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Executive Summary
A high competition is faced by Premier Inn in hospitality. After the Brexit and Covid 19, it is important for them to work on customer retention as they are looking to recover slowly from the losses from the pandemic. It is the largest hotel brand in the UK having 840 hotels and 83,000 rooms. They can build and increase their brand value with the help of customer experience. The pillar of service of Premier Inn is their employees and everyone does their best in promoting repeat guests and the best customer service. It is important to show care for the employees and can help them in improving their performance.
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[bookmark: _Toc150276880]Introduction and Background 
One of the leading brands in the hospitality and tourism sector is Premier Inn. Affordable accommodation is offered by Premier Inn along with providing excellent services for both leisure and business travellers. It was founded in 1987 and a chain of hotels is operated and owned by the. It includes business accounts, meeting rooms and restaurants. Online booking services are also provided by the company (Craft, 2023). There are several reasons that affect the retention of the employees.  
It includes a lack of flexibility, unclear expectations of the job, inefficient communication, lack of recognition, and minimum opportunities for growth. The other factors include an unhealthy or toxic work environment along with a disconnection with the managers. The working conditions in the hospitality industry like Premier Inn can stress out the collected and calm employees. It can cause high turnover levels, as not everyone is suited to the kind of working environment. Communication is the key to business and it is important that the expectations and needs are communicated clearly between the staff and the higher management. Hard work is the demand in the hospitality industry and there can be irregular and long hours. When there is lack of recognition for the hard work, the employees feel unappreciated and undervalued. Premier Inn has been facing labour issues and issues due to Brexit (Muvija and Chris, 2021).
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PESTEL analysis
PESTEL analysis is a useful tool that can help the business strategists in understanding the factors that are macro-environmental in their business.  Moreover, it helps to make strategic decisions.
Political Factors:
The UK is a constitutional monarchy and a modern parliamentary democracy. One of the great strengths of the country is political stability with the political stability index being 0.54 (Tradingeconomics, 2023). Hence, there will be minimum political interference in the daily operations of Premier Inn. According to some analysts, a big chaos was created because of Brexit but others believed that many opportunities were provided for the same. The political culture of the UK is vibrant where an active role is taken by citizens in democracy. The UK is 11th among the least corrupt countries in the world. Hence, Premier Inn will have no issues in conducting its daily operations. In the UK, the corporate tax rate is 19% which suggests that Premier Inn will have to pay taxes while operating in the region, hence affecting it negatively.
Economic Factors:
The UK is a highly developed market-based economy, playing a vital part in trade globally, The UK GDP is 3070 Billion US dollars and is the sixth largest economy in the world (Tradingeconomics, 2023) Hence, it will help Premier Inn to increase their overall revenue. The rate of inflation of the UK is 6.7% in 2023 which saw a decline from 6.8% (Statista, 2023). This data suggests that the purchasing power in the hands of people is increasing which can affect the profits of Premier Inn positively. Moreover, many tourists are attracted by the country every year which has a significant contribution to the economy.
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Figure 1: GDP of the UK
(Source: Tradingeconomic, 2023)
Social factors
The UK comprises of a big consumer market with the population of over 68.7 million. The literacy rate of the UK is 99% (UNA-UK, 2023). Hence, the population comprises of educated individuals who can be hired by Premier Inn. Hence, it will help them in increasing their workforce and expand further in the region. The UK comprises of a multicultural society with the citizens taking pride in their diversity. It is also a destination for students from across the globe and has the tradition to accommodate and welcome them.
Technological Factors:  The UK can be defined as a hub of institutions in technology and finance and is among the most advanced countries in the world in the field of technology. The total internet users in the country is 60 million and the number is on the rise (Statista, 2023) This can prove to be beneficial for Premier Inn to improve their online application and customer service, thus enhancing the reputation of the brand. It will also help them in customer retention. The UK falls behind India, USA and Japan in terms of the development of technology.

Environmental Factors: Challenging weather conditions are faced by the UK at times. The Environmental Act of 1974 protects the county from pollution of air, water and any form of waste emissions (legislation.gov.uk, 2023). Premier Inn should follow the environmental laws of the country to avoid any legal penalties and to enhance the reputation of the brand.
Legal Factors: The rights of the employees are protected by the Employment Act of 1996. People are protected from discrimination by The Equality Act of 2010 and ensure equal opportunities for every individual in the UK other than their language, religion (legislation.gov.uk, 2023). They should be provided with the necessary leaves and no employee should be illegally terminated. These factors should be kept in mind by Premier Inn before hiring any employees to ensure the smooth functioning of the hotel and avoid any legal issues.


SWOT analysis of the hospitality industry 
The hotel Premier Inn was evaluated with the help of SWOT analysis according to its weaknesses and strengths which can be defined as the internal factors and threats and opportunities that are external factors and a step towards sustainable tourism development (Ay and Akiz, 2021).
Strengths
· Premier Inn was awarded by the Hotel Chain of the Year by the British travel awards.
· Most of the hotels of Premier Inn are located near airports and are great attractions for tourism. Some hotels are also located near universities allowing the different segments of customers in staying neat in the places they are required to be.
· It is one of the most highly advertised hotel chains and among the premium hotel brands
· They provide various offers and deals to the customers to book online
· Premier Inn has several awards as one of the best hotel chains in the UK.
Weakness
· There are small margins as the brand faces intense competition in the UK market (Comparably, 2023).
· The global presence has not been elaborate like the other international chains of hotels. The operations of Premier Inn are present in a limited number of countries.
· There were accusations that Premier Inn refused refunds to some of the customers who booked their stays in parts of the UK which came under lockdowns, thus making the customer unhappy.
Opportunities
· Premier Inn should be exploring new markets. Exploring new regions and countries will help the company to expand even further.
· They should be investing in digital marketing and new décor which can be a nice surprise for the guests in the segment of budget hotels.
· They have the opportunity to tie up with other brands to expand even further
Threats
· Premier Inn faces high competition in the UK market with their main competitors being Ibis, Holiday Inn and Easyhotel. They belong to the same budget category as well as the hotel segment and face strong competition from Marriot like the other independent and strong hotels.
· Premier Inn has the risk of facing several legal threats if action is not taken by them whenever required from the health and safety executives and trade unions. 
· Many businesses were decimated across the world due to the lockdowns including Premier Inn. Similar situations can turn out to be challenging in the future times as well.





Potential solutions with examples
The ability of a company to turn their customers into regular customers and preventing them from switching to a competitor is known as customer retention (Almohaimmeed, 2019). Moreover, it indicates whether the service quality is accepted by the existing customers. Customer retention has several benefits including cost savings and word-of-mouth marketing in a positive way. Customer retention is much more cost effective than acquiring customers for the first time. Loyal Customers will most likely tell their family and friends about the brand (Barusman et al., 2019).
The potential solutions for improving customer retention include delivering fast support and personalising the interactions. Moreover, Premier Inn should be investing in their employees, gathering feedback from the customers along incentivising loyalty (Elgarhy, 2023). Premier Inn should understand that customers can feel frustrated if they have to explain the same issues repeatedly and hence they are likely to leave. The support agents should be provided with tools for elevating conversations and pulling customer information. The customer service workflows can be simplified by Premier Inn such that the tickets can be received by the right representatives and departments. It can make the process of support faster for the customers of Premier Inn as well as the agents. The most valuable tool for CSR and retaining customers is customer feedback for reducing the rates of attrition along with increasing the retention of customers (Lee et al., 2019). Rewarding the customers for their loyalty can be another good way for increasing the retention of customers. It can include special offers, discount codes and loyalty programs for the customers of Premier Inn. It can motivate the customers to come back. It will also help Premier Inn in collecting more detailed data from the customers. 
An example of the same is the Four Seasons Hotel. They expanded their luxury feeling for every customer through their combination of white glove service and technology.  Four Seasons chat can be used by the guests for messaging the staff through different channels like WhatsApp for a service or an inquiry. It can include requests for restaurant reservations and recommendations, early checkout or arrival, room service or ordering a private jet.


[bookmark: _Toc150276882]Evaluation and Conclusion 
The PESTEL analysis suggests that the UK will face minimum challenges while conducting its operations in the UK. The strong GDP and the dip in the inflation rate ensure that Premier Inn will generate more revenue and profits. The literacy rate ensures that increasing the workforce will not be a challenge as well. From the SWOT analysis, it can be summarised that Premier Inn will remain a leader in the segments of budget hotels in the UK; the pressure of competition is mainly based on price. These strengths are important internal factors for the business which helps it in strengthening its position along with giving it a competitive advantage. The weakness of the hotel showed the areas in which they can improve. The prospects of future growth are analysed by the opportunities of Premier Inn. A competitive model is followed by Premier Inn, which is hard to be emulated by others. Hence, it is an excellent choice for the travellers who are looking for convenient, affordable and comfortable accommodation. The commitment of Premier Inn towards excellent customer service, consistent quality and sustainability makes it a preferable choice for most the people across the globe and the UK. The other recommendations for Premier Inn are showing care for their employees, Moreover, training should be an ongoing process and technology should be prioritised by them. Customer service should be personalised by them and the surveys for customer service should be valued. The hallmark of the service of Premier Inn is its employees and everyone does their best in promoting repeat guests and the best customer service. 
Showing care for the employees will help them in improving their performance. There is an opportunity to train with every shift and every day.  The technology of Premier Inn should be consistently updated and the goal is providing better and faster service for optimising the productivity of the employees and better service for the guests.PMS or property management systems should be updated by Premier Inn which can help them in facilitating communication between housekeeping and front desk during the process of check out and check-in. Customer service should be personalised such that every guest is treated with priority. The staff should be trained to solve the problems of the guests at the earliest. The customer service surveys should be measured with the customer service performance to flag the areas to improve in Premier Inn. They should keep in mind that service is defined by the customers by how efficiently and quickly their issue was fixed or addressed. The surveys should be taken seriously and the staff of Premier Inn should be included in the process. 
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