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[bookmark: _Toc137666891]Executive Summary

This report audits the company of Whitbread and their organisation Premier Inn. The organisation structure, culture, goals, and recent change initiatives were analysed and found that the company is comprised of a vertical decentralised organisational structure across eleven board members and three committees. Its culture champions the rights and movement of the LGBTQ+ community and the ‘Black Lives Matter’ organisation, as well as promoting the support of mental health to help employees to ‘be part of a change they want.’ 
However, the style of management in many of their franchises has been scrutinized by former employees on Indeed and Glassdoor and with comparison to Hilton throughout, it is suggested that Premier Inn improvements are necessary to improve the support, guidance and representation of their staff and better training of managers is required to enhance communication, skills and adopt a culture that works for the goals of their company where sustainability is a main principle, providing opportunities for their team members and supports the community. 
The business’s strategic direction and current business performance have been found to be performing very well, with Premier Inn planning to introduce up to 2,000 more rooms and new hotels across the UK and Germany, as well as adopting new marketing positioning by introducing upscaled rooms in their city centre hotels. Premier Inn’s pre-tax profit has bounced back since the Covid-19 Pandemic with £375m predicted in 2023 (Graham, 2023).
A recommendation was made to improve the style of management within the Premier Inn franchise to enhance and align with the vision and goals the hotel has set for future sustainability and to develop a SWOT analysis to equip the company for the effective construction of the business’s strategic direction and performance.
Whitbread (2023a) aims to continue its competitive advantage which keeps sustainability at the core of its future and current hotels and “aims to be the best budget hotel in the world while positively impacting the world around us.”


[bookmark: _Toc137666892]Introduction: Premier Inn Hotels
Premier Inn is one of the biggest brands in the UK Hotel sector owned by Whitbread PLC (2023a) according to YouGov (2023). This chain specialises in providing budget accommodation to guests with 840 hotels in the UK and Germany and they employ nearly 40,000 team members in the two countries between their hotels and restaurants (Whitbread, 2023a). This report will audit and critically analyse the business model of Premier Inn, focusing on organisational structure, recent change initiatives, the organisation’s strategic direction and current performance. The research conducted will also examine the relationships between people and culture. In addition, with the use of relevant theories, this report will explain and evaluate the variables determining effective leadership and the behavioural approach to management.
[bookmark: _Toc137666893]Organisational Structure, Culture and Goals
A large-scale hotel operator like Premier Inn adopts a tall decentralised organisational structure, their model is vertically integrated because Whitbread (2023a) says it “combines ownership of property, hotel operation, brand, and inventory distribution” to equip Premier Inn to extend “at a significantly faster pace than competitors”. The main characteristics of this structure are what Quain (2019), describes “is a management system that comprises a president/CEO and a board of directors at the top, middle-level managers”, lower-level supervisors and team leaders. Premier Inn’s organisational structure is made up of 11 members across three committees that form their Whitbread company: the Chairman, three executive directors and seven non-executive directors (Whitbread, 2021b). 
Their chief executive, Alison Brittain (2021, as quoted in Whitbread, 2021a, pg. 1) stated that their organisation’s drive is to “tackle great issues of our time”, including climate change, diversity, and equality. Their team aims “to provide meaningful work, skills and career development” for their team members with “no barriers to entry.” 
Furthermore, Premier Inn (2021a, pg. 7) reported that their board levels have a “governance structure with clear terms” which are “delegated levels of authority for each body.” These three groups form a risk, people, and technology committee. Decisions are open for input and suggestions by an employee forum to ensure “people’s voices are heard”. However, there is very little evidence suggesting any involvement or example of employee decisions being put forward or implemented in this report, except for allowing their employees to purchase a meal while on shift for £2 (Premier Inn, 2021a, pg. 12). The report continues to cover their understanding of the importance of their stakeholders and establishing their code of conduct of policies and their “Force for Good” initiative.  
In Premier Inn’s “Force for Good” initiative, they state in their report (2021c, pg. 10) that they champion “inclusivity across the organisation and improving diversity” with a focus on their drive for change to improve the well-being and opportunities of the LGBTQ+ community, the ‘Black Lives Matter’ campaign, supporting mental health and promoting apprenticeships which Premier Inn was ranked 1st in the UK in 2021 (Premier Inn, 2021a, pg. 10) to enhance their culture network to be what Premier Inn (2021c, pg. 10) to “allow employees to be part of the change they want.” 
However, information from Indeed (2023) shows actual ratings from real employees who have worked in Premier Inn. The culture rating, management, pay & benefits, and work-life balance are only rated at 3 out of 5 on average across the categories. Therefore, it can be argued that there is still a distance to progress to boost the culture network of Premier Inn’s Team Members and more effort could be placed to monitor, identify problems, and improve employee social and job satisfaction in the workplace, with partnership from leaders to improve relationships with management, filtering down to their employees.
In comparison, Hilton Hotels scored higher than Premier Inn on Indeed with an average of 4 out of 5 across the same categories with Hilton’s workplace culture led by their staff, it can be suggested that there is a considerably better work environment to work within (Stories from Hilton, 2023), (Indeed, 2023), (Hilton, 2023b).
In the 1990s, Charles Handy, as discussed in McGrath & Bates, (2017, pg. 118-119) and Dunford, Sturgeon & Szudek, (2020, pg. 58-59), established types of organisational culture based on four distinct behaviours: power, roles, tasks, and people. These behaviours are shaped or harnessed to best suit the staff of a company. Premier Inn seem to coincide with a task culture, which is dependent upon what Dunford, et al. (2020, pg. 59) says is the “unifying power of group working”, and a role culture, which is what Dunford, Sturgeon & Szudek (2020, pg. 59) describes is “the power and influence an individual can have that has been determined by their role”. 
Nonetheless, Premier Inn’s goals can heavily influence the structure of the organisation as well as the values of its culture (Zigarmi, 2019). The company’s goals as stated by Whitbread (2023b) are three principles: 
· “Opportunity – being a team where everyone can reach their potential”.
· “Community – make a meaningful contribution to the customers and communities we serve”.
· “Responsibility – operating in a way that respects people and the planet”.
It can be agreed that these goals have been established by Premier Inn because the hospitality industry is facing a recruitment crisis and need to find ways to attract new talent and retain staff (Lutrario, 2022), (Price, 2022). It is important to preserve and invest in the host communities of operation, which ties in with the imperative subject of sustainability to reduce carbon emissions, incorporate transparency and improve social aspects of the business to promote a positive and visionary brand image (Gentinetta, 2023), (Barreiros, 2021). 
[bookmark: _Toc137666894]Recent Change Initiatives
Premier Inn has been moving away from post-pandemic travel and changing to focus on the cost-of-living crisis and its sustainability programme (Innes, 2022). As part of the COP26 meeting and the Paris Agreement (UNFCC, 2015), the plans have been considering what businesses can do to tackle climate change. Premier Inn announced it has signed up to set a target of reaching net zero carbon by 2040 and signed up to the Race to Zero Business Ambition for 1.5ºC to incorporate its “Force for Good” sustainability strategy (Premier Inn, 2023b). 
Actions Premier Inn are taking to reduce its carbon footprint include reduction in water, gas, and food waste, and eliminating single-use plastic (Caswelll, 2023).  Recently, a video by Whitbread (2023d) explains Premier Inn’s commitment to “create a positive impact on our culture” and “have clear commitments to become the most inclusive hospitality business”. The video continues to cover the commitments it has made to train staff about sustainability and its importance, as well as set its team members up for success, be supported and be proud to work for the company (Whitbread, 2023d). 
In a big company like Premier Inn, change can be difficult to manage on a large scale and have it become a new benchmark across all franchises (Fallon, 2023). Premier Inn’s focus on their team members with support, guidance and clear communication from leaders and managers can create a positive workplace culture. When staff feel like they are cared for, given clear goals, encouraged to discuss any concerns, get involved with new procedures and understand why change is necessary, they are less likely to resist the change (Mullins, 2016, pg. 559-560).
That said, the impact of Premier Inn’s change initiatives can be evaluated. Information from Premier Inn (2023b) exhibits good progress is being undertaken. The company states it uses “100% renewable energy” to power its hotels, encourages biodiversity on its buildings, responsibly sources from local suppliers with clear transparency on their origins, donate surplus food to charity, and support the GOSH charity. All these changes have certainly been reflected in Whitbread’s 2021/22 ESG report and the social aspect of the change initiatives has been managed with statistical results, with some under ongoing reviews (Whitbread, 2021c, pg. 14). For example, their inclusivity goals have seen 41% of females and 5% of ethnic minority representation in their leadership roles, they have had nearly 300 completed apprenticeships and staff have been able to donate over 200 hours of volunteering to the local communities (Whitbread, 2021c, pg. 14). 
Similarly, Hilton Hotels are focusing on sustainability as their future change initiative (Hilton, 2023c). From aiming to be net-zero, being energy efficient, reducing food and water waste, incorporating diversity and inclusion, to even having their own initiative to ‘Thrive at Hilton’. However, the difference between the change initiatives and the impact it has on its staff is that Hilton has been highly praised for their management and support for staff (HospitalityNet, 2022), (Great Place to Work, 2022). From introducing their ‘Care for All Hub’, introducing rewards, recognition programmes for staff and extended paid time off for paternity and bereavement has supported their staff during the cost-of-living crisis and has allowed their staff to be themselves at work, offered support to grow with change and guide their staff with their career development (Stories from Hilton, 2023), (Hilton, 2023a).


[bookmark: _Toc137666895]The Organisation’s Strategic Direction & Current Business Performance
In terms of market positioning, Premier Inn have consistently established its budget accommodation and simplicity within its brand, pricing, and quality. Recently, Premier Inn have been venturing into new agendas and opening a new sub-brand called Premier Inn Plus which is marketed as upscale rooms to offer more spacious beds, more perks in rooms, and better Internet connection which is based within city centres, with a focus on business travellers and leisure travel couples (Premier Inn, 2023c), (Premier Inn, 2023d).
According to Graham (2023), Premier Inn has found its sales grow as much as “55% compared with last year, which is even up by 37% with pre-Covid times.” Graham continues to say there are pipelines to open as many as “2,000 rooms in the UK this financial year and up to 1,500 in Germany.” With pre-tax profit rising as much as £375m in 2023 (Graham, 2023).
Whitbread (2023b) shares “three key pillars” in their strategic direction for the future. The first one is to “grow and innovate in the core UK markets” meaning that it plans to grow its market share gain and continue operating with a competitive advantage. The next pillar is growth, Premier Inn is to “focus on our strengths to grow in Germany” to expand the brand and “replicate the success of the UK model” in Germany. Then the third pillar is “enhancing the capability to support long-term growth” to promote “a successful and efficient programme that aids financial flexibility and the ability to invest in growth” where it may be restricted. Whitbread (2023a) state its “ambition is to be the world’s best budget hotel” and to continue to open new divisions of hotels while “to positively impact the world around us”. Premier Inn is addressing this with its sustainability efforts by switching to renewable energy in all of its hotels, providing EV chargers for electric cars, currently scoring ‘excellent’ in its sustainability of building initiatives and aiming to drive more focus into their ‘Force for Good’ programme to enable their staff to live and work well (Premier Inn, 2023e), which supports the three pillars of Premier Inn’s (2023e) “opportunity, community and responsibility” principles.

[bookmark: _Toc137666896]Recommendations
There is little to be found on how Premier Inn is actively seeking solutions to improve its employee well-being, how they are supporting staff during the cost-of-living crisis and how much impact the company’s change initiatives are working harmoniously alongside staff and communication with management. With scrutiny on Premier Inn’s ‘poor management team’ by their current and previous employees (Indeed, 2023), (Glassdoor, 2023). Therefore, although the organisation knows why changes must be implemented, it can be questioned if employees have had any opportunities to discuss any problems they have and how they can be resolved. It could be suggested that Premier Inn need to change its style of management and construct and present a clear vision and plan of how they are going to reach its future goals and implement them, such as programmes or training days for employees and managers to team build, gain knowledge and discuss how they can achieve their goals. Implementation could be rewarded for sticking to the new change and reviewing their progress (Miller, 2020), (Dobson, Walters, & Williams, 1996). 
Furthermore, a method to evaluate the effectiveness of Premier Inn’s future strategic goals is to develop a SWOT analysis over a five-year period that can be measured and is realistic. From that, Premier Inn will be able to plan for any potential obstacles and utilise its strengths (BDC, 2023).
[bookmark: _Toc137666897]Conclusion

Overall, Premier Inn has established its “Force for Good” scheme with sustainability, diversity, inclusivity, and growth being at the heart of its future change objectives. Although, it has been highlighted that improvements are necessary to fully incorporate the scheme nationwide that embraces the change that supports its stakeholders and develops a team of managers that cooperate and have the knowledge and skills to build a strong workforce that will guide and actively support the team through change for a sustainable foreseeable future.
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