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[bookmark: _Toc128077681]Executive Summary
The hotel business has been growing, the success and failure of the hotel business are highly dependent on the services provided by the staff and the facilities given by the hotel authority. If the facilities and services given by the hotel staff are not appropriately combined, it will be difficult for the hotels to maintain a strong position in the competitive marketplace (Madhukar & Sharma, 2019). Therefore, a proper analysis is required so that the issues and challenges that hotel businesses face in the current marketplace can be solved easily. If the analysis can be done appropriately, the solution can be driven more accurately. Therefore, a proper analysis is required. 
This consultancy report by Hotel Expert Consultancy has brought information on the hotel services provided by the Premier Inn London King’s Cross Hotel. This hotel is one of the hotel chains of the biggest Premier Inn hotel (Wöber, 2020). Here, this consultancy report will provide some basic ideas of the challenges that the firm has been facing while providing services to the consumers of the hotel. All the ideas of issues and challenges have been driven by the comments and feedback provided by the consumers and guests of the hotel. After that, there has been given some basic solutions to the issues have been identified through the feedback of the consumers. 
The start of the analysis of different factors that have a direct impact on hotel activities has been made through the PESTLE analysis. In this PESTLE factor, there have been talks about the political issues that can impact on hotel activities. For example, the Brexit laws and tourism laws. There has been talked about some economic factors. For example, the inflation rate, and the dollar rate. In the social factor, there has been talked about the introduction of different cultures and the acceptance of multicultural activities in London. In the technological factor, there has been talked about the introduction of new technology by the Premier Inn London King’s Cross hotel and its competitors. In the legal factor, there has been talked about the employment laws and the payment laws that the hotel needs to follow to comply with the legal requirements (Penn & Mooney, 2018). At the end in the environmental factor, there has been talked about the contribution of Premier Inn London King’s Cross hotel to the CSR programs to protect the environment. These were the external factors that have both direct and indirect influences on the hotel. 
This report has also introduced the SWOT analysis for the analysis of the internal factors of the firm (Dhiman, 2019).  This section of the report, there has introduced information regarding the strengths, weaknesses, upcoming opportunities, and some potential threats that the firm may need to witness. In the strength section, the report has shown that the firm has a potential impact on the hotel market in London. Here, Premier Inn London King’s Cross hotel has been holding one of the highest positions in terms of the presence of the hotel. Further, there has been also talked about the goodwill of the firm in this section. In the weakness section, there has been talked about the refund issues that the consumers face from the hotel. There has been talk about the absence of the hotel in the global market and the untrained workers of the hotel are also a weak point (Robinson & Mogendorff, 2017). In the opportunity section, there has been shown the potential growing markets, improvement of online bookings and technological improvement has been also described in this section. In the threat section there has been talked about the potential dominance by the competing firms, new law introduction by Brexit and the post-COVID impact on the tourism sector. Then this report has talked about some positive and negative activities of the firm. 
	Positive activities
	Customer rating
	Negative activities
	Customer rating

	Hotel room facilities
	8/10
	Mismanagement by authority
	5/10

	Safety and security
	8.5/10
	Unwanted behaviour by the staff
	3/10

	Gym and indoor game facilities
	7.5/10
	Information gap
	4/10

	Availability of pre-bookings
	8/10
	Cleanliness and hygiene issues
	6/10

	Special food menu
	9/10
	Inappropriate room facilities
	3/10


Among the different activities that the firm provides to the customers the hotel room facilities, safety and security, gym and indoor games, availability of pre-bookings and special food menu are the common positive activities that the firm offers to the consumers. On the other hand, mismanagement by authority, unwanted behaviour by the staff, information gaps, cleanliness and hygiene issues and inappropriate room facilities are the common negative activities of the firm (Nicolau, 2017).
After that, there has been introduced an action plan and some recommendations for the firm. In this action plan, there has been made some improvement plan for the next few months. If the hotel staff members and the authority of the hotel appropriately follow these factors, the issues that have been faced by the hotel in recent days will be solved. 
	Identified Problems
	Required Solutions
	Outcomes/Result
	Time

	Inappropriate room temperature
	Repairment of AC is required. 
	Temperature issue will be reduced.  
	1 month

	Mismanagement by authority
	Management should maintain a proper combination.   
	The consumers will get instant services from the hotel. 
	3 months 

	Inappropriate behaviour by the hotel staff
	Proper training will be provided to the staff members (Lockwood & Guerrier, 2021). 
	Consumers will be satisfied with the services. 
	4 months 

	Information gap
	Information provided by the authority will be valid and accurate.  
	There will not be seen as any information gap.
	2 months

	Cleanliness and hygiene issues
	Cleanliness and hygiene will be maintained (Meyer, 2018). 
	There will be clean hotel rooms and hygiene will be maintained.  
	1 month 


Furthermore, there has been also made some recommendations for Premier Inn London King’s Cross hotel so that the issues can be solved appropriately. 
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This consultancy report is aiming at obtaining information regarding the issues that Premier Inn London King’s Cross hotel is witnessing due to the comments and feedback made by the consumers of the hotel. Here, this report will show the basic services and offerings that are provided by the hotel and at the same time the lacking that consumers are complaining about will be shown in this report also (Koutoulas, 2018). Premier Inn London King’s Cross hotel is one of the hotels of the biggest hotel chain of the Premier Inn hotel. This hotel has been providing services to the people from a very early. This hotel is well-known for the services and facilities provided by the hotel. But in recent days the hotel has received some negative feedbacks from the guests of the hotel. Among different negative feedback that the hotel has received the misbehaviour from the hotel staff is the common one (Penn & Mooney, 2018). Several of guests have provided the same feedback and the hotel is highly concerned for this feedback given by the guests. Another negative feedback that the hotel has received is the inappropriate behaviour from the hotel reception. Some of the guests have complained that the hotel reception is not providing enough information and they are not behaving accordingly with the guests. 
Besides these, Premier Inn London King’s Cross hotel has witnessed some other major issues too. These issues will be dealt evaluated by a consultancy firm named Hotel Expert Consultancy. Since the hotel has been facing different issues and challenges recently, a proper SWOT analysis will be given to identify common strengths to mitigate those issues (Robinson & Mogendorff, 2017). At the same time, a proper PESTLE analysis will be provided to identify the external factors that can also support mitigating those issues. This analysis will also help in building the action plan for improvement plan. 

[bookmark: _Toc128077683]Scope & Analysis 
About Premier Inn London King’s Cross Hotel
The Premier Inn London King’s Cross Hotel is suited at 26-30 York Wy, London N1 9AA, UK. This is one of the branches of the Premier Inn Hotel chain in the UK. The Primer Inn is the largest hotel chain in the nation that has been working since 1987 and still dominating the hotel market of the nation. This largest hotel chain has more than 72000 rooms higher than combining some of the largest hotels in the nation. Specifically, in Premier Inn London King’s Cross Hotel, there are 276 rooms including the family room, single room, and couple room (Sabourin, 2021). This is also huge in a busy city like London. Moreover, this hotel also offers a variety of services that cannot be obtained from other hotels as the supply chain of Premier Inn is huge. 
Hotel services provided by Premier Inn London King’s Cross Hotel
Though this hotel has obtained 4.5-star ratings from guests of the hotel, this is well-known as a four-star hotel. There are variety of services that the hotel is offering to the guests and therefore, the demand for this hotel has never lowered after its establishment. Since the hotel is providing a standard service in the modern days, this has adopted all the required technologies for the hotel to provide up-to-date services to its guests (Gim & Jang, 2020). From the desired room requirements to on-call services, everything is available in this hotel. 
Hygiene and clean habits of Premier Inn London King’s Cross Hotel
After COVID, all the hotels in the UK are required to maintain minimum cleanliness and safety for the consumers of the hotels. In this case, the Premier Inn always try to provide the consumers with the highest clean facilities so that they can feel safe in the hotel rooms. They always try to clean the floors and furniture of the hotel with antibacterial medicines so that any unwanted virus or bacteria cannot be spread. Moreover, the towels, bedsheets or other necessities that are given by the hotel to the guests are also cleaned in time and it is always kept in mind the guests are using new and washed bedsheets when they enter the hotel room (Zheng Gu, 2019). Safety is the core objective of the hotel in terms of hygiene and cleanliness. If any guest complains or calls for cleaning the floor or any item within the hotel room, the hotel staffs are always ready to provide service to the guests and maintain appropriate hygiene in this case. 

Room facilities in Premier Inn London King’s Cross Hotel
Room facilities are the centre of attraction in this hotel. All the rooms are provided with high-speed WIFI support with proper security codes. The consumers can use the WIFI without any charge. Again, hotel rooms are provided with the proper furniture that is required by the consumers. At the same time, in most of the rooms, there are king-size beds for the guests. There is a single bed also who are living in single rooms (Herbig & Milewicz, 2020). All the rooms are provided with a hairdryer, air-conditioned facilities, irons and many more. Then, the consumers can also demand any necessary equipment that they will need while staying in the hotel room. 
[bookmark: _Toc120355462][bookmark: _Toc128077684]PESTLE Analysis of Premier Inn London King’s Cross Hotel
From the analysis of the external factors of Premier Inn London King’s Cross Hotel, a brief idea can be drawn about the elements that create an impact on the feedback given by the guests of the firm. Moreover, these factors can also support in identifying and solving the issues that the firm is currently facing in meeting the demands of the consumers (Gehrels, 2019). In the following, some of the major forces of the external factors have been shown-
	PESTLE Factors
	Impacts of those factors

	Political factors
	· New tourism tax implemented by the government bodies. 
· Introduction of the Brexit rules and regulations. 
· Changes in political groups. 

	Economic factors
	· Increasing the cost of materials. 
· Laws regarding hotel charges. 
· Rising the rate of inflation and dollar price.

	Social factors
	· Acceptance of cultural diversification. 
· Multiculture involvement. 
· Tendency of welcoming new cultures.  

	Technological factors
	· Bring new technology to increase productivity. 
· Rising the price of new technical tools. 
· Introduction of new technology by the competitors. 

	Legal factors
	· Rules and regulations regarding employee compensation.
· Regulations regarding employee recruitment from other nations.

	Environmental factors
	· Mandatory contribution to society. 
· Participation in CSR programs. 



 The Premier Inn London King’s Cross Hotel will face the tourism tax that has been implemented by the governing bodies of the hotel and tourism sector. Further, the free movement that was available among the people of the European nation has been restricted by the Brexit rules and regulations and it will also negatively impact the Premier Inn London King’s Cross Hotel. At the same time if any political group in the UK falls or changes while operating the business activities of the hotel, then the political factor impact positively or negatively. The hotel is suffering issues due to the increase in the price of different elements that are used to satisfy the demand of the consumers (Cobos & Ingram, 2022). The government of the nation has also created some laws regarding the charges in different sectors of the nation. It can be also seen that the inflation rate in the nation is also rising and at the same time in the international market the dollar price is rising which reduces the actual value of the payment made by the consumers of the hotel. 
In the UK, people are highly accepting of a different culture and therefore, the cultural difference among the visitors will not impact much negatively. Again, multicultural involvement can be seen in the nation (Crawford-Welch, 2019). At the same time, the tendency of welcoming new cultures is visible in the nation. In terms of technological factors, the firm has been adopting new technology. But the issue with this factor is that the cost of technological improvement is very high and the competitive firms are also accepting the technological changes. 
In legal factors, it can be seen that the nation has some legal requirements regarding the payment to the employees of the firm that Premier Inn London King’s Cross Hotel always tries to maintain. These laws and regulations are also applicable in the recruitment of those employees in the firm (Bowen, 2018). At the same time, the legal requirement to protect environmental factors is highly maintained by the firm. Here, this hotel always tries to contribute to the CSR programs arranged by the government of the nation and its own CSR programs. 
[bookmark: _Toc128077685]SWOT Analysis of Premier Inn London King’s Cross Hotel
Using PESTLE factors, the external factors for a firm can be analysed but to analyse the internal factors or elements of a firm it is necessary to appropriately analyse the SWOT factors of a particular firm. In the following, some of the major forces of the internal factors have been shown-
	Strengths
	Weaknesses

	· High occupancy rate.
· Strong presence in the nation.
· Higher brand image.
	· Refund issues. 
· Lower global presence.
· Untrained employees. 

	Opportunities
	Threats

	· New growing market. 
· Opportunity for global presence. 
· Technological improvement.
	· Introduction of Brexit laws. 
· Higher competition. 
· Post COVID effects. 



In the discussion of the strengths of Premier Inn London King’s Cross Hotel, it can be said that the firm has a huge occupancy rate in the market. At the same time, it has a strong presence in the national market of the country. This hotel also has a huge product value and therefore, the brand image is also huge here (Popkova, 2017). There are some weaknesses also that the firm is facing. First, the firm has a huge refund issue. Some of the guests have complained about it. It has a lower global presence too.
It has some opportunities too. For example, the hotel market is a growing market. It has some opportunities to do business in the global market and technical improvement can help in achieving the goals. But it has some threats too (Scarfe & Krantz, 2019). For example, higher competition in this sector is huge. Again, the COVID effect and the introduction of Brexit laws are also a threat to the firm. 




[bookmark: _Toc128077686]Main Body 
There are certain things in Premier Inn London King’s Cross Hotel that are making the hotel better than other hotels in the area and at the same time, there are some other factors that are causing huge issues to the hotel service and making the guest unhappy at the hotel service. If the hotel wants to maintain the goodwill and prestige that the hotel is currently carrying, it requires some improvement. 
[bookmark: _Toc128077687]Some positive factors of Premier Inn London King’s Cross Hotel 
There are certain positive factors that are keeping the hotel as the top choice for most of the consumers in the hotel market of London. These positive factors are needed to be nourished properly for keeping the goodwill of the firm and obtaining a higher number of customers from the marketplace (Kantarci & Magnini, 2020). Therefore, the following positive factors should be taken care of by Premier Inn London King’s Cross Hotel-
Hotel room facilities: One of the common services that are given by hotel firms is room facilities. In this case, the Premier Inn London King’s Cross Hotel will remain at the top place. The hotel rooms of the firm are highly decorated and at the same time, the furniture of other equipment is available in the hotel rooms for meeting the demand of the consumers (Sood, 2017). Here, the Premier Inn London King’s Cross Hotel is offering both king-size beds and single beds. Guests who want king-size beds can get the beds by selecting their suitable hotel rooms. Again, there is an availability of single rooms for the guests who booked single rooms. In the hotel rooms, there are also available of hairdryers, irons, airconditioned facilities and many more. The room equipment and the room furniture are also available according to the demand of the guests of the hotel. 
Safety and security: In terms of safety and security the Premier Inn London King’s Cross Hotel is highly concerned. Here, the hotel managers always try to make sure that all the necessary and unnecessary elements of the guests are given the best protection. For keeping safety alive the hotel has a locker service (Mehta, 2021). All the consumers of the hotel can give their valuable commodities can be kept in that locker. The locker service is free for the guests who are staying in the hotel rooms and taking the service of the hotel. At the same time, another thing that the hotels ensure is locking the doors and windows of the room when the guests leave for a few hours from their rooms. All the guests have been given a key to their rooms. 
Therefore, the hotel rooms can be opened by the guest only. Moreover, at the opening gate, there are some security guards who are constantly giving their services so that security can be maintained in the hotel and the guests can feel secure. 
Gym facilities and indoor games: One of the common attractions of the hotel to the general people is the availability of gym facilities and the availability of indoor games (Terterov, 2019). Here, the guests of the hotel can enjoy the gym facilities from the hotel. In the gym, there can be found all the digital tools expected by consumers in the gym. Similarly, the indoor games are also interesting to the guests of the hotel. Most of the guests of the hotel try to visit the indoor games room and therefore, the indoor games room is one of the centres for attraction to the hotel authorities so that they can maintain the gym and indoor games sectors. 
Pre-booking and food menu: The Premier Inn London King’s Cross Hotel is also known for its pre-booking facilities. Here, a consumer can pre-book the hotel rooms based on their choice and the hotel authority is obliged to provide the hotel rooms based on the choice of the consumers if the hotel rooms are available to distribute (Jeynes, 2021). The pre-booking is mainly available in the online shop. Through the pre-booking facilities, the hotel rooms can be distributed to the guests accordingly. At the same, the food menu of the hotel is also desirable to the guests of the hotel. Here, the hotel can provide a customised menu to the guests of the hotel if they provide their food choice before offering a general food menu on the table. 
[bookmark: _Toc128077688]Some negative factors of Premier Inn London King’s Cross Hotel 
There are certain factors about which the guests of the hotel are complaining. Based on the feedback and complaints given to the hotel guests, the negative factors of the hotel can identify. Here are some of the negative factors of the hotel-
Inappropriate room temperature: The whole hotel has been provided with airconditioned support. It has been identified that a guest has complained about the airconditioned support. According to that guest, the hotel’s airconditioned increases its temperature (Thyne & Laws, 2019). It has been also found that the temperature of that room has raised 36% degree. This means the temperature is a huge issue and if it occurs the guests will not be able to stay in the hotel rooms and they will have to change the hotel rooms to stay at night. Therefore, the hotel authority should be careful about this setting of the hotel for better management. 
Mismanagement by the authority: There has been witnessed some mismanagement by the authority (İkizkiz, 2022). Some of the guests have complained that they have booked the river-sided rooms in the hotel but when they have come to the hotel, they were given some other rooms that they did not book online. Therefore, it was a very much dissatisfactory act by the hotel. Moreover, the hotel management has not also placed the hotel executives in the right place and therefore, all the guests of the hotel are not provided with some sort of service from the hotel staff. 
Inappropriate behaviour by the hotel staff: Though the hotel staff of Premier Inn London King’s Cross Hotel are well trained, they have been found misbehaving with the hotel guests. Here, the hotel guests have complained that the hotel staff are not providing appropriate services to them (Cohen & Bodeker, 2017). Again, the hotel staff are not coming in time while making calls to them for asking any material. This type of unwanted behaviour by the staff members can make the whole goodwill down for the hotel. As the consumers become satisfied with the excellent services given by the hotel staff, here, the unwanted behaviour by the hotel staff is not acceptable. 
Information gap: There has been found a lot of information gap between the hotel guests and the hotel staff. Some of the guests have complained that they have booked the king-size bed in the hotel rooms but when they have come to the hotel, the king-size beds were not given to them and therefore, two single beds joined with each other and through this, the king-size bed has been sold. Another example of an information gap is not collaborating with the guests and the hotel receptionist (Vodenska & Assenova, 2018). The guests have complained that the receptionist has not paid attention to the demands of the consumers and therefore, the information gap is created.  
Cleanliness and hygiene issues: In some rooms, there are some uncleaned washrooms and building floors that are very much uncleaned. They have complained that even after saying this to the hotel management, they have not taken any single steps as if nothing has happened. Moreover, some guests have also complained that the bedsheet in the hotel rooms is also dirty. Some other furniture of the hotel also has dirt on them (Tranter & Parker, 2018). The worst thing about this issue is the hotel staff are not providing enough support to the guests who are facing this issue. 
[bookmark: _Toc128077689]Areas for improvement for Premier Inn London King’s Cross Hotel
There are some areas in the hotel that requires improvement. If those areas have been properly addressed, the current issues that the hotel is facing will be easy to mitigate. The following, there have given some of the areas for improvement-
Mitigating the information gap: The information of the firm must be mitigated between the consumers and the management bodies (Davidson, 2022). Here, the consumers are suffering due to the information gap. If this issue continues, the consumers will give negative reviews about the hotel and certainly, it will be difficult for the hotel to regain its goodwill afterwards. 
Ensuring hygiene: Ensuring hygiene is a must for hotels according to the law. After the pandemic, the government has strictly commanded to follow the general guidance so that the laws are maintained within the hotel businesses (Chen, 2018). In this case, if the guests of the hotels provide negative reviews, it will be difficult for the firm to maintain the market holdings and it will be also difficult to survive in the competitive market. 
Staff activities improvement: The hotel businesses are mainly run by the services they provide. If the staff of a particular hotel cannot provide enough services to the guests and cannot provide on-call services then it will be difficult for the hotel to satisfy the customer demand and maintain its current position in the marketplace (Nurlaily, 2017). Therefore, improvement of the staff activities is necessary here. 
Room facilities ensuring: As some of the guests have complained that the rooms of the hotel remain uncleaned and the air conditioning does not provide enough services, it is necessary for the firm to ensure that the rooms are appropriately cleaned and at the same time the other services within the room are provided to meet the consumer demand (Capell, 2018). 

[bookmark: _Toc128077690]Findings & Results 
In this report there has been found out two types of result from the analysis. This result includes the positive insights of the Premier Inn London King’s Cross Hotel and some negative reviews given by the consumers to the activities that are done by the hotel. In the following the positive and negative reviews that are given by the consumers are provided below-
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	Activities (Positive)
	Findings & Results

	Hotel room facilities
	The hotel has ensured the best room facilities. The room facilities will include all the required equipment, hairdryer, iron and some other necessities (Mishra & Parida, 2018). 

	Safety and security
	For ensuring safety there has been introduced locker, guards and personalised door lock system.

	Gym and indoor game facilities
	New gym equipment and indoor games equipment are available in the hotel lobby. 

	Availability of pre-bookings
	The guests can ensure their pre-bookings through the online booking system of the hotel (O'Connor, 2018). 

	Special food menu
	The hotel restaurant has the food availability for three meals and the menu contains all type of foods. 


The Premier Inn London King’s Cross Hotel is well recognised for the hotel facilities that are provided by the firm. The consumers highly appreciate the hotel services that the firm offer to the consumers of the consumers (Kumar, 2018). Here, the necessary equipment that can meet the demand of the consumers is available and the consumers are free to use them without incurring an extra charge. The hotel is also well recognised for the safety and security provided by the firm. While giving WIFI services to the consumers, the hotel ensures that the WIFI connection is personalised, and password protected. Again, the extraordinary door lock system, and the security guard system should be well appreciated too. 
The consumers of the hotel well like the gym and indoor games facilities given by the hotel. Here, the hotel has ensured the required gym equipment and some necessary indoor games facilities at the hotel lobby (Peris-Ortiz & Sahut, 2017). The consumers or the guests who want to enjoy those services are free to enjoy them. The availability of pre-booking through the online booking system is well-liked by the hotel guests. They can book their desired rooms by sitting at home is a blessing to them. The food menu offered by the restaurant of the hotel is also liked by the consumers. Since the firm offer three meals and a wide range of food menu in all the meals, the consumers who take the restaurant service from the hotel always like the food. 
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	Activities (Negative)
	Findings & Results

	Mismanagement by authority
	The management of hotel staffs and other materials of the hotel by the higher management is not up to the mark. 

	inappropriate behavior by the staff
	The staff members of the hotel do not behave well with the customers and guests of the hotel (Kim, 2020). 

	Information gap
	The information given by the reception department while booking for the hotel rooms are not valid and accurate always. 

	Cleanliness and hygiene issue
	Some of the hotel rooms are not properly cleaned and some equipment is not maintained with proper hygiene. 

	Inappropriate room facilities
	The air-conditioned, hotel bathrooms and other few things are not appropriately managed within the hotel. 


The consumers have highly complained about the mismanagement by the managerial bodies of the hotel. They have sensed some managerial issues while staying at the hotel. For example, the coordination between the man and the material is not up to the mark and therefore, there have addressed several issues among staff members (Sharma, 2021). Here, the staff members of the hotel are also accused of unwanted behaviour. Some of the staff members have not responded to the hotel guests and the services were not provided in a timely manner. Therefore, the guests of the hotel were not satisfied with the services that were given by the hotel staff and the guests therefore, complained about this factor. 
The guests have also complained that the information given by the hotel reception before the booking does not match the information when they check in to the hotel. Some of the major information was missing and some of the services were not present at the time of check-in to the hotel (Kumar, 2018). For example, a particular guest has booked a king-size bed but has been given two single beds by joining with each other which is a huge mismanagement by the firm. Some of the consumers have also talked about the cleanliness and hygiene factors of the firm. Here, the guests have complained that the hotel rooms were not cleaned properly. At the same time, the bedsheets and other equipment of the hotel were not properly hygienic. Furthermore, the inappropriate hotel room facilities were another issue that has been caught by the complained of the guests. Some of the guests have faced excessive heat in the hotel rooms (Wynn & Jones, 2020). Again, some of the materials in the hotel rooms were not properly cleaned and therefore, they were not useable by the guests. After complaining to the hotel staff, it took too long to manage the hotel service by the staff members of the hotel. 
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The following action plan will support the firm in obtaining the best service and reducing the issues and challenges that the firm is currently facing-
	Identified Problems
	Required Solutions
	Outcomes/Result
	Time

	Inappropriate room temperature
	There should be brought changes in the AC of the hotel rooms that are facing issues. Bringing new AC or repairing the existing AC is required in this case.  
	The heat that has been faced by the consumers will not be faced anymore. The consumers will not provide a negative review regarding this.  
	1 month

	Mismanagement by authority
	The higher management should deliver the activities of the hotel to the field-level workers and there should be a proper collaboration between the man and materials of the hotel.  
	The consumers will get instant services from the hotel. There will be the availability of on-call services and the consumers will be satisfied (Karpljuk & Bogomolova, 2022).  
	3 months 

	Inappropriate behavior by the hotel staff
	All the staff members of the hotel will get proper training on the way to behave and communicate with the consumers of the hotel. 
	The review regarding the unwanted behavior will not come anymore (Kashyap, 2018). 
	4 months 

	Information gap
	The information provided by the receptionist or the higher management while conforming to the bookings of the consumer should be valid and accurate (Harry, 2021). 
	There will not be seen any information gap when the consumers will come to take the hotel services. 
	2 months

	Cleanliness and hygiene issues
	All the staff members who are connected to ensure clean hotel rooms must be trained appropriately to ensure hygiene and cleanliness. 
	There will be clean hotel rooms and hygiene will be maintained.  
	1 month 




[bookmark: _Toc128077694]Recommendations 
There are some basic things that Premier Inn London King’s Cross Hotel must maintain. Here, if these things are maintained appropriately, all the negative reviews given by the consumers will be solved and therefore, the current issues of the firm will not remain anymore. Therefore, the following things should be maintained by the firm-
· Firstly, the firm needs to maintain an appropriate room facility. Most of the consumers in the hotel business come to the hotel due to the facilities that are available in the room. If the rooms are not provided with appropriate facilities, the consumers or the guests will not come to take the services (Alkadi & Zhu, 2016). Therefore, maintaining an appropriate room facility is must here. 
· The positive reviews from the consumers or the guests highly depends on the services provided by the hotel staff. If the hotel staff provides their best services and meets the demand of the consumers, the consumers will give a positive review about the hotels and the current issues will be solved. On the other hand, a negative review can be generated due to the bad services provided by the staff of the hotel. Therefore, proper hotel services must be given by the hotel staff. 
· The information provided by the reception or from the higher management to the guests should be valid and accurate. While allowing the bookings for the guests, the information given to them should be valid and accurate and the information gap between the management and the guests should be reduced in time (Fathy, 2018). 
· Maintaining hygiene and cleanliness is important for hotels. The Premier Inn London King’s Cross Hotel is well-known for the clean services provided by the hotel. If the hotel cannot provide the up to the mark hygiene and clean service, it will be difficult for the firm to keep the consumers who come to the hotel for clean services. 

[bookmark: _Toc101999047][bookmark: _Toc128077695]Conclusion
This consultancy report has obtained information regarding Premier Inn London King’s Cross Hotel and the issues and challenges the firm is currently facing due to the negative reviews provided by consumers. In this report, there has been brought information about the services provided by the firm. The room facilities, staff services and other special activities done by the firm have been shown in the early section of the report. Then, there has been discussed the contributory hotel services provided by Premier Inn London King’s Cross Hotel can attract the consumers of the hotel to take the services from the hotel (Fenich, 2019). This section there has talked about hotel hygiene, hotel security, hotel food menu and many more things that can contribute to the hotel service and can attract the consumers of the hotel. After the contributing factors that the hotel has, the negative factors that affect the hotel has been discussed. In this section, all the negative reviews given by the consumers have been shown and the reasons for the issues that have risen have been also shown in that section. 
This consultancy report by Hotel Expert Consultancy firm has also provided the solution for the issues that the firm is currently facing due to the recommendations and negative feedback provided by the consumers. From the analysis of the PESTLE factors and the SWOT analysis, there have been found external and internal factors that influence the reviews of the consumers (Harrington, 2021). Then, there has been provided a proper action plan that supports the firm in terms of obtaining the best services for the consumers. If all the recommendations that have been given at the last moment of the report are followed, the issues and challenges of the firm would have gone forever. 
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