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Executive summary: 
This report was compiled as part of a consultancy service by Maverick Consulting Agency in response to a query from a hospitality industry firm. The client is the Premier Inn London County hall, a mid-range chain hotel with 316 rooms. The Premier Inn enjoys a prime South Bank location, close to the London Eye and across the river from Parliament and Big Ben. This report mainly identified two broader issues; hiring & Recruitment and Housekeeping which are putting challenges in organizational growth. 
The Analytical section shows that Premier Inn London County Hall received an 8.0 out of 10 on recent review sites, with guests praising the helpfulness of the personnel more than the hotel's cleanliness or its convenient location. Travellers like the hotel's convenient central London location and the pleasant atmosphere it provides. However, several people grumbled about a lack of room or closet space. 
Brexit, the Ukraine-Russia war, and the trade war all affect corporate operations, resource availability, and hiring. The covivirus-19 outbreak and Ukraine-Russia conflict reduce consumer expenditure worldwide. The hospitality business is affected by the social and economic climate as well as global problems like the latest epidemic and economic slump. Digital money processing, social media use, and digital recruitment and cleaning tools are current trends. Hotel management must comply with Covid-19, labour, and consumer regulations. Next COP 27 will focus on Green standards, hotel industry complaints, and carbon emissions.
The SWOT analysis performed on Premier Inn London County Hall helped to identify both its strengths and its weaknesses as a business. The hotel's location and name recognition are its greatest strengths, while its high turnover rate and slow expansion are its greatest weaknesses. There are a few ways in which the hotel can improve, as revealed by the SWOT analysis. In addition to internal challenges, the world at large had its dangers, such as the Impact of covid-19, war, and the global economic downturn.
Premier Inn confronts a few problems in its employment and recruitment process, such as issues in attracting talent polls because of the limited career prospects available in the hotel industry. The hotel is also dealing with difficulties such as high employee turnover and low levels of employee engagement as a result of less rewarding facilities and employee recognition.
Several solutions have been proposed for dealing with these difficulties in the employment market. Posting jobs in a format optimised for mobile devices, promoting available positions on social media, informing potential clients, and Employee recruitment efforts can benefit from the use of referrals. Ninety percent of those looking for work use their mobile devices, while 91 percent of those already employed do the same using social media. And lastly, word-of-mouth is 50% more effective than online job sites.
The easiest way to get people invested in your company is to make them feel valued. Poor onboarding is a major contributor to employee turnover (32% leave their jobs because of it). Furthermore, workers desire openness in the selection of the top employees for rewards and the recruiting and recruitment process as a whole.
There are also problems with housekeeping at the Premier Inn London County Hall, such as trash under the beds, dust, a lack of toiletries, fingerprints on mirrors, hair in the bathroom, and a dirty carpet and rug. Some guests said they had to make their own mattresses, there was a lack of toilet paper, and the bathrooms weren't always spotless. Disappointment on the part of customers is what lead to a decline in sales in 2021. Because of the widespread impact of the Covivirus pandemic, it became increasingly important to limit travel and economic activities around the globe.
During the COVID-19 pandemic, Premier Inn deployed CleanProtect in all UK and Ireland facilities. So workers may prepare rooms for guests. Premier Inn's partnership with Diversely guarantees all bookings. Premier Inn London County Hall offers distinct check-in and check-out procedures, uses antiviral and antibacterial sprays, and has strict hygiene standards in housekeeping. It also protects its personnel by providing gloves, aprons, face masks, and electronic hand sanitiser machines.
In 2021, the hotel lost 2% of its income due to turnover. Sales for the parent firm totalled £590m (£1400m), down from the previous financial year but still higher than the forecast for the current one. The public limited company lost a tonne of money in the previous fiscal year because of the devastating effects the pandemic had on the hotel industry worldwide and in the United Kingdom.
When compared to other large UK hotel chains, Premier Inn scores highest in customer satisfaction, brand perception, brand value, and the likelihood of referral. Premier Inn scored 10 points more than the runner-up UK hotel chain across the board. 
For overcoming challenges in hiring & recruitment and housekeeping an action plan has been formulated within a limited time and budget. In the end couple of management strategies have been recommended. 
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[bookmark: _Toc120087171]Introduction: 
One definition of hospitality is "the friendly reception of guests by a host, including the provision of food, drink, and other forms of entertainment." The study of the hospitality industry, which includes but is not limited to DMOs, restaurants, hotels, amusement parks, cruise ships, country clubs, and discussion centres, is referred to as hospitality management, (Noordzij, 2014). In response to consumer demands and market conditions, the hotel business is in a constant state of transformation. This is going to be a consulting report Maverick Consulting Agency for the client Premier Inn County Hall, UK. Implementing consulting projects in the hospitality industry is not simple and requires meticulous planning to be successful, (Buttrick, 2009). The purpose of formulating this report is to analyze and identify the problems the company faces, find a better solution and how to implement the suggested action plan. The issues that will be identified for the client are Recruitment & Hiring and Housekeeping. There are several methods to analyse these issues but here the consultant is going to use PESTLE and SWOT analysis as analytical tools. 
 PESTLE helps organisations monitor the market while operating or preparing a new offering. PESTLE stands for "Political," "Economic," "Social," "Technological," "Legal," and "Environmental" This tool provides a broad perspective on a subject or plan, (Pathak, 2017). This strategy is essential in all company sectors. This framework is more than a tool for analysing the market; it's the backbone of strategic management, which describes a firm's actions and takes its goals and strategies into account, (Burnes, 2017). SWOT analysis helps you strengthen your company's strengths and determine its future. SWOT analysis may reveal gaps in your company that rivals can exploit. SWOT analyses internal and external business aspects, (Helms and Nixon, 2020). You control some of these things. Identify, record, and analyse as many relevant factors as possible to determine the best solution. SWOT analysis can help you find performance blind spots and challenge incorrect assumptions, (Gurel, 2017). If used effectively and collectively, it can help build the best approach.
[bookmark: _Toc120087172]Scope & Analysis: 
The Premier Inn hotel chain is one of many that Whitbread Plc manages in the United Kingdom, (Premier Inn, 2022). According to research by Whitbread, 75% of British inhabitants are within a short drive of a Premier Inn, (Skirka, 2022). The hotel, which first opened its doors twenty years ago under the name Travel Inn, is now well-known for its consistent theme throughout all of its rooms, which is a nod to its former moniker, Travel Lodge. 
[bookmark: _Toc120087173]Overview of the Premier Inn London County Hall
The Premier Inn London County Hall is a 316-room, mid-range chain hotel housed in the historic early 1900s Edwardian Baroque-style County Hall in central London, (Premier Inn, 2022). Lobby computers let guests check-in and get room keys without waiting. There's an information board and printed materials like maps and brochures in the bright, clean lobby, which has the typical chain hotel feel due to the profusion of advertising. 
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Figure 1: Premier Inn London County Hall
Location
The Premier Inn is ideally located in London's South Bank, directly behind the London Eye, with Big Ben and the Houses of Parliament just across the River Thames. The hotel is located in the same building as the London Sea Life Aquarium, London Dungeon, and Namco Station arcade, (Whitbread, 2022). St. James's Park, Westminster Abbey, and Downing Street are all within ten minutes walking distance. 
Rooms
With total rooms of 316, the guest rooms are typical of a chain hotel, with nothing particularly noteworthy about them other than their size in comparison to other hotels in downtown London, (Whitbread, 2022). Views of the London Eye, the River Thames, and the Jubilee Gardens can be seen from many of the rooms on the riverside. Rooms provide small flat-screen TVs, safes, and tea- and coffee-making facilities, but lack frills such as minibars. 
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Features
There's a little seating area in the foyer, but no lounge. The hotel lacks public areas and amenities. Only one conference room can seat 12 people, although all guests can use the free Wi-Fi everywhere in the building, (Villa-Clarke, 2021). The hotel's restaurant serves breakfast, snacks, dinner, and a kids' menu. Breakfast is not included in the room rate but is reasonably priced and includes buttered crumpets and vegetarian sausages. 
[bookmark: _Toc120087174]Recent Feedbacks 
Priceline is one of the verified and renowned third-party websites which collects reviews from people who visited certain hotels. Among 22 verified hotel visitors, the overall rating for Premier Inn London County Hall was 8.0 out of 10 where staff scored high with their worm behaviour and attitude but cleanliness and location scored low, (BBC, 2020). 
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Figure 2: Customer reviews on Premier Inn London County Hall 
Source:(Macmahon, 2022)
Customers Feedback: 
· Marianne-she travelled with her family and teens in 2021
Liked: The setting was nice. London Eye was nearby. The entryway might be a bedroom. Westminster Bridge leads to Westminster Abbey, and Trafalgar Square, (The Sun, 2022).
Disliked: Disappointing housekeeping and cleaning. Bed-making made my kids sad, (BBC, 2020). Poor WiFi. I can't complain because it said it was restricted. 
· Donna-a solo traveller, date: 12-11-19
Liked: The hotel's location, restaurant, nice bed, and helpful staff were all highlights, (Moss, 2020). There was a sense of calm in the room that I enjoyed.
Disliked: I needed more storage space, such as closets. A clock would have been nice, but the television channel provided such information.
[bookmark: _Toc120087175]PESTLE Analysis
	Factors
	Description

	Political
	Brexit (Feys and Probert, 2019), Ukraine & Russia war, trade war, newly added tourism tax

	Economic
	Economic downturn due to the Covid-19 pandemic, the war between Ukraine and Russia, Reduced tourist traffic from Europe and the pound's decline versus the dollar

	Social
	socioeconomic and cultural varieties changed lifestyles due to the pandemic and economic recession, (Sonnino and Trevarthen, 2022).

	Technological
	All sorts of digital payment systems, social media presence, and digital tools are used in recruitment and housekeeping. 

	Legal
	labour, consumer, and other regulations, covid-19 safety measures

	Environmental
	Green guidelines, criticisms of the hospitality sector, A decrease in the consumption of fossil fuels and the Shift to recycling



Political:
British hotels will have to adjust to the changing political climate by doing things like offering different services. Since the 2016 decision for Britain to leave the European Union, the hotel business has declined (Chaban, Niemann and Speyer, 2020). Premier Inn London County Hall's output, earnings, and employee retention rates will all be impacted by the ongoing trade war between the UK and other countries. The recent tightening of security in several nations has had an adverse effect on the hotel business. Tourism is also being negatively impacted by the current crisis between Russia and Ukraine, in which NATO is aiding the invading countries (BBC, 2022). Large numbers of non-Russians and immigrants to Russia are leaving the country.
Economic:
As a result of COVID-19, many nations have reduced their interest rates in an effort to attract investors (Karwowski and Sonmez, 2021). Over the past few months, interest rates have dropped dramatically. The closure has reduced productivity around the world. In 2022, the UK economy shrank by 0.3%. As cited in (Schomberg & Bruce, 2022). If tourists reduce spending due to the pandemic, hotels like Premier Inn stand to lose money.
Social:
The hotel industry's bottom line is affected by a wide range of socioeconomic and cultural variables. Fear of contracting the COVID-19 virus has caused many people to stay indoors (Bas and Sivaprasad, 2021). Premier Inn staff members are worried that their customers are getting more introverted. As a result of the recession, people are adjusting their routines.
Technological:
Premier Inn should always be looking for ways to improve its infrastructure to provide the best experience possible for its guests. There are numerous ways in which technological advancements can boost productivity, reduce expenses, and satisfy customers (Davronov, 2021). Hotels in today's digital economy must accept a variety of payment methods to attract and retain customers. Because of the rise in popularity of the internet and social media, booking a hotel room is now a simple and quick process that can be done at any time.
Legal:
The hotel must follow all applicable labour, consumer, and other regulations to avoid the scrutiny of government agencies and nongovernmental organisations. As part of its COVID-19 preparedness activities, the United Kingdom government has mandated that hotel guests clean their rooms thoroughly before checking out (Fonseca and Carnicelli, 2021). Due to these problems, the hotel's operating expenses have increased, decreasing its profit.
Environmental:	
Trash disposal practices are evaluated to ensure that all firms are following green guidelines. Constant criticism is directed at the hospitality sector for the harm it allegedly causes to the planet (Han, 2021). As a result of climate change, the hotel industry faces challenges in protecting the local ecosystem. Consumers are more likely to patronise companies that care about the environment. The reputation of the company appears to be rising which promotes sustainability. 
[bookmark: _Toc120087176]SWOT Analysis
	Factors
	Description

	Strength
	High brand recognition, attractive location

	Weakness
	Higher turnover rate, lower growth rate, Necessity of Service Management Education and Training for Customers 

	Opportunities
	The employee training program, transparent recruitment process

	threats
	Impact of covid-19, war, and economic uncertainty. The rising prices of key inputs including crude oil, natural gas, and electricity; a smaller potential consumer base because of these rising prices;



Strength:
Premier Inn London County Hall is owned by Whitbread, one of the largest and best-known companies in the world. Discounts are available at a wide range of hotels all around the world for Premier Inn employees, (Whitbread, 2022).
Weakness:
Even though working at Premier Inn is rewarding, the hotel industry as a whole experience a greater turnover rate than the average business due to competition from other establishments and the challenges of serving both international and local clients. There are also fewer chances for advancement.
Opportunities:
By creating a training programme that highlights the benefits of working for the firm, Premier Inn may increase its recruiting and retention rates. Additionally, the loyalty programme can help retain employees by recognising and rewarding employees on an annual basis for reaching milestones and by showcasing the unique contributions of each employee (Ghani and Han, 2022).
Threats:
It could lead to more staff turnover if it were easier to switch hotels or find part-time jobs. Current workers in the hotel business report feeling demoralised by the high turnover rate. Besides, hygiene in housekeeping is very sensitive after the pandemic. The rising prices of key inputs including crude oil, natural gas, and electricity, and a smaller potential consumer base because of these rising prices. 
[bookmark: _Toc120087177]Main Body: 
While analyzing the company the consultant found two broad issues of Premier Inn London County Hall which need to be overcome to ensure organizational growth. 
· Recruitment & Hiring
· Difficulties in Attracting Talent Poll
· Lack of Employee Engagement 
· Higher Employee Turnover 
· Housekeeping 
· Shortage of Complimentary goods
· Dirty washroom
· Unclear Window Mirror 
· Fewer of housekeeping staff
[bookmark: _Toc120087178]Hiring & Recruitment
Possibly the most difficult aspect of running a hotel is attracting and retaining qualified staff. To succeed in today's internationally competitive market and secure a sizeable market share, businesses need a well-defined and well-executed recruitment strategy, (Baron and Armstrong, 2007). 
In the hospitality industry, finding new workers has become increasingly difficult as a result of the "Great Resignation" and the spread of the virus. Joblist found that half of the former Premier Inn workers surveyed had no desire to return to the hospitality sector. In a survey of those who have worked in the hotel industry before, 75% said they would never go back to it, (Sthapit and Wokes, 2021). Workers are calling for higher pay, better benefits, and a more pleasant workplace. Employee turnover in the hospitality business in the UK is 30%, double the overall employee turnover, (Tracey and Hinkin, 2022). In premier Inn, London County hall employee turnover rate is 37% which is higher than the industry rate. Employees are switching hospitality companies for several reasons which are listed below with their extent of influence. 
[image: ]Reasons Hospitality workers Switching to the UK

Figure 3: Reasons Employees Switch Jobs in Hospitality Business 
Source:(Wen and Huang, 2022)
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· Attracting candidates
Poor pay is a big disincentive for qualified hospitality recruits. Premier Inn is reevaluating its pay plans due to labour scarcity. McDonald's announced an 11% pay raise for company-owned restaurant employees, (Marx, 2021). The Pittsburgh ice cream company that upped its hourly wage to $15 from $9 received 2,000 job applications.
Solutions:
Mobile-friendly job posts:  90% of job seekers use a mobile device, and 40% won't apply if the post isn't mobile-friendly. Mobile-friendly postings attract 11.6% more candidates, (Perna, 2022).
Advertise job openings via social media: 91% of firms use social media for recruiting, while 79% of job seekers utilise it. 87% of hourly workers have used Facebook to get a job, (Wanberg and Kanfer, 2021).
Advertise open roles to customers: If you want to hire someone excited about your company and its products and services, market yourself to your current clients. If a QR code appears in the foyer, on the menu, or elsewhere, customers with smartphones can easily apply.
Use Referrals: Referrals are 55% more effective than job boards, (Dhillon and Iversen, 2020). A referral network makes hiring easy. 
· Employee Engagement
You want the applicants you've found so far who show promise to move forward in the selection process. While LinkedIn reports a 20% increase in job-seeker drop-outs during the application and hiring process, Career Builder found that 60% of job-seekers will quit an application if it takes too long, (Whittington and Regnér, 2020). Recruiting new employees requires more than just advertising open positions.
Solution: 
Recognize employee efforts: To engage employees Premier Inn London County Hall should praise employee efforts are reward them with financial or non-financial benefits. 
Be desired by employees: One easy way to achieve this is to reduce the number of requirements applicants must meet before being accepted. A further strategy for keeping your best employees around is to cultivate a positive employer brand that encourages people to seek positions at your company.
· Employee Turnover
According to the Bureau of Labor Statistics, the hotel industry has a turnover rate that is two to three times the national average. At the Premier Inn London County Hall, 3.5 percent of the staff leaves annually.
Solutions:
Superb Onboarding Process: If the onboarding experience is poor, 32 percent of new hires will quit within the first six months, (Scott and Waite, 2021). It is essential that new hires feel accepted and appreciated by the firm over the first 90 days (and beyond, of course, but 90 days is the typical for "onboarding").
Accept a Transparent Policy: Uncertain job expectations, poor communication, and limited opportunities for promotion are all major contributors to high turnover rates, (Brierley, 2006). It is crucial to be as honest as possible with the candidate during the interview process to ensure that the position offered is a good fit for them.
Positive aspects
Premier Inn London County Hall also has some positive aspects regarding employee recruitment and retention. Employees get several benefits working in this hospitality business. 
Improving communication skills.
Most positions in the hotel industry will demand significant interpersonal communication, even if they don't include constant direct interaction with consumers, (Yoopetch and Nimsai, 2021). Staff members benefit from this since it helps them develop a "soft skill" (one that can be used in a number of situations) called communication.
Simple and Low-Cost Vacations
It's possible that a job in the hospitality business may be ideal for you if you're the kind of person who thrives in situations where they're constantly on the go, (Cherian and Han, 2022). Your ability to cut down on lodging expenses could be another perk of working in the hotel sector.
Professional advancement speed up
Since the hospitality sector grows and changes at a faster rate than most others, there is always a need for new employees, (Adams, 2021). Members of staff may be considered for promotion to managerial roles.
Business connections
One of the finest ways to move up the corporate ladder is through strategic networking. In the hotel industry, you may be required to travel frequently to meet with clients and attend trade shows.
[bookmark: _Toc120087180]Housekeeping
Housekeeping consists of tasks including sweeping, dusting, vacuuming, maintaining order, and disposing of trash. The hotel's housekeeping staff is responsible for maintaining a clean and comfortable environment for guests, (Raghubalan, 2019). For a hotel to be successful, it is crucial that the facility is well-maintained and that the housekeeping crew does their job effectively.
[bookmark: _Toc120087181]Challenges and solution 
Garbage under beds
One of the first places visitors to a new residence look is under the mattress. Therefore, when cleaning thoroughly, this space must not be overlooked. The workers made only a superficial effort to clean up the area if there's still rubbish lying around, (Banim, 2022). By conducting random inspections, they can ensure that all workers have put away their belongings and the room is clean.
Dust
Modern hotel guests evaluate rooms before booking. They're strict. If people see dust, they may think housekeeping is slacking. Every space must be tidy. Before renting out rarely-used rooms, a housekeeper should clean them thoroughly.
Insufficient toiletries
It's frustrating to check into a hotel and find no shampoo, conditioner, or toothbrush. Toilet paper is always scarce. Guests shouldn't hoard toilet paper during their stay. Each room should always have two paper rolls. If the housekeeping crew doesn't have enough toilet paper, buy more.
Fingerprints on mirrors
Fingerprints on mirrors and windows are a sure clue that someone has stayed there before. Hotel guests should feel that their accommodations were made with them in mind, (Pottorff and Miller, 2022). Visitors shouldn't feel like they have to clean the room before leaving because leaving fingerprints and cosmetics smudges on mirrors are unclean.
Hair on floor
The appearance of hair in the bathroom or on the carpet is a telltale sign that the space has not been scrubbed appropriately. Over time, some staff may try to save money by neglecting preventative maintenance tasks like sweeping and vacuuming. To avoid these kinds of issues, please ensure that the cleaning team has adequate time to clean each room. When people are pressured for time, they are less likely to put in the necessary effort to complete their tasks successfully, (Robinson, 2020). In addition, make sure quality is maintained through random inspections once a week.
Positive aspects
Premier Inn adopted CleanProtect, a comprehensive cleaning programme, in all of its UK and Ireland hotels during the COVID-19 pandemic, (Premier Inn, 2021). Check-in is now at 3 PM to provide staff time to prepare rooms. Premier Inn's guarantee, designed with Diversey, a manufacturer of cleaning and hygiene products for the healthcare and hospitality industries, aims to reassure guests before they book.
[image: Premier Inn CleanProtect | Our hygiene promise]
To ensure everyone's safety Premier Inn London County Hall took initiative mentioned below.
Checking in and isolating: Automatic hand sanitiser dispensers and protective screens at the front desk reduce illness transmission.
Antiviral and antibacterial spray: More frequent cleaning of high-touch locations, such as check-in kiosks, lift controls, door handles, and handrails, with Diversey-approved disinfectants to European standard EN14476, effective against Coronavirus, (Lowrence, 2020). Their thermostat, TV remote, door handles, and nightstands are exceptionally secure.
Housekeeping: Unlike competing hotel chains, Premier Inn employ all of their housekeepers directly, allowing them to train staff in accordance with the Premier Inn CleanProtectTM pledge. 
Bed-and-bath linens: So visitors can sleep worry-free, they wash our sheets, towels, and blankets at 60 degrees Celsius, the optimum temperature for thermal disinfection, (Morisson, 2021). They've hidden extra pillows in a tamper-proof sack for visitors’ safety.
Protecting the team: Providing gloves, aprons, face masks, and hand sanitiser to the team. Premier Inn’s team regulations are amended to meet government standards, and members can choose whether to use safety gear.
[bookmark: _Toc120087182]Impact on financial performance 
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Figure 4: Financial Performance of Whitbread
 Source:(Whitbread PLC, 2022)
Premier Inn London County Hall is a part of Whitbread's hotel portfolio which has a direct impact on the PLC's overall financial performance. The above mention picture shows the financial performance of Whitbread for the year 2020/21. Employee turnover reduced the revenue of the hotel by 2% in 2021, (Ambrose, 2021). The mother company earned revenue of 590 million British pounds which is 1400 million less than the year 2019/20, (Whitbread PLC, 2022). The public limited company experienced a huge loss in the last fiscal year due to the pandemic which extremely affected the hospitality business in the world as well as in the UK.  The market share compared to others was increased by 4% despite the downfall of the financial performance. 
[bookmark: _Toc120087183]Prospect in the UK Market
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Figure 5: Customer Brand Score of Premier Inn 
Source: (Reich, 2021)
Premier Inn is the leading hotel chain in the UK standing 1st in terms of customer satisfaction, impression, brand value and likelihood to be recommended. In all of these cases, Premier Inn scored more than 10 compared to the 2nd hotel chain in the UK, (Reich, 2021). Only in quality dimension premier in legged behind by 5 to its competitor. Despite high employee turnover in the last couple of years, the still premier Inn is the most desired destination to work in the hospitality sector. 
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Figure 6: Market Risk & Prospects for Premier Inn in the UK 
Source: (Whitbread PLC, 2022)
Premier Inn set several priorities in facing the risk and maximizing the opportunities which should remain in the upcoming years. The resumption of hotel and restaurant profits; the maintenance of recent increases in market share; the Increase in UK network efficiency, the increase in the availability of Premier Plus suites, keeping high marks from their guests, (Reuschke and Mason, 2022) optimize their occupancy and rate mix along the booking curve and for specific catchments by focusing on pricing algorithms, (Johnson, 2021). Maximize their cash flow and keep their balance sheet healthy. Get the company in a good spot to recover from the crisis and thrive once it passes. Always prioritizing the physical and mental health of their employees and consumers.
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The Premier Inn is ideally located on London's South Bank, directly behind the London Eye, with Big Ben and the Houses of Parliament just across the River Thames, (Premier Inn, 2022). With total rooms of 316, the guest rooms are typical of a chain hotel, with nothing particularly noteworthy about them other than their size in comparison to other hotels in downtown London.
Customer Reviews
	Liked
	Disliked

	Visitors like the environmental setting and the hotel location for being in the prime location of London. Food & beverage are also delicious to most of the visitors with traditional tastes and verities of food items.
	But many also complained regarding space and storage capacities. Couple of guest face difficulties browsing the internet due to a slow network. And sometimes guest had to clean room due to the shortage of housekeeping staff.



Recent feedbacks show that the overall rating for Premier Inn London County Hall was 8.0 out of 10 where staff scored high with their worm behaviour and attitude but cleanliness and location scored low, (Premier Inn, 2022b). Couple of guest face difficulties browsing the internet due to a slow network, (Premier Inn, 2021a). 
PESTLE Analysis Outputs 
	Factors
	Favor/Neutral/against

	Political 
	Neutral

	Economic 
	Against

	Social 
	Neutral

	Technological 
	In favor

	Environmental 
	Against

	Legal
	Neutral



 PESTLE analysis shows that Brexit, Ukraine & Russia wars and the trade war among countries impose political barriers in operating business, resourcing and hiring employees. Economic downturn due to the Covid-19 pandemic, and the war between Ukraine and Russia impacting consumer spending across the globe as well as in the UK, (The World Bank, 2022). Socioeconomic and cultural verities changed lifestyle due to the pandemic and economic recession all are the social factors influencing the hospitality business. All sorts of digital payment systems, social media presence, and digital tools used in recruitment and housekeeping are technological trends going on. Labor, consumer, and other regulations, covid-19 safety measures are crucial in hotel management, (PWC, 2021). Environmental factors like Green guidelines, criticisms of the hospitality sector, and carbon emissions are the burning issues in the upcoming COP 27. 
SWOT analysis figured out some of the strengths Premier Inn London County Hall has and its weakness in operating business. High brand recognition, (Lock, 2022) and an attractive location are the strong points whereas a Higher turnover rate and lower growth rate is the weakness of this hotel. Besides, SWOT shows few advancement opportunities for the hotel such as it can launch an Employee training program and make the recruitment process transparent, (Folyd, 2020). The external environment also imposed some threats due to the Impact of covid-19, war, and economic uncertainty the world is facing currently. 
Hiring & Recruitment
	Issues
	Findings

	Difficulties in attracting talent polls
	Mobile-friendly job posts, Advertising job openings via social media, Advertising open roles to customers and Using Referrals can help in attracting employees.

	Lack of Employee Engagement
	Recognizing the efforts of the employee, rewarding the best performance and becoming the strongest employer brands will assist in engaging employees

	High Turnover
	A superb onboarding process can reduce the turnover rate because 32% of employees switch jobs due to poor onboarding. Further, employees want transparency in the hiring & recruitment process as well as selecting the best employee for reward. 



In the hiring and recruitment process, Premier Inn faces a few challenges such as difficulties in attracting talent polls as hospitality jobs offer few career opportunities compared to others. Lack of employee engagement due to the less rewarding facilities and employee recognition and employee turnover are the other challenging issues the hotel is countering, (Reich, 2021). 
There are a few suggested measures to overcome these challenges in hiring employees.  Mobile-friendly job posts, Advertising job openings via social media, Advertising open roles to customers and Using Referrals can help in attracting employees. 90% of job seekers use mobiles for seeking jobs and 91% of the employees use social media. Besides, a referral is 50% more effective than job boards. 
Recognizing the efforts of the employee, rewarding the best performance and becoming the strongest employer brands will assist in engaging employees. A superb onboarding process can reduce the turnover rate because 32% of employees switch jobs due to poor onboarding, (Perna, 2022). Further, employees want transparency in the hiring & recruitment process as well as selecting the best employee for reward. 
Housekeeping
	Issues
	Findings

	Dirty Washroom
	To avoid these kinds of issues, please ensure that the cleaning team has adequate time to clean each room. In addition, make sure quality is maintained through random inspections once a week.

	Dust & Garbage Under bed
	By conducting random inspections, they can ensure that all workers have put away their belongings and the room is clean. Besides, make sure that rooms are perfectly cleaned before renting a room after so long

	Shortage of Complimentary goods
	Premier Inn can use digital supply chai system to be informed before any complimentary goods like toiletries reach to certain volume in the store house. 

	Fingerprint on Mirror 
	Cleaning staff should make sure every time after guest left the hotel, windows are cleaned before letting new guest in. 



Another issue is housekeeping where Premier Inn London County Hall faces challenges regarding Garbage under beds, dust, insufficient toiletries, fingerprint on mirrors, hair in the bathroom and carpet etc. This results in customer disappointment which ultimately caused a fall in revenue generation in 2021, (Wen and Huang, 2022). The covid-19 pandemic was crucial as travel and business operation was restricted around the world. 
During the COVID-19 outbreak, Premier Inn implemented CleanProtect in all UK and Ireland hotels. To provide staff time to prepare rooms. Premier Inn's guarantee, established with Diversely, aims to reassure guests before they book. 
Turnover cost the hotel 2% of its revenue in 2021, (Whitbread PLC, 2022). The parent company's sales were 590 million GBP, 1400 million GBP less than in 2019/2020. The epidemic badly harmed the global and UK hospitality industries, and the public limited business incurred massive losses in the prior fiscal year.
Premier Inn tops major UK hotel chains in customer happiness, brand perception, brand value, and recommendation likelihood. In every category, Premier Inn beat the second-place UK hotel chain by 10 points. 
[bookmark: _Toc120087185]Action Plan:
	Number
	Problem
	Solution
	Outcomes
	Date
	Duration
	budget

	1
	Job postings aren’t mobile friendly 
	Premier Inn has to ensure that their post regarding jobs and application procedure should be easily accessible via mobile phone.
	This will increase the number of job applicants. 90% of job seekers use mobiles and prefer to apply for jobs via mobile phone. 
	01-12-22 to 30-02-2023
	3 months
	£1200

	2
	Lack of social media presence
	Premier Inn job posts should reach job seekers via social like Facebook, Twitter, LinkedIn etc. 
	As 91% of candidates use social media in searching for jobs, this approach will help Premier Inn find more talent from the job market, (Kwok and Muñiz, 2021). 
	01-12-2022 to 30-03-2023
	4 months
	£1500

	3. 
	Shortage of Housekeeping employees
	Premier Inn London County Hall has to increase the number of employees in the housekeeping operation
	Many have complained that they had to clean beds themselves sometimes due to the lack of housekeeping employees. 
	01-02-2023 to 30-04-2023
	3 months
	3000

	4
	Higher Turnover
	Premier Inn can arrange a reward program to recognize the efforts of employees. 
	This reward system will increase employee engagement by motivating staff members, (Karikari, 2018) as part of the organizational growth. 
	Once a year
	Yearly basis
	£40000



[bookmark: _Toc120087186]Recommendation:
· Hire the right talent
Firm-by-firm recruiting varies. Hiring the proper people can enhance growth. Behavioural interview questions expose candidates' personalities. Talented employees if placed rightly enjoy working life. 
· Encourage retention
Only 25% of British workers think their company's onboarding is good, (Gov.UK, 2021). Master's-level HR managers may expedite hiring and orientation. Successful onboarding helps new hires understand the company's goals and how they may contribute.
· Employer perks
Everyone appreciates workplace respect. Managers need HR training. Positivity boosts productivity by 15%, (Murphy, 2017). Premier Inn should encourage their staff's dedication. Encouragement motivates and inspires workers.
· Clear Career Path
Promoting and investing in present employees shows workers' appreciation. Don't bore your employees. Stuck people may seek work elsewhere. Managers should meet with their teams often to discuss the company's goals.
· Balanced work-life
57% of respondents said employment benefits were extremely important. Some firms offer paid vacation or unrestricted parental leave for a child's first year, (Murphy, 2017). Working in varied conditions and at your own pace may be useful.
· Learn quality trends
Consistent room complaints may indicate a broader problem than a housekeeping error. If guests have frequent complaints about the shower's cleanliness, redo the tiling or grouting. Housekeeping may not be able to clean a shower thoroughly enough with a toothbrush. Identifying quality patterns helps you change systems or address employee complaints. Hotel maintenance software tracks many maintenance issues.
· Use data analytics and technology to monitor hotel room cleaning.
Traditional housekeeping supervisor duties include room inspections, which are time-consuming and ineffectual. Final inspections may be slowed by waiting for cleaners to report manually or via WhatsApp. During an inspection, you must document any faults, snap a photo, and name the housekeeper to blame. Hotel housekeeping management software delivers openness about housekeepers' to-do lists and guest room inspection preparedness, (Nikolskaya, 2021).

[bookmark: _Toc120087187]
Conclusion: 
Hiring & Recruitment and Housekeeping are putting challenges in organizational growth. The hospitality business is affected by the social and economic climate as well as global problems like the latest epidemic and economic slump. Digital money processing, social media use, and digital recruitment and cleaning tools are current trends. Hotel management must comply with Covid-19, labour, and consumer regulations. The Premier Inn London County Hall has identified both its strengths and weaknesses as a business. Next COP 27 will focus on Green standards, hotel industry complaints, and carbon emissions. Hiring & Recruitment and Housekeeping are putting challenges in organizational growth. Brexit, the Ukraine-Russia war, and the trade war all affect corporate operations, resource availability, and hiring, (The World Bank, 2022). The hotel has high turnover rate and slow expansion are its greatest weaknesses, according to the SWOT analysis. There are also problems with housekeeping, such as a lack of toiletries and a dirty carpet and rug.
The hotel is dealing with difficulties such as high employee turnover and low levels of employee engagement. During the COVID-19 pandemic, Premier Inn deployed CleanProtect in all UK and Ireland facilities so workers may prepare rooms for guests, (Premier Inn, 2021b).
Premier Inn London County Hall is a part of Whitbread's hotel portfolio which has a direct impact on the PLC's overall financial performance. Employee turnover reduced the revenue of the hotel by 2% in 2021, (Whitbread PLC, 2022). The mother company earned revenue of 590 million British pounds which is 1400 million less than the year 2019/20.
Working in varied conditions and at own pace may be useful for British hotel workers. Managers should meet with their teams often to discuss the company's goals. Hotel housekeeping management software delivers openness about housekeepers' to-do lists and guest room inspection preparedness. Identifying quality patterns helps companies change systems or address employee complaints.
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