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[bookmark: _Toc150950395]Abstract 
By evaluating the guest service approach consumed by the hospitality industry, valuable insights have been presented to demonstrate to readers how well-reputed hotels and restaurants have been able to serve a global audience based on their value chain network of hotels, restaurants, and resorts. With a discussion about existing hoteling services offered to a target audience, a remarkable investigation of value-added services provided has been outlined. Premier Inn and Hilton Hotels & resorts have been able to maintain a sustainable market reputation by offering consistency with food and other hoteling services to their loyal and new audience. Based on demographic distribution, the cultural preferences of local customers and foreign visitors have been fulfilled.
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[bookmark: _Toc150950396]Introduction   
The hospitality industry has been majorly contributing towards the GDP growth rate of a country by serving local and foreign customers. Hotels, restaurants, etc., are the center of attraction for consumers who are facilitated with numerous services (Kansakar et al.,2019). Hospitality businesses have been remarkably contributing by innovating their service quality to fulfil customer satisfaction by offering value-added approaches within the operations of the business. Retaining customers and maintaining a positive relationship with clients significantly impact customer loyalty (Olimovich and Khudoynazarovich., 2020). The hospitality industry is diverse, with a wide variety of hotels and restaurants categorized based on demographic factors and socio-economic status. 
In the European region of Scotland, the UK Premier Inn has a significant reputation in terms of offering quality customer services. Premier Inn. hotel has been well-recognized as a British limited hotel chain and is reputed as the largest hotel brand across the UK (Premierinn.com, 2023). Premier Inn. has its headquarters in Dunstable, England, UK. By serving across European and non-European countries, luxurious services are offered. With well-equipped rooms and a lavishing dining area, customers adore to visit repetitively. With nearly 72,000 rooms across its chain of 800 hotels, it has been operating within, i.e., city centers, suburbs, airports, etc. (Phnr.com, 2023). Irrespective of its wide reputation, service diversity has raised recognition for its competitors as well, including Ritz Carlton, Hilton Hotel, etc. 
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Fig:1 Source: (Statista, 2023)
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[bookmark: _Toc150950398]Reputation management 
Reputation management indicates creating market value by serving customers' expectations while meeting stakeholders' priorities (Le., 2022). The hotel industry is well-known in terms of creating a sustainable reputation towards its clients. Well-renowned hotels, i.e. Premier Inn, etc., introduced innovation within service quality by offering quality amenities by accommodating customers with their choice of food and beverages (Nabhan., 2022). Premier Inn's consistent brand evolution strategies by offering quality within an affordable price range have become a trade mark in the last decade. 
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Fig:2 Source: (Statista, 2023)
[bookmark: _Toc150950399]Service culture 
Based on cultural values, food dishes have been distributed based on traditional aspects. With demographic distribution, respective services are offered within hotel branches. Investment decisions within marketing campaigns have created its value chain and global recognition of the extent of quality-driven practices offered to its clients (Huma et al., 2023). Within flexible rates, the food menu is served, i.e. breakfast, lunch, dinner, etc. With mouthwatering meals and refreshing beverages, customers are refueled with their appetite (Grove., 2023). Well-experienced staff serve a great value menu to accommodate customers' choices. With a wide variety of tasty meals and delicious desserts, generous serving across its chain of hotels has been performed. 
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Fig:3 Source:(Statista, 2022) 
Food menu 
For breakfast, lunch, dinner, etc., the food menu has been categorized, including i.e.  
· Starters, i.e. cocktails, salt & pepper calamari, tomato soup, doughballs, chicken goujons, platter flatbread, etc. (Muc et al., 2019).
· Wings i.e., piri-piri chicken, BBQ chicken etc.
· Burgers, i.e. house stack burger, plant burger, etc.
· Pizza, i.e. pepperoni, mushroom. Chicken, red onion, tomato, red pepper, red chili, pineapple etc.
· Classics, i.e. rigatoni Bolognese, beef & ale pie, jumbo prawn linguine, chicken makhana curry, hoisin noodles, beer-battered haddock & chips etc.
· Sides, i.e. skin on chips, creamy mashed potato, garden peas, broccoli, beer battered onion rings, house salad, spicy rice, macaroni cheese, etc. (Bianchi et al., 2023).
· From the grill, i.e. chargrilled gammon steak, mixed grill, piri-piri chicken, etc.
· Salad, i.e. cobb salad, Mediterranean grain bowl, chicken & bacon Caesar salad, etc.
· Desserts, i.e. Ice cream with Cadbury, triple chocolate brownie, vanilla ice cream, tiramisu, sticky toffee pudding, fruit salad, etc. (Buratto and Lotti., 2024).
The above-mentioned is the list of food menus offered to clients on their respective visits. When booking their reservations, dining services are offered with selected dishes from a menu list. The price range for the above menu ranges between £3.49- £16.99. Customers can save up to 20% flat off on their meal deals (Yost et al., 2021). With a family-friendly menu, customers are provided with value-added dishes. By categorizing dishes based on demographic distribution, i.e. kids, adults, elders, etc., food availability with quality services can be consumed on weekdays and weekends. 
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Fig:4 Source: (Statista, 2021)
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By offering tasty food items, Premier Inn has been able to maintain consistency in serving its loyal customers and new audience. With classic and traditional dishes, the theme for the menu has been categorized for consumers, i.e. allergy & nutrition, etc. (Mahawar et al.,2022). By avoiding allergens as ingredients, healthy food diets are offered to consumers who don’t have allergic problems.  
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Fig:5 Source: (Statista, 2023)
However, special food menus have been designed for clients with allergic diseases, i.e., vegan dishes, ovo-lactose vegetarians, etc. (Benvenuti et al.,2022). Information sheets clearly mention allergens, including eggs, fish, peanuts, nuts, milk, celery, etc., which are guided to suppliers to obtain quality ingredients. Quality control measures and health and safety regulatory policies have been devised within working procedures (Hu et al.,2021). Premier Inn has maintained a consistent brand image by practicing standardized measures within operational activities to accommodate customers with their choices, food menu, and hoteling services. 
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Fig:6 Source:(Statista, 2021)
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Premier club membership is offered to loyal consumers who regularly visit the hotel to avail of value-added services. Benefits included in the program, i.e. discounts at restaurants & bars, exchange points for pleasant gifts, discount & free nights, exclusive privileges and premium offers (Wint., 2022). Based on spending in hotels of Premier Inn. customers receive points that they can utilize while accommodating hoteling services. Premier Club members earn reward points, which include services, i.e. complimentary room services, free early check-in-out, free room upgrade, free laundry/ironing, accommodating services for a second person, birthday special offers, etc., which customers can enjoy by visiting within respective hotels of Premier Inn (Zhang., 2021). 
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Likewise, Premier Inn. Hilton Hotels & resorts have been able to maintain a sustainable reputation based on its remarkable customer-centered approach performed across its chain of hotels. Its global presence describes how firmly its brand image has been created with 216,379 rooms across its chain of 584 hotels & resorts, which are currently present across 94 countries globally (Hilton.com, 2019). Tourists and locals book their chosen resort hotels to spend their vacations at various destinations globally. Hilton Hotel & resorts is reputed as the largest hotel brand globally. Customers can book their reservations by availing of special offers that include discount purchases on advance booking.
[bookmark: _Toc150950404]Service culture 
Food menu 
The food menu offered by Hilton Hotels & resorts is categorized into breakfast, brunch, all-day dining, beverages, wine, etc. Most people consume all-day dining services that include food dishes, i.e.,
· Appetizers, i.e., freshly baked pretzels, kitty’s wings, Parker rolls & monte amore cheese butter, pan-seared crab cake, crudité & hummus, charcuterie platter, Kitty O’sheas cheese, House poutine etc.(Hilton.com, 2020). 
· Soup & salads, i.e. house soup, brussels sprouts & asparagus salad, burrata mozzarella, garden lettuce & char carrots salad, salad enhancements, etc.
· Hand-helds, i.e. kitty Oshea burger, lobster roll, spiced chicken thigh, cauliflower po boy, crispy cod sandwich, corned beef sandwich, etc.
· Main plates, i.e. cast-iron seared rib eye, mac & cheese, fish & chips, Atlantic salmon, short rib shepherd's pie, etc. (Hilton.com, 2023). 
· Desserts, i.e. Kitty's bread pudding, honey, goat cheese, cashew cheesecake, baileys & dulce de leche bar, Kitty's milkshake, etc.
The above-mentioned is a category for all-day dining, as breakfast, brunch, beverages, wine, etc., have separate menus which can be selected by customers based on their respective choices. Dishes have been categorized, and the menu has been devised as per the cultural preferences and tastes of local consumers within regions where Hilton Hotels & resorts has been serving. 
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The existing brand reputation created by Hilton Hotels has been due to its changed service strategies practiced across its chain of restaurants and resorts. Within seasonal events, i.e. Christmas, etc., overnight stay facilitates were offered to premium clients (Hilton.com, 2022). People can visit the museum campus, Grant Park, Buckingham Fountain, etc. Additionally, shopping services on State Street, theatre show facilities, etc., are included with Hiltons holiday suite package offered to its loyal customers (Zeng., 2021). In addition, athletic club services are offered within the vicinity of hotels; fully equipped fitness center’s/gyms are provided that consist of, i.e., life-fitness machines, peloton bikes, weights, dumbbells, etc.
For social gatherings, hoteling services and resorts can be booked with advanced appointments for special occasions, i.e. birthday celebrations, wedding ceremonies, etc. (Tien., 2019). With state-of-the-art equipped board rooms, private suites are accommodated for events. Versatile venue and soothing infrastructure include add-ons as themes of the venue are designed based on customers' choices. Below outlined is the revenue margin for similar competitors within the hospitality industry. 
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Fig:7 Source:(Statista, 2022)
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The hotel industry has been revolutionized in the last decade in terms of offering value-added services and adopting a centered approach with the aim to deliver quality-driven facilities to enlarge customer satisfaction rates. Premier Inn. and Hilton Hotels & resorts have been able to maintain a sustainable market reputation by offering quality services based on a chain of hotels, restaurants and resorts. Existing innovative approaches executed within their operational procedures describe how well they have been able to maintain brand image by retaining customers with quality services. Based on reputation management, service quality and brand consistency, remarkable insights have been outlined that demonstrate food menus, loyalty programs and other relevant hotel services offered to their loyal customers. With their global presence, cultural-based distribution within their services has been performed with the aim of accompanying customers with respect to their preferences. 
[bookmark: _Toc150950407]Recommendations  
· Premier Inn and Hilton Hotels & resorts have a firm presence across the European region; however, their hoteling services are not available across the majority of non-European countries. With investment in expanding their business operations, customers within other countries would be offered value-added hoteling services.
· With spending on digital marketing, service awareness would be delivered to new audiences based on social media applications. It would be an efficient brand promotional strategy to create service knowledge among customers. With real-time customer feedback, innovation within service quality would be performed. 
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Table 4.

: Visitor Expenditure Per Room, Per Night by Location Type
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Figure 4.1: Customer Consideration of Accommodition
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‘Table 4.2: Average Locally Generated Expenditure Per Premier Inn Room
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