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Executive summary

This report is generated by the desire to offer an analysis of the impact that external environment plays in the process of staff recruitment and retention for Premier Inn hotel. Several tools from within the theory in the field, such as Pestle and SWOT, will be addressed and linked with practical examples. This work is an effective one, concise, practical, and based on research in the hotelier industry, therefore it will be not only a useful tool, but also, a credible one. Throughout the work, there will be a general aim to prove that adapting to external factors plays a critical role in the success or failure of a business and will be wrapped up with solutions for the external challenges.
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1. Premier Inn background overview
1.1 Covid-19 impact
Premier Inn, as all the other hotels within the hospitality industry suffered major losses due to the Covid-19 pandemic: no less than £1 billion financial loss per year, the closure of several hotels in 2020 and 2021 due to UK lockdown, going from profit to loss across the hotel chain, and the list can continue. All the enumerated losses imply that it was inevitable for the employees of the company to be impacted as well, therefore the was having to reduce staff because there was no business and there is no point to keep staff if you cannot offer them work. It was perhaps the most challenging period for Premier Inn and solutions to recover from the pandemic losses had to be found quickly and implemented in order to revive the business. One the first ones was to implement a major marketing push using the charisma of Sir Lenny Henry, followed by improving facilities offered, such as faster Wi-Fi. Although clearly facing a crisis and measures to save costs had to be applied, over the pandemic years less jobs than expected were cut. However, the impossibility to travel due to lockdown after lockdown could have a positive turn around as the consumers were kept like a bird in a cage and when set free, they will be eager to travel, which the hotel can take massive advantage of. What follows from a higher demand is the staff shortage, and this has to be addressed, the company has to find ways to attract staff and then to further retain them (Kollewe, 2021). 
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1.2 Retention rate
Despite all the difficulties that the company went though, the efforts to minimise the negative impacts had paid off and at the present Premier Inn has a very good retention rate, as the next graph illustrates (period December 2022- November 2023).
[image: A line of blue and purple lines
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Source: Premier Inn Retention Score | Comparably
In the graph below, the blue line represents Premier Inn retention rate, and the purple on represents the retention rate of Premier Inn’s competitor, Doubletree by Hilton. Having just a quick glance at the numbers, it is clear that Premier Inn places itself on the first place by keeping the retention rate between 72 and 74 out of 100. The score is calculated by gathering the answers of the employees at questions such as if the pay is fair, if they are excited to go to work, if they feel the company is actioning towards retaining them as an employee, or if they would leave their job for a better pay from a different hotel brand. However, achieving these high scores did not happen on its own, Premier Inn invested millions of pounds in wage rises and bonus pays to fight with staff shortages. Throughout pandemic, in the UK, Premier Inn faced a record of 1.1 million job vacancies, in comparison with other years, where the numbers were between 600k and 800k vacancies, as the following graph illustrates.
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 Source: Premier Inn owner Whitbread warns of staff shortages as demand recovers - BBC News

 
2. PESTLE analysis
Apart from Covid 19, other external factors have a direct implication on any company, and the next graph will illustrate the following factors: political, economic, social, technological, legal, and environmental (PESTLE). This analysis is extremely useful as it indicates the challenges that need to be addressed and outlines all the external factors that can influence any type of business from six different perspectives, therefore it is very accurate and realistic (Rahman, 2022).  
 2.1 Political factor
There is a good relationship between Premier Inn and the UK Government, however during elections the situation can change, and that can bring along a new set of policies and regulations or different taxes, both would impact the business directly, thus political factor is a key one, as the hotel industry is controlled by the Government (Bush, 2019).
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2.2 Economic factor
There are several costs that Premier Inn has: cost of labour, rent, utilities, advertising, and the list can continue, and any price rise will have a direct impact upon the business, for example the most recent utility price rise exponentially in the UK. Economic fluctuations, such as inflation also plays an important role, for example in the UK inflation is soaring and the solution is for the hotels to increase the prices by over 10% (Lawrence, 2022). 
2.3 Social factor
Trends in society and culture have a direct impact on the hotel industry, for example the Airbnb that is in a continuous rise due to the low accommodation prices offered, and that has evolved to a higher level of the consumer needs and expectations. However , for Premier Inn the competition between it and Airbnb is not that high, as Premier Inn is a budget hotel and also offers affordable prices (Craig and Edwards, 2022).
2.4 Technological factor
Technology can be used in a business favour, and that is exactly what Premier Inn understood and actioned it by successfully launching the digital key, the smartphone application where customers can book on their own, and also the method called ‘what three words’ where customers are guided to the correct location by choosing three random words (Premier Inn, 2023).
2.5 Legal factor
Premier Inn, as any other business, must take into consideration the law at any point, otherwise it may suffer legal consequences which then may lead to brand image decrease, legal expenses such as fines, or ultimately the closing down. Therefore, it is impetuous necessary for Premier Inn to be honest in its menu with calories or allergens information, to respect town planning and buildings regulations, to follow strictly all the health and safety regulations, to respect minimum wages and many other. One example for the importance of law environment is the data breach that has 
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happened in 2018 according to Murphy (2018), when Whitbread admitted that the online recruitment suffered a data breach which affected all the persons that applied for a job at Premier Inn. 
2.6 Environmental factor 
Premier Inn again proves that it takes into consideration external factors that have an impact on the business, and from the environmental factors point of view, it is committed to sustainability by aiming to cut in half by 2025 the carbon emissions and reaching zero by the year 2040 (Premier Inn, 2023).
	2.7 PESTLE and employee recruitment and retention
According to Walker (2017) “the hospitality and tourism industry is the largest and fastest-growing industry groupings in the world” (p. 46), it’s the main purpose in this challenging industry is none other than offering guest satisfaction, and the only way to ensure high guest satisfaction is through excellent employees. Quality employees will deliver quality services; therefore, it is critical that the process of recruitment is carefully conducted to select the best candidates, and then the next step is to retain the best employees. All the external factors discussed at paragraph 2 have an impact on personnel recruitment and retention; if Premier Inn manages to take into consideration the external challenges and develop strategies to address those challenges, then potential recruits will be attracted to work for such a successful brand, and then from there, it will be a matter of selecting and retaining.

3. SWOT analysis
The following graph will illustrate Premier Inn strengths, weaknesses, opportunities, and threats (SWOT), where strengths and opportunities identified will be linked with the chance for further growth, and weaknesses and threats will bring to light the areas where the business must focus and will be linked with strategies to address them.
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	STRENGHT
· Occupancy higher than 68.3%
· Over 840 hotels across UK, accumulating over 83,000 rooms
· Strong brand image
· Committed to sustainability
	WEAKNESS
· Limited international presence
· Reported denial to issue refunds

	OPPORTUNITY

· New markets
· Germany potential 
	THREAT
· Competition
· Legal matters
· Lockdowns




3.1 Premier Inn strengths
According to Lock (2022) Premier Inn has a high occupancy rate, more than 63.8% more exactly, which positions the brand in a very favourable place. Furthermore, Premier Inn serves over five million customers every month, within its over 840 hotel and 83,000 rooms across UK (Whitbread, 2023). The brand image is a favourable one as well, and that is reflected in the awards won, such as ‘Best UK economy hotel brand’ several times at The British Travel Awards, or ‘Best Budget Hotel Brand’ at The Business Travel Awards (Premier Inn, 2023). As discussed at point 2.6, another strength is represented by the commitment to sustainability that Premier Inn demonstrates. 
3.2 Premier Inn weaknesses
In comparison with other hotels, such as Marriott or Hilton, Premier Inn is not as much expanded globally, and that is a weakness from the business point of view, accompanied with the lack of exploiting the potential represented by operating in different countries. Also, according to Zanoni (2020) Premier Inn has faced some refund issues during lockdown, which doesn’t demonstrate flexibility and therefore can be classed as a weakness, additionally it causes customer service dissatisfaction, so it reinforces the reason why it is classed in this category.  
3.3  Premier Inn opportunities
There is the opportunity to explore new markets for Premier Inn, such as Republic of Ireland and Germany. Although at the moment there are over 700 hotels across the 
Page 9
Republic of Ireland (Crane and Hunt, 2018) and over 28 in Germany (Premier Inn, 2020) there is still place for improvement as Germany is getting more tourists, and that is an opportunity to expand further.
3.4  Threats to Premier Inn
Competition is one of the major threats for any business, and Premier Inn direct competitors are the hotel that offer similar services, which is a budget rank one, therefore the main two competitors are Travelodge and Ibis, and a competitor that is not from the budget category is Doubletree Hilton Hotel (Comparably, 2023). However, competition can be seen as a positive aspect as it is the pillar that motivates for improvement and continuous upscaling. As discussed at point 1.1, lockdowns had a major impact on Premier Inn, and although it is in the past, it could still a threat if it was for another lockdown to arise.
3.5  Corelation between SWOT and personnel recruitment and retention
Human Resources Management has the responsibility to manage staff recruitment, staff selection, also has the duty of managing the learning and development, reward, communication and employee involvement, teamwork, and performance management” (Beardwell, 2017, p.30). Human Resources department has to ensure that the business needs are met at any point by selecting the right personnel, however this is challenging as the workplace environment is in a process of continuous change, employees seek different opportunities in a role depending on the generation the pertain to, they are also influenced by their socio-cultural background, they have different expectations depending on their studies, and they can be more flexible or not, depending again on their generation category (Torrington, 2017). As discussed at point 1.2, Premier Inn’s retention rate is a high one, however, taking into consideration the SWOT analysis presented in paragraph 3, competition can be a threat to staff recruitment and retention as well because the already trained and talented staff can be attracted to work for a better pay at a competitor. On the other hand, the strength that Premier Inn is UK’s best budget hotel could be a decisive factor for employees, as it is a prestige to work for such a brand.
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4. Recommendations 
The external environment is and will continue to be in a continuous change and staff recruitment and retention process is challenged by that directly, however any challenge can be a positive rather than negative experience if addressed and not left free. The first recommendation so that Premier Inn can thrive at retaining the qualified staff is to organise regular surveys where staff are asked crucial question, and then use the results as indications as to what and how can be improved. For example, questions such as how happy they are with their department manager, how ‘seen’ they feel, what could be improved within their department from their point of view. And if for instance more than 50% answers indicate that staff are not happy with the manager, then the issue must be actioned by investigating and retraining the manager to ensure that the happiness of the team members is achieved. A second recommendation is to implement several motivational techniques by rewarding constantly the valued employees; this can be done by offering certificates, vouchers, ‘thank you’ cards, for example once a month a lunch can be organised with all the employees and managers where the awarded ones are handed their certificates of recognition. Third recommendation is to allocate capital for higher wages for the employees with outstanding performance, with the purpose to ensure that the employee is rewarded at the same time as retained by showing appreciation. 
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