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Introduction
This report will contain the results of market audit of the audit case study of Premier Inn/Whitbread. It will show the organisation structure, culture, goals, the recent changes in initiatives, how well they manage them and their impact and the organisation’s strategic direction and business performace. It will be presented examples of how they cope with changes and what is their focus and how they want to proceed in the hospitality and tourism industry. Will see what exactly is their structure, their good deeds and how they treat the business, employees and clients.
Organisational structure
Whitbread said that they want to become the best budget hotel business in the world by delighting their guests with great quality at the best value for money. In their opinion the business works based on 6 major factors:
A unique business model: a focus hotel operator with hotels in UK, the Middle East and Germany that delivers an attractive customer promotion at low cost and access structural grow opportunities in the UK and internationally. They achieve the goal thru their expertise, end-to-end consistency, and control. 
A focus strategy: three strategic priorities innovate and grow in the core UK market, focus on strengths to grow internationally and enhancing capabilities to support long-term growth. For example, in 2019 they had: 76,171 number of rooms in the UK 77.9% total UK occupancy 97% percentage of direct UK bookings almost 20,000 rooms in the Premier Inn pipelines
Their way to measure success: through the balance scorecard for winning teams, profitable growth, customer, force for good and everyday efficiency and for all off that they have statistics.
Empowering the employees: team retention is a strong priority. They apply “manager stability”- a strong, quality line manager in site or team, training their employees, engage them in a two-way dialogue having an annual engagement survey “YouSay”.
A force for good: doing business with responsibility and sustainability. They made a programme Force for Good that offers opportunities for everyone who wants to join the company, helping anyone to reach their potential and help the community for example “ Great Ormond Street Hospital” since 2012, they raise more than £10 million to fund it and from 2020 the centre is the first dedicated medical facility for children with sight and hearing impairment from UK.
Robust governance: from 2018 they applied a new governance code that contain company values ( encouraging employees to speak up when they have concerns or any problems or ideas of improving), board evaluation( external board evaluations adding new members to the board team) and stakeholder engagement( they play a significant role in supporting the company and shaping the governance thru communication and engagement).

Recent change initiatives

One of the influencing factors for changes was Brexit. Premier Inn is an hotel focus almost entirely on the UK market so for that is in the hands of business and customers from one place and they will decide the faith the company will have.
“The ongoing political and economic uncertainty in the UK has led to the continuation of a subdued market, especially in the regions where most of our hotels are located. Conversely, we have seen a good performance in our smaller London market, which is driven by international visitors, and therefore, the strength of the pound,” Whitbread CEO Alison Brittain. Even if she did not mention specifically it is clear to see that she was referring to Brexit.
With the effects of Brexit already in the game the company seen a fall of their earnings six months previous August 2019 making their pre-tax profit to fell seven percent and statutory revenue rise a little with 0.5 percent, but revenue was down with five percent. 
Another influencing factors for change was the selling of Costa to Coca-Cola. The shareholders thought that the sale was a smart move but let Whitbread with a less wide influence in the market. The money from the transaction allowed the company to expand in more in the German market, pay their debt, enhance the pension scheme, and return money to shareholders. This was one small change that help the business in the long run.
And last but not least the most recent factor: Covid-19. The virus that influence all the globe made an impact as well in the hospitality and tourism industry affecting all the hotels. Premier Inn tried to keep the clients active on social platforms during the lockdowns with small encouraging words, showing support for NHS and posting small jokes to relax and introducing a new digital view finder window that help customers to see a holiday place with the help of technology and to think where they want to go at the end of lockdown. Now that the business is open the changes are visible. They introduce Premier Inn CleanProtect in parteneriat with a global leading cleaning and hygiene product supplier Diversey to help the customers to trust them and come back to book their hotel and give them extra reassurance that everything is clean and germs free. They update their restaurant and food to attract clients thru promotions like kids eat free or breakfast boxes for just £4.99. And to make sure the staff is safe the Customer Contact Centre is close and the way to contact them is online.
Before the virus, the company was doing especially in the second half of 2019, when 97% of bookings were direct, she noted. By the end of March, nearly all of Whitbread’s hotels closed due to the pandemic.

The organisation’s strategic direction

The strategy Whitbread has is simple to put the customer as a core of everything the company does. The business wants to be capable in the future to support the growth of the company thru different ideas:
Efficiency: efficient savings over a five years’ time to help the cost pressure of the business
Technology: developing new platforms, having more information for customers, and also having a private platform for the business to reach everywhere in short time.
Organisation: focusing on the customer all the time, offering training to all the employees to be sure that they are prepared to deal with clients and how to speak with them
Property: creating competitive advantage balancing the majority of freehold estate.
Whitbread hopes to raise another £1 billion via a fully underwritten rights issue, issuing one new share, for shareholders every two, alongside 18-month covenant waivers from its lenders, pension fund and other investors. The company said that the rights issue would allow the firm to concentrate on reopening and operational strategies and, in a weakened economy, to have operational and capital advantages in securing both leasehold and freehold sites.
The strategy in based only on customers, the most important part of a business because without them the business can not exists. The focal point being the client all their efforts are concentrating in that area. Training staff so they know how to behave with clients and how to speak and please them is a big thing that counts and makes the difference between one business and another. Having an open minded and offering the employees an opportunity to speak is another strategy because this please the employees and makes them act good with the customer.

	






Conclusion

In conclusion it can be said that Premier Inn made wise choices in the past and seems to make them for the future as well. Even if it was affected by different factors the business did not disappeared because they always found a way to grow and to rise again. Even if is a budget hotel it can be proud of the services offered and care about the customers deeply and that is the most important factor if a business wants happy clients. We can see that the company wants to expand even more and to grow. Training the employees and offering them a voice is a good idea to keep them pleased and it will make them be more polite and helpful to the clients. Premier Inn may not be a luxurious hotel, but it sure tries to offer all they can to make the customers happy and to have a good reputation.
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