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Slide 1:
Imagine managing 34,000 people across 800 locations. Different shifts. Different managers. Different standards. How do you make sure every single employee gets the support they need to perform? I am Fruzsina Valoczki, and today I focus on exactly that question. This is not just a theoretical challenge, but an operational problem that needs a real solution.
Slide 2:
Behind the Premier Inn brand is a large and complex workforce. What matters is how that scale works in practice. Managing people in a stable office environment is one thing. Managing performance in a large, service-driven organisation, with limited time and resources, is something very different.
Slide 3:
At Premier Inn, work never stops. Guests arrive and leave throughout the day. Teams change across shifts. Employees must respond to real-time demands under constant time pressure. In this environment, performance cannot wait for an annual review. It has to be addressed continuously, as it happens.
Slide 4:
These issues are closely connected. One of the key issues is feedback. When it is delayed, employees are less likely to act proactively, as Yang, Ma and Li (2023) show. Training also varies across locations, which makes performance less consistent and creates skill gaps, as Sankar et al. (2025) highlight. Breakroom (2026) employee reviews also point to managers being under pressure, with little capacity left for development or feedback. High staff turnover makes this even harder, increasing onboarding demands and disrupting development, as Pickles, Duffy and Stewart (2025) show. These are not isolated problems. They feed into each other. The business impact is real.
Slide 5:
These challenges are visible in practice. Guest experience is not consistent across Premier Inn locations, especially during busier periods. Some hotels perform better than others, which makes the difference noticeable. Training can become a weak point, especially when managers do not have much time to focus on it. Results are not always consistent. Some new employees leave early, while others stay, so there is no clear pattern. When people leave, onboarding starts again and this adds extra cost. Operations also become less predictable over time. Meanwhile, employees continue dealing with pressure as part of their daily work.
Slide 6:
This issue has been studied extensively. The research points in a consistent direction. Locke and Latham (1990) found through Goal-Setting Theory that specific targets and regular feedback tend to drive stronger performance. But this model assumes stable conditions. As Hopfner (2022) argues, that assumption does not always hold in high-pressure environments. More continuous feedback systems tend to work better in dynamic contexts. Expectancy Theory, as explained by Fang (2023), suggests that employees need to see a clear link between effort and outcomes. In learning and development, however, the picture is more complex. Human Capital Theory treats skills as a key driver of performance, although the relationship is not always straightforward, as Madgavkar et al. (2022) note. In practice, learning does not always translate into better performance. Kolb’s (1984) Experiential Learning Model emphasises learning through experience, although in practice this can be resource intensive. Shorter, more flexible forms of learning often work better when time is tight. The Technology Acceptance Model, developed by Davis (1989), focuses on usefulness and ease of use, though in practice organisations do not always work in this way. Factors such as workload and management culture also influence whether systems are actually used. The evidence is consistent. What works in practice tends to be simple, continuous, and accessible. Anything that is not tends to get ignored.
Slide 7:
The way organisations manage people is changing rapidly. AI is increasingly replacing intuition with real-time data in decision-making, as Drela et al. (2025) show. Automation is reducing administrative workload, which matters enormously in operational environments. Digital platforms are now making it possible to deliver training directly to employees’ mobile devices, anytime and anywhere. But here is the critical point. Technology does not solve the problem on its own. It only works if it fits the reality of the organisation.
Slide 8:
The internal picture is equally important here. At Premier Inn, managers are already facing high workloads. Organising training takes significant time and resources, which can reduce both managerial and employee engagement, as Gyensare et al. (2025) highlight. Since staff turnover remains high, training never really stops. A system nobody understands is a system nobody uses.
Slide 9:
The external environment adds further pressure. Labour shortages make retention more important than ever. Rising costs demand greater efficiency. Guest expectations are increasing, while technology is changing quickly across the industry, including in HR. AI is now part of how organisations make people decisions. As more employee data gets collected, the question of how that data is protected becomes impossible to ignore. The pressure is real. Being efficient and being responsible are no longer separate goals. Organisations are now expected to deliver both.
Slide 10:
So which tools actually fit this environment? In performance management, two platforms stood out as potential solutions, Workday and 15Five. Workday combines data, reporting and analytics in one system, as outlined by Workday (2026). It is complex to implement and can be difficult to use in fast-moving frontline environments. 15Five is designed differently. It uses short, regular check-ins that fit into the working day, as outlined by 15Five (2025). Frontline staff can use it without interrupting their daily work. The limitation is that it lacks the reporting depth that Workday offers. In this context, though, usability matters more than system depth. That makes 15Five the more appropriate choice.
Slide 11:
A similar comparison can be seen in learning and development. iSpring Learn offers structured, trackable training with strong reporting, as Quinn (2026) explains. It is less flexible and slower to implement. On the other hand, TalentLMS takes a different approach. It supports modular, mobile-friendly learning that can be deployed quickly across locations, as Lorenzon (2025) describes. TalentLMS offers less depth in structured reporting compared to iSpring Learn. When time is limited and onboarding never stops, flexibility matters most.
Slide 12:
This is not just theory. The evidence from the industry is compelling. Atlas Hotels reduced staff turnover by 17% after implementing the UKG Beacon platform, as UKG (2026a) reports. Hotel Indigo cut turnover from around 50% to between 15 and 20% using the same system, as UKG (2026b) shows. Marriott introduced the mHUB platform across its global workforce, improving consistency and employee experience, as Hesse et al. (2025) describe. A different approach can be seen at IHG Hotels, where learning was integrated into daily work through the Learning Pool platform. This led to measurable behavioural change, as discussed by Hall (2024). The pattern is clear. These systems work when they become part of everyday operations.
Slide 13:
Employee engagement is more complex in practice. Regular feedback helps staff feel more valued. In many cases, this is reflected in how they work. Learning that is used in practice is linked to stronger outcomes, as Stepanek and Paul (2022) note. There are also risks. Algorithms can introduce unfair patterns into decisions. This is not always immediately visible. When feedback shifts into constant monitoring, trust and autonomy can suffer rather than improve. Automation is sometimes relied on too heavily. This can affect the quality of management, especially when human judgement is replaced. Consider this scenario. A housekeeper receives automated feedback that they are slower than average based on room completion times, with no context about a difficult guest request. That is not engagement. That is frustration. This is why systems like 15Five must be used for coaching, not surveillance. This matters beyond motivation. These systems involve ongoing collection of employee opinions and behavioural data, which can create data protection concerns, especially when employees are not fully aware of how their data is used. Under GDPR, this requires careful management, as ICO (2025) notes. Learning also does not always translate into improved performance, as Zenagui (2025) argues. Without consistent adoption, even well-designed systems have limited impact, as Chuchu and Kyongo (2025) highlight. The way these tools perform depends strongly on the surrounding organisational environment.
Slide 14:
So, what is the recommendation? Combine 15Five and TalentLMS. 15Five supports continuous feedback. TalentLMS enables flexible, accessible learning. Together, they directly address the challenges identified throughout this presentation. Implementation is everything. This is because even the best platforms fail without the right conditions. 15Five and TalentLMS are not magic. A platform is only as effective as the people using it. Without managerial capability and capacity, the software adds nothing. That is why investment in management training is just as important as the software itself. Adoption is often uneven when resistance to change is present. New systems compete with existing habits. Winning that competition requires clear communication and visible benefit. A pilot phase can help before full rollout, but continued monitoring and improvement are still needed. Without consistent use, impact remains limited.
Slide 15:
From a cost perspective, both platforms are accessible. 15Five uses a subscription model that scales with workforce size, as 15Five (2026) outlines. TalentLMS uses fixed pricing plans depending on organisational size, as TalentLMS (2026) reports. Costs increase with scale, but this needs to be seen in context. In hospitality, even small improvements in retention generate significant savings. The return on investment can be realised relatively quickly.
Slide 16:
The focus is not only on platform selection, but also on whether Premier Inn is prepared to change its approach to managing performance and learning. The evidence indicates that this can be supported. The tools are there. The question is whether Premier Inn is ready to use them. For Premier Inn, that means a more consistent service experience across every location, stronger retention in a high-turnover industry, and a more engaged and capable workforce. These are not just HR outcomes. They form the foundation of long-term competitive advantage. Thank you for your attention.
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