However, the larger
holiday chains. offering entertainment and on site activities. offer more competition to Center
Parcs UK. The Center Parcs UK Villages and environments are extremely different to a Butlins or
Haven holiday camp and Center Parcs UK chooses to highlight this. However. Center Parcs UK
must use its targeted marketing to good effect and conunue to provide a high quality holiday
accommodation and environment whilst still remaining price competitive.

International competition is competition from businesses providing the same service or product
anvwhere in the world. On this level. Center Parcs UK faces competition from any business
offering a holiday experience anvwhere in the world. Ignoring the effects of the September 11%
terrorist attacks. more and more people take their holidays abroad. This is largely because of the
weather. Aware of this. Center Parcs UK often refer to themselves as providing the holiday that
the British weather cannot spoil. With cheap air flights. particularly over the internet. holidays
abroad provide real and direct competition to Center Parcs UK. The Center Parcs Organisation
does in fact have five Viliages in Holland. two in Belgium. two in France and one in Germany and
this helps them to compete with holiday businesses providing holidays abroad.

In the face of ali this competition. Center Parcs UK must consistently achieve its objectives,
remain price competitive and continue to provide high quality holidays. This section is to identify
the main external influences on Center Parcs UK and the impact of these influences is discussed
in more detail later on.
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ECONOMIC CONDITIONS

Even a very well managed business, like Center Parcs UK, can experience problems because of
changes in the economy as a whole. The economy is made up of millions of individuals. thousands
of businesses, and governments who take decisions on spending and producing. Changes in
interest rates, inflation, or exchange rates can have significant effects on all businesses.

The governmen: and the Bank of England use fiscal and monetary policies to manage the
economy. Fiscal policy is the use of rates of taxation and levels of government spending to control
the economy. Monetary policy is the use of interest rates to manage the economy.

A fiscal policy which reduces taxes has the same effect as increasing government spending. The
only difference is that when you reduce taxes, the exwra spending is done by individuals.
Governments will do this if they want to reduce unemployment — the extra spending will increase
demand for products which businesses will meet by hiring more workers. This is called an
expansionary fiscal policy. Higher employment is good for Center Parcs UK as more people will
have money to spend on a holiday. A probiem with an expansionary fiscal policy is that inflation
might increase.

If the government wishes to increase inflation it might increase taxes or reduce spending — a
contractionary fiscal policy. There will be less spending and unemplovment might increase. This is
bad for Center Parcs UK as they might lose business and their profits will fall.

As stated previously. a monetars policy is the use of interest rates to manage the economy. When
the interest rate is lowered. it's cheaper 1o borrow money but you get less interest when you put
mone) in the bank. So. both businesses and consumers borrow and spend more, and save less. This
increases spending just like a cut in taxes. with the same results — bigger company profits, reduced
unemployment but the risk of inflation. A lower interest rate is good for Center Parcs UK as
customers wili feei free 1o spend more on luxury items.

Increases in interest rates have the opposite effect — it is better to save than borrow. so both
businesses and consumers spend less. This helps cut mflation but causes unemployment. It’s also
bad news for businesses which have borrowed a lot of money to help them invest ~ they are going
to have to pay more back in interest. An increase in interest rates is not good for Center Parcs UK
as consumers spend less and may not take a holiday. and if the Company has outstanding loans,
they will be paving more back.

Governments don’t like using fiscal policy to reduce inflation — tax rises and cuts in spending are
very unpopular with voters. They prefer to use monetary policy instead. The trouble is that higher
interest rates are unpopular with voters as well. So in 1997 the Labour government gave the Bank
of England control over the setting of interest rates for the UK to help the government achieve its
economic aims and to avoid the blame and backlash.

Monetany policy also affects the exchange rate between the £ and other currencies. Higher interest
rates in the UK result in savers from abroad putting their money in UK banks. To do this they need
to buy £s and this makes the £ more expensive. This makes it more expensive for foreign
consumers 10 buy goods exported from the UK and cheaper for UK consumers to buy imports. UK
manufacturing businesses can suffer from this as they become uncompetitive.

Interest Rares

Interest rates represent both the cost of borrowing money and the reward for saving it. They are
expressed as a percentage of the sum of money in question. This means that an interest rate of 5%
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would mean that a business borrowing £1,000 would be charged £50 each year in interest by the
lender of the money. Each month the Bank of England sets the rate of iiférest, know as the base
rate. The base rate affects the rates set by all the other UK banks. The rate of interest as of 6® of
May 2004 is 4.25%. The Bank of England made this increase in an attempt 1o put the lid on
inflation as economic growth picks up.

Raising or lowering the interest rate can help control the economy. by making it more expensive or
less expensive for businesses to borrow money. Using this control contributes to creating a stabie
economy, which in the fong run benefits both businesses and consumers.

Changes in the interest rates are one of the economic external influences on Center Parcs UK.
When interest rates are high. consumers often have less money to spend on luxury items such as a
holiday. A business will also have less money to spend as they too will have to pay more for their
borrowings. On the other hand. low interest rates often mean that consumers spend more.
particularly on luxury items such as holidays. Businesses may also have more money to invest in
growth and expansion.

Inflation

Inflation is a continued rise in the general level of prices and a fall in the value of money. A rise in
the prices of products can be caused by things like emplovees demanding higher wages. raw
materials increasing in price. and higher interest rates. Inflation is another economic external
influence on Center Parcs UK. During times of high inflation. consumers often save more and
spend less. particuiarly on luxury items like holidays. During times of high inflation. businesses
can find it difficult 1o be competitive as rising costs may force them 1o raise their own prices or to
accept lower profits. The current rate of inflation is just under 2%.

Exchanee Rawes

An exchange rate is simplv the price at which one currency can be traded for another. Exchange
rates are influenced by demand and supply. in order to buy one currency vou have to sell your
pounds in exchange, The effect of selling pounds and buying another currency is 10 make the
pound cheaper compared to the other currency — in other words the value of the pound has fallen,
it has depreciated in vaiue. If people from another country want to buy pounds. for example to buy
a British expont. the value of the pound will increase — it will appreciate in value.

A strong (increasing in value) pound is bad for exporters and good for importers. With a strong
pound. British exports are more expensive abroad, resuiting in fewer sales and fewer profits for
companies exporting abroad. It is good news though for companies who use imported raw
materials. as these are cheaper. The result is that Britain will have fewer exports and more imports.
A weak (falling in value) pound is good for exporters and bad for importers.

Exchange rates are imporwant for businesses who sell their products in foreign countries and for
those who purchase raw materials and goods from other countries. An increase in the exchange
rate can help a business who imports raw materials or goods. as these become cheaper. However,
an exporter would suffer. as prices of their products in overseas markets would rise. Conversely, a
decrease :n the exchange rate wouid make imporied goods dearer but exports cheaper.

The exchange rates can be said to be another economic external influence on Center Parcs UK.
However. the impact is very little compared to interest rates and inflation. Some of the items
which are sold in the shops at Center Parcs UK are made in foreign countries. These will have
been imported therefore either directly by Center Parcs UK or by their suppliers. As has been
shown. the exchange rates berween countries have a bearing on imported goods and any changes
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are nearlv always reflected in the retail prices. If the cost of importing goods rises, this normally
results in suppliers increasing their own prices to maintain their profit margins. I Center Parcs UK
has to raise its prices in its shops, then they may not be as competitive and sales may fall.

The other way Center Parcs UK may be affected by exchange rates is if holidaymakers are
tempted to holiday abroad, because of favourable exchange rates. Many people comment on the
fact that in some countries you get more value for money. Some people may be tempted to go
abroad for a spending spree and to bring tangible items home with them eg. trainers, jeans. DVDs.
aicohol etc.

The existence of Center Parcs UK Villages has a positive economic impact on the local
community. Center Parcs UK's villages at Sherwood Forest and Elveden Forest were the basis of a
report produced by the Rural Development Commission in 1991. which highlighted Center Parcs
UK's benefit to the local economy. through staffing. using local suppliers and guest spending in
the localiny. Some of the findings are below:

o  Over £4 million per annum is injected into the local economy of the villages through wages
and salaries paid 1o Center Parcs UK employees — this in tum supports another 38 jobs locally.

« £2 million is spent annually on goods and services supplied by local companies. with another
22 million spent with local depots of national companies based in the area. This supports
another 148 jobs in local businesses.

o Center Parcs UK guests spent £2 million each vear in the locakity. supporting another 65 jobs.

¢« Including the above and taking into account the muitiplier effect of the additional jobs created
through increased activity. the total income per annum for the local area of each village is £14
million (1991 figures).

Amy external economic influence affecting Center Parcs UK will naturally impact on the local
economy also.

This section is to identifv the external influences on Center Parcs UK and the impact of these
external influences is discussed in more detail later on in the portfolio.

ENVIRONMENTAL CONSTRAINTS

Many businesses can poliute the environment in a number of ways. including air pollution, noise
poliution. water poliution. and the wasteful use of resources and energy. To help reduce poliution
in the UK. over the vears various governments have introduced laws to protect the environment.
Some of the most important laws passed are the Clean Air Acts. the Environmental Protection Act
1991. and the Pollution Prevention and Control Act 2000. As a business operating in the UK,
Center Parcs UK must comph with al} the regulations and standards set by these Acts.

Concern for the environment is fundamenzal to Center Parcs UK's whole philosophy and plays a
major role even before a site is selected for a Center Parcs UK Village. Center Parcs UK select the
Jeast environmentally sensitive sites for anv proposed new Village. A team of ecologists and
landscape architects. together with Center Parcs UK's specialists. first make a detailed inventory
and appraisal of a potential site and in consultation with both law making and non-statutory
bodies. identifv environmental constraints and opportunities for each potential location. Landscape
Architects carm out visual appraisals. tree surveys. topographical and vegetation analysis, and
ecologists survey the potential site and surrounding areas to ensure its relatively low existing
ecologica) value and identifv any habitats of value which will require protection. Engineers
appraise traffic and highway arrangements to ensure minimal disruption to the site and its
surrounding area.
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The critena for a new site include that it should be medium aged conifer woodland. for several
reasons. The mature trees provide screening during both construction and operation. and provide a
green backdrop all year round. The age of the trees allows them to be selectively thinned and
interplanted with vounger trees and more diverse species. Conifer plantations aiso have a
comparatively poor diversity of indigenous plant and animal life, but considerable potential for
enhancement. A detailed environmental statement is prepared. bringing together the various
studies carried out and consultations take place with local authorities, the local community.
Countryvside Commission. English Nature, and anv other interested bodies.

Concern for the environment doesn’t stop at the end of construction for the Village. Center Parcs
UK has its own team of Forest Rangers. Ecology Managers, and Chartered Landscape Architects.
Center Parcs UK has implemented the Landscape Management Plan and the Forest Management
Plan. They work ciosely with the Forestrv Commission. English Nature. and local Wildlife Trusts.
The Villages are traffic free, with guests’ cars only allowed further than the car park to unioad on
arrival and ioad again on departure. At other times. guests’ cars are left in the provided car park.

In May 1999, The Center Parcs Group achieved the ISO 14001 certificate. which is an
internationally recognised standard in environmental protection. The certificate for effective
environmental management systerns applies to thinteen of its fourteen Villages. including
Sherwood Forest. Eiveden Forest. and Longleat Forest in the UK. Oasts Whinfell Forest joined the
Center Parcs Group after ISO 14001 was achieved. but 1s working towards the same standard. The
Company was the first in the leisure sector to be awarded the 1SO 14001 certificate.

The Center Parcs UK Villages do not cause air poliution. They do not cause noise poliution as they
are situated on huge sites with no immediate neighbours who could be affected. The Center Parcs
UK Environmental Management System ensures minimal wasteful use of resources and energy.
For example. the Company recycles glass. paper and aluminium. low energy light bulbs are used
in all buildings. ail central buiiding rain water and surface water collection leads into all
waterways. and air handling systems in the Subtropical Swimming Paradise clean and recvcle
neated air. At Longleat Forest. there is a unmique adaptation of a Reverse Osmosis. which recvcles
back wash filter swimming pool water back into the main pool svstem. This saves over 15.000
metres’ per vear of water, which would normaliy be lost into main sewerage.

One of the aims of Center Parcs UK is to be environmentally friendly at all times and remain
world leaders on ecological-environmental issues. Center Parcs UK must therefore comply fully
with any Environmental Protection Laws and in fact place extra environmental constraints on
themseives in order to continue to achieve this aim.



AVENUE FISHERIES

COMPETTITORS

Avenue Fisheries faces local and national competition. Avenue Fisheries is far too small a concern
to compete in the international market.

Of course there are other Koi retailers throughout the UK and many of these advertise in the same
magazines as Avenue Fisheries. However, in more recent years, the local competition to Avenue
Fisheries has increased. Initially, the local competition consisted of local garden centres selling
small numbers of Koi. One of the garden centres. Willington Garden Centre, now offers quite a
good range of Koi carp. A garden centre offering a good range of Koi can be strong competition
and the advantage the garden centre has over Avenue Fisheries is that garden centres are popular
places with a wide selection of people and customers may go to the garden centre for trees, plants
etc and when they see these brightly coloured fish, may be tempted to purchase some, particularly
the smaller and cheaper ones to put in their garden pond. These customers may not have been
jooking to purchase Koi or know anything about them. Avenue Fisheries prides itself on its
specialisation but this may well mean it misses the off chance purchasers like the garden centre
visitors. Avenue Fisheries has nothing else but Koi and related items to draw customers in. So in
some wavs specialisation has its disadvantages and can sometimes reduce the customer base.
There is also Deepdale Aquatics. who are Jocated in Potton. only 2 few miles away from Avenue
Fisheries. Deepdale Aquatics have also expanded in recent years. offering more realistic
competition.

Avenue Fisheries” main competition comes from a recently set up business, The Japanese Koi
Company Lid.. iocated in Henlow, Bedfordshire. a location within 15 miles of Avenue Fisheries.
This Company operates on a much larger scale than Avenue Fisheries and claims to be ‘possibly
one of the larges: retail holding facilities in the UK’ As well as Koi carp. they sell every accessory
necessary for pond construction along with many different tvpes of Kot food. They have a very
large shop and have at least ten members of staff. The Japanese Koi Company Ltd. has a website
address. On this site there are pictures of their premises. Koi food. pond pumps and accessories,
and of the individual fish. They also give advice on keeping Koi heaithy. In contrast, Avenue
Fisheries does not have a websiie and therefore does not compete in this area. The Japanese Koi
Company Lid. also selis birds and other pet accessories. lifestvie CD’s and other gifts. The arrival
of The Japanese Kol Company Ltd. has provided very strong competition to Avenue Fisheries.
Although The Japanese Koi Company Ltd. does sell other things. their very name provides a threat
10 Avenue Fisheries. Previoush. Avenue Fisheries has used the fact that it only specialises in
Japanese Koi carp to attract customers. This has attracted customers to Steve’s business and away
from garden centres as people feel that theyv are getting better knowledge and experience. The
name The Japanese Koi Company Ltd. immediately implies that it is a specialist Company and is a
large organisation. This alone is enough to get people to visit the business. Avenue Fisheries has
relied guite heavily in the past on its reputation as a friendiy. family run business with expert
knowledge. It has many loval customers and good word of mouth publicity. However, even loyal
customers can only buy a limited number of fish in keeping with the size of their gardens and
ponds. Avenue Fisheries needs to attract new customers as well. Avenue Fisheries offer good
quality at good prices and must rise to the chalienge by making sure they can continue to compete
with this new Company.

The purpose of this section is to identify competitors and as the arrival of The Japanese Koi
Company Ltd. is fairly recent. its impact on Avenue Fisheries and how Avenue Fisheries can
respond is discussed in more detail later on in the portfolic.



ECONOMIC FACTORS

Avenue Fisheries is affected by economic factors. If interest rates rise then the cost of borrowing
goes up. This means that Avenue Fisheries has to pay more back on its borrowing. This means that
unless the business raises its prices then its profits will be less. Higher interest rates also mean that
people often spend less money, particularly on hobbies and huxury ftems.

Exchange rates also affect Avenue Fisheries as it imports some of the fish from Japan. An increase
in the exchange between the pound and the yen can assist Avenue Fisheries as importing goods
becomes cheaver. Conversely, a decrease in the exchange rate makes importing goods more
expensive.

Increases in taxation, inflation and unemployment also affect Avenue Fisheries. All these factors
could mean people have less money to spend on nonessential purchases. During the recession in
the 1980°s Avenue Fisheries continued to trade but times were hard. Avenue Fisheries. like all
businesses benefits from a stable economy.

ENVIRONMENTAL CONSTRAINTS

Like all businesses Avenue Fisheries has to comply with all current legislation to do with
protecting the environment. In reality. these do not place constrainis on the evervday running of
Avenue Fisheries as the business does not cause any kind of pollution.

When Avenue Fisheries originally got planning permission to start trading from its site in
Wiboston. it was & condition that the business provided its own off road car parking. to prevent
nuisance and danger to neighbours. The houses along the road where Avenue Fisheries is Jocated
were once owned by The Ministry of Agriculture and Fisheries and are of a certain style. This had
an impact when Steve wished 1o extend his house. All alterations and extensions had to be
approved as being in keeping with the original character of the property. There is also a restriction
on the building of property on Steve’s land and on selling the land. Owners of these houses are not
permitted 1o sell off paris of their land for the purposes of building. This position is constantly
being challenged by the residents with the local council as many residents wish to raise capital by
selling land.

Avenue Fisheries uses manyv galions of water and to prevent the wasteful use of resources, the
ponds all have filter systems to recycle water.

Around six vears ago the Ramblers Association attempted to place a large environmental
constraint upon Avenue Fisheries. which could have had a devastating effect on the business. At
this time there was a campaign by the Ramblers Association to reopen old Public Footpaths. A
member of this association approached Avenue Fisheries. claiming to have found that on an old
map of the area. a Public Footpath was shown to be going through Steve’s property. It was alleged
that the footpath in question went through the middie of some of Avenue Fisheries’ ponds and that
these would have to be destroved. Formunately. for Avenue Fisheries. further research turned up
contradicting maps and the issue was dropped.

A big environmental concern for Avenue Fisheries is the health of the fish. All new fish are
guarantined to isolate them to prevent the spreading of disease. If there was an outbreak of disease
this could have disastrous effects on Avenue Fisheries, with many of the fish dying. Livestock are
always at risk of dying and dead fish mean loss of profit. Disease in the fish at his suppliers could



also affect Avenue Fisheries as Steve would not be able to import the fish and this could reduce
sales and customers may chose to look elsewhere. '

Another concern is the quality of the water. Koi are cold water fish but are not really suited to
compietely ‘natural’ garden ponds. with no filtration system. Steve actually checks the ph level of
the water and it is possible with the increase in acid rain that the ph levels may be affected and this
could adversely affect the heaith of the fish. A massive power failure could affect the pumps and
filter svstem. These would shut down and if the power did not come back on for a few davs or in
extreme cases a few weeks the health of the Koi could also be affected as thev are used to clean.
clear and unpoliuted water.

Kot are 2 good source of food for the heron bird. Avenue Fisheries has placed wires over its fish
area to deter the birds from landing. This is mostly effective but some stock is still lost to the
heron. The heron is a protected bird and can not be destroved,

When choosing its location Avenue Fisheries had to check on whether its neighbours used
artificial crop sprays or fertilisers. There is not a law against using these sprays and if one of
Steve’s neighbours did decide to use such fertilisers it could have disastrous effects. killing his
fish.

The impact of these changes is looked at later on.
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EXPLAIN THE IMPACT ON THE TWO CHOSEN BUSINESSES OF
==="CHANGES IN EXTERNAL INFLUENCES, INCLUDING
REFERENCE TO COMPETITORS, ECONOMIC CONDITIONS AND
= ENVIRONMENTAL CONSTRAINTS

CENTER PARCS (UK) GROUP PLC

COMPETITORS

The Center Parcs UK experience is fairly unique and for another Company to offer exactly the
same environment would be difficult due to the limited forest areas available for development.
However. if such @ Company was able to exist they would provide real competition to Center

Parcs UK.

[f the cost of air travel continues to fall. Center Parcs UK could lose more and more guests to the
foreign holiday market. However. the cost of air travel is falling because of increased competition
and an increase in terrorist acts. so aithough the cost of flights may be considerably lower, people
stili may not choose to go abroad as the risk of possible terrorist acts has increased. So. in a way.
rerrorism in other countries may weil have helped Center Parcs UK as more people may choose to
holiday in their own country and not risk travelling abroad.

Butlins and Haven sites often occupy large areas of land. If these Companies decided to move
awav from caravan accommodation and two storeyv terrace chalets to provide more secluded
sccommodation within a more relaxing. natural environment. their holidays may provide more of
an impact on Center Pares UK s business as people may be tempted away. as long as the price was
right.

ECONOMIC CONDITIONS

Center Parcs UK could be largely affected by changes in economic conditions.

If the interest rates rise then customers of Center Parcs UK will have to pay more money for their
borrowings. so they mayv decide to save money by not spending on iuxury items like a holiday. If
peopie still decide 10 go on holidav at a Center Parcs UK Village. they may not spend as much on
activities. restauranis. and souvenirs. meaning less profit for the Company. As explained earlier,
the local area relies heavily on Center Parcs UK for their own business, and a fall in Center Parcs
UK holidavmakers mav trigger a fall in local business and loss of jobs. Also. Center Parcs UK
may have to pay more for their own borrowings and this means that Center Parcs UK may have to
increase their prices. thereby causing more inflation and mavbe putting off more potential
holidavmakers. If the occupancy figures dropped dramatically, then Center Parcs UK may have to
make some of their staff redundant.

If the interest rates fall then sales of holidavs are likelv to increase as customers will spend more
and save less. This could increase Center Parcs UK's sales of holidavs as well as their sales of
souvenirs and activities et¢. More holidavmakers could also provide a better economy for the local
businesses that rely on Center Parcs UK: more holidaymakers at a Center Parcs UK Village will
mean potentialiv more business for the local businesses. A fall in interest rates could also have a

66

[ %Y



bad effect on Center Parcs UK as people may splash out on exotic foréign holidays and decide not
to holiday with Center Parcs UK.

Also, if the interest rates fall. then Center Parcs UK may decide to spend money and invest in new
resources. like improved and modemnised villas, new attractions (like recently introduced bowling
lanes), improved or new restaurants offering a wider variety of foods etc. As discussed previously,
Center Parcs UK. cannot really acquire another location, but in the past this could have been a
consideration. like the acquisition of Oasis Whinfell Forest. But. expansion of the existing Villages
is a possible consideration (more villas, more outdoor activities etc). This would require
consultation with the environmental and ecological experts to see if the idea is in keeping with the
aim of being environmentally friendly at all times and remaining world leaders on
ecological/environmental issues.

The price of one currency expressed in terms of another currency is called the exchange rate. An
increase in the exchange rates can assist a business that imports raw materials or components, as
these become cheaper. This would help Center Parcs UK as some of its souvenirs and clothes
(swimwear by American Companies) come from abroad. A decrease in the exchange rate would be
bad for Center Parcs UK as the imports would become dearer. This would mean that they either
wouldn’t be able to stock them any more or they would have to accept less profit or raise prices
which might put customers off.

The other way Center Parcs UK may be affected by exchange rates is if holidaymakers are
tempted to holiday abroad. because of favourable exchange rates. Many people comment on the
fact that in some countries yvou get more value for monev. Some people may be tempted to go
abroad for a spending sprez and 1o bring tangible items home with them eg. trainers, jeans, DVDs,
alcoholi etc.

The Government’s 1axation policy would also have an impact on Center Parcs UK. In times of
high taxation. people have less money to spend. This means that people may well cut back on
luxury items fike holidays or spend less whilst on holiday. In times of low taxation, people have
more money to spend. This means that people will feel more able to go on holiday to a Center
Pares UK Village and when there. they will be able to spend more on activities and in shops and
restaurants etc.

During times of high inflation. people have less monev 1o spend on Juxury items as everything
costs more. If there is high inflation. then Center Parcs UK may lose guests and therefore income.
If peopie still go on holiday. they may not spend as much money when they are there. During
times of low inflation people will spend more confidently as they have less fear about the future.

The business of Center Parcs UK benefits from stable economic conditions. This means that
inflation is low. interest rates are stable. the exchange rate between the pound and other currencies
is stable. and that firms and the economy are growing steadily. The business will also benefit
during times of low unempiovment.

ENVIRONMENTAL CONSTRAINTS

Center Parcs UK pride themselves on being at the forefront of environmental and ecological
practices. They were the first business in the leisure industry to be awarded the ISO 14001
Environment Certificate. Center Parcs UK more than complies with all the current environmental
legislation and it is difficult to see what additional constraints could be imposed upon Center Parcs
UK which could negatively affect them. There is evidence to show that the presence of Center
Pares UK's Villages has improved and enhanced the environment.
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If the 1aws 0% 7 felling were changed so that fewer trees could be Yelled or that more trees were
required per SqUAre mere i forestry areas Center Parcs UK would have to comply. This wouldn™t
have & great impact on Center Parcs UK as they have their own Forest Managers. the funds and the

willingness to do this.
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AVENUE FISHERIES

COMPETITORS

As stated previously, there has been a recent change in competitors to Avenue Fisheries. The
presence of The Japanese Koi Company Ltd., situated only 15 miles away, has had quite an impact
on Avenue Fisheres.

Avenue Fisheries could lose any local business and also business from travelling customers. Some
of the Koi Societies may decide to run coach trips to The Japanese Koi Company Lid. instead. The
Japanese Koi Company Ltd. claims to be ‘possibly one of the largest retail holding facilities in the
UK’ and people may be swayed by this statement. One of Avenue Fisheries’ aims is to ‘become
the preferred choice for Japanese Koi carp in the UK’ and the existence of The Japanese Koi
Company Ltd. is a direct threat to the achievement of that aim. Avenue Fisheries has quite a ioyal
body of customers, but it is only natural for people to check out the competition, for comparison of
prices. qualitv and service. With a large shop with many items to browse through, The Japanese
Koi Company Ltd. has more to occupy family members who might not be so interested in the Koi.
The website for The Japanese Koi Company Ltd. is informative and helpful and
customers/potential customers may be tempted to try a Company who appear to be organised and
professional. Avenue Fisheries lacks such a website and only has its name and address listed on
the internet.

Although The Japanese Koi Company Lid. provides all the equipment needed for building your
own pond thev do not offer such a service and this 1s where they do not have an impact on the
construction side of Avenue Fishertes business. However. customers could purchase all the
equipment from The Japanese Koi Company Ltd. and still have Avenue Fishenies build the pond
and this wav Avenue Fisheries could lose out on profit made on the sale of the equipment.

Prior to the arrival of The Japanese Koi Company Ltd.. jocal competition to Avenue Fisheries was
relatively small with a low impact on Avenue Fisheries® sales. The main loss of sales was probably
of the smalier size fish. which people purchased during a trip around the garden centre. Most
serious koi enthusiasts would prefer 1o purchase from a known dealer and specialist. The Japanese
Koi Company Ltd. claims to be this. How Avenue Fisheries can respond to this competition is
dealt with in the next section.

ECONOMIC FACTORS

Avenue Fisheries could be largelyv affected by changes in economic conditions.

If the interest rates rise then customers of Avenue Fisheries will have to pay more money for their
borrowings. so they may decide to save money by not spending on luxury items like expensive
fish. Koi carp are not an essential item and high interest rates could affect the sales of Avenue
Fisheries. If people have already got fish then they will stil] continue to feed them but the profit
margin on bags of fish food is not enough to keep the business going. A shortage of money or
people spending less money on non essential things may result in fewer people employing Avenue
Fisheries to design and build their pond and landscape their garden. More people may decide to
build their own ponds or put off the venture. High interest rates may result in loss of sales for
Avenue Fisheries and a reduction in profit. Avenue Fisheries would also have to pay more on its
own borrowing and this would further reduce profits.
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the interest rates fall then sales at Avenue Fisheries are likely to increase as customers will
nd more and save less. Also, if the interest rates fall, then Avenue Fisheries may decide to
money and expand to try and attract more customers.

If

Speﬂd

The price of one currency expressed in terms of another currency is called 'r.he exchange rate. An
rease in the exchange rates can assist a business that imports raw materials or components, as
g:ese become cheaper. This would help Avenue Fishenies as some of its Kot carp come from
abroad. A decrease in the exchange rate would be bafi for Avenue Fisheri‘es as the‘ imports would
pecome dearer. This would mean that Avenue Fisheries would have to raise its prices to keep the
samne profits. or accept lower profits.

The Government’s taxation policy would also have an impact on Avenue Fisheries. In times of
nigh taxation. peopie have iess money to spend. This means that people mav well cut back on
m;my items like Koi carp or spend less. In times of low taxation. people have more money to
spend. This means that peopie will feel more able 10 spend money on hobbies such as keeping Koi

carp.

During times of high inflation. peeple have less money to spend on luxury items as everything
costs more. If there is high inflation. then Avenue Fisheries may lose customers and therefore
income. During times of iow inflation people will spend more confidently as they have less fear
about the furure.

The business of Avenue Fisheries benefits from stable economic conditions. This means that
mflation is low. interest rates are stable. the exchange rate between the pound and other currencies
is stable. and that firms and the economy are growing steadilv. The business will also benefit
during nmes of low unemployvment. Low unemployment means more people have more money
which they may decide 1o spend on Japanese Koi carp.

ENVIRONMENTAL CONSTRAINTS

Like all businesses Avenue Fisheries has to comply with all current legislation to do with
protecting the environment. In reality. these do not place constraints on the evervday running of
Avenue Fisheries as the business does not cause anv kind of poliution.

Because of where the business is situated (on land previousiv owned by The Ministry of
Agricuiture and Fisheries) there are various planning constraints ptaced upon Avenue Fisheries.
One of these restrictions is on the building of property or Steve's land and on selling the land.
Steve is not permitted 1o seli off parts of his land for the purposes of building. This position is
constantly being chailenged by the residents (who face the same restrictions) with the local council
as many residents wish 1o raise capital by selling land. Building land is expensive and if Avenue
Fisheries was allowed to sell off some of its land. this would not affect the running of the business
but could raise a lot of capital. This option would be favourabie in a time of financial difficulty or
if the business wanted to raise capital in order to expand: if Steve sold off one acre of land, he
would stiil have enough space to expand Avenue Fisheries.

Another impact of environmental constraints would be if the Ramblers Association decided to
revisit and pursue their claim of a public footpath through Avenue Fisheries. This is unlikelv as the
Ramblers Association dropped the case. However, if it did happen. this could be stressful to Steve
and costly if he had to defend his case once again.

A big environmental concem for Avenue Fisheries is the health of the fish. All new fish are
quarantined 10 isolate them to prevent the spreading of disease. If there was an outbreak of disease
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this could have disastrous effects on Avenue Fisheries, with many of the fish dying. Livestock are
always at risk of dying and dead fish mean loss of profit. Disease in the fish at his suppliers could
also affect Avenue Fisheries as Steve would not be able to import the fish and this could reduce
sales and customers may chose to look elsewhere. If it becomes public knowledge that there is a
disease problem with Steve’s fish. however short lived. people soon lose confidence and may look
elsewhere for their Koi carp, never to return to Avenue Fisheries.

Another concern is the guality of the water. Koi are cold water fish but are not really suited to
completely "natural’ garden ponds. with no filtration system. Steve actually checks the ph of the
water and it is possible with the increase in acid rain that the ph levels may be affected and this
could adversely affect the health of the fish. A massive power failure could affect the pumps and
filter system. These would shut down and if the power did not come back on for a few days or in
extreme cases a few weeks the health of the Koi could also be affected as thev are used 10 clean,
clear and unpolluted water. Any environmental factor that affects the health of the Koi carp can
potentially have a huge impact on Avenue Fisheries: unhealthy fish are not fit for sale. nor are
dead ones. Inability to sell fish results in a loss of profits and a loss of customer confidence in the
business.

Koi are a good source of food for the heron bird. Avenue Fisheries has placed wires over its fish
area to deter the birds from landing. This is mostlv effective but some stock is still lost to the
heron. The heron Is a protected bird and cannot be destroyed. If the population of herons increased
in the area. or if the herons became smarter and braver. then more herons may attempt to steal
Steve’s fish. A loss in fish will again result in a loss of profits. Because the heron is a protected
bird this would be 2 difficult environmental constraint to combat.

When choosing its location Avenue Fisheries had to check on whether its neighbours used
artificial crop sprayvs or fertilisers. There is not a law against using these sprays and if one of
Steve’s neighbours did decide to use such fertilisers it could have disastrous effects. killing his
fish.
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HAVING FULLY EXPLORED CHANGES IN EXTERNAL
[NFLUENCES, INCLUDING REFERENCE TO COMPETITORS
= ECONOMIC CONDITIONS AND ENVIRONMENTAL

CONSTRAINTS, SUGGEST AND JUSTIFY WAYS IN WHICH THE
TWO CHOSEN BUSINESSES COULD RESPOND TO THESE
= CHANGES

CENTER PARCS (UK) GROUP PLC

COMPETITORS

Center Parcs UK could respond to an increase in competitors b\ stepping up their marketing
campaigi. highlighting the unique holiday tzxperience thgy can pro'wdg and the dlfference between
a Center Parcs UK holiday and the alternatives. As mentioned earlier in the portfolio. Center Parcs
Uk could change their television advertising campaign to show more elements of the holiday. This
would heip them appeal to more active families/couples who are not as intrigued by the usual
adverts that seem to just offer a relaxing environment to holiday in. In the past. Center Parcs UK
nave claimed to be the one holiday that the British weather cannot spoil. In the face of increased
~ompetition in the UK. Center Parcs UK could go back to emphasising this point. This statement
could also sway holidaymakers thinking of travelling abroad to choose Center Parcs UK instead.
When holidavmakers book a holiday abroad. theyv are not alwavs sure of the quality of the
sccommodation. Center Pares UK could play on this and highlight their guaranteed quality of
holiday and accommodation,

Center Parcs UK could review their prices to make sure that theyv are competitive. They could

~hoose to lower their prices to attract holidavmakers. or to keep their prices the same. justifying
them by claiming they provide a better guality holiday experience and accommodation.

ECONOMIC CONDITIONS

if the interest rates rise then customers of Center Parcs UK will have to pay more money for their
borrowings. so they may decide 10 save money by not spending on luxury items like a holiday. If
people still decide to go on holiday at a Center Parcs UK Village, they may not spend as much on
activities. restaurants. and souvenirs. meaning less profit for the Company. In response to a rise in
interest rates. Center Parcs UK couid lower their prices and offer more discounts. This would
potentially attract holidavmakers and persuade them to take a holiday. but would mean less profit
for Center Parcs UK. Center Parcs UK is a big enough and profitable enough organisation to be
able 10 cope with a reduction in profits for a limited time. Directors and Managers are often
awarded performance bonuses and these could be reduced or eliminated during difficult times to
reduce Company costs. If interest rates rise. Center Parcs UK will have to pay more on any of their
borrowings. it would not be in the Company’s best interest however. to raise prices to account for
this as increased prices may well put off potential holidavmakers {who already have less to spend
on luxuries). Center Parcs UK must find a balance so that they are attracting holidaymakers and
stili making some profit. even if it is less than previously.

If the interest rates fall then sales of holidavs are likely 10 increase as customers will spend more
and save less. This could increase Center Parcs UK's sales of holidavs as well as their saies of
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souvenirs and activities etc. In response to this, Center Parcs UK could raise their prices, ensuring
that the quality of the holiday experience is still there. By raising their prices, Center Parcs UK
increase their profits which they can retain or invest, so that in a time of high isterest rates, they
have funds to fall back on.

A fall in interest rates could also have a bad effect on Center Parcs UK as people may splash out
on exotic foreign holidays and decide not to holiday with Center Parcs UK. In response to this,
Center Parcs UX could step up their marketing campaigns.

Center Parcs UK mayv also respond 10 a fall in interest rates by spending more money on and
investing in new resources. like improved and modernised villas, new attractions {like recently
introduced bowling ianes). improved or new restaurants offering a wider variety of foods etc.
Backed up by appropriate marketing. this could attract more holidaymakers.

In response to an increase in the exchange rates. Center Parcs UK could import more items from
abroad and make more profit by selling the items for more than they paid for them. Center Parcs
UK could respond 1o a decrease in the exchange rate by not stocking the imports any more or by
accepting less profit.

In times of high taxation and high inflation, Center Parcs UK could respond by stepping up their
marketing. lowering prices and offering more discounts. Increased marketing and lowered prices
will cost Center Parcs UK money. but overall. if the campaigns are successful, then they will cover
their costs. hopefully make more than the initial costs and keep high occupancy.

ENVIRONMENTAL CONSTRAINTS

Center Parcs UK pride themselves on being at the forefront of environmental and ecological
practices. Thev were the first business in the leisure industry to be awarded the 1SO 14001
Environment Certificate. Center Parcs UK more than complies with all the current environmental
legisiation and it is difficult to see what additional constraints could be imposed upon Center Parcs
UK. which could negatively affect them. There is evidence 1o show that the presence of Center
Parcs UK's Villages has improved and enhanced the environment.

If the laws on tree felling were changed so that fewer trees could be felled or that more trees were
required per square metre in forestry areas Center Parcs UK could simply respond by planting
more trees and cutting less down. Center Pares UK already have a policy of responsible felling and
replanting.
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AVENUE FISHERIES

M

¢ Fisheries can respond to the competition of The Japanese Koi Company Ltd. in a number

AY en Firstiv. Avenue Fisheries needs to set up its own website with as much information. if not
of “’3-‘; an The Japanese Koi Company Ltd.’s website. The internet is an increasing method of
m‘fmunication and Avenue Fisheries is loosing out by not using this medium.
<0
Fisheries needs to make sure that its prices are competitive and that it is supplying
quality stock and service. Once it has done this. Avenue Fisheries could respond with an

marketing campaign, making direct comparisons between the two businesses,
¢ the advantages of shopping with Avenue Fisheries.

Avenue
superior
aggTessfv‘e
h;’gh]igh“”

Avenue Fisheries is not really in the financial position 1o expand greatly and to compete on the
.ize aspect. 5O it must highlight its other strengths. such as expertise and quality of product, and
k]

relv on customer iovalty.

FCONOMIC CONDITIONS

in response 10 rises in interest rates. inflation and taxation. Avenue Fisheries could respond in
similar ways to Center Parcs UK. in that it could increase its advertising. iower prices and/or offer
discounts. Avenue Fisheries would have to explore all methods of attracting and keeping
-ustomers as the business would not be able to survive long periods of reduced or no profits.

In response 1o falls in interest rates. inflation and taxation. Avenue Fisheries could raise its prices,
hut still be competitive. maybe keeping them stightly lower than that of The Japanese Koi
Compam Ltd. 1o maintain and gain customers. Avenue Fisheries would need to take advantage of
these good times 10 help it survive the more difficult times and to put money away in reserve for
possible expansion.

If the exchange rates increase. Avenue Fisheries’ imports become cheaper. Avenue Fisheries can
respond 1o this by importing more fish during this time. Avenue Fisheries could atso take this
opportuniny 1o import previously too expensive fish (rare or extra large Koi). Avenue Fisheries
could buy expensive and desired fish cheaply and sell them for a lot more than they were bought
for — bigger profits.

If the exchange rates decrease. Avenue Fisheries” imports become more expensive. Avenue
Fisheries can respond to this by importing less Koi directly from Japan and using UK wholesalers.
There are a few large wholesalers who can import fish (including Koi) cheaper than Avenue
Fisheries. because although affected by exchange rates. they can purchase higher quantities of fish
and so receive bigger discounts: they have more “buving power’. Avenue Fisheries could gather
livestock from such wholesalers. but a big disadvantage of doing so is that Steve does not have a
direct input of what is imported. This way the quality of the Koi may not be to Avenue Fisheries’
standards and rather than accepting inferior fish. Steve would have to accept lower stock levels.
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ENVIRONMENTAL CONSTRAINTS o
ENVIRONMENTAL CONSTRAINTS

Like all businesses Avenue Fisheries has to comply with all current legislation to do " with
protecting the environment. In reality, these do not place constraints on the everyday running of
Avenue Fisheries as the business does not cause any kind of pollution.

In response to not being able to sell off parts of his land, Steve could continue to campaign against
this, along with the other residents of the road, putting more pressure on the local council to lift the
restrictions.

If the Ramblers Association revisited its claim, the only response for Avenue Fisheries would beto
obtain legal advice and hope common sense prevails.

the other healthy livestock. Avenue Fisheries has a wealth of experience and is able to recognise
and treat fish diseases appropriately. Avenue Fisheries has an effective and thorough quarantine
process, and does not import diseased fish.

In the event of a massive power failure. Avenue Fisheries could use a standby battery charged
generator 10 operate the pump svstem. This would only be effective short term and would be very
expensive and probably unnecessary as ponds ke a few days to get dirty and it is only in very
rare cases that power failures last that long.

Koi are a good source of food for the heron bird. Avenue Fisheries has placed wires over its fish
area to deter the birds from landing. This is mostly effective but some stock is still iost to the
heron. The heron is a protected bird and cannot be destroyed. In Tesponse to an increase in the
population of herons or an increase in their intelligence and bravery. Avenue Fisheries could place
fnore wires over the fish area and cover the ponds at night. More wires and pond covers would
intimidate the herons more and maybe put them off trying to steal fish. The heron is a difficult
environmental constraint to battle as it occurs naturally and the bird cannot be killed by law.

When choosing its location Avenue Fisheries had to check on whether its neighbours used
artificial crop sprays or fertilisers. There is not a law against using these sprays and if one of
Steve's neighbours did decide to use such fertilisers it could have disastrous effects. killing his
fish. The only way Avenue Fisheries can avoid the problem is to keep in with the neighbours.

could respond by pleading with the neighbours to stop using artificial crop sprays or fertilisers, or
by changing location. A change in location, however. is not financially possible for Avenue
Fisheries so pleading with the neighbours would be the only possible response, but it may not be
an effective one. A good feature for Avenue F isheries is that most of the houses nearby have been
bought by people for their own private residence and that the land is not used for commercial crop
growing anvmore.
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