






Hotel Organizational Pre-Tax Profit Audit for Premier Inn






Student Name: Stachie Remus Iulian
Student ID: 2026367
Module: BMIH5004



Table of Contents
Introduction	3
Auditing and Analyzing the Organizational Structure of Premier Inn	4
Analysis and Evaluation	4
Auditing and Analyzing the Culture and Goals of Premier Inn	5
At Corporate Level	5
At Unit Level	6
Premier Inn Change Initiatives	7
Analysis of Change Initiatives	7
Impact of Change Initiatives	8
Management of Change Initiatives	8
Audit of Premier Inn’s Strategic Direction and Business Performance	9
Analysis of Strategic Direction	9
Analysis of Business Performance	9
Conclusion	12
Reference	13

List of tables:
Table 1: Premier Inn's Business Performance Before the Time of covid	9
Table 2: Customer Growth	10
Table 3: Whitbread Pre-Tax Profit	10
Table 4: Revenue of Premier Inn	11

List of Figures:
Figure 1: Customer Growth in 2018-2020	10
Figure 2: Pre-Tax Profit (£ million)	11
Figure 3: % changes in Pre-Tax Profit	11
Figure 4: Revenue (in £ billions)	12


[bookmark: _Toc137043875]Introduction
Hotels, as a service industry, rely heavily on their organizational audit in order to ensure the successful delivery of their services to customers. An organizational audit is a kind of professional process used by businesses to audit or evaluate an organization's policies, procedures, infrastructure, systems, and individuals. A thorough organizational audit can provide an organization with an understanding of its strengths and weaknesses as well as the opportunities to be taken and the threats to be avoided. 
This report will conduct an organizational audit of Premier Inn, an international hotel chain, in order to analyze its organizational structure, culture & goals as well as its recent change initiatives, impact, and management. In addition, the hotel’s strategic and current business performance will be evaluated. 


[bookmark: _Toc137043876]Auditing and Analyzing the Organizational Structure of Premier Inn
To make any business successful like Premier Inn, Organizational structure plays a very important role. Basically, it’s a kind of framework that defines the responsibilities & relationships of the customer with the organization. Premier Inn is one of the major hotel brands in the UK and Ireland, with 800 properties and 75,000 rooms (Premier Inn, 2023). The company has a well-defined organizational structure that is designed to ensure the efficient and effective operation of the business.
Corporate Level
At the corporate level, Premier Inn is divided into Operations, Finance, Human Resources, and Marketing. Senior executives run each division individually (Ghandour, Bilal, and Mudassar, 2015). 
The Operations division is responsible for the day-to-day operations of the hotels, including housekeeping, maintenance, and customer service. 
The Finance division is responsible for the financial management of the company, including budgeting, accounting, and financial reporting. 
The Human Resources division is responsible for the recruitment, training, and development of employees (Ghandour, Bilal, and Mudassar, 2015). 
Finally, the Marketing division is responsible for the promotion of the company’s products and services.
Individual Unit Level
At the individual hotel level, a General Manager oversees daily operations. The General Manager is supported by a team of managers and staff who are responsible for specific areas of the hotel’s operations (Jose Efren Leyva-Duarte et al., 2020). 
These areas include housekeeping, maintenance, food and beverage, front desk, and sales and marketing. A manager oversees each area's daily activities.
[bookmark: _Toc137043877]Analysis and Evaluation
The organizational structure of Premier Inn is designed to ensure the efficient and effective operation of the business. There are four main divisions at the corporate level, and each is in charge of its own operations. This structure allows the company to focus on its core operations while delegating specific tasks to the appropriate divisions (Whitbread, 2023). At the individual unit level, each hotel is managed by a General Manager who is supported by a team of managers and staff. This structure allows the General Manager to focus on the overall operations of the hotel while delegating specific tasks to the appropriate managers and staff (Premier Inn, 2023).
The organizational structure of Premier Inn has been successful in helping the company to achieve its goals. Revenue increased 6.3 % to £2.3 billion in 2020. Profit rose 7.3% to £1.2 billion for the company. This demonstrates the effectiveness of the organizational structure in helping the company to achieve its financial goals (Premier Inn, 2023).
The company beat analysts’ expectations, reporting £375m in pre-tax profits for the year to 3 March, up from £58m in 2022 and 34 % more than the year ending February 2020 (Ghandour, Bilal, and Mudassar, 2015).
Premier Inn earns $520.0K in a year on average. Zappa's data science team uncovered these critical financial metrics after thorough investigation and analysis (Zippia.com, 2021). Premier Inn's peak revenue was $520.0K in 2022.
[bookmark: _Toc137043878]Auditing and Analyzing the Culture and Goals of Premier Inn
With 800 hotels and 70,000 rooms, Premier Inn is a significant UK and Irish hospitality brand. The business places a high priority on customer service and happiness and works towards a number of aims and objectives in order to achieve those (Premier Inn, 2020).
[bookmark: _Toc137043879]At Corporate Level
Analysis of the culture of Premier Inn
Premier Inn’s corporate culture is based on the company’s core values of “customer first, teamwork, respect, integrity, and innovation”. These values are reflected in the company’s mission statement, which is “to be the best value hotel chain in the UK and Ireland” (Whitbread, 2023). The company’s culture is also based on the principles of “excellence, trust, and fairness”.
The company’s culture is further reinforced by its commitment to sustainability and environmental responsibility. Premier Inn reduces its environmental effect via renewable energy, energy-efficient lighting, and water conservation. The company also has a commitment to ethical sourcing and responsible business practices (Leyva, and Parra, 2021).
For example, Premier Inn has invested in a large-scale solar array at its hotels in Dundee, Scotland, providing enough clean energy for the entire property.
Second example, Premier Inn has made a commitment to energy-efficient lighting in its hotel rooms. This includes LED lighting, which uses up to 90% less energy than traditional lighting fixtures.
Analysis of Goals of Premier Inn
Premier Inn’s corporate goals are focused on providing excellent customer service, delivering value for money, and achieving sustainable growth. The company wants to be the UK and Ireland's top hotel chain and customers' first choice. The company also has a goal of becoming the most profitable hotel chain in the UK and Ireland (Ghandour, Bilal Jebai and Hussain, 2015).
The company’s goals are further reinforced by its commitment to innovation and technology. Premier Inn has invested heavily in technology, such as its mobile app, which allows customers to book rooms and manage their stay. The company also has a commitment to developing new products and services, such as its loyalty program and its “Premier Plus” offering (Ghandour, Bilal Jebai and Hussain, 2015).
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Analysis of Culture of Premier Inn
At the unit level, Premier Inn’s culture is based on the company’s core values of “customer first, teamwork, respect, integrity, and innovation”. The company’s culture is further reinforced by its commitment to providing excellent customer service and delivering value for money. The company additionally promotes a positive workplace (Whitbread, 2023).
Analysis of Goals of Premier Inn
At the unit level, Premier Inn’s goals are focused on providing excellent customer service, delivering value for money, and achieving sustainable growth. The company’s goal is to be the leading hotel chain in the UK and Ireland and to be the first choice for customers. The company also wants to be the most profitable UK and Ireland hotel network (Whitbread, 2023).
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In recent years, the corporation has made several modifications to improve its operations and stay competitive. This Section of the paper will analyze and evaluate the recent change initiatives taken by Premier Inn, their impact, and how well they were managed. 
For this, we need to understand the concept or theory of change management in organizational change (Ratana, Raksmey, and Danut, 2020). 
[bookmark: _Toc137043882]Analysis of Change Initiatives
Premier Inn has recently adopted several change initiatives to improve its operations and stay competitive (Whitbread PLC, 2019). 
In 2020, the company launched a new loyalty program, Premier Inn Plus, which offers customers exclusive discounts and rewards. The program has increased consumer loyalty and revenue.
Premier Inn has also implemented a new digital strategy, which includes the use of digital technologies such as artificial intelligence (AI) and machine learning (ML) to improve customer experience (Yang, Henthorne, and George, 2020).
AI-powered chatbots deliver personalized advice and recommendations, and ML-powered algorithms improve customer service accuracy (Yang, Henthorne, and George, 2020).
In 2008, we opened our first "green" Premier Inn in Tamworth, Staffordshire, which used up to 80% less energy (Premier Inn, 2022).
In 2021, Premier Inn launched a new digital platform, Premier Inn Connect, which allows customers to book rooms, check in, and manage their stay online. The platform has been successful in increasing customer convenience and satisfaction, as well as driving revenue growth (Premier Inn, 2022).
They start a program in 2022 to reduce visitor water usage by 20% by 2030.
In 2019, Whitbread unveiled its Force for Good environmental initiative, with one of its goals being to stop using "unnecessary" single-use plastics by 2025 (Business Traveller, 2017).
The first all-electric Premier Inn hotel is now being built in Swindon's downtown, and Whitbread last year accelerated its net zero carbon goal from 2050 to 2040 (Business Traveller, 2017)
[bookmark: _Toc137043883]Impact of Change Initiatives
The change initiatives implemented by Premier Inn have had a positive impact on the company's business. The loyalty program, Premier Inn Plus, has been successful in increasing customer loyalty and engagement, as well as driving revenue growth (Zawya, 2023). The digital platform, Premier Inn Connect, has been successful in increasing customer convenience and satisfaction, as well as driving revenue growth. The mobile app and website have also been successful in increasing customer convenience and satisfaction, as well as driving revenue growth.
The change initiatives have also had a positive impact on the company's financial performance. Premier Inn reported 5.2 % sales growth in 2020, 8.3% in 2021, and 9 % by 2023. This indicates that the change initiatives have been successful in driving revenue growth (Premier Inn, 2022).
Not only is it good for the environment, but cutting back on petrol and water use also makes good commercial sense (Singjai, Winata, and Kummer, 2018). Our hotels will be less affected by the water restrictions imposed on drought-stricken regions, which we are seeing more frequently. This could result in significant savings on our water and gas expenses.
[bookmark: _Toc137043884]Management of Change Initiatives
The change initiatives implemented by Premier Inn have been managed effectively. The company has a detailed change management plan to ensure change initiatives are successful. The plan comprises stakeholder identification, communication, training, and monitoring and evaluation (Singjai, Winata, and Kummer, 2018).
Premier Inn uses online training modules and workshops to empower employees with the skills and expertise to implement the changes. The company uses surveys and consumer feedback to monitor and evaluate improvements. 
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[bookmark: _Toc137043886]Analysis of Strategic Direction
Premier Inn’s strategic direction is focused on providing a high-quality customer experience, while also expanding into new markets. The company emphasizes guest comfort and service. The company has actively invested in technology, such as its smartphone app for booking and managing stays. The company also invests in its loyalty program, which rewards loyal consumers and encourages them to return (Whitbread PLC, 2022). 
The company has invested in its brand to create a strong and popular brand identity. The company has invested in marketing campaigns, such as its “Welcome to Premier Inn” campaign, which has been successful in increasing brand awareness and recognition. The company also prioritizes online presence and social media engagement (Sabre, 2016).
[bookmark: _Toc137043887]Analysis of Business Performance
Before the time of Covid, Premier Inn’s business performance has been strong. The company has seen strong growth in revenue, with total revenue increasing from £1.7 billion in 2018 to £2.2 billion in 2020. Operating earnings rose from £345 million in 2018 to £440 million in 2020 for the company. Occupancy rates increased from 77.2% in 2018 to 81.2% in 2020 for the company (CDN Whitbread, 2020).
[bookmark: _Toc137043892]Table 1: Premier Inn's Business Performance Before the Time of covid
	YEAR
	REVENUE (in £ millions)
	OPERATING PROFITS (in £ millions)
	OCCUPANCY RATE (%)

	2018
	1700
	345
	77.2

	2019
	1900
	380
	79.2

	2020
	2200
	440
	81.2



From 11.2 million in 2018 to 13.2 million in 2020, the company's customer base has grown. The company's loyalty programme has grown from 3.3 million in 2018 to 4.2 million in 2020. 
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	YEAR
	Number of customers (In million)
	Number of loyal customers
(In millions)

	2018
	11.2
	3.30

	2020
	13.2
	3.50




[bookmark: _Toc137043956]Figure 1: Customer Growth in 2018-2020
This is the business performance of this premier inn before the time of Covid. Now it's time to talk about the current business growth of this organization after the time of Covid-19.
Whitbread's pre-tax profit for the year ending 2 March 2023 was £375 million, up 5.44 % from £58 million. The company's £280 million earnings in the previous pre-pandemic year of 2019-2020 was up 34 % (Gill, 2023).
[bookmark: _Toc137043894]Table 3: Whitbread Pre-Tax Profit
	Financial Year
	Pre-Tax Profit (£ million)
	% Change

	2019-2020
	280
	

	2020-2021
	58
	-79.3

	2021-2022
	375
	5.44

	2022-2023
	392
	34




[bookmark: _Toc137043957]Figure 2: Pre-Tax Profit (£ million)

[bookmark: _Toc137043958]Figure 3: % changes in Pre-Tax Profit
Revenue jumped 54% year-on-year to £2.6 billion, 27% more than pre-Covid revenue of just over £2 billion in 2019-2020. Premier Inn "outperforms the UK midscale and economy market," the company added” (Gill, 2023). 
[bookmark: _Toc137043895]Table 4: Revenue of Premier Inn
	YEAR
	Revenue (in £ billions)

	2019-2020
	2.0

	2020-2021
	2.6

	Year-on-Year Change  
	+54%




[bookmark: _Toc137043959]Figure 4: Revenue (in £ billions)
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The Premier Inn organizational audit has revealed that the organization has a well-established organizational structure and culture, which has helped it to achieve its business goals. Recent change projects have also been well-managed and increased performance and profitability. The organization has been successful in delivering expected KPIs and creating a customer-focused culture. 
The overall conclusion of the audit is that Premier Inn is a well-run and highly successful hotel chain that continues to deliver impressive performance. 
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Revenue (in £ billions)	
2019-2020	2020-2021	Year-on-Year Change 	2	2.6	0.54	

Customer Growth in 2018-2020

Number of customers (In million)	2018	2020	11.2	13.2	Number of loyal customers	(In million)	2018	2020	3.3	3.5	
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