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[bookmark: _Toc127900781]Executive Summary
Premier Inn hotel is among the substantial players in the hotel and hospitality industry in the UK. The hotel operates in various parts of the UK and mainly serves customers from within the UK. However, it has requested a consultancy report on its services and provision of services, mainly for the brand on Queen Street in Cardiff. As a consultant, I have noticed various problems and issues that the hotel needs to work on to improve its service provision. Among them are hygiene issues. The hotel employees have been severely criticised for not meeting the necessary standards for maintaining hygiene. They were accused of using towels to clean toilets and bathrooms in guest rooms; this is risky since it places the hotel at risk of legal action from trade unions and other organisations and executives concerned with health and wellbeing. Among the issues that lead to such things is the employees' need for more devotion. Over the past few years, but mainly in 2021, the company reported a staff shortage. The company said vacancies and even vowed to increase pay for its hourly paid staff. Notably, after the Covid-19 restrictions were eased, the hotel recorded many clients who booked leisure overnight stays. Considering that it laid off some staff during the pandemic to reduce the expenditure on salaries since it was making a loss at that time, it needed a more good team that could meet the high demand by the consumers. As such, the work overload and strain is something that made the workers deliver fewer quality services than was expected of them.
Whitbread's chief executive officer (CEO) indicated that the operating domain in summer and into autumn had been substantially challenging due to the high occupancy rate, vend-wide supply chain issues and a tighter labour supply in the hospitality industry.
Thus, Premier Inn needs to find ways to ensure that its existing workforce remains motivated and devoted to work despite their workload and strain. The hotel must always involve its force in formulating strategies and change management procedures. In turn, this helps guarantee that the employees feel valued and heard. Motivating and awarding exemplary performers is another technique that will make the workforce committed to providing a high-standard series of customers to meet or exceed their expectations. Training and development is another mechanism and strategy that the Premier Inn hotel must embrace to foster its workers’ expertise in service delivery. The other reason why the employees at Premier seem not motivated is because of the type of management and leadership embraced mainly by the supervisors.
A minimal global presence impacts the hotel’s clientele. The hotel has established operations in only a few countries across the globe. While it has international awareness because of the number of hotels in numerous nations, it still needs to augment its global presence. Establishing more hotels in more countries will challenge the hotel administration to increase their services. They will be committed to offering services that match the diverse cultures from various countries across the globe. The result or outcome will be a hotel with an extensive range of excellent services.
The other issue the hotel faces is competition from other players in the industry. Some of the hotels that are potential competitors of Premier Inn give their clients an outstanding and unique experience through their services. Thus, Premier Inn will likely lose its clients to such hotels and competitors. The main reason and factors for the competition are the standards of the services offered and the general experience that the customers get. Premier Inn will be challenged to improve its services to overcome such competition and maintain a competitive advantage. It has, however, been proven to have a good competition model that makes it quite challenging for the other competitors to outdo it. Premier Inn has a kid and bike-friendly image with 24/7 Wi-Fi that continues to attract customers. However, if the hotel acquires unique and modern décor, it will be able to attract more clients because it will be unique from ten rest of the players in the industry. It should add more services to the gyms and massage parlours that other players do not offer. All these will give it positive reviews and ensure clients get a unique experience that makes them want to return more. 
Data security continues to be an issue in the contemporary world. Influential organisations continue to be at risk of having the private data of their customers accessed by unauthorised individuals. Premier Inn is among the hotels at risk of legal action for exposure to client information. However, it is recommended that they hire a team of technological experts who will design systems that will further enhance the security of the stored data, thus making it hard for hackers to access it. Importantly, this will be possible through a transparent scheme of research and development that will only seek to explore the competitors and their services, new markets to explore globally, an array of services to introduce, and what the hackers are doing to strengthen their hacking. Through research, the experts will be able to master the new techniques that the hackers are using in their hacking and breaking of pieces of information. The digital tools will also help the hotel keep an electronic finical report that will prevent cases and claims of failure to refund clients’ funds. 
The analysis in this paper is based on various models, such as the SWOT, PESTLE, and TOWS studies, that explore the internal and external domains of the hotel. The results and findings show recommendations on how and what the hotel needs to improve its service provision.
[bookmark: _Toc127900782]Introduction
This report mainly aims to analyse the Premier Inn hotel based on the one located on Queen Street in Cardiff. The analysis will incorporate issues such as competition, hygiene, and competence of the employees, the safety of data, and global presence based on providing services to clients. The analysis will highlight how these factors impact the provision of services to the clients. It will also highlight what the hotel needs to do to improve on these factors and, thus, provide services to its clients. The PESTLE, SWOT, and TOWS analyses are the main models that will be used to explore the internal and external domains of the hotel. They will help offer a report that will be used as a guide by the hotel’s administration to design mechanisms to improve its services and their provision to the clients. These models are essential because they will help in having an in-depth analysis of what the hotel is doing good at, what challenges it is facing, and also any shortcomings. All these will thus act as a basis for the analysis and evaluation and as a guiding factor to formulating recommendations for Premier Inn hotel’s administration. The proposals will highlight strategies to be adopted within a particular time plan and budget to enhance the hotel's services. The report is thus a consultancy report that will guide the administration on the areas that need improvement and the strategies to be adopted to execute the improvements.
[bookmark: _Toc127900783]Scope and Analysis
Premier Inn is a limited utility hotel chain in the UK. It is also a substantial hotel trademark in the UK (Locks par. 3). It has over 72,000 and 800 hotels. It has hotel operations in various locations incorporating city centres, suburbs, and even airports that compete with other brands like Travelodge and Ibis hotels (Premier Inn par.2). The Whitbread is the main establisher of Premier inn. Premier Inn was founded as Travel Inn in 1987 (Premier Inn par. 4). Whitbread then acquired it in 2004, leading to a merger with Travel Inn. It formed the current business under Premier Travel Inn (Whitbread par.3). It was thus shortened to Primer Inn in 2007. Premier Inn is, therefore, accountable for approximately 70% of earnings for Whitbread, as Locks (par.5) further says. The hotel believes that the services they offer its clients make it among the leading hotel brands in the UK. Premier Inn Cardiff City Centre mainly believes that its beds, tasty food, great value, and fantastic team members fascinates their guest, thus attracting more and more clients (Bharwani and Mathews p.52). Impressively, this has made the hotel win multiple awards. The hotel has been in the limelight because of significant factors and how it handles its customers. It gives absolute comfort and a sense that it is a home away from home. The unique selling point for the hotel is the kid and bike-friendly images coupled with free Wi-Fi (Premier Inn par.5).
Through its force for good strategy, the hotel brand has and continues to seek to help all individuals incorporating guests, team members, and even suppliers (Whitbread par.5). It allows them to live and work well. The company believes in creating a domain where all individuals who work for it can realise their full potential, guaranteeing that it minimises its effect on the environment and outlays in the societies they operate in (Breznik et al., p.180). Also, its significant values have helped place it in the leading position. The hotel brand seeks to be genuine by really caring about its clients. However, Premier Inn has had some criticism, which saw a petition against its establishment in Keswick. It is claimed to change the heritage of Cardiff, putting a strain on infrastructure that includes placing pressure on the parking space (George p.6). 
[bookmark: _Toc127900784]SWOT Analysis of Premier Inn
To better understand the current situation of Primer Inn Cardiff City Centre (Queen Street), it will be essential to review and analyse its SWOT analysis. The analysis evaluates the Premier Inn hotel brand's strengths, weaknesses, opportunities, and threats. The strengths and weaknesses are internal aspects of options, and threats are external. Notably, the SWOT analysis is a proven administration framework that allows a trademark such as Premier Inn to benchmark its enterprise and performance compared to its rivals (Jones and Comfort p. 148). The SWOT analysis might help the brand focus on building upon its strength and chances while handling the weaknesses and threats to enhance its market position.
[bookmark: _Toc127900785]Strengths of Premier Inn
The hotel has an occupancy rate of approximately 765 (Premier Inn par.6). It is in a good position in the sector. Many guests like the services offered in the guest rooms, such as cosy duvets (Tamburi p.101469). Also, because the hotel has substantial visibility because of its many branches and rooms, the Premier Inn hotel on the Queen Street of Cardiff City Centre has gained a massive clientele due to this awareness. Also, the fact that the hotel is located in the city centre makes it attracts many clients. The increased clients thus make it earn more returns and profits. The hotel serves approximately 50000 guests annually (Low and Luth p.62). Cardiff has some tourist attractions and other premises and locations that attract many people. It is thus for this sake that the Premier Inn administration found it good to locate the hotel on Queen Street. As such, it has offered a distinct client segment to stay where they want to be. It has provided excellent accommodation utilities to such clients, as highlighted by Premier Inn (par.8).
Premier Inn has created a perfect brand image over the years. It has a kid and bike-friendly idea coupled with free Wi-Fi 24/7 (Premier Inn par.8). As previously stated, this has been the main selling point for the company. It was for the 7th time voted as the Best UK economy hotel brand at the British Travel Awards in 2017. In 2020, it was crowned the Best Budget Hotel Brand at the Business Travel Awards (Locks par.5). In 2019. It won the TripAdvisor Travelers’ Choice Awards, as indicated in (Premier Inn par.5). It has won multiple accolades that numerous prestigious organisations award in the UK.
[bookmark: _Toc127900786]Weaknesses of Premier Inn
The main clients of the Premier Inn at Cardiff’s Queen Street are mainly the locals and the people living in the UK (Premier Inn par.4). The hotel needs a good global presence, which makes it little known in many countries. As such, it mainly serves clients in the UK and a few other from the limited countries where it has established operations. The hotel has also suffered some controversies and negative reviews from its previous clients. For instance, it has been accused of denying clients their refunds. Those affected had booked a stay during the Covid-19 pandemic (Giousmpasoglou and Hua p.253). The lockdown hindered numerous clients from travelling; thus, they needed a stay at the hotel. However, some were unhappy after the hotel refused to refund their funds.
The hotel has also suffered controversies and criticism regarding its levels of hygiene. In 2018, some reports highlighted that the hotel used the same great towels to clean the whole bathrooms incorporating the toilets (Newton par.2). The hotel has also been accused of its exploitative work practices. Data security also proves to be an issue for the hotel. It is highly prone to hackers and other unauthorised persons accessing its data about its operations and client information.
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 The hotel has an opportunity of exploring new vends. If it creates and enhances its global presence and awareness, it will guarantee a diverse clientele that incorporates clients worldwide, as highlighted by Matovic (p.96). One benefit is that it will have a high market segment and client base, thus enhancing profits and returns. Therefore, exploring more nations and regions is worth the effort.
Embracing new décor would also allow Premier Inn to increase and enhance its client service. An upgrade of the décor will attract more clients and make the prevailing ones want to return (Tan and Despotis p. 43). Although it is an investment that equally needs funds, its aftermath is an increased number of clients and, thus, enhanced profits. The profits will therefore help expand the hotel by improving client services. The hotel should seek more strategic tie-ups, the outlay in digital marketing, and create brand value through the client encounter.
[bookmark: _Toc127900788]Threats
While hotels like Ibis are the main competitors of Premier Inn in the budget hotel segment, it continuously faces rivalry from other small and independent hotel brands such as Marriott (Ghandour et al. p.4). Thus, the hotel’s administration needs to devise strategies to continue enjoying the competitive dotage in the sector.
Some of the weaknesses of Premier Inn have been mentioned herein. Such defects, such as a failure of refund and an exploitive work domain, may land the hotel into legal action, mainly from trade unions and health and safety executives (Sufi p.10). Finally, the hotel has suffered a considerable loss due to the closure of operations due to the lockdowns. While the hotel is still struggling to recover from the losses sustained during that period entirely, it is equally trying to ensure that it is making profits, meeting clients’ expectations, and maintaining a competitive advantage, all of which might be challenging at times (Nazarian p.434).
Table 1; SWOT ANALYSIS of Premier Inn
	Strengths
	Weaknesses
	Opportunities
	Threats

	Premier Inn hotel has a good occupancy area and position in the industry.
	A limited global presence denies it a more diverse clientele.
	Exploration of new markets in more countries will increase its global presence, thus increase in market segments, client base, and profits.
	Apart from competing with other budget hotels like Ibis, Premier Inn faces competition from independent hotels like Marriot.

	It has a good presence in the UK, which augments its clientele.
	It has been accused of failure to refund funds, mainly for clients who had made a reservation before the lockdown.
	Enhancing its décor and embracing new and unique modern décor will attract more clients.
	Due to the weaknesses mentioned, the hotel risks facing legal action from trade unions and health and safety executives.

	Located in a starting place on Queen street where multiple individuals can access it when seeking accommodation
	Hs is accused of having hygienic issues whereby workers are accused of using the same guest towels to clean toilets and bathrooms.
	The hotel should seek more strategic tie-ups, the outlay in digital marketing, and create brand value through the client encounter.
	The lockdown made the business suffer a great deal. It is genuinely struggling to completely heal from the aftermath of the pandemic while at the same time meeting client anticipations and maintaining a competitive advantage.

	It has established a good brand image over the years. It has been influenced by its kid and bike-friendly idea and 24/7 free Wi-Fi.
	
	
	


[bookmark: _Toc127900789]PESTLE Analysis of Premier Inn
PESTLE evaluation incorporates an effectual framework applied by an organisation. It aims to evaluate external domain aspects that contain dominical, legal, technological, political, civic, and economic elements.
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The hospitality sector in the UK highly depends on legislation passed by lawmakers in the parliament. Tariffs, rivalry, and immigration legislation have had a direct influence on the daily performance of the Premier Inn Hotel, as is said by Tan and Desotis (p.14). The legislation that has hit most hotel sectors incorporates the Covid-19 pandemic travel advisories. Multiple tourists had been discouraged from utilising the hotel facility via limited movement. However, lower taxes have helped the hotel to sustain the negative impact that was brought about by the pandemic (Shaw p.68).
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Remunerative challenges, a robust British Sterling Pound, the Covid-19 lockdown, and restrictions have minimised the Premier Inn hotel in Cardiff’s bookings (Jones and Comfort p. 19). However, more tourists in demand of high-end hotels have managed to book the hotel due to the relaxed advisories currently by the UK government. Due to the strong pound, visitors are still discouraged from spending in luxury hotels like Premier Inn.
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Socio-economic challenges are present in the UK. They incorporate the preference of individuals for private accommodations and private hotels. The Premier Inn hotel (Queen Street, Cardiff) has lost quite several customers to Airbnb, as Low and Luth (p.48) say. The hotel has reacted to some client demands by adding extra utilities. Anticipated utilities incorporate gyms and massage parlours, attracting more young individuals to the hotel.
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There has been increased booking and other online client utility due to using the 5G. The clients and guests encounter online interactions augmenting the hotel’s presence. On the other hand, data privacy is getting breached through hacking. Sadly, this regularly exposes clients' private data to unauthorised entities (Bharwani and Mathew p.16). High-end customers have augmented safety concerns due to insecure online hotel operations.
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Variations in the legal domain have brought about continued legal challenges in the Premier Inn Hotel's daily operations. The standard legal issue incorporates breaching data fines through the online utilities of the hotel. Customers have continually complained about utilising the General data Safeguarding Regulation Act that safeguards residents in the UK and visitors from the data breach (Tammburri p.42). On the other hand, the hotel has attracted visitors by observing the Gas Safety Act and Health Safety, thus providing quality utility connivance to its clients.
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Smart robotics utilisation by the Premier Inn Hotel has minimised the UK pressure on the available materials. The environmentally friendly aspects incorporate energy-saving lights, solar energy, and water-effectual showers (Giousmpasoglou & Hua p.258). The hotel is encountering global warming effects from other sources and not its operations.
Table 2; PESTEL Analysis of Premier Inn Hotel
	Political Factors
	Economic Factors
	Social Factors
	Technological Factors
	Legal Factors
	Environmental Factors

	Taxes, rivalry, and immigration have a direct impact on the operations of Premier Inn.
The Covid-19 containment measure regulations had a significant impact on the operations of the hotel.
	Economic hardships, the strong British Sterling Pound, and the Covid-19 lockdown have minimised the number of bookings.
	People prefer private accommodations like Airbnb to hotels.
An introduction o gyms and massage parlours has augmented the number of clients’ mainly the youth.
	5G has incised online bookings and online client utilities.
Guests who encounter online interaction are highly preferring the hotel.
However, there has been an incised exposure of clients’ private data to unauthorised individuals and entities.
	Data breaching fines through the hotel's online utilities have paused a significant challenge to Premier Inn.
	Smart technology utilisation has minimised pressure on resources.
The hotel has applied eco-friendly energy, such as energy-saving lights, solar energy, and water-efficient showers. Clients have been attracted to the hotel due to this.
However, Premier Inn is still facing the impacts of global warming foremother sources and not its operations.


[bookmark: _Toc127900796]Main Body
From the company's SWOT and PESTLE analyses, there are several issues that it is facing that might affect or continue to affect its operations. For instance, Premier Inn hotel, as earlier described, is said to be in just several countries. It has a small global awareness. It implies that many people in other countries and across the globe where it does not have operations do not have much information about it. A diverse clientele enables an organisation to embrace various services. For instance, if Premier Inn attracts more clients from more countries across the globe, it will be forced to coincide with more benefits that will favour people from many cultures across the world. As much as this move will be a costly investment for the hotel, the benefits are massive, and it will, in turn, enjoy a long-term high amount of returns as (Awawdeh p.237) states.
	The improved global presence will attract more clients, just as indicated above. Improving the décor and adopting some new, unique, modern sets of décor will attract more international clients. It will enhance the hotel's reviews, significantly fostering its returns (Rodriguez and Kelly p.210). Notably, this will be one investment that will help guarantee that as much as the hotel tries to recover from the impacts of Covid-19 that it suffered utterly, it creates more ways and avenues to improve its profits. Digital marketing is among numerous other techniques to augment the company's brand awareness (Aruldoss et al., p.250). It will make the hotel known to more individuals in the UK, mainly in Cardiff. It will be an automated way of informing the target market of the hotel's utilities.
	Jayawardena (p.7) says that digital marketing is the way to go for hotel industry companies in many European countries, with the UK included. Kaur (p.75)  highlights that digital marketing aids individuals and companies in realising a larger audience than they could through traditional techniques. Companies can target the prospects who will most likely purchase their commodities and utilities. There might be residents of Cardiff who need to be made aware of the presence of Premier Inn in their city. Digital marketing, just as indicated by Khan and Kamran (p.76) say, will help such clients know the hotel, its services, process, and location in the town, thus being able to access and make online bookings for accommodation reservations. Nabieva (p.337) also supports this.
	In most cases, a good work environment is a motivating factor for employees. If their welfare is not considered and the general work domain is exploitative, they feel less motivated to work (Hafeez et al., p.190). A lack of motivation among employees is, in turn, a significant threat to service delivery. The workers will not be committed to meeting clients' expectations and giving them an extraordinary experience. Such is the case in Premier Inn Hotel. Premier Inn has been accused of having an exploitative domain for the employees. Notably, this was mainly the case after the hotel resumed operations after the Covid-19 pandemic.
	In 2021,  the company reported a shortage of staff. It reported vacancies and even vowed to increase pay for its hourly paid staff. Notably, after the Covid-19 restrictions were eased, the hotel recorded many clients who booked leisure overnight stays. Considering that it laid off some staff during the pandemic to reduce the expenditure on salaries since it was making a loss at that time, it needed a good team that could meet the high demand of the consumers. As such, the work overload and strain is something that made the workers deliver fewer quality services than was expected of them.
	Whitbread's chief executive officer (CEO) indicated that the operating domain in summer and into autumn had been substantially challenging due to the high occupancy rate, vend-wide supply chain issues and a tighter labour supply in the hospitality industry (Bowie p.98). The hotel has a substandard management team and needs more proper motivation. The hotel's administration and managers must adopt a managerial style that guarantees that the employees and their teams feel included in all matters that affect the hotel. Inclusivity of the employees is one way of ensuring that they have their pleasure presented to the administration and hard (Toscano and Zappala p.9804). Representing the employees through their team leaders during the formulation of critical decisions involving operations and service delivery will make the employees know that they are hard and that the hotel regards their welfare. Also, listening to matters that affect the workers and developing more systems to enhance the working domain will motivate the employees, thus making them devoted to offering high client services. Periodic appraisal and awarding of those with exemplary performances will also make them committed to having their excellent work seen and noticed, thus attracting awards. The workforce is, therefore, devoted and passionate about offering high-standard services to meet or exceed clients’ expectations. Training and development will also come in handy in equipping the workers with the necessary skills to effectively execute their duties, particularly concerning the hotel's services to its customers (Karim p.31). 
	Premier Inn hotel needs to seek experts who have much knowledge a bit effective delivery of services to clients and who will educate the employees. The hotel should organise workshops, conferences, and team building activities, among others, that will be used to instruct the workforce on not just the importance but also how they can enhance their service delivery to the clients. One of the primary purposes of Premier Inn hotel in Cardiff is to ensure that they continue to deliver services that leave the clients content and have a great experience. The training and development of employees will not only enhance their skills and attributes and improve their professionalism. It is through such that there will be minimal reports of employees maintaining good levels of hygiene.
	Competition continues to be a significant issue affecting the Premier Inn hotel. Even though it has been named the best budget hotel in the UK and the best service provider that clients prefer, it still faces multiple competition and rivalry (Feq et al., p.120). The competitors come up with new creative and new unique services and ways of service delivery that attract more clients, thus using a get threat to Premier Inn hotel. Therefore, Premier Inn needs to invest in research and development that will always seek to gather information about what other players in the industry are doing. The study will also give an insight into what needs to be done to improve the provision of service to the clients (Pinzon et al., p.230). The kids' and bike-friendly image and the 24\7 Wi-Fi are the primary services that have kept the hotel higher than its coeditors. However, seeking more advanced ways of offering services and increasing the scope of service provided by the hotel and it is delivered will continue to put it at an excellent competitive advantage. Modern and unique décor, offering services that reflect the multiple cultures across the globe, will give clients the feeling of home away from home. The hotel will, in turn, attract a good online review, thus attracting more and more customers.
	The Premier Inn hotel faces the threat of having private client information exposed to teachers and other unauthorised persons. Data security continues to be an issue affecting business operations. To overcome such problems, Premier Inn should develop digital technology to ensure the data's safety. It should hire information and technology experts who will always seek to know the new techniques hackers use to hack information. Such essential information will come in handy while planning the strategies and techniques to strengthen the stored data's security, as Nagy et al. (p.260) say. Also, the digital technology will help Premier Inn create a financial system that tracks all client payments, thus making it easy for the hotel to make refunds whenever a client requests it.
	The hotel has to hire a team of experts who will study the patterns of the hackers and the new systems used in breaching any information before formulating techniques and strategies to protect the clients' data further, as highlighted by Manns (p.360). All of these are time and money-consuming. It is also a procedure that needs to be carried out periodically (Chams and Garcia-Blandon p.109). If this is not done, the hotel risks legal action for any client information breach. Other threats hotels face the losses and the impact caused by the Covid-19 pandemic. Having closed operations for nearly a year, the hotel suffered a significant loss, which forced it, just like any other hotel brand and organisation, to lay off some of its staff (Neupane p.120). All these resulted from the containment measures that the country adopted to prevent the spread of the pandemic. Generally, the hotel made a loss of approximately £725 million as a result of the lockdown (Whitbread p.6). The lockdown restricted movement of persons, which made the tourists and other individuals who had made their bookings unable to make their stay at the hotel. The hotel was forced to refund the customers, although there have been accusations that it failed to make the refunds, which has negatively impacted its brand (Lu and Saloome, p.20). The pandemic and the continuing effects of Brexit made the country suffer an economic strain. All these have led to increased taxes, which has equally pressured the hotel (Berry p.54). While the hotel gradually recovers from the pandemic's impacts, it also has to pay the increased taxes, which significantly strain its resources (Nazarian et al., p.440). One impressive factor is that despite the hotel's losses during the pandemic, the loss margin was reduced after the resumption of operations. The hotel reported a 15% profit increase, recording a gain of £271.9 million. Immigration is also another factor that acts as a threat to the Premier Inn hotel. The pandemic led to a restriction of movement in and out of the country. A lack of immigration work visas for overseas workers implies fewer workers are available for low-skilled work in the hospitality industry (Ntounis et al., p. 500). All the remunerative hardships, together with the strong British pound, have led to a reduced number of bookings. The Premier Inn Hotel in Cardiff has suffered a minimised number of clients.	
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Table 3; Results and Findings
	Issue
	Proposed Solution

	Less global presence
	Ingress new global markets to increase the diverse clientele.

	Somewhat substandard working conditions
	Involve employees in decision-making.
Improve their welfare.
Training and development to enhance their expertise

	High competition from not only budget hotels but also independent hotels like Marriott.
	Maintain the competition model. Enhance services and adopt new décor to attract more clients.

	Risk of breach of information by unauthorised people.
	Embrace digital technology techniques to safeguard information.


	Among the major threats that the company has is its competitors. However, one impressive factor is that it has a robust and distinct competitive model that other hotel brands in the industry cannot emulate (Fra et al., p.2163). Despite the model, the hotels incorporating independent ones, such as Marriott, are developing a proven effective stratus that might make Premier Inn lose clients to them. Airbnbs are considered more private and give clients an excellent experience as they want and anticipate. They are a trend that is fast growing in the UK hotel industry, thus posing a threat to Premier Inn, as highlighted by Fallion (p.138). Therefore, for this reason, the hotel sought to come up with other utilities asked by clients, such as gyms. 
The reports of having an exploitative work domain are among the causes why the employees get to the extent of not observing higher levels of hygiene. They are not committed to giving clients an extraordinary encounter that will augment the hotel's brand image. All they want to realise is to complete their tasks and ensure they have been paid. Such factors and things are a significant threat to the hotel. It might face legal action from trade unions and other relevant authorities, mainly those dealing with health and wellness. Dev (p.274) says that poor customer service might also lead to negative reviews, thus making the hotel have a limited number of clients which will, in turn, impact its returns and operations. 
The Premier Inn Hotel in Queen Street Cardiff has issues to do with technology. Even though the hotel has tried to embrace the 5G technology that increases online interaction with clients and makes them make online bookings, the hotel suffers a high risk of exposure to clients' private data (Kovacova and George, p. 43). The data may be exposed to some unauthorised persons or organisations. The hotel must still design mechanisms to protect its data from breaches. With each passing day, hackers always seek new and advanced techniques to access data. 
Apart from all these threats, the hotel also suffers from the impacts of global warming from other sources and not its operations (Dube et al., p.1480). Thus, as much as it is trying to use sustainable energy in its provision of utilities to clients, it needs to devise ways to guarantee that it suffers minimal impacts of global warming. 
There are also numerous opportunities that Premier Inn might enjoy. For instance, the hotel has a minimal global presence. It has established operations in only a few countries. Although this makes it somewhat present internationally, Trip and Daniel (p.12) say it still needs to expand operations in more countries. The increased presence will ensure that the hotel attracts clients from all over the globe (Keogh-Brown et al., p.56). It will enhance its diversity of clientele and prompt it to develop various services that will best suit the anticipating of its clients, who are from multiple cultures and communities worldwide. Increasing clients puts significant pressure on the hotel (Spanaki et al., p.361). However, it is one step in expanding the hotel's profits and global presence. Enhanced global operations guarantee the hotel has enhanced brand awareness (Hadi et al., p.432).
A failure to refund the clients' funds and substandard hygiene are among the significant weaknesses of the hotel. Despite these weaknesses, the hotel enjoys multiple strengths that, if built on, maximise its operations and, thus, returns. The Premier Inn hotel in the UK is well positioned in the industry and is among the leading hotel brands in the UK (Premier Inn Par.6). This guarantees it a higher number of clients than its rivals. Clients highly regard it because they find it the best, following the reviews about the hotel or people who seek its services. As initially indicated, the Premier Inn hotel chains are located near roadways and in the city centres (Premier Inn par.5). The hotel in Cardiff is in the city centre, thus making it possible for most clients to locate it. Its bike, kid-friendly image, and 24/7 Wi-Fi have helped augment its brand awareness (Premier Inn par.3).
From this TOWS analysis, it is clear that as much as the hotel enjoys multiple strengths, it still has weaknesses that it needs to work on. First, the administration of the hotel brand should guarantee that the welfare of the workers is highly regarded. The hotel should constantly evaluate the employees, their work, and what they find challenging while executing their tasks. Hamann (p.615) says involving employees in decision-making enhances collaboration and helps break organisational silos. Through such strategies, the administration will comprehend the challenges the employees face and what they think should be done to improve their welfare, as highlighted by Moikawa (p.132). 
Training and development also enhance employees' skills and expertise (Karim et al., p.30). There are regular client anticipations and new services that emerge. The hotel must always be ready to implement any changes and enhancements in the industry. It is its personnel that will help it realise such moves. Thus, training and development of the employees is an effective technique in making the employees always equipped with the skills needed to meet the client's anticipations (Imran and Iman p.32). 
Using the advantage of having an excellent presence and brand awareness in the UK to explore new global markets will help the company augment its international reality. However, one commendable thing about Premier Inn is that its competitors need help to emulate its competition model easily. Offering exemplary services to its clients and investing in extra unique and modern décor are just some techniques that will further enhance competitive advantage, as Tu and Waiku (p.510) say.
Table 4: Action Plan
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inadequate global presence.
	Seeking attractive global markets and the hoe has yet to ingress.
	That an increased global presence will subsequently increase the market and clientele for Premier Inn, diverse clients from diverse cultures worldwide will always seek the hotel's services because it will have an enhanced image and presence.
	18 months
	In the following year and six months, Premier Inn needs to have researched potential global markets and already have the plan to start operations.
	£‎8,000
(Based on assumption)

	2
	Non-inclusive working domain.
	Involve employees in decision-making and change management.
Carry out training and development to foster their expertise and knowledge.
	Including employee teams in formulating resolutions and change management will improve their motivation to work and commitment toward service delivery.
Training and development will give them a more professional way to meet and exceed client anticipations.
	Six months
	By the end of June 2023
	£‎5,000
(Based on assumption)

	3
	The great rivalry between independent hotels
	Enhance services and adopt new décor that will attract clients.
	Enhancement of utilities will lead to a positive review, thus attracting more customers. The services will give an extraordinary and unique experience that other players in the domain do not offer.
	Six months
	By August 2023
	£7,000
(Baes on the assumption)

	4
	Risk of breach of information by hackers and other unauthorised persons.
	Adopt more digital techniques to enhance the security of data.
	New digital technology and security measures such as encryption will minimise data breaches.
	Six months
	By August 2023
	£5,000
(Based on assumption)


[bookmark: _Toc127900798]Recommendations
To improve the provision of utilities to clients, Premier Inn hotel needs to;
· Embrace digital technology in financial operations to enable the finance department to maintain and keep an electronic record of client payments. Such a system makes it easy for the hotel to handle any issues with refunding in case a client raises a concern or in case of circumstances such as those witnessed during the Covid-19 pandemic force (Jena et al., p.230).
· It should invest in research and development that will give options and views on how and what is needed to ingress the new global markets (Nagy et al., p.98). An increased market segment and international presence are among the significant ways that will make Premier Inn hotel continue to maintain its competitive advantage.
· It must also enhance its premises and utilities to fit the clients' rising needs and growing anticipations.
· They should always involve the employees in decision-making procedures within the hotel. Nelson and Bob (p.55) say that applying employees in decision-making creates an opportunity for colleagues to share ideologies, learn from each other and work towards a common goal.
· Embrace training and periodic evaluation of the issue facing employees to help ensure that the employees are committed to delivering quality service, thus minimising the risk of legal actions due to substandard hygiene, Young et al. (p.1442) say.
· Enhance services and adopt new décor that will attract clients.
· Adopt more digital techniques to enhance the security of data.
[bookmark: _Toc127900799]Conclusion
Premier Inn hotel is a hotel brand in the UK. It has branches within the UK that are strategically located to attract customers. For instance, eh Premier Inn hotel on Queen Street in Cardiff is strategically located for easy access by tourists visiting the town. The hotel enjoys a tremendous competitive advantage in the hotel industry in the UK. It is considered among the most substantial and best-performing hotels in the UK. It has an exemplary competition model that other players in the sector cannot quickly adopt. Some of its major competitors are Ibis hotels. Some other independent hotels like Marriott have enhanced their utilities to attract more clients in the vend, thus pausing a great to Premier Inn hotel. The hotel has faced criticism in the past concerning its level of hygiene. It was also accused of failing to refund its clients, mainly those who had made reservations during the pandemic but could not make their stay at the hotel. Also, there is an increased risk of information breaches by hackers and other unauthorised persons. However, if the hotel embraces a digital technology that experts will execute, it will safeguard its data and clients' private information. Generally, all these are factors that will enhance its operations. An enacted process guarantees an improvement in the provision of services.
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