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Introduction
In the hospitality sector, proper management is important to foster growth. Apart from that, the growth of this sector also depends on leadership, problem-solving ability of the employees, communication and collaboration among the following departments. Effective hotel management is not only important to ensure that Hotel stays in business, but also it is important to grow over time by providing quality customer service. The role of Management in this industrial sector is to provide an unforgettable experience to the guest and to create a loyal customer base for the company. This assignment will be based on a systematic analysis of the Management performance of Premier Inn hotels within the context of front office and housekeeping. Issues of this company about resource allocation, marketing, management and others and their impact on customer experience will be discussed.
[bookmark: _Toc137489519]Systematic analysis of Management performance within the workplace environment of front office and housekeeping
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Developing the guest service competencies
In order to assist the management performance, the first and foremost important thing is to determine the leadership style. The leaders in the hospitality sector should be resilient, visionary, good communicators and emotionally intelligent. However, in most situations, it can be observed that the management of the Premier Inn hotel follows an autocratic leadership style. Because of this leadership style, the management of the organisation takes all the decisions and the employees of the company do not have the right to question them. In the case of taking a critical business decision, the management does not discuss it with the employees and asks for their feedback (Filimonau, 2021).
The selection and recruitment process of this company is quite relevant according to the industrial standard. Premier Inn hotel groups always rely on experienced staff for critical managerial positions. Premier Inn Also focuses on inclusion and diversity in the recruitment process. This organisation has an effective key performance indicator which helps the management to evaluate the performance of the employees. Premier Inn provides career development opportunities, and this organisation has a recognition program to motivate the employees.
[bookmark: _Toc137489521]Understanding the efficiency of front office operation
In order to manage the day-to-day operation, Premier Inn Hotel has different departments including housekeeping, front office, production and maintenance. One of the main issues of these departments is a lack of communication and collaboration. For this reason, the number of customer complaints regarding overall services in the company is constantly increasing. The management of this company needs to ensure quality services to the guests to stay in business in the long run. The management also needs to effectively allocate the resources including inventory and staffing levels among all the departments to provide personalised and coordinator services to the guests (Edeh et al., 2022).
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	Department in Premier Inn 
	Issues 

	Front Office
	· Delays in checking and check-out in the peak season, especially in the summertime it has been observed that there are long queues and delays in the checking and check-out process of the guests. It is increasing the number of Guest complaints because of frustration and negatively impacting their experience.
· One of the major issues of this department is poor communication between the front office and other departments of this hotel. It is causing errors and confusion in delivering the best quality guest services.
· Sometimes the front office staffs of this company makes mistakes in handling reservations like mistakes in room assignment and double booking (Hussain and Khan, 2020).

	Housekeeping
	· The guests of Premier Inn hotel complain about their issues relating to cleanliness in the common area and it is increasing the number of negative reviews on online platforms.
· This company also has an issue relating to supply management. Poor supply of cleaning materials is also reducing the ability of the housekeeping employees of Premier Inn Hotel to perform their duty efficiently.
· Lack of proper training and quality assurance is the biggest problem for the part-time employees of this company in the front office and housekeeping department. Due to inconsistency in cleaning standards in this hotel, the Goodwill of the company is reducing among the corporate guests (Elsharnouby and Elbanna, 2021).
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Issues relating to resource allocation, marketing, management style, culture, health and safety and organisation and industrial issues.
Resource allocation- One of the biggest challenges of resource allocation in this company is the lack of staffing in the front office and housekeeping department. Due to the lack of office staff in the front office and housekeeping increases the service providing time and leads to customer dissatisfaction. Ineffective Scheduling in Housekeeping and front office departments results in a lack of staff during peak business hours. 
Marketing issues- In the age of digital transformation, the marketing and promotion activity of Premier Inn Hotel is still overly dependent on word-of-mouth promotion and other traditional marketing channels. This organisation has a very limited presence in the digital platform. In order to reach the younger generation and to attract the young corporate it is essential for the company to increase its presence in Instagram and other digital platforms (Khanra et al., 2021).
Management style- Premier Inn Hotels generally follow an autocratic management style. Centralisation of power and the authority of the top management in the decision-making have a negative impact on guest experiences. The employees of this company have a lack of autonomy to make decisions and for this reason; they hesitate to make guest interaction. Autocratic management in the company also reduces the employee's morale and they feel that their efforts are undervalued. 
Culture- Organisational Culture has a huge role to play in providing the desired guest experience in a hotel like Premier Inn. The organisational culture influences employee values and attitudes and in turn, it impacts the guest experience and satisfaction level. In the competitive business environment in the hospitality sector, Premier Inn hotel groups lack a customer-centric culture (Mariani and Visani, 2019). In several situations, the employees of the company do not prioritise guest satisfaction and they hesitate to go the extra mile to meet the demand of the guests. As this company has an autocratic leadership style, the employees are not empowered to make decisions and resolve the issues and complaints of the guest completely. In most of the situations, it has been observed that it creates frustration and delays. 
Health and safety- Health and safety issues are also creating a major impact on guest experiences. For example, after the pandemic, Premier Inn Hotel was forced to take extensive health and safety measures to control the contamination (Burhan et al., 2021). For this reason, the company has closed the pool services. For this reason, the guest can't enjoy the summer season in the pool area of the hotel. In the kitchen department, this organisation needs to strengthen the fire safety protocol for the safety of the employees. In order to provide the best quality services to the guests, it is important to address the issues relating to different hazards which can be caused due to uneven surfaces, loose carpets and wet floors.
Organisation/ industrial issues- The hospitality industry in the United Kingdom is experiencing various challenges because of covid-19, Brexit, sustainability pressure, climate changes and an increase in competition. Brexit has restricted the free movement of migrants into the UK, and it is causing staff shortages in various departments of Premier Inn hotels. For this reason, it is becoming difficult for the company to provide integrated services to the guests. According to the government report of the UK, the hospitality industry has observed an economic downturn in 2020 due to a pandemic. Currently, the economic output of the food and Accommodation sector was 90% below the pre-pandemic situation (Commonslibrary.parliament.uk, 2023).

[bookmark: _Toc137489524]Conclusion
From the above analysis, it can be concluded that it is important for Premier Inn hotels to improve the services of Housekeeping and front office to provide the best quality case experiences. This hotel group also needs to focus on proper scheduling of the employees to prevent the problem of under and over-stuffing in some of the shifts. The management of the company needs to properly motivate and lead the employees so that they can take part in the decision-making process.
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