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1. [bookmark: _Toc456901515][bookmark: _Toc113227106]Introduction 
This report will critically analyse change for an organisation, the first section will look at different forms of change and what change is in the workplace, using the Burke Litwin Model of Organizational Performance and Change as an example of transformational leadership and transactional. Using an example of change that happened due to the Covid 19 pandemic and how working from home effected a lot of individuals but not all, and how the hotel industry was prominently affected by the pandemic and had to shut their businesses down, Whitbread PLC, (2022a) who own premier inn kept 39 hotels open to help and support the front-line workers. Then the report will look at the micro and macro environment and what is needed to monitor the areas, such as PESTLE, Porters Five Forces and SWOT. Briefly going over the stakeholders and the importance of communicating certain things to them. And looking at the change curve and how it relates to the feelings employees may have when a change happens, and how important it is for leaders to be aware of hoe their employees are feeling towards the change. The next section will look at Kotter’s 8 step model of change, the model is a simple top-down model that can help the transition of change. The model is very similar to Lewin’ Model of change. The model is then used for organisational change of returning to work after the covid 19 pandemic. Student A is a manager in Premier Inn, used this model to make the transition of returning to work easier for their team. Concluding that Kotter’s model was unsuccessful as not all steps were completed, the student did learn bout themselves in the process.


[bookmark: _Toc113227107]2.0 Critically analyse the current forces for change in the organisations micro and macro environment that can impact workplace culture and capability


[bookmark: _Toc113227108]2.1 What is Change in the workplace?
“Change is the law of nature. We can observe change in every walk of our life be it is business, profession, or personal life.”
Sourced from (Warner Burke, 2008)
Change in the workplace is fast becoming the norm with the world evolving and changing daily. There are many forms of change that exists for an organisation, two examples are transformational, transactional. Burke Litwin Model of Organizational Performance and Change see Appendix A shows the different factors of change and categorize them regarding importance. The model displays the factors that are more important on the top section (transformational) and less important on the bottom section (transactional). Holten & Brenner, (2015) found that research on organizational change found that positive behaviours towards change happen if management is capable of change, is hands on, communicative, and is understood to be honest. Managers are an important factor for change, enabling the success of organizational change and influencing the level to which individuals welcome the change. This suggests that a competent strong leader or manager will be able to successfully implement change, being involved and communicating every step will help making the journey easier for their employees. 
Change can come in all shapes and sizes and be influenced by many things, such as climate change, culture, positive or negative changes in the economy, advances in technology, and internal environmental changes such as change in management, changes in procedures and even personal life situations can affect change within the workplace. A recent example of change that affected the whole world was the Covid 19 pandemic. Almost all organisations big and small were affected, with some having to close their businesses for good, and others having to make immediate changes such as working from home for example. The most prominent change was to our Mental Health. Da et al., (2022) wrote about a study completed in the UK about anxiety disorder, the study found that anxiety in individuals during the pandemic reached 24%, compared to pre-pandemic of 13%, the research also found that covid affected everyday lives of individuals causing loneliness and decreased mental health. These figures suggest that covid played a negative role in the way individuals felt about their professional and personal lives. The lifestyle changes during the pandemic were immediate and having to adapt to working from home can be difficult for some, but not so difficult for others. Dubey & Tripathi (2020) study was based on how individuals felt having to work from home during the pandemic, the study was completed by analysing twitter activities that were posted on social media. Using the results of 100,000 tweets that were analysed, they found that 73.10% of tweets were positive towards working from home compared to the 26.10% which were negative. To ensure of a more detailed analysis of the 100,000 tweets, the emotional intelligence associated with them were analysed. A total of eight emotions were assessed which were fear, joy, anticipation, anger, disgust, sadness, surprise, and trust. See Appendix B. The results showed that most of the tweets were based on three emotions Trust, Anticipation and Joy. These figures suggest that working from home was seen as a positive activity. This can be for many reasons, for example, having an organisation make the transition easier would help employees adapt to working from home a lot simpler and with minimal stress. Communication can also be a factor, having an organisation communicate with their home working staff can help with the isolation of working from home. The Leisure and tourism sector took a big hit during the pandemic, with most hotel chains in the UK having to close their businesses and staff were either made redundant, let go or furloughed. Whitbread PLC, (2022a) kept open 39 hotels within the UK to support NHS staff and other front-line workers, this meant that 39 hotels were able to keep their staff working to ensure the key workers were being looked after and supported. A list of what Whitbread did during the Covid 19 pandemic can be found in Appendix C.
There are many other forces of change within an organisation. The next section of this report will look at micro-environment and macro-environment and how both cover internal and external factors of change for an organisation. 

[bookmark: _Toc113227109]2.2 Micro-Environment and Macro-Environment
[image: Difference Between Micro and Macro Environment (with Comparison Chart) -  Key Differences]
Sourced from (Surbhi S, 2018)
An organisation environment is commonly made up of various macro- and micro-environments. Micro- Environment is known as internal factors that can influence the day-to-day activities and performance of an organisation, such as suppliers, competitors, customers and even the public. Macro-Environment is the external factors which can impact the organisations decision making and overall performance, such as economic, technological, natural, and political to name a few. Singh et al., (2021) wrote that the macro-environment contains factors that are difficult to be in control of, and this is because it is outside the control of the organisation, and PEST (political, economic, socio-cultural, and technological) is typically used for the macroenvironment. They also described micro-environment as Customers, rivals, suppliers, and creditors. This shows that the macro-environment is an uncontrollable force and using the PEST analysis can bring more attention to them. Dalirazar & Sabzi, (2020) said that managers do not have any influence in external factors, a PESTLE review will help to set up strategies and focus on their internal assets and plans. Applying this model in evaluating the external environment, is the best way to assess external risks. This shows management have no control over external forces, but being aware of them can help be proactive, enabling them to put plans in place and protect them from uncontrollable forces. 

[bookmark: _Toc113227110]2.3 PEST Analysis
[image: PEST Analysis Ultimate Guide: Definition, Template, Examples]
Sourced from (Kiesha Frue, 2020)

PEST is an acronym for four areas of change: political, economic, social, and technological. A PEST analysis is an influential tool that’s widely used, it helps to identify the changes and the effects of the macro environment that can and will affect the present and future of an organisation. According to (Rastogi & Trivedi, 2016) many other variations have been used over time Appendix D, for example PESTLE (Political, Economic, Social, Technological, Legal and Environment) White, (2021) described PEST analysis as being used to assess the external and macro environment elements that can influence an organisation, these are political, economic, social, and technological. It can aid organisations in forecasting how worth while or successful a business plan will be regarding revenue and profit. This shows how important PEST analysis is to the future of an organisation. Carruthers, (2009) said that to help the PEST analysis, the organisations environment is split up into macro-environment, this comprises of the external elements that can affect how the organisation operates but is out of their control. These suggest that PEST is generally used within an organisation to monitor the changes, planned or unplanned that can happen on the outside of the organisation and that’s out of their control. Voiculet et al., (2010) concluded that an organisation must be alert to any action from the external environment and must constantly adapt to it. If an organisation is aware of what is going externally, the also have the opportunity to put plans in place to stay ahead of the competition.
An example of change that can and will affect the future of an organisation is ‘Climate Change,’ this is a global problem and without immediate action the future of our planet is at stake. Whitbread PLC owns over 840 Premier Inn hotels largely in the UK and most recently Europe, they understand that change is needed, and they have a responsibility to their people. Whitbread have a sustainability programme in place called ‘Force for Good,’ and the aim of this programme is to create a beneficial influence for all stakeholders and the world. See Appendix F for Whitbread’s ‘Forces for good’ pledge. 
Below is an example of a PESTEL analysis completed by Student A who works as a team leader for Premier Inn hotels.
	Political
	The UK hotel industry depends heavily on legislations created by the government. 
The most recent change in legislation that has impacted the hotel industry is the COVID-19 pandemic. Due to the covid 19 regulations the public have been advised to stay at home and travel bans all around the world were put in place. The hotel industry lost millions due to loss of sales. (See Appendix I)
Low taxes have helped Premier Inn Hotel to sustain the covid-19 impact.

	Economic
	Economic factors affecting the hotel business are costs of utility, costs of labour, rent, and business rates. The most recent change that’s affected the economy has been the increase in utility costs which is going to impact on the hotel to a big extent.


	Social
	Social factors are related to the customers ’needs, their expectations, and the services provided by us at Premier Inn. Customers’ needs and expectations are forever growing and changing. We offer the 100% Money back Guarantee (see Appendix G) if our customers are not happy with our product and service. 

	Technological
	Technological has a big influence on marketing and advertising. The way people communicate is ever changing. Premier inn has an online service, for easy booking. All Premier Inns have Wi-Fi available.

	Environmental
	Global climate change can have a consequential effect on Premier Inns, ‘The forces for good’ program is a project that aims to make Premier Inns ecologically sustainable (see Appendix F).

	Legal
	National Living Wage and National Minimum Wage rates is a legal requirement that the government review yearly and must be adhered to, for the latest government increase for wages (See Appendix H). 



The PESTLE analysis is a tool used to monitor the external environment of an organisation, it helps to identify threats and opportunities due to outside influences. Another tool that can help monitor the external environment is Porter's 5 Forces, this model will help analyses an organisations competitive environment. 

[bookmark: _Toc113227111]2.4 Porters Five Forces
[image: Porter's Five Forces Analysis: Definition, Model & Examples Explained]
Sourced from (Heubel, 2021)
The above model is ‘Porters Five Forces’ it was created by Professor Michael Porter in the late 1970’s as a tool to help businesses assess the competitive market. He believed there are five forces that can determine the intensity of the market.
The five forces are.
1. Threat of new entry - new entrants in an industry can bring new dimensions and the craving to gain a share in the market.
2. Competitive Rivalry – The force looks at how intense the current competition is in the marketplace
3. Buyer Power - This force analyses to what length the buyers (customers) can put pressure on a company.
4. Supplier Power - This force analyses how much power and control suppliers have over businesses. 
5. Threat of substitution – this force analyses the existence of products that are similar or the same, which increase the chance of customers switching company’s
According to (Bruijl, 2018) The five forces model is an influential tool that is straightforward to use, it can help with identifying certain capabilities that are in line with a particular business situation by looking from the outside-in. This suggests that this tool can be used for the macro-environment, looking at external areas that can help increase profitability. (Isabelle et al., 2020) paper argued that the Porters five forces framework is no longer suitable as it doesn’t meet the needs of functioning in the 21st century and could possibly lead to unsound decision- making. This implies that maybe the Porter’s model is out of date and would not work in this ever-changing environment, and the decisions made will be unsuccessful. (Göral, 2015) said that with the combined weight of porters five forces, organizations can succeed with the right position in the environment shaped by the forces. The model has the capacity to persist in spite of the competition forces and use them to their advantage to be in the correct position. This shows the model has the ability to help an organisation monitor the environment and stay in the best position to improve their advantage within the market. 
Below is an example of a completed Porter’s five forces model for Premier Inn by Student A.
Threat of new entry – As the hotel industry is growing at a rapid rate and new hotels are popping up everywhere, the threat of new entry is HIGH.
Competitive Rivalry – Competition is high, Premier Inn’s main competitors are other budget hotel chains such as Travelodge and Holiday Inn.
Buyer Power – The power buyers have is moderate, with a lot of competition amongst the hotel’s costs become competitive, and buyers can choose where to stay based on low prices.
Supplier Power – The power suppliers have is low, with the hotel industry being so large there are no shortages of suppliers.
Threat of substitution – The threat of substitution is high, with the development of technology the advancement of substitute products such as Airbnb, Teams and Zoom is decreasing the need to travel and book hotel rooms.
Porter’s Five forces is a great tool for monitoring the competitive market for the macro-environment. Another tool that can monitor the external and internal environment is a SWOT analysis.











 
[bookmark: _Toc113227112]2.5 SWOT Analysis 
[image: How to Complete a Personal SWOT Analysis | by Jodie Shaw | Thrive Global |  Medium]
Sourced from (Shaw, 2017)
A SWOT analysis is used as an evaluation model, it looks at internal factors, strengths and weaknesses and external factors, opportunities and threats which are beyond the control of an organisation. The SWOT model is not designed to give results, it’s designed to help understand where the organisation currently stands, and how to start moving the organisation in a better direction. Helms & Nixon, (2010) wrote that the SWOT model has been used by many practitioners, market researchers and is a popular tool used regularly for business marketing and strategy students. They said the tool is used to assess a possible course of action and complicated decision situations, using internal and external issues as a starting point in creating a plan of action. It can be put together swiftly and can be used as a brain storming exercise collecting different perspectives. This suggests that SWOT has been used by many, and for the same outcome, looking at where the company is in the present and where they need to go for the future, and making the difficult decision to action. It also implied that the model is simple to use and can be used as a group exercise to get different perspectives. Swot has been used for many years and by many researchers who have examined this model for its strengths and weaknesses (Strategic Direction; Bradford, 2015) found that.
“SWOT can be compared to a photograph, rather than a moving image. Perhaps that is where its greatest weakness lies: it is a snapshot of a point in time. Because the environment is constantly changing and new strategies also have an effect on internal strengths and weaknesses, environmental scanning is needed regularly to update analysis.” 
This implies that once a SWOT analysis is completed, no other work is done to assess these areas going forward, in this ever-changing environment it’s important to be proactive and continually monitor the analysis after completion to ensure its updated regularly and actioned if needed.
A SWOT analysis consists of four areas, two areas are for the micro-environment and two are for the macro-environment.
Micro-environment
· Strengths – Are what an organisation does well.
· Weakness – Is what an organisation doesn’t do well.
Macro- environment
· Opportunities- Are what opportunities are available externally.
· Threats – external threats could impact negatively.
Below is a SWOT analysis from Whitbread PLC, the information was sourced from (MarketLine, 2022) 
[image: Chart, waterfall chart

Description automatically generated]
See Appendix E for a full break down of the SWOT Analysis. 
It is important for the hotel industry to monitor the micro-environment, using the SWOT analysis can be a successful way monitor and assess any changes that can and will affect the business. Being aware of any changes in the micro-environment will enable an organisation to put plans in place to enable any change to be introduced successfully.

[bookmark: _Toc113227113]2.6 Stakeholders Analysis
[image: What is Stakeholder Analysis? | Definition and Overview]
Sourced from (ProductPlan, 2018)
The purpose of a stakeholder analysis is to summarise the key stakeholders and what their needs are for the business or organisation. It is important to have a clear understanding of each stakeholder as this will help identify and prioritize the people who may be affected by the business or organisation. These people range from CEO’s, managers, staff, and customers. Maguire et al., (2012) described a stakeholder’s analysis as ‘a range of tools for the identification and descriptions of stakeholders’ based on their traits, interconnections, and their common interest, and Mok et al. (2017) paper considers the analysis as a necessary part of stakeholder management that helps to identify stakeholders and their interests, evaluates stakeholders' interactions, and measures their influences. These show that the analysis is important in identifying who the stakeholders are and how they can influence an organisation by their associations with them.
 Stephens, (2005) said the relationship of a stakeholder and an organisation is important in developing the reaction to stakeholder pressures. Suggesting that building and maintaining relationships with an organisation’s stakeholder is important in helping to communicate with them. This is especially important when a change is about to take place, certain stakeholders will need and want to be involved, and others may not need to be told. 
Examples of stakeholders for Premier Inn completed by student A.
	Stakeholders
	Relationship
	Position on grid

	Whitbread PLC
	Whitbread owns Premier Inn 
	High Power/ High Interest

	Employees
	Works for Premier Inn
	Low Power/ High Interest

	Customers
	Stay in Premier Inns
	Low Power/ Low Interest

	Suppliers
	supplier of goods
	Low Power/ High interest

	Government 
	Taxes - corporate and income
	High Power/ High Interest






[bookmark: _Toc113227114]2.7 Change Curve
[image: Where Are You On The Change Curve? - Growing Organisations Ltd]
Sourced from (Francis, 2020)

Change is an inescapable part of life, and there is no getting away from it. If change is well planned, mapped out and organised, it can create positive results. But even if the planning is all thought out, change can be hard to integrate, accept and appreciate. The Change Curve model was originally developed by Elisabeth Kubler-Ross in the 1960’s to help explain the steps in the grieving process. However, the model has been used as a way of helping people process and understand their reactions to change, either negative or positive.
The stages are:
1. Shock – Hearing of change for the first time can cause a feeling of shock and surprise.
2. Denial – Disbelief that change is happening
3. Anger – Not happy with the change.
4. Depression – Feeling low, and unhappy with the change.
5. Experimentation – Engaging in the new. 
6. Decision – Feeling more positive and learning to accept the new changes.
7. Integration – Changes accepted.
(Williams & Braddock, 2019) said that the model is broadly used to manage Change or a crisis, mainly in larger organisations where employees encounter unexpected news, generally related to significant restructuring. By comprehending oneself and other’s reaction to change, can help understand where a person is on the Change Curve model. This suggests that having an understanding of how people will react to big changes, using the model to assess where people are in their process. Lynch, (2019) said its important to remember that all individuals are different, and move through change at different rates, and without cautious management some may remain at the depression stage and not move on. This suggests that if management doesn’t manage and support their employees through all the stages, they could get bogged down at the depression stage and not recover. This can cause a negative impact on an organisation especially if they are going through a major change.














[bookmark: _Toc113227115]3.0 Critically analyse the nature of change and evaluate complex concepts relating to leadership in relation to change management.

[bookmark: _Toc113227116]3.1 Change Theory Kotter’s 8 Step Model of Change 
[image: Kotters 8 step Model of Change]

Sourced From (Juneja, 2019)
The Kotter’s 8 Step Model of Change was first introduced by John Kotter in his book ‘Leading Change’. The model was created to help leaders achieve organisational change successfully. The model is designed to prepare employees for a change, not to catch them off guard, and support them on every step of the journey.
Kotter’s model has 8 steps.
Generating
1. Increase urgency – Create a feeling of haste towards change.
2. Build Guiding team – Create an alliance. 
3. Develop the Vision – Create a game plan.
Consolidating
4. Communicate for Buy-in – Present and communicate the game plan for change.
5. Empower Action – encourage employees by removing barriers
6. Create Short Term Wins – Create short term goals.
Anchoring
7. Don’t Let up – Continuous improvement.
8. Make Change stick – Ensure the new change stays in place.
Varkey & Antonio, (2010) Kotter’s 8-step model for change management is widely used in the business field and is a complete sequence of steps that puts attention on people and their feelings toward change. This suggests that the model is used in most genres of business, and the model’s steps don’t just focus on change but on how people feel about the change. Laig & Abocejo, (2021) paper said that the 8-step process in leading change to enable an organisation to be successful in this ever-changing world. An said it’s regarded as an emergent process when change is inevitable in the organisation. This implies that the model is still considered as a up and coming when change is necessary to the success of an organisation. As the environment changes it can bring new ways to do things. Appelbaum et al., (2012) concluded that the primary problems people face while implementing Kotter’s eight steps are not due to planning, formation, culture, or systems, but about the changing behaviour of people. This suggests that the issues that rises in the model are not due to the work that’s involved but hoe people perceive and deal with the change. Aldemir, (2010) said Kotter gives an 8-step model for leading change and puts leadership at the heart of the model. These steps can be split into three sections which are generating, consolidating, and anchoring, these 3 areas have similarities with Lewin’s model of change. This implies that leaders have an important role in the model and are responsible for being both coach, mentor, and counsellor to their employees, and it also implies that the model is like the Kurt Lewin’s model of change (See Appendix J). Kurt Lewin’s Model of change is a simple but effective method, it has 3 stages compared to Kotter’s 8 steps, but the concept is similar. Below is a table to show the similarities between Kotter’s and Lewin’s change models.
	Kotter's
	Lewin's 
	Similarities

	Generating - Steps 1-3
	Unfreezing - Stage 1 
	Creating the right environment for change

	Consolidating - Steps 4-6
	Change - Stage 2
	Implement the change

	Anchoring - Steps 7-8
	Refreeze - Stage3
	Adapt and accept the change



Harrison et al., (2021) said Kotter and Lewin’s models, underline the central theories of involving people in change from the beginning, supporting their feelings about change and supporting change with effect communication and behaviours. This shows that both models have an interest in ensuring their employees are cared for during the change process, being open, honest, and supportive through the process will help the change implemented succeed. Calder, (2013) suggested Kotter goes into a lot of detail in the Unfreezing stage. Both Lewin and Kotter see the significance in decreasing the resistance and arranging people to support the change in full before commencing on changing anything. This shows that both models see an importance in ensuring staff are open to change, and the importance of having a team available to provide support. 
The next part of this report will use Kotter’s 8 step model in a change from student A’s workplace.
.

[bookmark: _Toc113227117]3.2 Generating – Urgency, Build Guiding team and develop a Plan

As the covid 19 pandemic winds down, Premier Inns are now back to working order with additional changes in place. According to (Nadkar, 2020) Whitbread lost over 6000 employees due to the pandemic, with some being let go, some volunteered to leave admin moved to homeworking and the rest were furloughed. The changes needed to reopen and work as normal were communicated to all team members, Furloughed staff returned to their normal duties with the housekeeping team being re- trained in Covid cleans, reception staff continue with social distancing, and extra cleaning in all areas for the safety of both staff and customers (see Appendix K). Returning to work was the biggest change for all, staff had been at home for a long time and adjusting to being back in work can affect individuals in different ways.
Student A is a manager for Premier Inn, to ensure the transition of when staff return to work was smooth, Student A had Team meetings via Teams with all team members to; 1. Check in - Well-being, 2. Explain what will happen going forward, 3. Maintain relationships, and 4. Create an open dialog for best practices for returning to work. Student A’s main priority was to communicate and support the team through the change, involving the team in creating a plan will ensure cooperation. (Wang & Li, 2022) paper found that research had conveyed that capable leaders can motivate individuals to seek better organizational performance, help organisations manage challenges, and help to reveal future business directions.
The 1st 3 steps of Kotter’s model has been followed, Student A has been in contact with the team before their return to work to discuss their return, Key members are on board for returning and are excited, and discussions on strategy took place. According to Student A the only downside to this was not all team members were available for team meetings and may have missed the information being shared. Generating complete
[bookmark: _Toc113227118]3.3 Consolidating - Communicate for Buy-in, Empower Action and Create Short Term Wins
The team has returned to work, and now student A can share the plan of action with them, housekeeping workload has been reduced to ensure staff are eased back into it, extra training is provided for ‘Clean Protect’ and social distancing. According to (Jensen et al., 2018) Transformational leaders’ have the expertise to deliver values and increase mission power among employees is because of their communication of the vision. Suggesting a transformational leader will have the knowledge and experience to communicate the vision to keep employees engaged. Once training was complete and staff were back to work, student A started monitoring all teams to ensure no barriers were present and if so remove them, a common problem that arose was ‘people’ and the resistance to change. Karaxha, (2019) said there are many reasons for an employee or employees to have resistance to change, they are all different, and depends on their individual personality. This suggests that resistance can be due to the values and beliefs of people and their own view of things. Richesin, (2011) said individuals will differ in their competence, and desire to adapt to change. Suggesting people may have low emotional intelligence and engagement in change.
Steps 4 & 5 of Kotter’s model has been followed, Student A Delivered the plan of action to the team and monitored progress for any problems the team might have. Student A found that even though the team were communicated to face-to-face team meetings, letters of information and notice boards around the building they still had their reservations. Student A had one to one, open and honest communication with the individuals who were still having issues and seemed to iron out the problems.
Step 6 was not completed, due to the unseen future concerning covid student A didn’t have the resources to create short term goals.



[bookmark: _Toc113227119]3.4 Anchoring – Don’t Let up, and Make change stick
Student A has been monitoring the return of the team and communicating with them often to ensure they are happy, as things are still uncertain with the pandemic. Men, (2014) said that communication ability, standards, styles, and channels of a leader can influence the attitude of employees and behaviours. Suggesting that a strong experienced leader with clear communication skills will have more of a reaction from their employees. Staff are following covid guidelines to ensure their own safety and the safety of the guests. Student A’s aim is to create a culture of change, Student A has regular meetings with each department to ensure things are running smoothly, using this opportunity to resolve any conflict by listening to what the team have to say, answer questions, and engage in discussions. This links to transformational leadership, Barling et al., (2000) paper said that leaders who know how to manage their own emotions, have self-control, and delays own satisfaction can be role models to their employees, which creates trust and regard for the leader. This suggests that leaders with high emotional intelligence can build a strong culture around relationships and trust.
The last steps 7 & 8 are being implemented and will be a continuous process, as we adapt to post covid. 
Student A found Kotter’s model of change easy to follow and implement even though it wasn’t completed (step 6), student A has always tried to maintain relationships with the team members which aided in the transition of returning back to the workplace. Student A compared both Lewin’s model of change and Kotter’s model, student A found Kotter’s model more informative, but strict with no room to go back or change anything, where Lewin’s model could be moulded to fit the return-to-work scenario. Student A enjoyed using Kotter’s model as it helped in their own personal development, knowing what type of leader they are, has helped them gain a better perspective.





[bookmark: _Toc113227120]6.0 Conclusion
[bookmark: _Toc456901523]This report has shown that many factors go into monitoring the micro and macro environment, the SWOT and PESTLE are essential tools to ensure these areas are monitored and actioned, Porters five forces will also help stay on the competitive market. The research in this report shows that Kotter’s model was unsuccessful in a workplace change as step 6 create short term wins was not implemented, however the student found the model engaging and learned something about themselves in the process. The student compared both models and concluded it would be easier to implement Lewin’s’ model of change due to the simplicity and it’s not as ridged as Kotter’s. However, the importance in delivering change is in the leader, and how they move their team through any change, large or small. A leader will create trust, employees who trust their leader will follow.
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During the first UK lockdown, we kept 39 hotels open to provide accommodation for
NHS staff and other front-line key workers

We provided full refunds to customers for all cancelled bookings at the start of the
pandemic and have changed our booking options now to give customers much more
flexibility

We continued to pay suppliers, many of which are small or medium-sized UK businesses,

in a timely manner

With the closure of our hotels, we placed over 27,000 of our employees on temporary
furlough, with the Government support package

Our senior management team and Board took voluntary pay cuts and all salaried staff
have been placed on a pay freeze. National minimum wage increases were continued for
hourly staff

We passed fleet delivery capacity to supermarkets to help feed the nation and in 2020
we donated over 200 tonnes of food to charities following our restaurant closures
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PESTEL analysis .

PESTLIED analysis- Political, Economic, Social,
Technological, Legal, International, Environmental,
Demographic.
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SLEPT analysis - Social, Legal, Economic, Political,
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Broad network of operations

Whitbread’s wide network of operations enables to improve its market presence. It offers food and accommodation services under seven brands
comprising hub by Premier Inn, Premier Inn, Brewers Fayre, Bar+Block Steakhouse, Beefeater, Thyme, Table Table, and Cookhouse and Pub. In
FY2021, the company’s Premier Inn operated morethan 820 hotels with 78,718 rooms in the UK, the Middle East and Germany. Its hub by Premier
Inn brand operates eleven hotels; Beefeater operates 165 restaurants and sells three million steaks in a year; Brewers Fayre operates 160
restaurants. Its Bar+Block Steakhouse operates six restaurants and sells 2,000 per week: Table Table operates 80 restaurants and serves nine
million customers per year; and Cookhouse and Pub brand operates in ten locations.

Liquidity position

Strong cash and liquidity position puts the company at an advantage when attempting to fund any potential market opportunities. Whitbread's
current ratio was 1.74 in FY2021, compared to 1.29 in FY2020. A higher current ratio indicates that the company is in a relatively strong liquidity
position. At the end of the review year, the company had total current assets of GBP1,350.5 million, an increase of 62.1% over the previous year,
with cash and equivalents worth GBP1,236.8 million. Its total current liabilities stood at GBP775.3 million, an increase of 19.8% over the previous
year.
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¢ Geographical concentration

Weaknesses Operational ~ The company's operations are highly concentrated in the UK. In FY2021, Whitbread derived 97.6% of its revenue from the UK, while other
international market accounted for only 2.4%. High dependence on the UK makes the company vulnerable to the demand dynamics of this region
and restricts its income growth to the local economy. Moreover, the company is also exposed to risks associated with the economy, while its
competitors with significant operations in diverse geographic regions are guarded against such a risk.
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Focus on business expansion

The company strongly focuses on expanding its business through acquisition and new openings. In May 2021, the company announced its plan
to open 17 new and extended hotels. In April 2021, the company opened a new Premier Inn hotel in Botley, Oxford. In March, the company opened
its first warehouse in Haiger, Germany. In February 2021, the company announced its plans to open four new Premier Inn hotels in Scotland.
Therefore, the company’s focus on expanding its hotel network would enable it to accelerate growth in future.

Growing travel and tourism industry in the UK

The company is likely to benefit from the growing travel and tourism industry in the UK. According to in-house research, the UK travel and
tourism industry is forecast to reach a value of US$327.3 billion by 2022. Hotels and motels industry accounted for 16% of the industry's total
value. As the company provides hospitality services in the UK, it could benefit from growth trends in the UK travel and tourism industry.

Positive outlook of global foodservice sector

The company stands to benefit from the positive outlook of foodservice profit sector in the UK, which includes full-service restaurants (FSR),
quick-service restaurants (QSR), and coffee shops. According to in-house research, the global foodservice industry is expected to grow at a
CAGR of 3.3% during 2018-2023 to reach a value of US$3,817 billion by 2023 from US$3,246.8 billion in FY2018. In terms of volume, the global
foodservice industry is expected to reach 578.9 billion transactions by 2023. Full service restaurant was the largest segment, which accounted
for 411% of the market in 2018, followed by quick service restaurant and fast food (27.7%), pub, club and bar (13.2%)., accommodation (7.2%) and
others (10.8%). Geographically, Asia-Pacific accounted for 40.9% of the total value of global foodservice industry, followed by Europe with 26.2%,
the US with 21.2%, the Middle East with 1.4%, and Rest of the World with 10.3%. The expected growth is due to the increasing transactions
resulting from busier lifestyles for convenience-based food products and growth in food service outlets.
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# Risks related to unforeseen circumstances

Operational ~ The performance of Whitbread could be affected due to the unforeseen circumstances happening in the lodging industry. Host's operations are
vulnerable to the effects of terror attacks and hostile weather conditions. Increasing incidents of terror attack across the globe could cause
significant business interruption and could affect the company's operating results and financial condition. Additionally, the potential physical
effects of climate change such as natural disasters, and other factors including outbreaks of contagious diseases could also affect company's
operations. Such incidents could reduce domestic and international customer traffic, which, in turn, could affect the company’s business.

h Competitive market

Industry Whitbread faces intense competition across the market in which it operates. The hospitality industry is characterized by a large number of
players, with many of them having a worldwide presence. The company competes with large international chains such as AccorHotels,
InterContinental Hotels Group PIc, Italian Coffee Holdings Ltd, J D Wetherspoon Plc, Marriott International Inc and Mitchells & Butlers plc. Most of
these companies have wider geographic presence compared to Whitbread. Consolidation in the industry would intensify competition and result
in aloss of revenue. Some of the company's competitors have greater financial resources, resulting in greater purchasing power, better financial
flexibility and more capital resource for expansion and improvement which enables them to compete more effectively. The trend of rising
competition in the hospitality industry may potentially impact Whitbread's pricing structures, forcing the company to lower its fees or prices.
Hence, increasing competition from larger rivals could affect the company’s profitability.
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We will reduce our environmental impact

> We will eliminate unnecessary single-use plastic by 2025
> We will cut food waste by 50% by 2030
> We will not send any waste to landfill

> We will minimise water use across our business and champion water stewardship
with high risk areas

> We will reduce our Scope 1and 2 carbon emissions intensity by 80% by 2030 and
Net Zero by 2040

> We will reduce our Scope 3 carbon emissions intensity by 50% by 2035 and 64%
by 2050
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What is the Good Night Guarantee?

At Premier Inn, we're so confident you'll have a great night's sleep that if you don't, we'll give you your money back. If there’s a problem, just
have a chat with a member of our friendly reception team. They’ll be happy to put things right. This is our Good Night Guarantee. Terms apply.
What do | do if I'm unhappy during my stay?

The first thing to do is speak to one of our team, who’ll be happy to put things right for you. Our friendly reception teams are on hand 24 hours
a day, 7 days a week.

Is there a time limit on when | can have my money back under the Good Night Guarantee?

Most guests let us know if there’s been a problem while they’re still staying with us. However — if you don’t get the chance to do that, you
have up to seven days from check-out to claim on our Good Night Guarantee.
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The COVID-19 pandemic has wiped a staggering £80.8bn off hospitality’s sales in just 12 months, the latest edition
of the UKHospitality Quarterly Tracker with CGA reveals.

It shows sales from the start of April 2020 to the end of March 2021 totalled £46bn, down by 64% on £126.8bn in the
previous 12 months. The drop of £80.8bn is equivalent to around £220m of sales lost every day - or more than £9m

every hour.

The devastating fall reflects the waves of national and local lockdowns and severe trading restrictions that the UK’s
hospitality businesses have endured since the pandemic began. Many venues have been unable to trade for the
majority of the past year, and all restaurants, pubs and bars have been limited to deliveries and takeaways throughout

the first quarter of 2021.
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Checking-in and social distancing
Minimising contact at reception with protective screens and auto-dispense hand sanitiser is available in public areas.

Hygiene and anti-viral sanitising spray

More frequent cleaning of high-touch areas, such as check-in kiosks, lift controls, door handles and handrails with Diversey-approved
disinfectants to the European standard of EN14476, effective against Coronavirus. In our bedrooms, we’re paying special attention to air
conditioning and heating controls, TV remotes, door handles and desks.

Housekeeping
Unlike other hotel brands, we employ every single member of our 9,000 -strong housekeeping team directly, meaning we’re able to ensure th

continue to have the highest standards in cleanliness and hygiene training to the Premier Inn CleanProtect™ promise. We're also carrying out
additional checks on rooms.

Bed linen and towels
Laundering all our linen and towels at over 60°C to thermally disinfect at high temperatures, so you can enjoy a safe and great night’s sleep.
We've also placed spare pillows in an anti-tamper zip-up bag, for extra peace of mind.

Protective equipment for our teams

Providing all our team members with protective equipment including gloves, aprons, face masks and hand sanitiser. We’re continuously updating
our guidelines for our teams in-line with government advice, while empowering team members (where appropriate) with the choice to wear the
protective equipment provided.




