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[bookmark: _Toc138704979]WHAT???

[bookmark: _Toc138704980]About the Company
Premier Inn Romford West Hotel is one of the best-performing hotel and beverage companies in the Uk as well as the whole world. The company is a subsidiary of Whitbread PLC operating worldwide with an aim ‘to be the world's largest hotel chain and be the customer’s choice’ (Premier Inn, 2022). Premier has many objectives to be accomplished such as improving product quality, enhancing the customer satisfaction level, improving the brand image, and raising sales performance, revenues and cash position. The company not only performs efficiently in the Uk but also Germany covering more than 14% of the market share in the UK market and 1% in Germany (Premier Inn, 2022). The company has a strong brand image maintained by performing corporate social responsibilities such as donations to charities, job creation, employment opportunities, community development etc. The company wants to increase 9 hotels in the UK including thousands of hotel rooms. 
[bookmark: _Toc138704981]Problem Statement: 
In comparison to the sales revenue, the performance of 2022 is inferior to previous years. In 2022, the company experienced a net profit of 74.9 million after-tax which was 414.3 million ounces (about 11745197.85 kg) in 2020 (Yasin and Yavas, 2021). In 2021, the company experienced a loss of 532.8 million. Considering the profit performance of the three years, the financial performance of Premier Inn is very volatile and thus indicates huge risks to future potential investors. The net cash flow statement also indicates a negative cash balance in 2022 which was positive in 2021. However, the company has targeted to increase 91,000 rooms in the UK, which is challenging enough (Premier Inn, 2022). As the current financial position is inferior and volatile, the company decided to improve service quality and enhance its guest's customer satisfaction very soon. 
[bookmark: _Toc138704982]Aim of the Project:
This project aims to ‘investigate how the food and beverage section of a hotel namely Premier Hotel Inn can enhance its service quality and high level of customer satisfaction’ (HQ, 2022). The company considers customer satisfaction and quality enhancement as the heart of the business and all types of success. For this, the research will facilitate the company to manage the issue and build a bright future for the company in the upcoming periods. 
[bookmark: _Toc138704983]Objectives of the Project: 
Besides the main aim, this research has some objectives linked to breaking down the aim. As the problem statement clearly defines the main theme, the objectives will further clarify the core actions and areas of discussion, interpretation, findings, and analysis. The objectives are - 
1. To identify and analyse the components of service quality and customer satisfaction such as freshness, better presentation, variety of foods and beverages, and well-cockiness 
2. To define the term customer satisfaction and its influencing factors such as suitability of the satisfaction, desire to suggest and repurchase intension (Vujic et al, 2019)
3. To identify and evaluate the methods of customer satisfaction and enhancing service quality by focusing on core components 
4. To draw a link between customer satisfaction and the service quality enhancement
5. To explain how organisations can enhance customer satisfaction to improve operational excellence, efficiency, and financial performance (actabl, 2020)

[bookmark: _Toc138704984]WHY???
[bookmark: _Toc138704985]What is the background rationale?
This research project is really helpful because it will extend the learning of the hotel and beverage industry, components of service quality, customer satisfaction, and methods of customer management (Ali et al, 2021). It will facilitate knowing about customer retention components such as transactional, referential, preferred, and exploratory. It will facilitate the understanding of how the business problem is to be traced, executed, and discussed and potential solutions are addressed with creative thinking and problem-solving skills (Ali et al, 2021). The research will extend the knowledge in some other areas such as customer management, quality assurance techniques, customer survey, business problem and techniques to solve, data collection, data analysis and interpretation, changes in customer taste and preference, and the relationship between quality of food and beverage, accommodation services and the sales and financial performance of hotel channel (Abdullah et al, 2023). 
[bookmark: _Toc138704986]The fundamental reasons for this study
There are some specific reasons behind this research topic. The first fundamental reason is to know how customer satisfaction, service quality, sales and profitability of Premier Inn Hotel and beverage company are closely associated (Abdullah et al, 2023). The second reason is to break down the components of service and customer satisfaction to improve every single area's quality and satisfaction such as reliability, tangibility, responsiveness, assurance and empathy. The third important reason is to apply critical thinking and brainstorming to suggest alternative ideas for improving service quality, customer satisfaction and thus overall organisational performance (Vujic et al, 2019). The fourth reason is to strengthen research skills in terms of enhancing data collection, data analysis, interpretation, and communication skills. 





[bookmark: _Toc138704987]HOW???

I am a manager of Premier Inn Romford West Hotel in the field of food and beverage. I am going to carry out a study to find out the reasons for poor service quality and customer satisfaction. By investigating more, I will try to solve the problem and enhance these two major areas for excellent operational performance (Kruger and Mitchell, 2019). I will do this by smart methodology selection and application. The description of the methodologies is as follows- 
[bookmark: _Toc138704988]Data Source & Collection Method: 
For this research, only secondary data sources have been considered such as literature review papers, websites, journals, books and articles, and the study guide of the tutors. No primary data collection methods will not be used here literature papers, books, journals, study notes, and suggestions will be used for this research (Kruger and Mitchell, 2019). The secondary data source is amazingly effective in data collection because it saves time and gives quick access to data without any administrative complexities. No or little restriction is experienced in data collection by the authors. The secondary data source is more organised and facilitates an easy understanding of the facts and internal relationships among the variables. 
[bookmark: _Toc138704989]Research Method: 
This is qualitative research because it aims to find out techniques or strategies to enhance service quality and customer satisfaction in a hotel and beverage company. The data type is also qualitative rather than statistics or numbers (Srivastava and Shailaja Rego, 2020). 
[bookmark: _Toc138704990]Data Analysis tool: 
There will be no mathematical or statistical analysis tool in this study. Rather simple theoretical analysis will be used to discuss and analyse the collected data. The data analysis tool aims to judge the quality of the data and strengthen the understanding and explanation of the research aim and objectives (Srivastava and Shailaja Rego, 2020). 
[bookmark: _Toc138704991]Research Approach: 
Inductive and deductive research approaches are two major approaches. Whereas the deductive approach deals with using quantitative tools and techniques such as regression analysis, statistical analysis, and mathematical models, the inductive approach focuses on qualitative methods (Kruger and Mitchell, 2019). For this, in this project, an inductive research approach has been used. 
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[bookmark: _Toc138704993]Required Resources: 
For this research, various resources are required. For example, for collecting data and information mobile phones, smart location devices, laptops, pen drives and storage devices are required. For analysing data, data analysis tools are required such as mathematical models, and computer and mobile applications (Kruger and Mitchell, 2019). To interpret and analyse findings, team and group members (human resources) are required. For communicating the research outcomes, communication channels such as presentations, slide apps, social media, the internet, and TV channels are required (actabl, 2020). The most important resources are knowledge, information collected from books, magazines, articles, study notes etc. 
[bookmark: _Toc138704994]Literature resources (3 sources) 
1. Ali, B.J., Gardi, B., Jabbar Othman, B., Ali Ahmed, S., Burhan Ismael, N., Abdalla Hamza, P., Mahmood Aziz, H., Sabir, B.Y., Sorguli, S. and Anwar, G., 2021. Hotel service quality: The impact of service quality on customer satisfaction in hospitality. Ali, BJ, Gardi, B., Othman, BJ, Ahmed, SA, Ismael, NB, Hamza, PA, Aziz, HM, Sabir, BY, Anwar, G.(2021). Hotel Service Quality: The Impact of Service Quality on Customer Satisfaction in Hospitality. International Journal of Engineering, Business and Management, 5(3), pp.14-28.
2. Abdullah, O., Sufi, T. and Kumar, S., 2023. Impact of Food and Beverage Quality and Service Quality Towards Customer Satisfaction and Customer Retention, A Study of Five-Star Hotels. International Journal of Professional Business Review: Int. J. Prof. Bus. Rev., 8(5), p.98.
3. Vujić, M., ĐorĎević, S. and Lakićević, M., 2019. Service quality and customer satisfaction in the hotel industry in Serbia. Менаџмент у хотелијерству и туризму, 7(1), pp.61-70.

[bookmark: _Toc138704995]WHEN???
[bookmark: _Toc138704996]A weekly basis timescale (Gantt chart) 

	Description of the Activities
	W1
	W2
	W3
	W4
	W5
	W6
	W7

	Searching, collecting and reading journals
	
	
	
	
	
	
	

	Selecting the topic and collecting data
	
	
	
	
	
	
	

	Setting research methodologies
	
	
	
	
	
	
	

	Organising data and presenting findings
	
	
	
	
	
	
	

	Describing and analysing the findings
	
	
	
	
	
	
	

	Making conclusions & suggestions
	
	
	
	
	
	
	

	Communicating the results or outcomes
	
	
	
	
	
	
	



[bookmark: _Toc138704997]BENEFITS:
[bookmark: _Toc138704998]Benefits of this research  
The research helps strengthen the understanding of the concept of service quality associated with empathy, reliability, responsiveness, assurance, and tangibility. The research will also help to know how customer satisfaction can be enhanced by focusing on the components of service quality and thus the hotel’s internal and external environments. The research will be highly effective in improving research skills such as business environment assessment skills, time management skills, analytical skills, creative thinking skills, and brainstorming skills. It will assist me in knowing different core strategies to enhance customer satisfaction such as prioritising training on customer preferences, tastes, and demands, investing in customer communication technologies, developing quality assurance procedures, utilising technologies to personalise guest’s experience, and training and rewarding staff with better risk management initiatives (Kruger and Mitchell, 2019). 
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