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Executive Summary 
The consultancy report on the Premier Inn Manchester City Centre in (Portland Street) Hotel has demonstrated both the positive and negative sides of the hotel services. The hotel operating in the service sector, there needs to be well-informed about the changes in the customers’ needs and expectations. And by following those needs and expectations, the hotel needs to take to proper change management action. From the analysis of the hotel’s service areas, it is found that the hotel faces many bad online reviews which have influenced the brand image of the hotel. The bad review spread due to hotel service failure in certain areas and the hotel’s incapability in managing customers’ complaints properly. For negative reviews, despite being situated in an attractive location, the hotel is not capable of attracting the expected number of customers. The report has identified different areas of the hotel service where it failed in meeting customers’ demands. Premier Inn is not able to meet the customers’ expectations in different areas due to its service failure. The hotel promised to provide goa od night’s sleep. In the actual case, the hotel has failed to good night’s sleep due to its noisy environment and the problem with air conditioning. The hotel guests also observed service failure in a vending machine, dirty rooms and other premises of the hotel. But, there is one good side the hotel has good food and beverage service through a bar and a restaurant service. The other good side is that front desk hotel staffs are polite and friendly enough to greet guests warmly and cooperate with them in taking hotel services. To critically analyse the macro-environmental factors and understand the hotel’s strengths and weaknesses, the SWOT and PESTEL analysis is conducted. The SWOT analysis of the hotel reveals that one of the biggest advantages of the hotel is its location. Being situated on Portland Street, the hotel is convenient for its guests for taking the hotel service. Being a well-recognised brand is another strength of the hotel. The hotel can attract a large customer base by utilising and promoting these two strengths. One weakness that is highly affecting the hotel’s brand image negatively is its bad online reviews. There have been negative reviews about the hotel have been observed on different online hotel review sites such as TripAdvisor, booking.com, Google reviews, etc. The hotel has not any effective strategy for managing those negative hotel reviews which are affecting the potential customers’ perception negatively. There are certain opportunities exist for companies operating in the UK’s hospitality industry. UK’s hospitality industry is growing and there is scope for Premier Inn to grab this growing market. There is also scope for improving hotel services by bringing modern facilities to different areas of hotel services. Along with the opportunities, the hotel can face different challenges from its external environments. The biggest challenge in operating a hotel in the UK is that the hospitality market of the UK is highly competitive with many strong competitors. Any action by the competitors can create a big problem for the hotel if it is not able to bring a unique competitive advantage. The analysis of the macro-environment factors of Premier Inn has found that there also exist both challenges and opportunities for the hotel. The hotel in its operation must need to consider the existing laws and regulations. The tightened laws on environmental protection create greater demand for sustainable hotel operations. And the different political decisions have a high influence on a hotel’s operation. The consultancy report has made some suggestions for the hotel where the report has given much importance to recovering the hotel service failure and increasing the hotel’s online presence. The report suggests the hotel to consider complaints seriously and take action for solving each and every service failure area. As the hotel is facing constantly negative reviews along with certain positive reviews, there needs to improve the hotel’s online presence. Social media platforms and other digital platform sites could bring better solutions in minimising reviews. By responding to customers’ queries, and staying close to customers, the hotel can increase its customer engagement and can better understand their service lacking and customers’ needs and expectations. And then taking change management activities like implementing modern facilities, solving different service failure areas, arranging training programs for the hotel staff, and taking action for sustainable operation, the hotel can improve its hotel services. Again, there is a good opportunity for the hotel that it can promote the hotel through its location facilities and can attract more customers. Businesses in the hospitality industry need to be updated about their customers’ needs and expectations, social trends, cultural diversity, etc. to provide better hotel services. People’s perception varies from one individual to another. The consultancy report suggests Premier Inn provide training to its hotel staff on cultural diversity and customers’ personalities. This will them a better understanding of customers’ needs and expectations and enjoy the hotel services. 
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Introduction 
The hospitality industry has gone through different changes in the last decades (Fakhraddin Maroofi, 2012). The competition has risen in this field. The hotel in this industry needs proper take change management in certain situations (Walker, 2017). The consultancy farm The Spine Consultancy Service has reported on the Premier Inn situated in the Manchester City Centre of the UK. The hotel is situated close to the Palace Theatre. The report will provide consultancy for the hotel that the hotel is facing. The report will try to identify what are the operational problems the hotel is facing in handling customers in this competitive hospitality industry. The housekeeping service, front desk service, food service, room service, etc. are the major areas where the report will focus on suggesting for the change management and improvement of the hotel operation. Different positive and negative aspects of the hotel operation will be presented in the report. All the operational and functional department’s activities will be analysed and the problems in each department will be identified. And under proper analysis and judgement based on the data analysis, the report will provide detail about the action plan that the hotel should undertake. The report will conduct the hotel’s SWOT and PESTEL analysis. Both of the analyses are quite helpful for identifying the strengths and weaknesses of a company in its internal and external environments. Both of these analyses will enable the report to find the necessary background for identifying the problems in different areas of the hotel operation. SWOT analysis will be used to understand overall factors that can help the hotel to identify its drawbacks and find out the scope of making a competitive advantage (Vaněk, 2020). The PESTEL analysis is involved in analysing the macro-environmental factors The report will try to identify what are the operational problems the hotel is facing in handling customers in this competitive hospitality industry. This PESTEL analysis will be effective for knowing the opportunities and challenges that Premier Inn can be considered in making effective change management decisions and actions. 
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Scope and Analysis 
Hotel location
Premier Inn is the number one hotel chain with more than 800 hotels in the United Kingdom (Premier Inn, 2020). It covers 72000 rooms to serve guests across the UK. It started its journey in 1987. The report has taken Premier Inn in Manchester City Centre. This is situated at The Circus, 112-114 Portland Street, Manchester M1 4WB, UK. By situating near to Palace Theatre, the hotel is serving many guests as become of their convenient hotel service provider. Being situated in a demanding location, the hotel has been serving guests with a convenient hotel location. The hotel is serving by following the instructions that are provided centrally.
Hotel service overview 
 For greater relaxation for the guests, the hotel has added new-generation bedrooms. The hotel provides convenient room service to its guests. There the guests will able to enjoy 40 inches flat-screen TV, a well-equipped bedroom, a bathroom with lar shower head, a convenient Hypnos bed, etc. There is also a free WIFI facility. The hotel tried to provide all the facilities that can make the hotel service easy and convenient. The hotel promotes “Great Night’s Sleep” by offering all the facilities to make the service convenient (Maple, 2022). The hotel provides a parking facility but it is chargeable. The restaurant facility is also available in Premier Inn in Manchester City Centre. 
Along with some positive performance in the location, comfortable bed service, good food service, etc. the hotel has received many negative reviews on online media sites like TripAdvisor, Booking.com etc. It has continuously alleged several issues that make its service standard poor. The allegations are such as vending machine does not work properly, noise and disturbing the environment due to other guests and bar service, unfriendly service staff, etc. (TripAdvisor, 2022). For understanding different problems and opportunities for Premier Inn Manchester City Centre and understanding the hospitality market for the hotel both SWOT and PESTEL analysis is conducted. 
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	Strengths 
· Great Location. 
· A mature company with well-awareness across the market (BBC, 2018). 
· Premium brand hotel service. 
· Online booking facility. 
· Bar service facility. 

	Weaknesses 
· Bad reviews on online sites. 
· Does not able to ensure standard hotel service in all guest service areas. 

	Opportunities 
· Growing hospitality market in the UK (Davies, 2022). 
· Exploring new technologies for increasing hotel services. 
· Investing in digital marketing. 
	Threats 
· Competition is rising. 
· Global economic crisis. 



Table 1: SWOT analysis of Premier Inn Manchester City Centre. Source: Self-made 
[bookmark: _Toc120392803]Explanation of SWOT Analysis 
Strengths 
Premier Inn Manchester City Centre holds certain strengths as being part of the UK’s largest hotel chain. The hotel’s biggest strength is that it is a well-known premium brand across the UK (Ramadhani, Raka and Tavio, 2017). It holds high brand awareness in the country. Being located on Portland Street, it gets the benefits of being an attractive hotel location. This is another strength the hotel is enjoying from its convenient location. Providing an online booking facility and bar service has made it more attractive than its competitors among guests. 
Weaknesses 
On different online sites, the hotel has been facing criticism in certain areas of customer service. For example, it has been criticised for providing its vending machine service where guests have faced technical issues in the vending machine and the machine was not working. Another severe allegation is that the noise from other guests and bar service disturbs the night many guests. This is the biggest weakness of the hotel is that it could not ensure standard hotel service in all of the areas of its services. 
Opportunities 
After the pandemic time, the hospitality industry in the UK is getting positive growing impacts (Mehta and Panse, 2022). From the learning during the pandemic time, the hotel can redesign its hotel services and can serve guests in a better way to grab the growing market. Again, technological advancement is offering different opportunities to improve hotel services by leveraging those technologies (Leroux and Pupion, 2018). Using technologies can better help the hotel in developing sustainable products and services for the guests. The boom of digital marketing is a good opportunity for hoteliers to reduce their marketing costs and do effective and customer-engaging marketing (Fortin, 2020). Premier Inn Manchester City Centre can maintain an active social media presence and other digital marketing activities so that it can engage its customers and can get better feedback from them. 
Threats 
The growing competitors with more advanced hotel services are a threat to Premier Inn. Again economic slow-down can create low opportunities for the profitability of the hotel (Engel, 2022). 
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	Political Factors
· Rules and regulations for getting UK holiday and other visas (Banks, 2020). 
· Government change and decisions are taken by political parties (BBC, 2022). 

	Technological Factors 
· Technology can help Premier Inn in providing more secure, sustainable, and reliable hotel services. 
· Opportunities for using digital media. 

	Economic Factors 
· Rise of utility services can increase the hotel operation cost of Premier Inn. 
· The high labour cost can also affect the operation of the hotel. 
· Overall economic condition of the UK has a greater influence on Premier Inn hotel operation. 

	Environmental Factors 
· Hospitality industry is a big contributor to environmental degradation in the UK as well as across the world. 
· There is a greater demand for sustainable hospitality operations (Pommier and Engel, 2021). 

	Social Factors
· Due to different social factors, customers’ needs and expectations are changing over time. 
· Cultural diversity requires Premier to have a good understanding of different cultures and serve accordingly (Michaelides, 2017).

	Legal Factors 
· Premier Inn has to follow different laws in operating the hotel. 
· For example, building making law, labour law, wage law, environmental law, and many more existing laws in the UK. 


Table 2: PESTEL analysis. Source: self-made 
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Political Factors 
Getting a UK holiday visa is not much easier. The rule is restricting the UK is getting more foreign travellers. The process of getting a UK holiday visa could be more flexible and the tourism industry can grow more. The UK national election and the elected party have influences on the operation of the hospitality industry.   
Economic Factors 
The unstable economic condition of the UK is hampering its tourism industry as well (Botham, 2020). The increasing utility price is affecting the operational cost of Premier Inn. The hotel is incurring high costs in its operation and which has negative impacts on its profitability. 
Social Factors 
Socio-economic changes induce people to exert new needs and expectations (Rab-Ketter, 2018). After the pandemic time, customer has given more focus to the health safety and cleanliness of the hotel. Premier Inn needs to improve its cleanliness and provide all necessary health and safety measures to its guests. 
Technological Factors 
To provide more secure, sustainable, and reliable hotel services, the hotel can use advanced technology by analysing different aspects. The opportunity of using digital media for promotions is a great advantage for any hotel business using digital media for promotions. Premier Inn can leverage the opportunity in its marketing.  
Environmental Factors 
The hospitality industry is considered one of the polluters of the world’s environment. By offering sustainable products and services, Premier Inn can reduce the negative footprint of its operation. Hotels with environmentally sustainable operations have a bright future (Mensah, 2013). 
Legal Factors 
The UK has many laws for ensuring a healthy business environment. Premier Inn has to follow all the existing laws relevant to its operation to ensure the interest of all stakeholders associated with it. For example, in making a hotel building, the hotel has to follow the building code imposed by UK laws. 
[bookmark: _Toc120392806]Main Body 
Premier Inn Manchester City Centre has an attractive location for guests. The hotel has been serving guests where in some areas it is doing an excellent job and in some areas, the hotel is facing criticism for poor performance. Improving hotel services in all areas is necessary for the hotel service. The hospitality industry is operating in the service sector where it needs to provide services as per the diverse customers’ needs and expectations (Clifton, 2021). The consultancy report has identified several positive and negative service aspects of Premier Inn. 
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Premier Inn is the UK’s premium hotel brand which is operating since the very earlier time of 21st century. The hotel is successfully providing services in many of the most critical customer services. The positive aspects of the hotel operation are explained below. 
Attractive and convenient hotel location 
Premier Inn Manchester City Centre is situated on Portland Street. This is the place transportation is easier and tourists find the place more convenient for taking hotel services. Because of the location, the hotel has a high demand for its tourists. A hotel located in a crowded place where customer demand is high can be called an attractive hotel location (Ngan, 2020). The attractive location of the hotel is one of its biggest strengths. The hotel can draw many customers by improving other hotel service areas as it has occupied a convenient hotel location. 
Amazing Hotel service areas 
Premier Inn offers different hotel services to improve the guests’ experience. The hotel provides many free services along with its hotel room services. It offers free WIFI to its guests. Again there is the opportunity of having free tea and coffee. Lift and air conditioning facility has made its hotel service easier and more desirable to many guests. The hotel offers both individual and family rooms. So, for family trips, the hotel is a good option. Luggage facilities service has also been provided to guests to make their travelling easier and more convenient (Ramadhani, Raka and Tavio, 2017b). This facility helps guests in keeping safe their belongings. On the ground floor of the hotel’s building, there is a bar facility for the guests. Bar service is very desirable to many leisure travellers. The hotel offers a parking facility though it charges extra for the parking facility. Although the hotel offers a chargeable parking facility, it is a convenient solution for travellers who travel by their own transportation. 
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Premier Inn yet is not capable of providing excellent hotel services in all of its operations. There is a certain lacking in its hotel operation. The consultancy report has identified those areas of the hotel operation and in the later section will provide necessary instruction for improving the hotel operation. 
Negative reviews on online sites 
The consultant of the report has observed many negative reviews on different famous online sites about the hotel. The hotel should focus on improving the areas where customers make complaints. Online reviews are critical factors that influence customers’ buying behaviour (Ryan, 2017). Is one of the bad sides of the hotel that it fails to retain positive feedback from its customers which might bring more customers to the hotel. The failure of effective customer relationship management can bring negative feedback and that can negatively affect customer loyalty (Purnama, 2015).
Hotel service failures 
The hotel is serving well in certain areas whereas the hotel has been severely criticised for the failure of its hotel services in certain areas. A hotel to improve its services must focus on all areas such as food, bed, bathroom, front desk, parking, and all other areas (Ushakov, 2022). There is a problem with the hotel service in controlling noise. Due to bar service and guests’ disturbance, the guests experience noise problems at sleeping time. This is one of the biggest barriers to providing a good night’s sleep to the guests. There is a big space for improving hotel service at Premier Inn. Some technical issues such as problems with vending machines, Air conditioning, etc. also prevail in the hotel which hinders smooth hotel services. The hotel needs to focus on improving these areas to increase the hotel’s service. Unfriendly hotel staff behaviour is also creating negative impacts on the level of hotel services.  
Lack of customer engagement 
The hotel has a lack of customer engagement. The hotel does not have a proper customer relationship management policy. It does not collect customer feedback. The collection of customer feedback allows a business to bring greater insights into customer satisfaction and better techniques for improving customer service (Rahman, Idrus and Adam, 2022). The lack of social media presence and proper customer relationship management policy has reduced customer engagement with the hotel service. 
Lack of knowledge of cultural diversity 
In treating guests from national and international regions, there need to provide service by considering cultural diversity (Tretyakova, 2022). Due to a lack of understanding of the diverse culture, the hotel service staffs fail to provide the expected hotel services. Every individual is different from others. Based on their backgrounds, they share different perceptions and thoughts. So, all the customers’ do not express the same needs and expectations. The hotel brand should analyse its customers’ demographics and can take steps for improving its knowledge of cultural diversity. Cultural diversity refers to an aggregation of different cultures. 
Lack of sustainable products and services 
A hotel operation produces a large amount of garbage that is dumped in water or any other places affecting the environment negatively (Adel et al., 2021). Food waste is high in the hospitality industry (Kasavan, Mohamed and Abdul Halim, 2019). This creates huge water pollution and soil pollution. The hotel is not able of creating proper waste management. The lack of hotel sustainable operation is not able to create a positive brand image. For gaining a positive brand image, the company should have to consider ensuring sustainable products and services. 
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Hotel operation needs proper planning and implementation of different techniques to ensure the hotel service that meets customers’ needs and expectations (Ktait, 2020). Based on the negative aspects analysis of Premier Inn, the ways and techniques for hotel operation improvement are provided.  
Steps to be taken to improve hotel services in Nutshell are as follows. 
	Respond to online comments and reviews 

	Recovering failed hotel services 
Maintaining the online presence and embracing digital marketing 

	Adopting sustainable policy 

	Collecting customers’ feedback and developing services 

	Use benchmarks to improve customer service 

	Adopt advanced technologies 

	Training programs 

	Empower employees. 



Respond to online comments and reviews 
The company can take steps for recovering from its bad review in the online medium. Customers now are highly dependent on online review sites and social media in making their purchase decision (Husna, 2022). By checking those reviews, the company can plan for its online presence and social media presence to present the hotel services to the customers. Online reviews and social media reviews are considered a good source of knowledge about the customers’ satisfaction and also needs and expectations. 
Recovering failed hotel services 
The areas where the company has failed in maintaining service standards need to be improved (Prameka, Do and Rofiq, 2016). Premier Inn has lacking in different service areas. To meet customers’ needs and expectations, Premier Inn must have to rethink all of the areas of hotel service design and development. First of all, the hotel should know where the customers are facing problems. The areas that are identified in the above section need to be addressed. To solve the noise problem that creates problems in good night’s sleep, the company should take necessary steps. It can take steps like some awareness lift lets in the notice boards that can aware the hotel guests maintain silent at the late night. It will help people in having a good night’s sleep. There are many other areas where Premier Inn has not been able to meet customer expectations. There were problems with its vending machine. There was another allegation against Premier Inn that the rooms are hot because sometimes the air conditioning does not work properly. Premier Inn should focus on solving such issues for example an immediate response to solving technical problems in the vending machine. 
Maintaining the online presence and embracing digital marketing 
The hotel does not have a social media page. To stay close to the customers, maintaining social media presence is a very good option. The hotel should take digital activities to present the hotel services and benefits for the guests. To inform potential customers about the hotel services, Premier Inn Manchester City Centre should maintain YouTube channels, social media presence, website maintenance, etc. 
Adopting sustainable policy 
Sustainable hotel operation refers to the activities that minimise the negative impacts of the hotel operation and maximize the positive impacts of the operation (Jogaratnam and Tse, 2004). The consultancy report recommended the hotel adopt a sustainable policy in all areas of its operation. In waste management, the hotel service should adopt a recycling policy. Again, the hotel can invest in renewable energy use so that it can minimise its negative environmental impacts. Premier Inn in 2019 has decided to remove all single-use plastics from its all hotel chains (Net, 2019). Again, the company has taken several steps to minimise carbon emissions and targeted to cut carbon emissions by 50% by 2025 (Boyers, 2021). Although the company has taken steps for reducing carbon emissions it is not good at handling its waste management. 
Collecting customers’ feedback and developing services 
The hotel has not yet taken any steps for collecting customers’ feedback. Taking customers’ feedback will help the company to understand its level of customer service (Tombs and McColl-Kennedy, 2013). Customer feedback refers to insights from the customers that the customer experience with a company’s product or service (Abbassy, 2020). Premier Inn can implement Machine Learning for collecting customer feedback.  Use benchmarks to improve customer service 
The company should set the standard of customer service. And evaluate the customer service based on that benchmark. Setting a hotel service standard and working based on the standards will enable the hotel in meeting customers’ needs and expectations in a more effective way (Kim, 2017). The hotel can set benchmark by considering its competitors’ service standards. 
Adopt advanced technologies 
Using advanced technologies in different areas of a hotel operation can help it in gaining a competitive advantage over the competitors. Leveraging different software can help in managing customer relationships and improving service areas. Again, in managing the employees and evaluating work performance, employee performance management software could be used.  
Training programs 
For increasing hotel service, there need skilled and capable engaged employees. Employees need technical knowledge, understanding of the customers, and work motivation to perform well in the workplace (Arslan, 2017). Training is a good way to improve employee expertise as well as motivation (Armstrong, 2018). Premier Inn must arrange a training program to increase the hotel staff’s performance (Gazija, 2011). 
Empower employees 
In different situations of a hotel operation, there may needs to take immediate action (Abun, 2021). In handling any customer complaint, an employee needs the power of making decisions. So, Premier Inn should empower its employees for increasing employee engagement and customer service.  
[bookmark: _Toc120392810]Findings and Results 
This section will now summarise the findings. The consultancy report has been developed based on the hotel service of Premier Inn which is operating in Manchester City Centre. The analysis of the hotel has found that in some areas of operational departments of the hotel has excellent performance whereas in some areas it is alleged by the customers for their bad experience.  
	Areas of the hotel service 
	Findings   

	Reception: Front desk staff behaviour 
	· Front desk staff are friendly and polite.
· Warm welcome in reception.  

	Food and beverage 
	· There are bar and restaurant options. 
· Good food service. 
· Breakfast meal is good. 

	House-keeping service 
	· Does not ensure the cleanliness of all rooms and other public spaces. 

	Room service 
	· Good for the winter season. 
· Warm in the summer season. 
· Problems in air conditioning facility and rooms are too warm to sleep.  
· Noisy which interrupts a good night’s sleep. 
· Adequate space for family rooms.
· Beds are soft and comfortable. 
· Inadequate modern facilities.  
· There needs to give a focus on solving the problems that customers are facing in taking room services. 

	Other room amenities service 
	· Free WIFI. 
· Unstable WIFI connections. 
· Good bathroom facilities with amazing showers (sharetrip.net, 2022). 
· Luggage storage. 

	Bar service 
	· There is the facility of Bar service on the ground floor. 

	Other hotel services 




	· Paid parking (Premier Inn, 2022). 
· Discounts for guests in parking. 
· Elevator and lift facility.
· Hotel booking and cancellation system online.  


 Table- 3: Findings on hotel services. Source: self-made. 
The explanation of each operational department of Premier Inn is as follows. 
Reception service: Front desk staff behaviour 
The hotel has a good reputation for its front desk service. The hotel staffs in this department are very friendly and polite. They ensure a warm welcome for all of the guests. This creates positive impressions on customers and they become satisfied with the staff behaviour. In a hotel service, customers first contact the front desk hotel staff for instructions on taking the hotel services (Ustrov, Valverde and Ryan, 2016). 
Food and beverage services 
Food and beverage service is a big part of any hotel service. Ensuring amazing food services can delight the customers. The demand for food safety in hotel services is always high (Knowles and Hartwell, 2002). Premier Inn achieved customer satisfaction with its food services. It kept two options in food and beverage services for the guests. The two options are a bar service and a restaurant service. In food service, Premier Inn receives good online reviews. It offers an amazing breakfast meal. Foodservice is good but there are opportunities for more improvement in the food service area at Premier Inn. The greater demand is created by people’s consciousness of safe and hygienic food service in a hotel service (Rodrigues et al., 2018).  By considering the demand for safe and healthy foods, Premier Inn can give more focus on increasing the hygiene and quality of its foods to impress its guests and make them satisfied. 
Housekeeping service 
Guests expect neat and clean hotel services. The housekeeping department of a hotel is responsible for ensuring neat and clean hotel services for the guests (Kuzmin et al., 2017). For ensuring neat and clean hotel rooms and other premises, there needs proper knowledge and skilled housekeeping hotel staff (Verma and Chandra, 2017). Premier Inn is not able to ensure neat and clean hotel rooms for its guests. Again, the hotel is also criticised for its dirty hotel premises and different public areas of the hotel. For ensuring a soothing and nice hotel environment for the guests, cleanliness is a must (Harmer, 2018). Hotel rooms’ cleanliness is one of the critical factors that influence customer satisfaction with hotel room services. Premier Inn should improve its cleaning facilities to ensure clean and tidy hotel rooms. The decoration of a room is also the responsibility of the Housekeeping Department. So, nice decoration of a room can amaze the guests. 
Room service 
Hotel rooms are the main service of a hotel. Guest mainly takes room service in a hotel and the quality of a hotel room service is the most critical factor that affects customer satisfaction (Li and Xu, 2017). Premier Inn gets mixed reviews on its hotel room services. The room size for the individual and family is big enough. Again, customer reviews say that the hotel is successful in providing comfortable beds for guests. But, there are allegations that Premier Inn in Portland Street is not able to provide a good night’s sleep to its guests. The rooms are noisy. Again their guests face problems like air conditioning problems. The modern amenities in a hotel room service can add extra features to a hotel service (Tjiptadi, 2011). This is the area where Premier Inn in Portland Street can improve its hotel services. 
Among other room amenities and services, free WIFI is a good feature offered by Premier Inn. But, there are allegations from the guests that they have faced unstable WIFI connections. Despite these drawbacks, the hotel has received positive reviews for its bathroom services. Amazing shower facilities are good sides of the hotel room services. A luggage storage facility is available at Premier Inn.    
Bar service 
Bar service is a good facility for many leisure and business travellers (Lin, 2012). These days, the demand for bar services is rising. Premier Inn in Portland Street has a bar service on the ground floor and offers different food and beverage services. By following proper change management strategies, Premier Inn can redesign its services and recover from different service failures. 
Other hotel services 
Premier Inn provides paid parking services to its guests. It offers different discounts at different times. There are also elevators and lift services for the guests. It makes the hotel services convenient for the guests. The facility of online booking has made the hotel booking system convenient to the guests.  
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Premier Inn has several problems with its service delivery. The action plan is provided for Premier Inn to solve the problems associated with its service areas. 
	Number 
	Problem 
	Solution 
	Desired Outcome 
	Time Scale 
	Completion Date 
	Planned Budget 

	1. 
	Bad Online Reviews 
	Premier Inn needs to improve its online presence to respond to its bad review online and to increase customer engagement. Customer engagement might help Premier Inn in knowing customers’ needs and solving problems thereby. Providing proper replies to customers’ bad reviews can also turn their negative reviews into positive reviews.  
	The online bad reviews will be reduced and as a result, Premier can achieve a good image among present and potential customers. 
	4 months 
	01/04/2023. 
	£18000

	2. 
	Failed services in multiple areas such as unstable WIFI connection, non-working vending machine, problem in air conditioning, etc. 
	Premier Inn can build a technical team to solve different technical problems it faces in providing hotel services. The hotel can also outsource technicians if it wants to solve technical problems at a minimum budget.  
	Premier Inn can solve the technical problems that hinder the smooth delivery of different services. 
	 2 months 
	01/02/2023
	£12000

	3. 

	Lack of modern facilities in hotel services. 
	Premier Inn can renovate its products and service delivery by bringing modern facilities into its hotel services. 
	With modern facilities in hotel services, Premier Inn can take advantage of its competitors. Moreover, it can attract more customers. 
	3 months 
	01/03/2023
	£20000

	4. 
	The noisy environment interrupts a good night’s sleep. 
	Taking steps like implementing modern technologies to reduce noise in hotel rooms from outside. 
	It can ensure a good night’s sleep for guests. 
	3 months 
	01/03/2023
	£15000
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Recommendations 
Premier Inn Manchester City Centre Hotel is situated in a convenient location. The consultancy report has analysed different positive and negative issues of the hotel in its guest service. The recommendations are made based on those analyses. The recommendations are as follows. 
· Premier Inn situated on Portland Street offers convenience for its guest. In the tourism industry, location-based push service is a known practice (Tian et al., 2010). The first recommendation to Premier Inn is to utilise the location advantage and make the promotion of the hotel by prioritising its location. 
· To decrease the lack of customer engagement, Premier Inn can increase its digital marketing activities. The recommendation to the hotel is to increase the social media presence and other online media presence and to respond to every query and complaint. Active social media presence can create an effect on the social media customer community positively (Omran, 2021).  
· The third recommendation for the hotel is to consider customer complaints on an immediate basis and fix different problems in customer service areas. After a failure of a service, immediate action from the hoteliers and solving the problem can create more satisfaction than a usual service delivery (Susanti, 2021). The hotel needs a proper complaint response and a management team. 
· The hotel needs to modernise its hotel facilities. It can focus on improving hotel services in the areas like app-based hotel service, modern gym equipment, etc. 
· Finally, the hotel should focus on improving hotel staff behaviours through effective training program development and implementation. 
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Conclusion
The consultancy report on Premier Inn Manchester City Central Hotel has evaluated the overall guest service delivery of the hotel. Here, the report demonstrated different positive and negative aspects of the guest service delivery of the hotel. Premier Inn has been successful in delivering the expected services in different areas. The convenient location of the hotel is a great advantage over its competitors. The hotel offers both restaurant and bar service for food and beverage service. The food’s quality, taste, etc. are good and customers are satisfied, there are many drawbacks in the hotel service delivery of the hotel. The consultancy report has identified that there exist bad online reviews that are affecting the brand image of the hotel. To minimise the bad online review, the consultancy report has recommended increasing the online presence of the hotel through different social media presence and other online presence. The focus on digital marketing activities can increase customer engagement and can reduce bad online reviews. Moreover, the report suggests to the hotel take action for recovering all the service failures like problems with air conditioning, noisy and disturbed environment, problems in vending machines, etc. Responding to customers’ complaints on an immediate basis can make customers’ delighted. Premier Inn should focus on recovering all of its service failures and focus on the sustainable operation which can affect its brand image positively. Sustainable hotel operation refers to the operation where the hotel activities are done by considering their environmental impacts. This is an effective way of increasing the brand image of a company. Modernising hotel services and improving hotel staff behaviour is necessary to improve customers’ perception of Premier Inn. 
[bookmark: _Toc120392814]
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