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Executive summary
Premier Inn is one of the preferred choices of people, and thus, has a large customer base. However, there are several existing issues identified for Premier Inn London Greenford Hotel with the help of the PESTLE analysis and SWOT analysis. The major issues for this particular place are identified to be staff shortage, high work stress, a lack of communication between management and employees and underrated customer service. However, the training facility is found to be adequate in the organisation, which is a positive aspect. The staff shortage issue is currently being faced by the organisation in the UK, mainly due to the adverse impact of Brexit. Apart from that, the health crisis also reduced the range of European Union workers in the nation. The staff shortage is evident from the findings, as its overall employee strength was 52,705 in 2016-17, which got reduced to 36,984 in 2021-2022. This factor is hindering this particular location of Premier Inn, which is London Greenford Hotel, from providing more efficient customer service. The change in the rights of the employees mainly affected this situation, which got raised due to Brexit. There is also a vulnerability found in the working environment in this place, from the perspectives of some of its employees, which is contributing to the staff shortage issue. 
Here, a lack of awareness regarding employment rights is acting as an influencing factor in the persistence of this issue. On the other hand, the employee reviews of Premier Inn London Greenford Hotel disclosed that the pressure of the work is high in the organisation, where management incompetence is a significant part, which led the workers to work longer hours than their usual work hours. The persistence of this issue resulted in decreased performance levels in the place as a lack of motivation led to a lack of employee engagement. The employee retention rate in the organisation as a whole is only 73%, which demonstrates the severity of the issue. This issue dramatically impacted the adjusted operating profit of the organisation which became -£487 million in 2020-2021 from -£487 million in 2019-2020. This issue also resulted in the loss of market share in the UK for Premier Inn, as it went down from 20.7% in 2020 to only 11% in 2021 and the cash flow went down from £555 million in 2020 to -£489 million in 2021. The total room number of Premier Inn London Greenford Hotel went up to 39 rooms significantly in 2022, which is also a major contributor to the increased work pressure for the employees, as staff shortage is evident.  
It is also found that although the employees of Premier Inn London Greenford Hotel are supportive, the poor management structure as there is a lack of communication between them and the management found from employee reviews. The employees are not properly informed of the organisational changes. There is also an issue of management providing unethical favours to workers to work longer hours. The vertical organisational structure of Premier Inn also contributed to the prevalence of this communication issue, which resulted in a decrease in the workforce from 35,862 in 2020 to 32,190 in 2021 in the UK. The issue of underrated customer service is identified from the customer reviews regarding Premier Inn London Greenford Hotel, where issues such as under-maintenance or collapsed lifts, disturbance at night, smaller rooms and a few others are highlighted. These issues can significantly damage the volume of the customer base for the place in the long run too. However, high-quality food and beverages and high maintenance of hygiene are a few positive areas for Premier Inn London Greenford Hotel.   
Thus, the place requires a robust action plan involving measures such as appropriate pay considering the current incentives rate in the UK, providing career growth scope for the employees, developing a checklist and allocating work based on urgency and importance, and a few others. In this context, Premier Inn London Greenford Hotel is recommended to provide staff motivation by providing appropriate salaries to the employees based on the increased inflation rate, incorporating strategic work management, incorporating a flat organisational structure and conducting infrastructure development. If the place follows these recommendations, it will be able to effectively mitigate these issues and uphold its reputation as a part of a highly respected organisation. As the place has wise management, implementation will not be significantly difficult. I am honoured to get this opportunity to consult this highly reputed organisation and hope to perform well in the future too if required.    
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The report is based on the title Organisational Consultancy. The chosen company for the consultancy report is Deloitte. Moreover, the client organisation is Premier Inn London Greenford hotel. The assignment is carried out to evaluate the existing issues faced by the client. A concise background of the hotel is given. The purpose of the report is to give an in-depth discussion of the existing challenges. In this respect, recent information is acknowledged. Different sources are considered to find out the current business status of the firm. Along with that, a detailed discussion is done on the areas that are required to be improved so that better customer service can be offered. An action plan is given. The main addressed problems are staff shortage, high work stress, improper communication, and others. Intending to analyse the problem, the researcher has relied on conducting a PESTLE analysis. The rationale behind this is to obtain an in-depth knowledge of the external environment of the British organisation (Shahid, 2022). Therefore, it becomes easier to figure out how the company is dealing with various aspects of the business environment (Pan, Chen and Zhan, 2019). 
The PESTLE framework is a simple one and can be understood conveniently (Nandonde, 2019). Therefore, choosing this is the correct choice for the report. It can be said that the stated framework is one of the most utilised ones by different companies (Capobianco et al., 2021). Therefore, the key issues of Premier Inn can be easily identified. On the other hand, the consultancy report has also opted for a SWOT analysis to determine the current issues. The framework is used to judge the internal environment of a business firm (Devi et al., 2022). In this respect, strengths, weaknesses, opportunities, and threats are assessed (Benzaghta et al., 2021). The main reason behind choosing this is that the ongoing challenges can be known from the weaknesses. Furthermore, the probable challenges can be known from the threat section (Hajizadeh, 2019). Therefore, the management of Premier Inn can stay prepared in the future to deal with tough situations easily. 


[bookmark: _Toc118992736]Scope and analysis
Company of the background 
Premier Inn is one of the most popular names in the hospitality sector of the United Kingdom. The parent company of the firm is Whitbread. The headquarters of the organisation is in Dunstable (Premier Inn.com, 2022). Along with the UK, it is located in Germany, Qatar, the UAE, and others. The CEO of the company is Alison Brittain (Uk.linkedin.com, 2022). It can be said that the organisation is the largest hotel brand in the United Kingdom (Lock, 2022). Therefore, it has a huge customer base and is also one of the preferred choices of people. The Premier Inn Greenford hotel started its journey from 1987. At present, it has 39 well-appointed rooms (Premier Inn.com, 2022). This Premier Inn Greenford hotel has 5 types of rooms. They are such as accessible single and double room, double room, twin room, lower bath, and non-smoking single room. The room rate of Premier Inn Greenford hotel starts from £66 (Hotels.uk.com, 2022). The management of the hotel has always focused on product and service quality so that customers can be retained. It has been known from a review that a customer appreciated the food quality and hygiene maintenance of the hotel (Trustpilot.com, 2022). 
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Figure 1: Customer review of Premier Inn Greenford
(Source: Trustpilot.com, 2022)
In this respect, it can be said the company does not want to make the customers compromise with anything during a stay. It has exerted a positive impact on the reputation of Premier Inn. However, the company has also received negative feedback from customers. These are mainly related to a lack of amenities, smaller rooms, and others (Tripadvisor.com, 2022). Furthermore, the other existing issues within the company are labour tightening, incompetent management, high work stress, and others (Premier Inn, 2022). 
PESTLE Analysis 
	Elements
	Key areas

	Political factors 
	· The United Kingdom has excellent political stability (Gholipour, 2019). 
· It maintains a good relationship with other countries in the world. 
· Different uncertainties have been raised after Brexit (Henry and Smith, 2021). 

	Economic factors 
	· The United Kingdom is the sixth-largest economy in the world (Ons.gov.uk, 2022a). 
· The gradual increase in the National Living wage is helpful for people (Living Wage Foundation, 2022).
· A high decline in GDP has been seen during the pandemic (Ons.gov.uk. 2022b). 

	Social factors 
	· The United Kingdom has a literacy rate of around 99% (Vaughan et al., 2022). 
· The country is a multicultural one. 
· The current population of the UK is 68.5 million (Worldometer.com, 2022). 

	Technological factors 
	· The United Kingdom has shown excellent technological growth in the last few years (Knight and Walmsley, 2019). 
· The operating companies have given a deep focus on the application of fourth-generation technologies. 
· The technology sector has a good contribution to the economy (Higgins, Schellberg and Bailey, 2019). 

	Legal factors 
	· The excellent legal framework of the UK is an advantage for operating companies (Ryan and McFaul, 2020). 
· The Equality Act 2010 is responsible for offering protection to employees from any sort of discrimination in the workplace(Legislation.gov.uk, 2022)

	Environmental factors
	· The UK attracts many tourists every year because of its magnificent scenic beauty. 
· The government is highly concerned due to different environmental challenges such as climate change, pollution, and others (Ozarisoy and Elsharkawy, 2019). 


Table 1: PESTLE Analysis
(Source: Created by author)
The political stability of the country is helpful for Premier Inn to do business smoothly. Moreover, expanding to other countries has not been challenging because of the good relationship maintenance of the UK. However, the exit of the country from the European Union has been challenging for the hospitality organisation. It has failed to acquire potential labours from the EU nations (Henry and Smith, 2021). It has exerted a negative impact on the service offering of the organisation. The excellent GDP growth of the UK suggests that the per capita income of the people is high. Due to this, it is not difficult for operating companies to adopt a premium pricing strategy. As a result, Premier Inn Greenford can give sheer focus on the quality of its products. People can also afford the services as the living wage rate increases constantly. A decline of 9.9% in revenue has been seen during the pandemic (Ons.gov.uk, 2022b). The company faced a huge sales decline during the lockdown period and is trying to recover from that. Therefore, any current issue will create new challenges. The 99% literacy rate points out that the UK has the presence of quality workers (Vaughan et al., 2022). It has been an opportunity for Premier Inn to offer quality services. Alongside, it has to gain enough knowledge of cultural aspects to serve the multicultural population. 
The 68.5 million populations indicate that the UK is a big consumer market (Worldometer.com, 2022). Hence, it will not be difficult for the hospitality organisation to create a loyal customer base. The technological growth of the UK should be acknowledged by Premier Inn Greenford to ensure the smooth running of the business. The management of the firm can rely on different fourth-generation technologies such as AI, the Internet of Things, and others so that the stay of the customers can be comfortable. It can be a potential ground for the company to attract more customers. While following the Equality Act 2010, the company can ensure equal status for all employees (Legislation.gov.uk, 2022). Moreover, different other regulations can also be followed so that business can be carried out properly. The existing environmental issues in the United Kingdom can exert a negative impact on the business of the hospitality enterprise. In this respect, different eco-friendly initiatives can be taken and needed government support will also be obtained. 
SWOT analysis 
	Strengths
	Weaknesses

	· High occupancy rate
· Strong presence in the domestic market 
· Good brand image 
	· Bad location
· Labour shortage due to Brexit 
· Ineffective management

	Opportunities
	Threats

	· Global expansion 
· New decor
	· Fierce competition 
· Hike in the inflation rate of the UK


Table 2: SWOT Analysis
(Source: Created by author)
Premier Inn has an occupancy rate of around 76.3% (Statista.com, 2022). As a result, it has maintained a good position in the UK hospitality industry. Moreover, it is possible to serve huge numbers of customers because of its 72,000 rooms (Premier Inn.com, 2022). The positive brand image is also a strength of the firm. It can be said that the management of the corporate should capitalise on the strengths to ensure excellent growth in the coming days. Additionally, there is a high scope of acquiring a competitive advantage while acknowledging the competencies. On the other hand, Premier Inn Greenford is 25 minutes from Oxford Circus (PremierInn.com, 2022). Hence, customers often feel stressed. It might be a concerning factor in the coming days. Moreover, it has faced a labour shortage issue due to Brexit (Bronstein, 2021). 
There is a need of identifying exact solutions to deal with these. Moreover, ineffective management is created difficulties within the workplace. As a result, the employees are facing more work stress. It can be that expanding to new countries is an opportunity for the business firm. Hence, different untapped markets can be targeted. The change in the decor can be effective for the enterprise because guests can be surprised. Due to this, it will be able to grab more ceremonial contracts in the coming days. On the contrary, there are certain threats pertaining to Premier Inn. A high level of competition from the existing firms will be a challenge for the management. It has to ensure some unique offerings to retain customers. Along with that, the management should think about the high inflation rate in the country. It is capable of exerting a negative impact on the performance of the firm. 
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Staff shortage
The UK hospitality industry creates enough job opportunities while exerting a positive impact on the economy. Due to this companies rely on increasing the workforces. 
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Figure 2: Staff base in UK hospitality industry
(Source: Clark, 2022)
Based on the impact of Brexit on the business operations of Premier Inn, it is ascertained that the management will be facing issues with staff shortage. This is due to the health crisis the range of European Union workers is reduced in the UK (Reuters.com, 2022). It has increased the wider supply chain issues with tighter labour supply in the tourist locations, due to which the challenging environment for operation is generated. 
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Figure 3: Reduction of staff in Premier Inn
(Source: Lock, 2022)
From the above figure, it can be seen that the average number of staff in Premier Inn was 52,705 in 2016-17; however, it is reduced to 36,984 in 2021-22 (Lock, 2022). Employee turnover has also been seen in Greenford hotel. Hence, it is evident that the number of workers is required to be improved in the operation of Premier Inn, due to which they can manage the customer service more effectively in the UK as well as in the international market. Moreover, it will be important for the company to consider their approach of expanding the business in the global margin, as if they can mitigate the labour shortage issue in their operation, they can hire more global staff in their respective markets and attract the attention of customers accordingly (The guardian.com, 2021). Moreover, the key performance indicators of the company can be achieved with the presence of more staff in the business operation of Premier Inn as well as the Whitbread Group (Reuters.com, 2022). It can be stated that Brexit has generated some uncertainties in hiring candidates for hotel companies like Premier Inn in all of its locations. It is because; there has been a change in rights for employees in the UK, such as holiday pay, and sick pay, along with rights to the National Minimum Wage (French, 2018). It has reduced the intention of workers to be a part of UK organisations from outside the UK. Moreover, it has also been evident that there has been a lack of awareness regarding employment rights in the management of Premier Inn. From the viewpoint of different employees in the Premier Inn Greenford, it is known that there has been vulnerability in the business environment of the company, due to which an unfavourable environment for the workers is generated (Papadopoulos, Lopez‐Andreu and Jamalian, 2021). In this environment, the promotion of employment rights is hindered in from of the heightened level of fear. Hence, it has made the workers of Premier Inn insecure, and the performance of the company in the UK has been hampered (BBC.com, 2021). 
High work pressure
From the review of Premier Inn employees, it is known that work pressure is high and the management is incompetent. The employees have complained that for them, working hours are unguaranteed. Moreover, the management is incompetent, due to which the work pressure becomes higher and the workers have to work for longer hours than their usual duty hours (Glassdoor.com, 2022). It has been adverse for the management, as not only has the performance level of the company decreased, it is adverse to lowering the motivation level of the employees as well, due to which they can be less engaged with their employers (Wen et al., 2020). It can also be stated that the retention rate of the company is 73%, which is below average (Comparably.com, 2022). The Greenford hotel has failed to retain its key employees in the post-pandemic era. Therefore, it will be significant for obstructing the business growth in the upcoming situation of the hospitality company. The less engaged staff has influenced the adjusted overall operating profit of the company to run in a negative amount. It was £487 million in the financial year 2019-2020; however, it has gone exactly -£487 million in the financial year 2020-2021 (Annualreports.com, 2021). 
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Figure 4: Employee review of Premier Inn Greenford London
(Source: Glassdoor.com, 2022)
Moreover, the market share of the company is reduced as well, which was 20.7% in 2020; has gone down to 11% in 2021 in the UK, which is due to the less engagement of the employees for their excessive work pressure in Premier Inn Greenford (Annualreports.com, 2021). It is also evident that the line managers of the company are not enough competent for distributing the work pressure among the employees, which has reduced the effectiveness of management. Apart from that, from figure 2, it is also noticed that the behaviour of the management is violent, due to which employees cannot consider the management as concerned for their well-being. It has been negative for the operation management of the company, as their cash flow was around £555 million in 2020; however, the cash flow of the business in 2021 was -£489 million (Annualreports.com, 2021). It is because; the reduced cash flow of the business has obstructed the financial success of Premier Inn as the core of its business-related practices (George, 2021). Moreover, the inability of improving cash flow has reduced the scope of transparent financial views for completing business activities. 
It can also be stated that in addition to reducing the number of workers in Premier Inn Greenford, the number of rooms in the hotels is increased, which has increased the pressure upon the existing employees (Hoang, Truong and Nguyen, 2021). The total number of rooms in Premier Inn was 78,718 in the UK in 2021 (Annualreports.com, 2021). However, 1,645 increased in the number of premier plus rooms in the UK in 2022, which is nothing but a way of improving the business standard of Premier Inn (Annualreports.com. 2022). In Premier Inn Greenford, the number of rooms has been increased to 39 (Hotels.uk.com, 2022). However, the management has failed to increase rooms in the last few years. Nonetheless, it has increased immense pressure upon the employees, due to which their work-related motivation has been disturbed (Prada-Ospina, 2019). Hence, it is evident that the work pressure on employees in Premier Inn has been adverse to business performance in the long term. 
Lack of communication between management and employees
From another employee review of Premier Inn, it is found that although the co-workers in the company are helpful. The teams in the workplace are like a family, which indicates a friendly atmosphere. The other employees are also supportive of Premier Inn Greenford. However, the management structure is poor there. From the review, it is known that the management of Premier Inn is not communicative with the employees, due to which they remain unknown of the progress of the business or any sort of changes. The change program is not properly justified, which has reduced the operational effectiveness of the employees after the Covid-19 pandemic (de Oliveira Neto et al., 2021). 
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Figure 5: Management-related review of Premier Inn Greenford
(Source: Glassdoor.com, 2022)
From the figure above, it can be seen that the employee has highlighted that the management has not been informed properly that the changes are required to be implemented. It is also evident from the figure that the managers often favour some staff in the hotels, due to which they can convince them to work for longer hours than the usual duty times. If the people are intended to work fewer hours for their individual reasons, the managers mostly favour them for convincing. It is unethical for the management, as they are less concerned about the personal lives of employees (Schwepker Jr and Dimitriou, 2021). 
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Figure 6: Financial statement of Premier Inn
(Source: Annualreports.com, 2021)
It has reduced the statutory revenue of the business, which was £2,050.3 million in the financial year 2020 has been reduced to £577.4 million in the financial year 2021 (Annualreports.com, 2021). Therefore, it can be said that the flow of information in the workplace of Premier Inn Greenford is not proper between the management and employees, due to which they cannot maintain the flow of communication adequately. 
On the other hand, it can also be stated that the organisational structure in Premier Inn has been vertical, due to which the communication flow in the company has been disrupted. The issue has created challenges in Greenford also. Hence, the management has to focus on improving the organisational structure, which can eventually improve the flow of data among the employees and the management, and through this, the managers can also be aware of the issues of employees (Stone, Cox and Gavin, 2020). It has reduced the total number of employees in the UK, which was 35,862 in the financial year 2020, has been reduced to 32,190 in 2021 (Annualreports.com, 2021). However, it can also be mentioned significantly that the total number of employees increased in Germany in the same phase from 172 to 313 (Annualreports.com, 2021). 
Adequate training
Based on an employee review regarding the business practice of Premier Inn, it can also be said that the training process of the company is adequate for improving skills along with gaining new skills to handle the pressure (Glassdoor.com, 2022). 
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Figure 7: Review of training in Premier Inn Greenford
(Source: Glassdoor.com, 2022)
In Premier Inn Greenford, the Human Resource Management provides effective training, through which employees can enhance their existing skills along with gaining a new skill, through which they can improve their performance quality as well as reducing the errors in performance to achieve a competitive advantage for the company (Kukreti and Dani, 2020). It is evident that the employee-related expenses of the business increased in 2020 compared to its previous financial year. In 2021, the expense for employees in Premier Inn was £581.5 million, which increased to £678.9 million in 2022 (Annualreports.com, 2022). Hence, the training program in Premier Inn has improved the staff motivation as they have improved individual as well as team performance to enhance the standard of organisational performance in its current market. It has been tough for the employees of Premier Inn Greenford London to obtain daily training as the hotel is not situated in an accessible location.
Underrated customer services
The customer services in Premier Inn have been criticised by several visitors, as their experience has been typically adverse. It is because; some of the visitors have seen that lifts were under maintenance or they are not working (Tripadvisor.com, 2022). 
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Figure 8: Customer reviews about Premier Inn Greenford
(Source: Tripadvisor.com, 2022)
The visitors were on the sixth floor, thus they had to climb so many stairs, which was not good for their experience (Tripadvisor.com, 2022). It has been evident that the revenue of accommodation in Premier Inn UK was £1,311.6 million in 2020 (Annualreports.com, 2021).  However, in 2022, it has gone down to £1,157.8 million (Annualreports.com, 2022). 
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Figure 9: Customer reviews on Premier Inn Greenford
(Source: Tripadvisor.com, 2022)
From this review, it can be understood that in the hotels of Premier Inn Greenford, there has been a disturbance at night, due to which comfort can be breached. It will be concerning for the board of directors of Premier Inn, as the resource management process of the business will be hampered through lowered revenue amount (Elkhwesky, Salem and Barakat, 2021). Moreover, the quality of the services will become lower compared to its competitors. 
On the other hand, some visitors have opined that the rooms of Premier Inn have been smaller than they expected. 
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Figure 10: Customer reviews about rooms at Premier Inn Greenford
(Source: Tripadvisor.com, 2022)
It is another example of lowered customer service in the hotels of Premier Inn. Therefore, it can create challenges in the coming days. However, it is also ascertained that the staff in the hotels maintains the hygiene of food for the customers, which is positive for attracting customers (Freeman, 2020). Besides, the quality of food is high, due to which the customer service of the company is keeping them alive in the competitive market of the UK. It has helped the company to improve its revenue related to food and beverage, which was £188.9 million in 2021, and has increased to £510.4 million in 2022 (Annualreports.com, 2022). 
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	Areas
	Facts

	Food and beverage
	Collected data from the reviews of customers’ quality of food and beverages have been found to be high enough to consider which has increased customer satisfaction (Trustpilot, 2022). Hence, this is required to be sustained in the future. 

	Rooms and services 
	The collected data highlighted that while providing service hygiene has been maintained highly (Freeman, 2020). The rooms and toiletries were clean and while serving food hygiene was also maintained. Hence, this is a positive factor to consider that should be maintained positively.   

	Staff management 
	Due to Brexit, the staff shortage has been a key issue for Premier Inn Greenford Hotel as in the last few years the number of employees has been reduced significantly (Reuters.com, 2022). Hence, there is a requirement for strategic staff retention

	Work management
	Longer working than the usual duty hours, poor management of work and violent behaviour of the management created trouble by increasing work stress that affected the productivity of the company (Glassdoor, 2022). Hence, strategic work management is required. 

	Organisational structure 
	Poor communication and poor information flow due to complicated organisational structure have affected the process (Glassdoor, 2022). Hence, an effective organisational structure is required to be planned. However, training and supportive co-workers make the workplace environment positive which is required to be maintained. 

	Customer service
	Poor maintenance of lifts, lack of noise resistance facilities, and poor maintenance of accessories available in rooms have made customer service poor (Tripadvisor, 2022). There, the management also has failed to provide alternative support. Hence, there is a requirement for the enhancement of customer service. 


Table 3: Key areas to review
(Source: Created by author)
From the collected data it has been found that the quality of food and beverages is good enough considering the price. Therefore, this facility has developed a positive impact on the business of Premier Inn London Greenford Hotel. Lakshmi and Shareena (2020) have opined that for hotels in the post-pandemic situation providing quality food has become an important factor to satisfy customers’ needs as the purchasing behaviour of the customers has changed significantly. On the other hand, the collected data has highlighted that maintained hygiene has also created the opportunity for the organisation to be appreciated in the current days and meet the needs of the customers. According to Pillai et al. (2021), in the post-pandemic situation, the importance of hygiene for the hotel business has increased massively as customers’ behaviour gets highly driven by the risk factor of getting infected by Corona. Therefore, maintenance of high-quality products and services, while maintaining hygiene, are the key factors that are giving advantage to the organisation by satisfying customers. Hence, this should be maintained in the coming years to hold their position. 
However, Vo-Thanh et al. (2020) have stated that in the case of hotels, the employees play an important role by serving customers appropriately and ensuring a hotel. Nevertheless, from the collected data it has been found that due to the implication of Brexit many of the employees had to leave the UK or face trouble in managing their work due to legal litigations. Hence, the staff shortage has affected employee management. Bloom et al. (2019) have highlighted that Brexit has increased huge uncertainty due to the lack of political agreement. This has affected all the businesses including the hotels. The Brexit issue has been going on for the last few years. Hence, there was a consecutive staff turnover from the period of 2017-2018 to till date (Lock, 2022). However, staff shortages create a challenge for a hotel to serve customers appropriately. Therefore, in the case of Premier Inn London Greenford Hotel, the requirement of a strategic staff retention plan is important to consider. On the other hand, in the UK the Great Resignation has become a huge concerning factor to consider (Bloomberg, 2022). However, in the case of Premier Inn London Greenford Hotel, it has been found that the work pressure is high enough that has affected the work-life balance of the company. Hence, the company has a high chance to lose employees in the coming years. This is because one of the key reasons behind great resignation has been the lack of convenience for the employees which get increased by having an appropriate work-life balance. Apart from that, the collected data shows that poor behaviour of the management is also increasing dissatisfaction among the employees. However, Hewagama et al. (2019) have stated that having strategic management of the business operation can reduce employee dissatisfaction. 
Hence, Greenford Hotel should develop an appropriate plan for operation management to enhance productivity strategically. On the other hand, from the case study, it has been found that there was a lack of strategic information flow within Premier Inn Greenford Hotel. Hence, there a communication gap has been noticed between the employees and the management. The poor organisational structure is a key reason that hinders appropriate information flow from the upper level to the lower or vice versa. In the case of Premier Inn, the vertical structure has been identified so that in the Greenford Hotel the same has been followed. According to Pierce, (2019), the vertical organisational structure which is also termed a hierarchical structure has some limitations like delays in information flow due to the distance between the upper management and the ground-level employees. Here the employees fail to directly communicate with the upper management can miscommunication chances increase highly. Therefore, there is a requirement of changing the organisational structure of Premier Inn Greenford Hotel. On the other hand, it has been found from the collected data that customer service was underrated. This is because of poor maintenance of the infrastructure and complementary accessories of Premier Inn. Moreover, Chi (2021) states that the customer support facilities were also not satisfactory which has affected the business. This is because in the hotel industry providing customer support is an important factor to consider. However, lack of this the reputation of the organisation can get affected which has taken place for Premier Inn London Greenford Hotel.  
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	Number
	Problems
	Solutions
	Desired outcome
	Time scale
	Completion date
	Budget

	1
	Staff retention problem
	To provide appropriate pay considering the current incentives rate in the UK. Providing career growth scope for the employees helps to retain them (Chan, Stephen and Andi Kele, 2021). Providing appraisal and creating scope for improvement also retain talented employees. 
	Reduction of staff turnover. Increased satisfaction is important to ensure increased productivity and efficient service of the hotel. 
	6 months
	1/05/2023
	£4000
(Single Site)

	2
	High work-pressure
	Developing a checklist and allocating work based on urgency and importance. Providing incentives for extra time work (Jaworski et al., 2018). Setting company values appropriately and instructing the management to behave empathetically. The managers should be given the training to use emotional intelligence to manage work and guide employees.
	Increased employee satisfaction. Completion of work on time in a strategic manner.  Enhanced productivity of employees having extra pay as motivation for extra work. 
	4 months
	5/03/2023
	£4000
(Single Site)

	3
	Poor information flow
	A flat organisational structure should be incorporated to reduce the distance between the employees and management (Pierce, 2019). Here the scope of direct communication ensures hassle-free communication flow.  
	Enhanced information flow, increased collaboration and lack of miscommunication. 
	4 months
	1/03/2023
	£2000 (Single Site)

	4
	Poor customer service
	Ensure infrastructural development by repairing the lifts, and serving the accessories of rooms before offering customers (Amanah, Agustini and Harahap, 2021). Strict monitoring of the customer service team activities to meet the requirements of the customers while getting support from other units. 
	Better ratings on online websites. Enhanced customers satisfaction and increased repeat as well as referral bookings number
	8 months
	10/08/2023
	£15000
(Single Site)


Table 4: Action plan
(Source: Created by author)
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1. Staff motivation: In order to address the staff retention problem Premier Inn Greenford Hotel should provide staff motivation by providing appropriate salaries to the employees considering the increased inflation rate so that they can get motivated and work to their full potential (Ghani et al., 2022). Moreover, to retain the talented employees’ development of career growth scope while providing appraisal should be considered by Greenford Hotel. This is because talented employees try to ensure their growth scope so that this will significantly reduce the chance of staff resignation following the current great resignation trend. This is required to be implicated within six months with £4000 budget. 
2. Strategic work management: In order to manage the ensure issue regarding increased work pressure strategic work management is the key way to incorporate. This strategic work management should be ensured by making a checklist and allocating work strategically to reduce work pressure. Apart from that, in the current uncertainty, forecasting becomes problematic so extra work giving compensation for employee satisfaction should be maintained (Wen et al., 2020). Lastly, the managerial team should be trained appropriately to empathetically handle situations with appropriate collaborative behaviour. This is required to be done within four months while using £4000. 
3. Flat structure incorporation: In order to address the issue regarding poor commutation between the employees and management the use of a flat structure should be considered. This is because this structure creates the opportunity to develop direct communication between the ground-level employees with the management and the information flow from the upper level to ground-level employees becomes easy (Pierce, 2019). Therefore, this should be incorporated immediately. However, this is a key organisational chance so it will require nearly four months. However, the requirement for money here will be comparatively low that of £2000. 
4. Infrastructure development: In order to ensure strategic customer service, the organisation should pivot on repairing and serving their lifts, accessories and many more (Jouda et al., 2022). However, this will take quite a long time so it has been recommended to be met within 8 months and allocating the highest budget of £15000. 
[bookmark: _Toc118992741]Conclusion
The findings show that Premier Inn London Greenford Hotel has several existing challenges, which are required to be mitigated in order to improve the performance of the organisation as well as help it achieve business growth and success. The major issues for the place are identified to be staff shortage, high work stress, a lack of communication between management and employees and underrated customer service. The influencing factors for the staff shortage consist of increased complexities due to Brexit, the health crisis of workers from the European Union and lack of awareness regarding employment rights. The influencing factors in the high work stress involve relatively longer working hours than usual and management incompetence. The lack of communication between management and employees is created due to poor management structure, poorly informed change management and unethical practices by management to give favours for convincing some employees to work longer hours. The underrated customer service involves under-maintenance or collapsed lifts, disturbance at night, smaller rooms and a few others.   
However, if Premier Inn London Greenford Hotel follows an action plan involving solutions in areas of staff motivation, strategic work management, organisational structure and infrastructure, The issues can be mitigated effectively. The solutions include providing appropriate pay to employees, providing career growth opportunities, providing appraisal and creating scope for employee improvement, developing a checklist and allocating work based on urgency and importance, providing incentives for extra time work, setting company values appropriately and instructing the management to behave empathetically. Providing training to managers to use emotional intelligence to manage work and guide employees, incorporating a flat organisational structure, ensuring infrastructural development and monitoring the customer service team strictly. 
I want to thank Premier Inn London Greenford Hotel for inviting me to form the consultancy report to help it mitigate its existing issues by providing useful recommendations. As the management of the place is wise, I hope these recommendations will be implemented effectively and Premier Inn London Greenford Hotel achieves a high level of business success and growth in this competitive era of business. The organisation is a reputed organisation and thus, I felt honoured to get the chance to form a consultancy report on it. If the organisation wants consultancy help in the future, I will be more than pleased to perform it.           
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