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Abstract
The project has stated the significance and impact of health and safety standards like hygiene, maintenance cleanliness and employee responsiveness on customer satisfaction within the hospitality industry. Considering Premier Inn Southampton (Cumberland Place) has faced several negative online feedbacks on pest infestations, unclean rooms and staff delaying to respond, the study aims to evaluate how these health and safety issues impact guest perceptions, repeat business and loyalty in the budget hotel sector. Grounded on theories like the SERVQUAL model, Expectancy-Disconfirmation Theory, and Maslow’s Hierarchy of Needs, this study would analyse customer expectations, service gaps and motivational factors and the ways it impacts staff performance and guest satisfaction. The literature review has stated that hygiene is an important driver of perceived service quality and an eminent factor in gaining customer trust. However, poor service and hygiene standards remain quite under-researched in the context of budget hotels. Employing a mixed-method data collection method here, primary data was collected from guest surveys whereas secondary data was collected from guest reviews found online like TripAdvisor. The findings have stated a strong correlation between customer dissatisfaction and poor hygiene practices. Even the survey findings complemented this information and found that over 50% of the survey respondents rated the cleanliness of this hotel to be poor while many even cited delayed housekeeping responses, unprofessional staff behaviour and inadequate maintenance as major issues. Open-ended feedback has showcased the need for better employee training and robust cleaning protocols to be maintained across the property. The survey has also shown that 45% of the guests were dissatisfied with their sanitation and hygiene practices and urgently wanted them to work on this. Furthermore, communal areas were also found to be highly unhygienic. Guests expressed frustration at the slow response of the staff and that made them complain. Many even felt that their expectations were not met and recommended stricter hygiene procedures to be followed to improve their service quality.
Based on the response of the findings gathered, the research has proposed some recommendations for the hotel to improve their performance like implementing structured and robust housekeeping audits, fostering compulsory health and safety training for all employees, implementing a real-time digital feedback or complaint resolution system, forming a partnership with reliable pest control providers and enhancing communication among all departments. These would perhaps help them along their practices with leading hotel chains like Hilton and Marriott and make them even more cost-effective and realistic in the scope of a budget hotel.
Therefore, the research has confirmed that even for budget hotels, one of the foremost things that guests expect is prompt service and consistent hygiene throughout their stay. In this account, the research has stated how health and safety are not just optional luxuries but mandatory standards that affect guest loyalty, online reputation and business growth directly. This project has not just identified critical service delivery gaps within this hotel but has also offered strategic solutions to help them restore their competitiveness and operational quality in the hospitality industry.
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[bookmark: _ywq3cjyyl6c6][bookmark: _Toc200134784]Chapter 1 Introduction
[bookmark: _ra6iqv74xjnr][bookmark: _Toc200134785]1.1 Background
Health and safety concerns like poor cleanliness, maintenance issues and unsanitary conditions directly affect guest experiences, leading to dissatisfaction and negative reviews (Singgalen, 2024). At Premier Inn Southampton (Cumberland Place), there have been various negative reviews where clients complained of their unclean rooms with mites and bed bugs, thus showcasing serious lapses in hygiene and cleanliness (TripAdvisor, 2025). Poor sanitation leads to reputational damage and guest dissatisfaction (Umukoro and Owumi, 2025). With cleanliness being ranked as the top priority for over 97% of hotel guests, this showcases how even the slightest breaches in health and safety can affect customer experience and business growth (TheCaterer, 2023).
[bookmark: _g6abnga7s7z2][bookmark: _Toc200134786]1.2 Overview of the case study
This case study will examine the impact of safety and health failures on customer satisfaction at the upscale hotel, Premier Inn Southampton (Cumberland Place). Despite having a strategic location and quite positive staff interactions, they have still got mixed reactions to their issues like poor room hygiene and bug infestations. Even one complained of how they complained to the reception about an uncleaned room but despite waiting for half an hour, none came (TripAdvisor, 2025). This undermines their reputation and reflects gaps. The study aims to assess how these standards impact positive user experiences by using real customer feedback to explore the wider implications for the service quality of the hospitality industry.
[image: A screenshot of a phone
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Figure 1: Negative review
(Source: TripAdvisor, 2025)
[bookmark: _5mctglvcmcci][bookmark: _Toc200134787]1.3 Introduction of the hotel brand (location)
Premier Inn is the largest and most trusted budget hotel chain known for offering 800 comfortable yet affordable accommodations in various locations in the UK and beyond (Premier, 2025). The Premier Inn Southampton (Cumberland Place) is located centrally, only 10 minutes away from Southampton Central Train Station and within walking distance from major restaurants, nightlife, etc (PremierInn, 2025). Despite catering to leisure or business travellers, it has been criticised for its poor hygiene and cleanliness standards, raising concerns about its adherence to health and safety regulations.
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Figure 2: Negative client feedback
(Source: TripAdvisor, 2025)
[bookmark: _j5zj37md8nji][bookmark: _Toc200134788]1.4 Key theme or topic to be discussed
The main theme of this research is to analyse the role of health and safety standards in influencing customer satisfaction within the hospitality industry by focusing on Premier Inn Southampton (Cumberland Place). As cleanliness is an ethical and legal obligation in accommodation services and not just luxury, failure to meet these relevant health standards damages brand reputation, reduced bookings and even legal battles also (Pereira et al. 2021). This case study argues that complying with high hygiene standards is extremely essential to enhance customer trust and satisfaction.
[bookmark: _k1gl74pknp1s][bookmark: _Toc200134789]1.5 Research Aims, Objectives, and Qustions
Aim:
It aims to critically evaluate how health and safety standards impact consumer satisfaction in Premier Inn Southampton, (Cumberland Place).
Research Question
1. How do hygiene standards impact customer satisfaction?
2. What is the relationship between service quality like staff interaction, health and safety concerns on customer loyalty?
3. To what extent do hygiene and service quality improvements influence repeat visits and customer retention?
4. What are some improvements that may be integrated to improve hygiene and customer satisfaction?
Objectives
1. To evaluate the impact of hygiene issues on customer satisfaction
2. To examine the direct relationship between hygiene and safety and staff interaction with customer loyalty at this hotel
3. To assess the extent to which improvements in hygiene and service quality can influence repeat visits and customer retention at this hotel
4. To recommend some actionable improvement strategies to improve health hygiene and customer service.


[bookmark: _v5tpsxl1bzu2][bookmark: _Toc200134790]Chapter 2 Literature Review
[bookmark: _2gdxaa8bsqub][bookmark: _Toc200134791]2.1 Theme 1: The impacts of hygiene on the satisfaction of customers
[image: 1: Measuring service quality using SERVQUAL model | Download Scientific  Diagram]
Figure 3: SERVQUAL model
(Source: AlOmari, 2021)
Cleanliness and hygiene are considered as the drivers of customer satisfaction in the hotel industry. As per the views of Hossain (2023), maintaining high levels of hygiene is therefore important for compliance with regulations and maximising the overall guest experience. Ensuring clean rooms and sanitary public areas impacts directly on guests' quality. Based on the SERVQUAL model, tangibles include physical facilities and appearance. As per the views of Sumi and Kabir (2021), these are one of the five parameters influencing perceptions of service quality. When these tangibles are neglected, the service can be lessened to counter the negative impressions generated. As per the views of Yang et al. (2024), guests often cite cleanliness failures as a major source of dissatisfaction. Cleanliness complaints have a disproportionate effect on aggregate ratings of businesses. However, Singh et al. (2023) stated that, while cleanliness is essential towards customer satisfaction, it may be insufficient to ensure loyalty without factors such as service or comfort. This suggests a potential weakness in using gains in hygiene as a strategy towards customer retention. As per the opinion of Islam et al. (2022), the application of the SERVQUAL model is rigid in the context of low-cost accommodation within the hospitality sector. However, customers at budget hotels also expect basic standards of hygiene to be maintained consistently. Hence, hygiene and cleanliness are important principles of guest satisfaction within the hospitality sector. As per the views of Anderson (2025), although these aspects are fundamental for positive guest experiences, they need to be integrated with aspects of service quality to promote repeat visits.
[bookmark: _n27mfh13wkmd][bookmark: _Toc200134792]2.2 Theme 2: The quality of services within budget hotels
[image: 4 Consumer satisfaction (expectancy/disconfirmation) and its outcomes... |  Download Scientific Diagram]
Figure 4: Expectancy-Disconfirmation Theory
(Source: Chen et al. 2022)
In the hospitality sector service quality is considered an important component that impacts guest satisfaction and loyalty. As per the views of Paulose and Shakeel (2022), the quality of personal service tends to make a significant impact on the guest experience. Moreover, visible health and safety measures can make a prominent impact on customer behaviour towards competence. An appropriate theoretical framework for the analysis of the aspect is the Expectancy-Disconfirmation Theory. As per the views of Lee et al. (2022), this theory underscores that customer satisfaction depends on the gap between the expected experience before a visit and the experienced service. If service delivery exceeds customer expectations, they will likely have a higher chance of repeat visits. On the other hand, Park et al. (2023) stated that customer-staff interaction that marked dismissal can alleviate dissatisfaction due to adverse emotional reactions. While budget hotels tend to suffer from limitations in terms of understaffing, poor service is not excusable through lower prices (Wood, 2024). As per the views of Mejia et al. (2021), customers expect employees in budget accommodations to be knowledgeable about health-related issues. Failure of an employee to respond appropriately on such matters not only undermines confidence in the safety culture of the organisation. As per the views of Aggarwal et al. (2024), customers are likely to attribute poor employee behaviour to organisational failure rather than individual failure. However, GURKAN et al. (2025) stated that EDT is limited to low-expectancy situations where guests' expectations are low. Considering these situations, casual service can result in positive disconfirmation, which caters to systemic service quality flaws. As per the views of Adil et al. (2022), consistency is important for businesses considering one malfunction to negate several experiences due to service failure.
[bookmark: _j9akn59tt967][bookmark: _Toc200134793]2.3 Theme 3: The link between the retention of guests with the improvement of service quality
[image: The CRM behaviour theory – Managing corporate customer relationships in  service industries | Journal of Database Marketing & Customer Strategy  Management]
Figure 5: Customer Relationship Management Theory
(Source: Khan et al. 2022)
Repeat business of guests within the hospitality industry is one of the important measures for their profitability. As per the views of Zahra et al. (2023), considering a wide range of factors that play a significant role in repeat business, service standards are the main determinants. Maintenance and service attention create an impression of dependability, which is the importance of guest incentive to re-book. As per the views of Ledro et al. (2022), Customer Relationship Management theory is a useful framework for understanding how service improvements lead to customer retention. CRM is the systematic development of long-term beneficial relationships with customers to exceed their expectations through personalised services. From this perspective, all interactions are considered as the touchpoints that can reinforce the emotional and psychological relationship with the customer. However, Salamah et al. (2022) stated that, although service quality is critical to satisfaction, their contribution to retention is directly related. Development in these areas could meet minimum expectations but are not necessarily translated into loyalty. Most guests regard hygiene as an expectation as its presence will not be valued. In a similar vein, service development is enough to lead to retention unless underpinned by factors like value recognition. Moreover, Zhang et al. (2023) stated that in highly competitive environments, customer retention is the presence of alternative choices. While service standards may be enhanced, customers may choose alternative providers based on convenience. Hence, Yu et al. (2021) stated that this means that hygiene and service matter in customer retention but are not independent.
[bookmark: _5tl0ss5q0cc][bookmark: _Toc200134794]2.4 Theme 4: The strategic approaches to enhance customer services within budget hotels
Improving customer service in budget hotels involves a prominent effort that transcends reactive maintenance. As per the views of Danforth et al. (2023), successful strategies start with prominent hygiene guidelines and quality monitoring systems in service delivery. Within budget hotels, the issue is to maintain high standards. Therefore, strategies need to be cost-effective with an emphasis on guest-facing improvements. As per the views of Zurita (2025), a key issue in most budget accommodations is overreliance on minimum compliance. This caters to minimum standard service that is prominent to cope with operational demands. Moreover, Yang et al. (2024) stated that most hotels pay attention to physical cleanliness, such as the responsiveness of the staff. As per the views of Muhsen et al. (2023), another shortcoming in strategy implementation is inconsistency due to high staff turnover. Therefore, Tu and Wu (2021) stated that the strategies need to be effective from all levels of the organisation.
[bookmark: _g0gvrrqalunr][bookmark: _Toc200134795]2.5 Theoretical underpinning
[image: Assessing Service Quality Using SERVQUAL Model: An Empirical Study on Some  Private Universities in Bangladesh]
Figure 6: SERVQUAL model
(Source: Jonkisz et al. 2022)
This research is based on a multi-theoretical foundation to comprehensively underscore the impacts of hygiene and service quality on customer satisfaction within the hospitality sector. These theories tend to add a distinct approach to significant elements of the guest experience to enable an informative examination of the research. The SERVQUAL model provides a prominent understanding of service quality. As per the views of Sharma et al. (2024), the model is particularly useful for the application in the evaluation of the physical environment that has a direct influence on customer satisfaction. To cater to the psychological process of customer judgments, the Expectancy-Disconfirmation Theory was employed. This theory posits that satisfaction arises from the discrepancy between anticipated and experienced service. As per the views of Ramasamy et al. (2024), this theory is critical in describing how deviations from expected safety standards can lead to satisfaction or dissatisfaction.
[bookmark: _4e3olu2eo4rb][bookmark: _Toc200134796]2.6 iterature Gap
It was observed that the majority of existing research concentrates on luxury hotels, with budget accommodation procuring relatively less focus. Most of the existing research generalises customer expectations by ignoring the unique operating constraints prevalent in budget hotels. Hygiene and safety concerns are also typically provided less importance compared to overall service factors. As per the views of Fatima and Elbanna (2023), there is a prominent lack of in-depth research analysing hygiene standards and safety measures as interdependent variables for guest satisfaction in budget hotels. Therefore, this research attempts to bridge the gaps by providing a focused analysis of these parameters both in the context of budget hotels and their standalone contribution to both practical and theoretical contributions.

[bookmark: _tovo0pt9o6sb][bookmark: _Toc200134797]Chapter 3 Methods
[bookmark: _wqkqrlbddujj][bookmark: _Toc200134798]3.1 Research Philosophy
The research employed a positivist research philosophy. This philosophy lays its foundation on the argument that reality is independent of human observation (Maretha, 2023). Positivism is appropriate for this research since its aim is to test the relationship between service quality and customer satisfaction. Through the collection of customer comments, this research aimed to collect data that justifies generalisable conclusions. The employment of data in a positivist dynamic enables the use of interpretation that enhances the reliability of the results (Ali, 2024).
[bookmark: _xb031b1hmkqh][bookmark: _Toc200134799]3.2 Methodological Framework
The research adopted a deductive approach in which established theories of service quality will be used to guide the formulation of research questions. Deductive reasoning enables testing of hypotheses on the impact of the research (Casula et al. 2021). In consideration of the hospitality management fields, the approach is valid for established theoretical concepts.
[bookmark: _doxtws8m94i9][bookmark: _Toc200134800]3.3 Research Design
The research has utilised a mixed-methods approach that will align both quantitative and qualitative data. The primary information was collected by conducting surveys, while secondary data was obtained through qualitative assessments. The mixed research design provides a process of comparing data from different sources (Sharma et al. 2023). The use of this approach caters to the validity of the research by aligning the statistical patterns from real customer experiences.
[bookmark: _gjroqqf7a8t9][bookmark: _Toc200134801]3.4 Data Collection Method
Primary Data Collection:
For this research, Surveys will be developed to measure the behaviour of customers on their overall satisfaction. This will be measured through the use of Likert-scale questions to gather information. The surveys will be sent to the guests through social media to gain access to a wide population. The main objective of the research was to measure how customers feel about different aspects of their experience that influence their loyalty.
Secondary Data Gathering: Review Analysis and Industry Reports
Secondary data will consist of customer reviews which will help in providing guest reviews of safety measures. The secondary analysis uses academic publications to analyse the findings within the industry trends (Dale et al. 2025). The official website of the hotel was analysed to understand how service standards are promoted. These sources were used to identify emerging themes to help in the interpretation of findings.
[bookmark: _k7u6so9vffz1][bookmark: _Toc200134802]3.5 Sample Size
To make the survey manageable, a target sample size of 20 responses was established so that the data was significant without being unrealistic. The sample size provided was adequate for pattern identification and categorisation by customer segment.
[bookmark: _1z7nyicqv2lf][bookmark: _Toc200134803]3.6 Sampling Methodology
The study used purposive sampling to collect the data. Moreover, the controls were aligned to include a combination of respondents to ensure maximum representativeness. Moreover, purposive sampling was utilised for secondary data by focusing on reviews to ensure relevance to the study's purpose.
[bookmark: _ontod46b64o7][bookmark: _Toc200134804]3.7 Data Analysis Methods
Quantitative information obtained from the surveys is segmented to analysis through descriptive statistical methods that include correlation analysis. This has helped the research to identify relationships between variables. Moreover, qualitative responses were analysed using thematic analysis. This analysis follows significant sentiments that are classified manually (Barun and Clarke, 2023). This methodology facilitates detailed insights to foster a comprehensive discussion of the results.
[bookmark: _gtupdydntada][bookmark: _Toc200134805]3.8 Research Gap
Within the context of the research, there has been less focus on budget hotels. Moreover, existing research analyses customer service determinants without regard for the interlinked determinants. There was also limited research that asserts customer reviews and systematic survey data to facilitate a holistic analysis of service quality determinants. This research addresses the shortcomings by focusing on budget hotel businesses and analysing tangible elements of the guest experience.
[bookmark: _nqhquffri10b][bookmark: _Toc200134806]3.9 Ethical Implications
Ethical compliance was ensured at each aspect phase of the research. All the participants in the survey will be informed of the purpose of the research by providing informed consent. The respondents will be allowed to withdraw at any stage without any penalty. Confidentiality was ensured by avoiding the collection of personally identifiable information. 


[bookmark: _wnu2h8ofcco7][bookmark: _Toc200134807]Chapter 4 Findings and Discussion:
[bookmark: _rbx62tobnvvp][bookmark: _Toc200134808]4.1 Findings
[bookmark: _ehr0mfo3i9cm][bookmark: _Toc200134809]4.1.1 Primary 
[image: Forms response chart. Question title: How would you rate the cleanliness of your room during your most recent stay?. Number of responses: 20 responses.]
Figure 7: Ratings on cleanliness 
From the survey, it was found that most of the customers, more than half of the guests (55%), rated the hotel’s cleanliness as poor, and 5% considered it very poor. On the other hand, 25% believed that cleanliness was good and 10% deemed it fair, in terms of cleanliness. It indicates that more than half of the guests are dissatisfied with the hotel's cleanliness standards. This means below average perception of guests towards Premier Inn at Southampton, resonating a strong area of improvement.
[image: Forms response chart. Question title: How satisfied were you with the hotel’s hygiene and sanitation practices (e.g., bathroom cleanliness, bed linen, public areas)?  . Number of responses: 20 responses.]
Figure 8: Customer satisfaction level 
Drawing upon the satisfaction level, 45% of guests were dissatisfied, and 5% were very dissatisfied with the hotel's hygiene and sanitation process. Only 30% were satisfied, while 15% of guests stayed neutral. It can be inferred that many customers expressed degraded satisfaction with the hygiene level, indicating below below-average satisfaction rate. This advocates the need to reinforce a strong policy and demonstrate more efforts to maintain customer satisfaction.
[image: Forms response chart. Question title:  Which of the following issues, if any, did you experience during your stay? (Select all that apply)  . Number of responses: 20 responses.]
Figure 9: Customer experiences 
In terms of issues faced by guests in their stay at the hotel, it was found that 50% of the guests had issues with unclean and dirty rooms. The next major issues faced by guests were delayed housekeeping services, accounting for 45%. It was found that poor staff responses contributed to one of the critical issues faced by 35% of the guests in the hotel. Similarly, faulty room and a lack of maintenance, such as lights and plumbing areas, were considered to be issues faced by 15% of customers. Surprisingly, 25% of the customers did not choose any of the issues, which might indicate their satisfaction level with the Premier Inn.
[image: Forms response chart. Question title: To what extent do you agree with the following statement?
“The staff responded promptly and professionally to any cleanliness or safety-related concerns I raised.”. Number of responses: 20 responses.]
Figure 10: Staff response
When asked about the staff's response to concerns raised by guests at the Premier Inn hotel. It was found that 40% of the customers disagreed collectively, 60% of the guests did not feel that the staff professionally responded to their concerns. Only 35% of the guests agreed, while no guests strongly agreed. This strongly indicates a poor response rate and low confidence of staff in managing guest concerns or requests. This critically confirms gaps in services within Premier Inn, which require urgent redressing. 
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Figure 11: Guest suggestions 
In the survey, open-ended questions were also asked of the guests. One of the common suggestions, which was frequently highlighted by guests, was training. It was found that 14 out of 20 guests collectively believed that a lack of efficient training is one of the root causes leading to hygiene issues and gaps in services. Most of the customers suggested training employees, which can help in raising awareness of cleanliness and hygiene standards. Drawing upon the common phrases, another key suggestion was based on setting clear protocols and standards within the hotel. More than 6 respondents considered this strategy to be helpful in maintaining consistent standards across the hotel.
[image: Forms response chart. Question title: Overall, how likely are you to stay at this hotel again, based on your experience with cleanliness and service quality?  . Number of responses: 20 responses.]Figure 12: Repeat visits
When asked about the guests' likelihood to visit the hotel again, it was found that around half of the guests are very unlikely or unlikely to visit again. While only 25% demonstrated positive perception, 25% of the guests are still not sure if they would repeat. This underscores the impact of services and experiences on customer loyalty.
[bookmark: _9jp4c644yg45][bookmark: _Toc200134810]4.1.2 Secondary
[bookmark: _98mphwhb2211][bookmark: _Toc200134811]Theme 1: Complaints about the cleanliness and maintenance in the Premier Inn Southampton
Customer feedback on the online review platform, such as TripAdvisor, also reveals the hotel's inability to maintain consistency in terms of cleanliness. Most of the customers were concerned about the maintenance and cleanliness at the Southampton hotel. Many of the customers mentioned dirty room stains, mould in the shower room and windows. Additionally, many of them felt that the high price of the hotel does not reflect the services provided by the staff (TripAdvisor, 2025). On the other hand, a hotel like Holiday Inn at Southampton has higher ratings than Premier Inn. The room services of Holiday Inn were highly praised for their maintained room and cleanliness (TripAdvisor, 2025). As reported, around 92% of Brits consider hotel room linens as dirty items, and 87% tend to check before using them. For UK guests, cleanliness is one of the major concerns. It was found that 42% of them start to clean themselves as they do not trust hotel staff (The Lost Executive, 2020). One of the reasons for increasing complaints about cleanliness is that 78% of the guest believe cleanliness affects their choice to stay at the hotel. When their needs are not met, their perception towards the hotel degrades drastically (PG PRO, 2024). Thus, Premier Inn has failed to meet the basic needs of the guest, indicating inconsistent efforts and a lack of quality control. Other branches of Premier Inn also indicated dissatisfaction regarding the rooms. The staff also did not show any professionalism when it came to deep cleaning (Reviews, 2025). In comparing the hotel with another budget-friendly hotel like Holiday Inn, it was evident that Premier Inn has issues within its culture, as it has been consistently failing to maintain cleanliness and operational efficiency. 
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Figure 13: Customer complaints 
(Source: TripAdvisor, 2025)
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Figure 14: Customer complaints on cleanliness
(Source: TripAdvisor, 2025)
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Figure 15: Review of competitor Holiday Inn
(Source: TripAdvisor, 2025)
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Figure 16: Review of Premier Inn
(Source: Reviews, 2025)
[bookmark: _u00i5cciblge][bookmark: _Toc200134812]Theme 2: Inconsistencies in the behaviour of staff and their responsiveness within Premier Inn
From the online review platform, it was clear that staff at the hotel were not adequately trained. The behaviour of the staff was rated significantly low, and considered rudeness of staff a serious issue. The poor behaviour of the staff has become a big contributor to guest dissatisfaction (Trip Advisor, 2025). Inconsistencies in the behaviour of staff can severely impact the perception of customers towards the hotel. As reported, 45% of the hotels look for employees based on the staff behaviours rather than technical competence, as it makes a significant difference to customer experience. However, many companies within this industry have misunderstood the importance of effective staff behaviour (Warwick, 2023). However, at Premier Inn, the staff behaviour was highly criticised for their lack of responsiveness and rudeness. Another review of customers revealed that one of the staff members at the hotel shouted at them without making a mistake. Furthermore, the response was also ineffective when the customer complained about the keys. Due to this incident, the customer booked another budget-friendly hotel, such as Travelodge (Trip Advisor, 2025). These reviews demonstrate that the customer service is severely compromised, and the staff at Premier Inn appear to be dismissive and disinterested. On the other hand, companies like Travelodge have been acknowledged by customers, highlighting the attentiveness of staff in solving the customers' issues. Such behaviour of staff significantly undermines the trust of customers, leading to negative word of mouth. As reported, about a third of the UK customers are more likely to pay organisations, even if it means paying more (Statista, 2025). The inconsistency at the Premier Inn hotel aligns with theories like Expectancy-Disconfirmation Theory, suggesting that the decline in effective services and efforts leads to a loss of loyalty. The consistent need of customers for adequate staff behaviour and professionalism is an important area that the hotel needs to redress urgently. 
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Figure 17: Rude staff behaviour at Premier Inn
(Source: Trip Advisor, 2025)
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Figure 18: Positive review of staff at Travelodge
(Source: Trip Advisor, 2025)
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Figure 19: Rude behaviour of the manager
(Source: Trip Advisor, 2025)
[bookmark: _88oc8es63l5a][bookmark: _Toc200134813]Theme 3: Feedback of customers and trends of retention for Premier Inn
As reported, Premier Inn’s brand awareness stands at 93% in the UK. Despite this, only 38% of the customers are loyal to the company, and only 45% of the guests use the services of the hotel (Statista, 2025). However, despite customers' feedback on hygiene and inconsistencies in the services, the company has been able to maintain strong retention. In recent years, around 86% of the bookings, accounting for five million bookings, were done by repeat customers (Marketingweek, 2023). This retention rate at the hotel demonstrates brand loyalty. Despite the increased price of the hotel, the company was able to maintain loyalty. This suggests the concept that customers are willing to pay more for high-quality services. Contrastingly, the primary data from the survey reveals that customers are less likely to visit hotels with poor customer service and a lack of hygiene at Premier Inn. To retain its customers, Premier Inn has integrated an automation strategy to streamline its customer service and reduce its dependency on human staff (Whitbread, 2024). This automation not only helped the company to enhance guest experience but also allowed its staff to focus on more crucial areas. This trend has helped the company to grow by 153% year over year, reflecting the effectiveness of the new approach in customer service (Shijigroup, 2024). However, despite being ranked as the top hotel chain in the UK, with a customer score of 79%, the smaller chain hotels like Hotel Du Vin have scored higher than Premier Inn (Djsresearch, 2022). This indicates that despite its high retention and satisfaction rate, it is still at the risk of falling behind its competitors in terms of service quality and staff interactions.
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Figure 20: Current operating model of Premier Inn
(Source: Marketingweek, 2023)
[bookmark: _q1l4seszwh5n][bookmark: _Toc200134814]4.2 Discussion
[bookmark: _azkwoh2gaqh6][bookmark: _Toc200134815]4.2.1 The influence of maintenance on the satisfaction of customers
The findings of the research support the prospect that maintenance standards play an important role in customer satisfaction. Considering the survey results it was observed that 55% of the respondents rated the cleanliness of the hotel as poor. On the other hand, only 25% rated it as good. This tends to reflect the prevailing discontent in terms of standards of hygiene. This observation is in support of the primary study aim of measuring the role of hygiene-based problems in determining customer satisfaction. The findings are in accordance with the recognition of cleanliness as a service quality parameter. Clean surroundings instil professionalism by having a profound impact on trust. Supporting the findings of the survey, secondary research identified several complaints on platforms regarding irregular housekeeping practices. These findings are consistent with the findings which incorporate physical facilities as primary components of service assessment. When the tangible factors are violated, customers tend to express more dissatisfaction. Moreover, 50% of the respondents identified unclean rooms as a critical problem. On the other hand, 15% identified maintenance-related issues by reflecting the role of physical maintenance. These findings reflect a considerable gap among guest expectations. The absence of cleanliness affects the brand's reputation, which requires the need for remedial action. Therefore, the discussion underscores that maintenance is a key element towards the delivery of positive customer experiences within the hospitality industry.
[bookmark: _xiuiwfegjz7r][bookmark: _Toc200134816]4.2.2 The quality of services and their roles in shaping the loyalty of customers
The results of the research indicate that the quality of service is an important aspect of customer loyalty. The results from the primary data underscored that 60% of the survey respondents reported disagreement with staff professionalism. This caters to a low rate of delivery of service in customer perception. This theme is aligned with the imperative that investigates the connection between staff interaction and customer loyalty. Being professional in behaviour by staff members generates confidence and the potential for repeat visits (Harris, 2021). On the other hand, unresponsive behaviour has the potential to significantly damage the hotel's reputation for budget hotels, where the expectations of service may be low. The Gap Model supports this by articulating the gaps that can exist between customer expectations and actual service delivery (Singh et al. 2022). Within this aspect, the failure of staff to handle guest problems effectively creates a gap in delivering service. A cost-conscious industry cannot ignore the relational aspects of service delivery. This is because these are likely to be critical differentiators in competitive markets. The findings assert that training staff and accountability are critical to customer retention and brand image. Creating an emotionally intelligent service culture would effectively bridge the prevailing gap.
[bookmark: _puopzc4z5ea4][bookmark: _Toc200134817]4.2.3 The quality of hygiene standards as the potential driver for guest retention
The research underscores the importance of service quality and hygiene to the formation of repeat visits. The findings from the survey results had underscored that more than 50% of the respondents were dissatisfied with the cleanliness of their rooms. Moreover, over 45% were dissatisfied with the delay in housekeeping service. These service weak points are linked with lower levels of satisfaction and reduced repeat visit intentions. This implies that service quality has direct implications for guest retention. This finding supports the aim of the research to quantify the extent to which improvement in service areas can influence repeat visitation. The existing literature always supports the interconnection between customer loyalty, service quality, and hygiene. Through the analysis of the findings, it has been observed that repeat business is a function of the entire guest experience (Paulose and Shakeel, 2022). The Expectancy-Disconfirmation Theory applies as it posits that customer satisfaction and loyalty are a function of a comparison between perceived and expected service (Boihang and Yessoufou, 2022). Where the levels of hygiene and service fall short of expectations, guests experience negative disconfirmation. Moreover, the majority of visitors provided reasons against return visits based on cleanliness complaints and unresponsive staff behaviour. This also substantiates the hypothesis that unresponsive staff behaviour and lack of hygiene are not isolated complaints but ongoing issues that negatively impact long-term customer relationships. Furthermore, some of the reviews demonstrated that complaints on first visits would completely discourage subsequent bookings, illustrating the fragile nature of customer loyalty in the hospitality industry. Therefore, the findings suggest that high levels of hygiene are imperative for long-term retention. Budget hotels should focus on both physical and relational aspects of service to maintain a competitive advantage.
[bookmark: _gp6yupqzwcm2][bookmark: _Toc200134818]4.2.4 Feedback informed by guests on best practices of the industry
The overall discussion is in line with the research to foster recommendations for practical action to improve. Considering the responses from the survey, a high proportion of respondents 70%, considered inadequate staff training as one of the principal causes of service quality issues. The responses identified a lack of understanding of cleanliness standards as a significant area of weakness that could be addressed through regular training. Moreover, the findings indicated that the guests’ feedback posits the problems of poor responsiveness of the staff. Considering the aspect that the majority of the guests recommended establishing formalised hygiene protocols would allow consistency in services. Such findings are in line with service quality management best practices in the industry. These practices prioritise continuous training to achieve operational consistency (Nordin et al. 2024). Moreover, these recommendations are indicative of a trend of discontent that could pose long-term reputational risks. This is relevant to the hospitality sector, where the standard of hygiene is the priority for guests. Therefore, to preserve its competitive advantage, Premier Inn needs to spend on extensive staff training and institute monitoring programs for service quality that are aligned with guest expectations. These changes are a precondition to sustainable service excellence for budget hotels such as Premier Inn.
[bookmark: _9mpe9mil66wb][bookmark: _Toc200134819]4.3 Addressing the research question and objectives
The discussion reflects upon and addresses the objectives and questions properly. The first research question aimed to explore the impact of hygiene standards like maintenance and room cleanliness on customer satisfaction. The discussion has stated that guests prefer proper hygiene practices that were present in Southampton Hotel. This illustrates how important it is for budget hotels also to emphasise more on consistent maintenance and cleanliness of their property. This directly aligns with the first objective. Furthermore, the second question and objective emphasised the relationship between staff interaction, quality services and customer loyalty. The discussion went on to state how inadequate and unprofessional staff response negatively affects client's perception of the hotel and its staff which diminishes loyalty. These findings effectively link with the literature that showcases how staff behaviour is an important element of perceived severe quality and should be focused upon, thus supporting the second objective.
The third question has explored how improvements in service quality and hygiene can boost customer retention and repeat visits. By evaluating the primary and secondary findings, the discussion has showcased how consistency in services and hygiene can be impactful in driving repeat business. This reflects the third objective which measures the extent to which enhanced services affect customer retention. Lastly, the fourth question and objective were also addressed by translating customer feedback and industry insights into strategic recommendations. The actionable strategies emphasised staff training, forming clear hygiene protocols and even implementing service quality monitoring mechanisms. Therefore, these strategies provide practical solutions to the gaps identified, thus fulfilling the last objective.
[bookmark: _45xzhphcg7q][bookmark: _Toc200134820]4.4 Implications of the findings
The findings of the study have implications for hospitality management as well as service delivery practices, especially in the budget hotel sector. The research has illustrated the importance of hygiene and cleanliness as the main elements of guest satisfaction. Poor hygiene not only impacts customer perceptions but also diminishes their satisfaction and likelihood of visiting again, thus indicating that these elements are very essential and should be prioritised. Furthermore, they have underscored the need for improved staff responsiveness and training. Service interactions are essential and shape positive guest experiences and any gaps in professionalism or communication tend to damage client loyalty and trust. This suggests that the management of all hotels must invest substantially in frequent staff development initiatives so that their behaviours and actions (or work) align with positive service delivery matching with the client's expectations. Additionally, it has also revealed that consistent and efficient service quality and clearly established hygiene protocols are integral towards maintaining guest confidence. Hotels must have structured monitoring systems as well as enforce accountability at all operational levels. Considering the wider scale, these findings contribute to the academic knowledge of how hygiene and top-notch service quality intersect with guest behaviour within hospitality settings, particularly post-pandemic.
[bookmark: _jijrjxcs871j][bookmark: _Toc200134821]4.5 Limitations of the research
The research provides significant insights into the interplay between customer satisfaction and service quality. It was observed that there are various limitations that should be taken into account. Primarily, the sample size employed in the primary data collection was relatively low for the research findings of the population. Moreover, the selection of a single location contributes to the limitation of the research findings to other hotels or branches. Moreover, the employment of existing data might not reflect the entire range of guest experiences. Furthermore, the overall nature of the research is unable to cater to the differences in service quality over time. These limitations should be adhered to when interpreting the research findings.


[bookmark: _ojpiv6lrm5u8][bookmark: _Toc200134822]Chapter 5 Conclusion and Recommendations
[bookmark: _aug73sz0ypf1][bookmark: _Toc200134823]5.1 Conclusion
The research has critically explored the impact of health and safety standards like hygiene, cleanliness, and maintenance upon customer satisfaction at the budget scale named Premier Inn Southampton (Cumberland Place). This research was initially promoted by a huge number of negative reviews seen on platforms like TripAdvisor where guests have consistently reported of the unclean rooms, delayed maintenance and response from the hotel staff. This has aimed to evaluate how such lapses tend to not just affect customer experience but diminish brand reputation along with customer loyalty, some of the essential parts for any business to run in a highly competitive business world. Furthermore, the introduction section began with showcasing how despite having a strategic location, the brand was criticised for their subpar room cleanliness and not adhering to relevant health and safety standards. In the literature review section, several academic studies like journals and articles have been referred to for understanding the critical role that hygiene and premium service standards have in shaping guest satisfaction. It has been confirmed by many authors that poor hygiene directly affects customer perception along with satisfaction levels. This inclination has been steered due to the upsurge of the COVID-19 pandemic that taught people to always stay neat and clean and choose hygiene overall. Be it in food or accommodations, guests started preferring hygiene and cleanliness as the top priorities while booking hotels and thus this must be emphasised by the hotel service providers. This is not a luxury aspect but a mandatory aspect that cannot be avoided by anyone operating in the hospitality industry. The research has clearly stated that staff behaviour, cleanliness and maintenance tend to be the main pillars of proper service quality in hotels. Even various authors have linked improvements in service with enhancing guest loyalty, post the COVID-19 era, thereby reinforcing the significance of ensuring high standards in the recovery period. The literature review section along with the introduction chapter has been quite effective in establishing the relevance of the project by outlining how health and safety are not only legal requirements but ethical obligations that cannot be missed at any cost. In an industry where online reviews hold a great position in shaping customer choices, it becomes quite essential to maintain high hygiene levels. The aim and objectives are properly aligned with improving the reputation and operational effectiveness of Premier Inn by identifying the weaknesses in offering service delivery and targeted recommendations.
Considering the methodology section, the research has been even more refined as it incorporated a mixed-method approach using secondary data from journals, articles and online reviews and primary feedback collected from random customer or guest surveys. Participants were adults who were over 18 years of age and had previously stayed in the hotel. This was selected so that the proper information regarding the hotel could be known. The feedback focused especially on cleanliness, staff responsiveness, overall satisfaction and facility maintenance. The majority of the responses were on how they were dissatisfied with the service of this hotel where they expected them to adhere to all required health and safety and hygiene protocols. The survey results have enriched the findings of the research that incorporating only secondary methods might not have been. While conducting the survey, ethical considerations were highly respected throughout and informed consent was accepted from the participants along with encouraging voluntary participation and free entry and exit.
Considering the findings gathered, this can be stated that the findings have shown a clear correlation between poor hygiene and customer dissatisfaction. Complaints regarding the unclean bathrooms, and rooms, pest control and highly ineffective response from staff are some urgent areas that the hotel must work towards at the earliest. Furthermore, the study has also confirmed that improving service quality results in better client retention in budget hotels. Be it any five-star hotel or budget accommodations, one of the top priorities of clients is cleanliness and hygiene. This is something that cannot be compromised at all and even if there are any concerns related to this, this does have negative implications on the entire hotel as a whole. Overall, the project has underscored the need for Premier Inn hotels to implement even more robust health and safety standards like introducing staff accountability systems or might even enhance their internal communication. The main aim of all these strategies is ultimately to drive improvements in guest satisfaction, operational effectiveness as well as brand trust.
Therefore, the last part of the research has carefully provided some recommendations for this specific hotel in question to improve customer satisfaction while addressing serious health and safety issues. The first strategy that can be implemented is to have a rigorous housekeeping audit system that would help them keep up with the daily cleanliness standards and maintain them thoroughly. This would also help reduce hygiene-related negative complaints and spread positive word of mouth about their cleanliness standards and improved customer services. Frequent or regular health and safety training alongside real-time guest feedback. Additionally, it might also partner with certified pest control providers to have monthly inspections of their property and come up with relevant preventative treatments like addressing bed bugs. Stronger communication protocols between departments were also recommended to ensure guest issues were shared and solved swiftly without delay. Thus, implementing all of these strategies might help Premier Inn Southampton (Cumberland Place) to enhance guest satisfaction while protecting its reputation and strengthening client loyalty in the competitive budget hotel industry.
[bookmark: _su70w3dbx2kx][bookmark: _Toc200134824]5.2 Recommendations and Practical Strategies
1. Implementing Rigorous Housekeeping Audits and Monitoring Procedures
Premier Inn should introduce a structured daily and weekly housekeeping audit system. This means they should have detailed cleanliness checklists of linen hygiene, pest control, bathroom sanitation and dust inspection. Housekeeping supervisors should sign off with completing cleaning logs and reporting any issues faced to the management. This evidence from guest complaints like unclean rooms suggests that current procedures are either poorly enforced or insufficient. Marriott has their Cleanliness Champion model where one staff member who is on shift has to be responsible for quality assurance (Marriott, 2025). Just like this, Premier Inn should also instil the same procedure for accountability and consistency. This audit system must be reinforced by surprise spot checks by the management to ensure that the standards are maintained throughout. This might require increased administrative and staffing time, it might reduce negative reviews and boost guest satisfaction (Kim and Han, 2023).
2. Conducting Mandatory Health and Safety Training for All Staff
There must be regular training offered to the hotel employees like housekeeping, maintenance, and front desk personnel on health, sanitation and safety. Thus it must be mandatory for all the employees to attend. Training sessions must cover some of the important and practical areas like identifying bed bug infestations, tackling client complaints, understanding the health and cleanliness regulations, sanitising high contact surfaces regularly, etc. 59% of employees said that training has improved their overall job performance (DP, 2025). In this case, Premier Inn can also experience better results by training their staff in terms of improving their knowledge of hygiene complaints. They must draw from the quarterly refresher model of Hilton that helps them foster a culture of swift maintenance and cleanliness (DZHABAROVA, 2024).
The Health and Safety at Work Act (1974) legally obligates employers to protect staff and guests, and this training would ensure compliance (Joseph and Namitha, 2021). From a theoretical lens, Maslow’s Hierarchy of Needs suggests that when staff feel equipped and secure in their roles, they perform more confidently and competently (Hayre-Kwan et al. 2021). While high staff turnover in budget hotels may make it challenging to retain trained employees, a digital learning system with short, accessible modules can help ensure continuity without disrupting workflow (Kumar, 2021).
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Figure 21: Maslow's theory
(Source: Xue et al. 2020)
3. Introduce a Real-Time Guest Feedback and Complaint Resolution System
To improve responsiveness to guest complaints, Premier Inn should adopt a digital feedback system, such as a mobile app or in-room QR code interface, where guests can report issues instantly, whether it's an unclean room, a pest sighting, or faulty maintenance. These reports should trigger automatic alerts to housekeeping or the duty manager for prompt resolution. This directly addresses the complaint in one review where a guest waited over 30 minutes without any staff response. Hotels like IHG (InterContinental Hotels Group) have implemented “FastTrack Resolution” platforms, solving 80% of complaints within 15 minutes (IHG, 2025). Such responsiveness not only improves guest satisfaction but also enables real-time tracking of recurring problems. Applying the SERVQUAL model, directly reduces the responsiveness and assurance service quality gaps. Although it requires technological investment and some training, the outcome would be better crisis management and fewer publicly visible negative reviews.
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Figure 22: SERVQUAL model
(Source: Namupala, 2019)
4. Partner with a Professional Pest Control Service
Premier Inn must engage a certified pest control company on a contractual basis to conduct monthly inspections and preventive treatments. This is essential to address one of the most damaging complaints like bed bug infestations. Even a single review mentioning mites or insects can irreversibly damage brand credibility, especially when published on high-traffic platforms like TripAdvisor. Travelodge UK implemented a similar pest control partnership after a major incident in 2017 and saw a decline in pest-related complaints. Monthly pest control inspections will also align the hotel with the Food Standards Agency and local Environmental Health requirements (OFORI and YAA, 2024). Using Lewin’s Change Management Model, pest control implementation represents the “change” phase where the organisation redefines its hygiene priorities. To reduce guest concern during treatment, the hotel can schedule inspections during low-occupancy periods and communicate transparently that preventative measures are in place, rather than reactive treatments following complaints (García and López, 2025).
5. Establish Strong Communication Protocols Between Departments
There must be seamless communication between the front desk and housekeeping staff to ensure that guest complaints, especially those related to cleanliness and maintenance, are acted upon immediately (Bigwanto et al. 2024). As seen in one review, delays or failures to respond can result from breakdowns in internal coordination. A basic solution would be equipping the front desk and housekeeping staff with shared devices or apps where room-related complaints can be logged and tracked live. This would help them eliminate the reliance on handwritten notes and instead improve internal communication (Di Sutam et al. 2024). This would boost service excellence and bring positive outcomes in making their roles or expectations clearer.
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How would you rate the cleanliness of your room during your most recent stay?
20 responses

@ Very Poor
@ Poor

© Fair

@ Good

@ Excellent
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How satisfied were you with the hotel’s hygiene and sanitation practices (e.g., bathroom cleanliness,

bed linen, public areas)?
20 responses

@ Very Dissatisfied
@ Dissatisfied

@ Neutral

@ Satisfied

@ Very Satisfied
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Which of the following issues, if any, did you experience during your stay? (Select all that apply)
20 responses

Dirty or unclean room 10 (50%)

Delayed housekeeping services 9 (45%)

Poor staff response to complaints 7 (35%)

Pest issues (e.g., bugs, mites)[—0 (0%)

Faulty room maintenance (e.qg.,

0,
plumbing, lighting) 3(15%)

None of the above
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To what extent do you agree with the following statement? “The staff responded promptly and

professionally to any cleanliness or safety-related concerns | raised.”
20 responses

@ Strongly Disagree
@ Disagree

@ Neutral

@ Agree

@ Strongly Agree
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What suggestions do you have for improving the hygiene and service quality at this hotel?

20 responses

Train staff
Proper staff training and education

Staff training, leveraging technology, and monitoring feedback systems
Provide regular training.

Have consistent cleaning protocols

Upholding high cleanliness standards in hotel.

Employee training

Train your staff.

The hotel can focus more on training staffs.
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Implement a comprehensive cleaning checklist

Empower and Train Staff

Establishing clear standards, investing in staff training, and actively soliciting guest feedback.

Prioritise guest feedback

Clear Service Standards

Consider using automated cleaning systems and monitoring tools to track cleaning efficiency and maintain
standards.

Proper staff training

Regularly trained staff have a better idea of what's expected of them

Hygiene Training
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Overall, how likely are you to stay at this hotel again, based on your experience with cleanliness and
service quality?
20 responses

Very Unlikely 2 (10%)

Unlikely 8 (40%)
Not Sure 5 (25%)
Likely

Very Likely 1 (5%)
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Southampton, United
Kingdom

©

Bad Service
Review of Premier Inn Southampton West Hotel

@OOOQ Reviewed Aug 10,2024

Creaky bed, hot room, and room key card didn't work and not given replacement during last hour
before checkout out as "too close to next booking" being the reason.

Date of stay: August 2024

20 @@OO0 Value 1.0 @OOOO Rooms
OQ Location 2.0 @@OOQ Cleanliness
WOQOOOO Service 2.0 @@OOQ Ssleep Quality

Review collected in partnership with this hotel @
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tillyclothears
wiote a review

66 contributions
Worcester, United Kingdom

Datevisited May 2025
Tiptype  Couples

Tweskago s

“This was our 4th visit.
‘The first two were ok a lttle mould visible in shower room.

3rd visit no big issues alltle tired room.

‘This one had a number of issues.

‘Shower cubicle a large amount of mould in door and tile grout.
Brokenareas

Rusted hand wash holder

Mirror deterioration

Extremely small corner sink barely able towash hands not able to
fillkettle adequately.

Mould n room window

Heater cover broken

Room carpet in need of a deep clean/wash

‘The rooms hove been n very different parts on the premier inn.
‘The car porkis free.
Unfortunately the pub next door s also very tired, sticky tables,

‘grubby carpets, chairs upholstery needs replacing as torn.
Readless ~

18Tk

- 20 e 20 Cmm—
Cloaniiness. Service Stoop Quality
- 20 cn— e— 30

This i i 1 subjective oo f o Tipocior member a0 ot o Tpaaior L
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Holiday Inn Express Southampton - West By IHG @) Visit hotel website Deals About Location Reviews

%
00000 Apr2024 eee

stotta02 Great place to stay over.

wrote a review
Welcomed by Ryan at reception who was very friendly and had a

warm and pleasant manner. He quickly sorted us and the dog out
and we (not the dog) were soon sat down drinking a glass of his
recommended lager from the bar.

Good location, not far from the ferry terminal with ample parking.
Room was lovely, clean and warm with everything we needed.
Staff at breakfast, which is included, were again friendly and
helpful and the food good.

Stayed before. We recommend and would definitely use again.

12 contributions

Manchester, United
Kingdom

Date visited Apr 2024
Trip type Couples
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Anonymous

Dirty room , could move as only one room left and that was worse than the one | was in.
Reception staff agreed that my room was not usual standard . Promised deep clean next day
, still not cleaned properly. Grandson has to sleep with me as the wall where his bed was ,
was fithy . Could not wait to leave. Staff were kind though .

—
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@OOQOQO Reviewed 14Feb 2024 [] via mobile

Check-in was great - everything was as you would hope until breakfast time.

We checked in at the front desk for our prepaid breakfast (which, btw, was all cold) and proceeded to
get our coffees etc. | was on the other side of the hotel when | heard my husband being very loudly and
in front of the entire restaurant, accosted about not checking in and needing to go with her and sort it
out immediately (words that that effect), implying that he hasn't paid and was trying to sneak in a
freebie. My husband is a quiet, dignified man and was extremely embarrassed by this woman's
behaviour. There was no apology At ALL for the rudeness.

Unfortunately the space provided here doesn't allow for the full story, other than to say she said “you
can just go away and all”.

1 have subsequently read the reviews on this page and it would appear there is a serious issue with staff
rudeness at this hotel.

Don't spend your money here - go elsewhere, there are so many options in London.

More

Date of stay: February 2024
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Behaviour of the staff
Review of Travelodge Bristol Abbey Wood

QOO ®® Revieved 200ct 2024
There service is outstanding, We were facing some problems with our cards but ATHIRA & IWAN
solved our problem in a jiffy. They made sure we have a smooth transaction, also their behaviour is

top notch. Much Appreciated and nice hotel to stay in.

Israt |

Date of stay: October 2024

Trip type: Travelled as a couple
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Rude Manager and terrible (paid) WiFi
Review of Premier Inn Southampton - Cumberland Place Hotel
Q@@OOQ Reviewed 250ct 2020

Stayed at this Premier Inn for work for 3 nights. Pleasant stay until needing to deal with some of the front
of house staff. The one manager is so unbelievably rude.

On the 2nd night, | asked if | could get extra coffee and sugar as well as some salt sachets, was told
that they couldn't give me salt, which was odd because I'm asking for a sachet like | am a sachet of
coffee. In end, | got a sigh and eventually got the salt.

Tried getting some work done but the free WiFi is shocking, so on the 3rd decided to pay £5 for the
Ultimate WiFi for 24 hours. Honestly, waste of money. | even contacted Virgin about it. Can't believe
they have the audacity to make you pay for something that is just as rubbish as the free version

The following morning | was 20 min late for the my scheduled breakfast slot, due to trying to get work
done before breakfast but having the utmost struggle with the wifi. When | got down the manager of the
morning (morning of 25th October 2020), wasn't bothered with the fact that | was having WiFi issues. He
literally turned around to me and said "the WiFi issue you're having doesn't warrant why you're late for
your breakfast slot and | have the right to turn you away.” | was shocked that this was his response. Not
"sorry to hear about the WiFi, Il look into this, but also please know that we do these slots because we
are busy etc.” | still managed to sit for my breakfast but the rudeness really bothered me - which
seemed to be the norm here, as one of my colleagues also dealt with a rude staff member at reception.

I know it's a Premier Inn and not some five star hotel, but I've stayed at many Premier Inns around the
country for work and I've never dealt with such horrid service from anyone at reception or better yet,
‘any manager on duty. | wish | got his name!
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@0000
bed bug and mites bites

The hotel is in a great location, 10 minutes from
Southampton Central Train Station, 15 minutes
from the downtown malls and a variety of
restaurants, take aways and pubs withina 5
minute walk from the hotel. the hotel is easily
accessible by foot, or car. Check in was quick
and the staff are friendly and helpful. The
restuarant downstairs seemed to be very
popular and had a good menu selection. So for
all that, i would give it a 5/5

| gave it one star because my first room had a
bed bug infestation and in my replacement
room, | had mites or similar treat me as an all
you can eat buffet.

Read less ~

Date of stay: October 2019

Trip type: Traveled on business

00000 \aie

@ OOOO Rooms
00000 .occion
Q@OOOQO Cleanliness
Q00O service

Q@ OOOO sleep Quality

Review collected in partnership with premierinn.com
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Not up to usual Premier Inn standard

Stayed here for two nights. | have a habit of
checking the bottom sheet of a hotel bed after
a bad experience many years ago. | was glad |
did. This one was stained.

| asked at Reception for a clean one which |
was immediately given. Changed it myself
(Covid times?)

The 'sofa’ had food crumbs on it from the
previous occupants and there was human hair
that wasn't ours. Overall the room was not as
clean as it should have been.

Disappointing.
Read less A

Date of stay: October 2021

Q@@ OO0 Rooms
.OO Service
QOO OO sleep Quality
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