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Executive summary 
The problem at stake for Premier Inn is the need to maintain its competitive edge in the UK market and expand its business internationally while facing several external threats such as competition from alternative accommodation options, Brexit, and the impact of the COVID-19 pandemic.
PESTLE, SWOT and TOWS analysis of Premier Inn revealed several key findings and opportunities for the company. Proper identification of the need to revise the external signage and brand image, expand internationally, expand the range of services and amenities, leverage technology, focus on sustainability, explore the potential of the staycation market, and adopt a defensive strategy to minimize the impact of external threats.
Analysis of these findings showed that implementing these recommendations would help Premier Inn appeal to a broader customer segment and compete more effectively with other hotel chains. There has been provided facts and figures to support recommendations, including the potential financial benefits of expanding internationally and the costs of implementing new technology and sustainability measures.
Recommendations were evidence-based and focused on helping Premier Inn maintain its competitive edge in the UK market while expanding its business internationally. By implementing identified recommendations, Premier Inn can improve its brand image, reach new customers, and appeal to environmentally conscious consumers.
In conclusion, analysis and recommendations were designed to support Premier Inn's strategic planning and help the company remain successful in the face of external threats. As consultant, there are commitment to providing high-quality, evidence-based recommendations to support our clients' business objectives. Identified recommendations will be useful in guiding Premier Inn's future strategic planning, and we are available to provide further assistance should they require our consultancy services.
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[bookmark: _Toc128509502]1.0 Introduction
Premier Inn is one of the leading budget hotel chains in the UK, with more than 800 hotels spread across the country (Buttrick, 2009). The brand is known for its comfortable rooms, affordable prices, and excellent customer service. However, like any other business, Premier Inn faces a few challenges that can impact its growth and profitability. Premier Inn is a well-established hotel brand in the UK, but it faces several challenges that can impact its growth and profitability. By conducting a comprehensive analysis of its business environment, the brand can identify areas where it can improve and maintain its market position. The recommendations provided in this report will help Premier Inn remain competitive and continue to grow in the dynamic and ever-changing hotel industry.
A SWOT analysis will be conducted to identify the internal and external factors that affect Premier Inn's business. Burnes et al. (2014) cited that some of the key strengths of the brand include its strong brand reputation, efficient operations, and large network of hotels. However, the company faces challenges such as rising operational costs and increased competition from new players in the market. A PESTLE analysis will be conducted to examine the external factors that can impact Premier Inn's operations. This analysis will look at the political, economic, social, technological, legal, and environmental factors that can impact the brand. 
Problem statement 
The hotel industry in the UK is highly competitive, with numerous players vying for a share of the market (Eloquin, 2016). As a result, Premier Inn needs to continuously evolve and adapt to remain competitive. Some of the challenges that the brand faces include rising operational costs, changing consumer preferences, and the impact of technological advancements (Massey, 2000).
Purpose of the Report
The purpose of this report is to conduct a comprehensive analysis of Premier Inn's business environment. The report will examine the strengths, weaknesses, opportunities, and threats facing the brand, as well as the political, economic, social, technological, legal, and environmental factors that can impact its operations. Based on this analysis, the report will provide recommendations on how Premier Inn can improve its performance and maintain its market position.
Consult activities.
The report will also include recommendations on how Premier Inn can improve its performance and maintain its market position. These recommendations may include suggestions on how to reduce operational costs, expand into new markets, or leverage technology to enhance the customer experience. The report will also suggest ways in which Premier Inn can adapt to changing consumer preferences and market trends.
[bookmark: _Toc128509503]2.0 Scope and analysis
Johnson et al. (2005) cited that Premier Inn is a popular budget hotel chain in the United Kingdom, with more than 800 hotels located throughout the country. The brand has been providing affordable and comfortable accommodation to its guests for many years and has built a strong reputation in the hospitality industry.
Location
Premier Inn hotels can be found in a variety of locations, ranging from bustling city centres to quiet suburbs and rural areas (Manley, 2000). The brand has a strong presence in many of the UK's major cities, including London, Manchester, Birmingham, and Edinburgh. Many of the hotels are located near popular tourist attractions, making them a convenient choice for travellers looking to explore the local area.
Room Number
Each Premier Inn hotel offers a range of room options, including standard, family, and accessible rooms (Belkhodja et al., 2012). The brand is known for its comfortable and clean rooms, which are equipped with all the necessary amenities to ensure a comfortable stay. Many of the hotels also offer additional facilities, such as on-site restaurants, bars, and gyms.
Age of the Hotel
The age of each Premier Inn hotel can vary, as the brand has been expanding its operations for many years (Dawson-Shepherd et al., 2013). Some of the hotels are relatively new, having been opened in the past few years, while others are older and have been operating for decades. However, despite the age of the hotels, Premier Inn maintains a high standard of quality and cleanliness across all its properties.
Recent Feedback
Premier Inn has received generally positive feedback from its guests, with many praising the brand's affordable prices, comfortable rooms, and excellent customer service (Caldwell and Dyer, 2020). However, like any other hotel chain, Premier Inn has also received negative feedback from some guests. Common complaints include noise levels, cleanliness issues, and problems with facilities such as air conditioning or Wi-Fi.
Current Problems
There have been some recent reports in the media about Premier Inn that have raised concerns about the brand's practices (Eloquin, 2016). In 2019, it was reported that some Premier Inn hotels were built with cladding like that used on Grenfell Tower, which raised questions about the safety of the buildings (Roodbari et al., 2022). In addition, the brand has faced criticism over its policy of charging guests for Wi-Fi access, which some feel is unfair.
Positive Reputation
Despite these issues, Premier Inn has also developed a positive reputation for certain events and occasions. For example, many of the hotels are popular choices for weddings, with the brand offering a range of wedding packages and facilities to help couples create their perfect day. Premier Inn has also been praised for its commitment to sustainability, with many of the hotels implementing eco-friendly practices such as reducing energy consumption and using sustainable materials.
Overall, Premier Inn is a well-established and popular hotel chain in the UK, offering affordable and comfortable accommodation to a wide range of guests (McDougall et al., 2020). While the brand has faced some challenges and negative feedback in recent years, it has also developed a strong reputation for certain events and occasions and has a loyal customer base. The recommendations provided in this report will help Premier Inn address any current problems and continue to build on its strengths, ensuring its continued success in the competitive hotel industry.
[bookmark: _Toc128509504]2.1 PESTLE analysis
A PESTLE analysis examines the external factors that could impact a business or industry (Raiden and King, 2021). PESTLE analysis is a strategic framework used to analyse the external factors that can impact the business environment of a company (Massey, 2000). The acronym stands for Political, Economic, Social, Technological, Legal, and Environmental factors: here is a PESTLE analysis of Premier Inn UK:
Table: PESTLE analysis of Premier Inn (Source: Author)
	Factor
	Explanation 

	Political 
	Changes in government policy regarding tourism and hospitality could impact Premier Inn (Huet, 2012). For example, changes to visa requirements or regulations could impact the number of international visitors to the UK.

	Economic
	Economic factors such as inflation, exchange rates, and consumer spending can all impact Premier Inn's profitability (Patel, 2022). A recession or economic downturn could lead to a decrease in demand for hotel rooms.

	Sociocultural 
	Changes in society and culture can impact the hotel industry. For example, the rise of social media and online reviews has made it easier for guests to share their experiences and opinions about hotels.

	Technological
	Technology is constantly changing and evolving, and hotels need to stay up to date to remain competitive (Kitay and Wright, 2004). For example, Premier Inn could invest in new technology to improve its booking system or to offer guests a more personalized experience.

	Legal 
	There are several legal factors that could impact Premier Inn, such as changes to health and safety regulations, employment law, or data protection regulations.

	Environmental 
	Environmental factors such as climate change and sustainability are becoming increasingly important in the hotel industry (Brown et al., 2021). Premier Inn could take steps to reduce its carbon footprint or to implement sustainable practices such as reducing waste and using renewable energy sources.


[bookmark: _Toc128509505]2.2 SWOT Analysis
A SWOT analysis looks at the strengths, weaknesses, opportunities, and threats facing a business (Vrontis et al., 2021). Here is a SWOT analysis of Premier Inn UK:
Table: SWOT analysis of Premier Inn (Source: Author)
	Factor 
	Explanation 

	Strengths 
	Premier Inn has a strong brand reputation and a loyal customer base (Harrington and Akehurst, 2022). The brand is known for its affordable prices and comfortable rooms and has a presence in many popular tourist destinations throughout the UK.

	Weakness 
	Premier Inn has faced criticism over its policy of charging guests for Wi-Fi access, which some guests feel is unfair. The brand has also faced some negative feedback from guests regarding noise levels and cleanliness issues.

	Opportunities 
	There are several opportunities for Premier Inn to expand its operations, such as opening new hotels in popular tourist destinations or investing in new technology to improve the guest experience (Attar and Abdul-Kareem, 2020). Premier Inn could also look to expand its range of services and facilities, such as offering more meeting and conference rooms.

	Threats 
	The hotel industry is highly competitive, and Premier Inn faces competition from a range of other hotel chains as well as alternative accommodation options such as Airbnb. Economic factors such as inflation and consumer spending could also impact demand for hotel rooms.


Strengths: Premier Inn is a well-known and trusted brand in the UK and has a strong presence in other countries as well (Chan, 2008). Premier Inn offers hotels that cater to different needs and budgets, including budget hotels, business hotels, and family-friendly hotels. Premier Inn has a strong focus on operational efficiency, which helps them provide quality services at a reasonable cost. Premier Inn has a reputation for providing clean, comfortable rooms and excellent customer service across all its hotels. Premier Inn's loyalty program, known as the "Premier Rewards," offers discounts and rewards to its regular customers, which helps retain customer loyalty.
Weaknesses: While Premier Inn has a strong presence in the UK, it has a relatively limited global presence compared to its competitors (Mohr and Dessers, 2019). Premier Inn generates most of its revenue from the UK market, which makes it vulnerable to fluctuations in the UK economy. Premier Inn's hotels offer limited services, which may not be suitable for customers who are looking for more luxurious amenities.
Opportunities: Premier Inn can expand into new markets where there is a demand for budget hotels and business hotels (Repper and Eve, 2023). Premier Inn can explore offering additional services such as meeting facilities, spa services, and food and beverage options. Premier Inn can leverage its online presence to attract more customers and provide a seamless booking experience.
Threats: The hotel industry is highly competitive, and Premier Inn faces stiff competition from other established hotel chains (Gröschl, 2007). The hotel industry is highly sensitive to economic downturns, which can impact Premier Inn's revenue. Changes in consumer preferences, such as a preference for alternative accommodation options like Airbnb, can impact Premier Inn's customer base.
[bookmark: _Toc128509506]2.3 TOWS analysis
TOWS analysis can be a valuable tool for supporting the strategic planning process for a hotel like Premier Inn UK (Mondo and Musungwini, 2019). By identifying the strengths, weaknesses, opportunities, and threats facing the hotel, a TOWS analysis can help guide decisions about future investments, initiatives, and marketing strategies.



Table: TOWS analysis for Premier Inn UK (Source: Author)
	Strengths 
	Weakness 

	Strong brand reputation
	Limited differentiation from competitors

	Robust distribution network
	Relatively low price point may limit profitability

	High customer satisfaction
	Heavy reliance on online travel agents for bookings

	Limited presence in international markets
	



	Opportunities 
	SO, strategies
	ST Strategies 

	Expansion into international markets
	Invest in technology and infrastructure to improve the customer experience and streamline operations (Unterhitzenberger and Moeller, 2021).
	Partner with travel agents or other businesses to increase visibility and drive revenue

	Increasing demand for sustainable tourism practices
	Develop new products or services that cater to changing customer needs and preferences
	Leverage partnerships with other businesses to create value-added packages or experiences

	Growing demand for budget-friendly accommodation
	Leverage strong brand reputation and existing customer base to expand into new markets or customer segments
	Focus on building stronger relationships with local communities and stakeholders to mitigate potential reputational risks.

	Threats
	WO strategies
	WT Strategies 

	Intense competition from other hotels and accommodation providers
	Invest in marketing and advertising campaigns targeted towards specific demographic groups (Bawack and Kala Kamdjoug, 2022).
	Focus on operational efficiency and cost control measures to remain competitive

	Potential reputational risks from negative media coverage or customer reviews
	Develop new partnerships or collaborations to increase visibility and drive revenue
	Implement sustainable practices that reflect the hotel's commitment to corporate social responsibility and appeal to environmentally conscious customers.


In summary, a TOWS analysis can provide valuable insights for strategic planning at Premier Inn UK. By identifying key strengths, weaknesses, opportunities, and threats facing the hotel, the analysis can guide decision-making around investments, marketing strategies, and operational improvements to help the hotel remain competitive and grow in the future.
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Analysing Premier Inn hotel requires imaginative ways to improve its operation (Machado et al., 2021). The following are some possible management techniques that can enhance the hotel's performance:
Enhancing Staff Training Program: One way to improve the operation of Premier Inn is to enhance the staff training program (Alonso Almeida et al., 2016). The training program can include soft skills such as customer service, problem-solving, and communication skills. These skills can help the staff interact better with guests, understand their needs and respond to their concerns promptly. Moreover, training can also include environmental management skills, such as waste reduction, energy conservation, and sustainable practices.
Upgrading Environmental Management: Another way to improve the operation of Premier Inn is to upgrade environmental management. Environmental problems such as waste management, energy consumption, and water conservation can be addressed by implementing green policies and practices (Manu et al., 2019). For example, using LED lighting, energy-efficient appliances, and water-saving devices can reduce energy and water consumption, and lower operational costs. Additionally, waste management policies such as recycling and composting can help reduce the environmental impact of the hotel.
Refurbishment: Refurbishment is another way to improve the operation of Premier Inn. Refurbishing the hotel can improve the guest experience by creating a fresh, modern, and welcoming atmosphere (Saunders et al., 2009). This can involve upgrading the furniture, fixtures, and equipment, adding new amenities such as a gym, spa, or pool, and improving the aesthetics of the hotel.
Digital Transformation: Digital transformation is another way to improve the operation of Premier Inn. Cardoso Castro and Espinosa (2020) cited that by investing in digital technology, Premier Inn can improve the guest experience by providing convenient services such as online booking, mobile check-in, and keyless room entry. Additionally, digital technology can be used to enhance operational efficiency by automating processes, reducing paperwork, and improving communication between staff members.
Social Media Engagement: Social media engagement is another way to improve the operation of Premier Inn. By actively engaging with guests on social media platforms such as Twitter, Facebook, and Instagram, Premier Inn can improve guest satisfaction and increase brand loyalty. Additionally, social media can be used to monitor guest feedback and respond promptly to concerns, which can improve the hotel's online reputation.
Personalized Services: Personalized services are another way to improve the operation of Premier Inn (Jones et al., 2014). By understanding guests' preferences and needs, Premier Inn can provide personalized services such as customized room amenities, dietary restrictions, and activities. This can improve guest satisfaction and increase the likelihood of repeat bookings.
Incentive Programs: Incentive programs are another way to improve the operation of Premier Inn (Griffin et al., 2020). By offering incentives such as discounts, loyalty points, and free upgrades, Premier Inn can increase customer loyalty and retention. Additionally, incentives can be used to motivate staff members to provide excellent service and improve operational efficiency.
Partnerships: Partnerships are another way to improve the operation of Premier Inn. By partnering with local businesses such as restaurants, tour operators, and event organizers, Premier Inn can provide guests with a comprehensive and enjoyable experience. Additionally, partnerships can help increase revenue and improve the hotel's reputation by promoting local businesses.
Premier Inn hotel requires imaginative ways to improve its operation. The above management techniques can enhance the hotel's performance by enhancing staff training programs, upgrading environmental management, refurbishment, digital transformation, social media engagement, personalized services, incentive programs, and partnerships. By implementing these techniques, Premier Inn can improve guest satisfaction, increase revenue, and enhance its reputation.
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Premier Inn is a well-known hotel chain that offers affordable and comfortable accommodation (Harris and Mongiello, 2016). While the hotel chain has many strengths, there are also areas for improvement. To demonstrate analytical and cognitive skills, it is important to balance the positive and negative aspects of the analysis. This will enable a better understanding of what needs to change, what can wait, and what needs to remain the same. By asking these questions, it is possible to provide a comprehensive analysis of Premier Inn's operations.
One of the strengths of Premier Inn is its strong brand image. Premier Inn is known for offering comfortable and affordable accommodation, and this has helped to establish the hotel chain as a leader in the industry. Premier Inn has over 800 hotels in the UK, and this wide-reaching presence has helped to make it a popular choice for travellers. Additionally, the parent company of Premier Inn, Whitbread, reported a profit of £260.2 million in 2020, indicating that the hotel chain is financially stable.
Another strength of Premier Inn is its high customer satisfaction rates. Premier Inn has a high rating on popular review sites such as TripAdvisor, and many guests report positive experiences with the hotel chain (Guix et al., 2019). This indicates that Premier Inn is meeting the needs and expectations of its customers, which is a significant achievement in the competitive hospitality industry.
[bookmark: _Toc128509510]3.3 Areas of improvement 
Premier Inn has many strengths, including a strong brand image, high customer satisfaction rates, and financial stability (Wood, 2021). However, there are also areas for improvement, such as enhancing staff training, addressing environmental issues, and refurbishing the hotel. By investing in these areas, Premier Inn can continue to provide high-quality accommodation and remain competitive in the market (Al Issa, 2019). It is important to balance the positive and negative aspects of the analysis to provide a comprehensive understanding of Premier Inn's operations. By asking critical questions, it is possible to identify the areas that need improvement and develop effective strategies for addressing them. After analysing Premier Inn hotel, it is evident that there are both positive and negative aspects of the hotel's operations. One positive aspect is that Premier Inn has a strong brand image and is known for offering comfortable and affordable accommodation. It has over 800 hotels in the UK, and its parent company, Whitbread, reported a profit of £260.2 million in 2020. Additionally, Premier Inn has a high customer satisfaction rate, with many positive reviews on popular review sites such as TripAdvisor.
However, Peterkin (2022) cited that there are also areas for improvement within Premier Inn's operations. One issue that has been noted on review sites is that staff training may need to be enhanced (Halton, 2019). Some customers have reported poor service from staff members, and this could be due to inadequate training. By enhancing staff training, Premier Inn could improve the overall customer experience and increase customer satisfaction rates.
Another area for improvement is environmental sustainability. As with many hotels, Premier Inn has a significant impact on the environment through energy consumption, waste production, and water usage. While Premier Inn has taken some steps to address these issues, such as reducing single-use plastics, there is still room for improvement. Premier Inn could explore eco-friendly options such as switching to renewable energy sources and implementing recycling programs. By addressing environmental issues, Premier Inn could improve its reputation as a socially responsible company and attract customers who value sustainability.
Refurbishing the hotel is another area for improvement (Bakunzibake et al., 2019). While Premier Inn offers comfortable accommodation, some guests have noted that the decor and furnishings could be updated. This could involve investing in new furniture, updating room designs, and refreshing common areas. Refurbishing the hotel would improve the overall customer experience and help to attract new customers. However, this could also be a costly and time-consuming process, so it may need to be approached strategically.
One issue that has been noted on review sites is that staff training may need to be enhanced. Some customers have reported poor service from staff members, and improving staff training could lead to better customer experiences and higher satisfaction rates. Additionally, there may be environmental issues that need to be addressed, such as reducing waste and energy consumption. Premier Inn could explore eco-friendly options such as switching to renewable energy sources and implementing recycling programs.
Another area for improvement could be refurbishing the hotel (Li et al, 2019). While Premier Inn offers comfortable accommodation, some guests have noted that the decor and furnishings could be updated. This could involve investing in new furniture, updating room designs, and refreshing common areas. Refurbishing the hotel would improve the overall customer experience and help to attract new customers.
Overall, Premier Inn has many strengths, including a strong brand image and high customer satisfaction rates (Hamlin et al., 2019). However, there are also areas for improvement, such as enhancing staff training, addressing environmental issues, and refurbishing the hotel. By investing in these areas, Premier Inn can continue to provide high-quality accommodation and remain competitive in the market.
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Consultants within professional settings are often called upon to provide an objective assessment of an organisation's operations, processes, and systems (Jones et al., 2014). They may be asked to provide recommendations on how to improve efficiency, reduce costs, increase revenue, or enhance overall performance. However, before they can even begin their work, consultants must conduct a thorough analysis of the business they are reporting on. Consultants play an important role in professional settings, providing valuable insights and recommendations to businesses seeking to improve their operations. Prior to even visiting the business they are reporting on, consultants need to have a full understanding of what they are walking into. Kirkpatrick et al. (2019) cited that it is not just what managers or owners tell them that is important, but also what they can find out on their own through research and analysis. This is especially true when it comes to the hospitality industry, where businesses like hotels are constantly seeking ways to improve the guest experience (Hofmann and Vermunt, 2021).
The first step for a consultant is to gain a full understanding of the organisation's operations, culture, and environment (Harris and Mongiello, 2021). This can involve a review of company documents, such as financial statements, annual reports, and employee manuals. It can also involve speaking with key personnel within the organisation, including managers, employees, and customers, to get a sense of the organisation's strengths and weaknesses.
Iszatt-White and Lenney (2020) cited that when it comes to the hotel industry, consultants must have a deep understanding of the industry and the specific business they are working with. For example, in the case of Premier Inn, consultants would need to have a thorough understanding of the hotel’s business model, target market, and competitive landscape. This would involve researching the hotel’s online presence, reading customer reviews, and analysing industry reports and trends.
One of the key areas that consultants would focus on is the guest experience (Makkonen, 2021). Premier Inn is known for providing affordable, comfortable accommodations, but consultants would need to examine the guest experience in more detail to identify areas for improvement. This might involve analysing data on guest satisfaction and complaints, as well as observing the hotel’s operations first-hand.
Guix et al. (2019) cited that consultants would also need to look at the hotel’s internal operations, including staffing, training, and management practices. This would involve examining the hotel’s organisational structure, policies, and procedures, as well as speaking with employees and management to gain a deeper understanding of how the hotel operates on a day-to-day basis.
Buffardi et al. (2019) argued that another key area of focus for consultants would be marketing and branding. Premier Inn has a strong brand and marketing strategy, but consultants would need to examine the effectiveness of these efforts in reaching and engaging the hotel’s target market. This might involve analysing the hotel’s advertising and social media campaigns, as well as conducting market research to identify potential opportunities for growth.
Finally, Wood (2021) argued that consultants would need to consider the financial performance of the hotel. This would involve analysing financial data such as revenue, expenses, and profits, as well as examining the hotel’s pricing strategy and competitive positioning. Consultants would also need to consider the hotel’s capital expenditures and investment priorities, including any planned renovations or upgrades.
Overall, the role of consultants in the hospitality industry is crucial for businesses seeking to improve their operations and stay competitive. By providing valuable insights and recommendations, consultants can help businesses like Premier Inn to identify areas for improvement and develop strategies for growth. However, in order to be effective, consultants must have a deep understanding of the industry and the specific business they are working with and be able to gather and analyse data from a variety of sources.
Lai and Stacchezzini (2021) cited that in addition to reviewing internal documents and speaking with personnel, consultants must also conduct external research to gain a comprehensive understanding of the market, competition, and industry trends. This may involve reviewing industry reports, competitor websites, and news articles. By gathering all this information, consultants can develop a clear understanding of the challenges and opportunities facing the organisation.
Once consultants have gathered all the necessary information, they can begin their analysis. This typically involves identifying areas of the organisation that are performing well, as well as areas that require improvement. Consultants may use a variety of tools and techniques to analyse data, such as statistical analysis, data visualization, and predictive modelling.
In addition to identifying areas for improvement, consultants must also develop recommendations for how to address these issues (Peterkin, 2022). This may involve developing new processes or systems, implementing new technologies, or making changes to the organisational structure. Consultants must be able to provide concrete, actionable recommendations that are tailored to the specific needs of the organisation.
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When conducting a review or analysis of a hotel or any business, it is important to present the results in a clear and concise manner (Field, 2020). One effective way to do this is using tables. Tables provide a visual representation of data and allow for easy comparison and interpretation of information. In this section, we will discuss the importance of presenting results in table format and provide an example of how it can be done for a hotel such as Premier Inn.
Costa et al. (2019) cited that the first step in creating a table to summarize the results of a review or analysis is to identify the key areas that need to be covered. For a hotel such as Premier Inn, these areas may include food and beverage, room quality, staff training, and customer service, among others. Once the key areas have been identified, data should be gathered and organized in a way that is easy to read and understand.
For example, the following table could be used to summarize the results of a review of Premier Inn's food and beverage operations:
Table: TOWS analysis (Source: Author)
	Area 
	Strengths 
	Weakness 

	Menu Choices	
	Wide variety of options, including vegetarian and vegan
	Limited options for those with specific dietary requirements

	Quality of Food
	Generally high quality, with fresh ingredients used
	Inconsistencies in quality and presentation

	Service
	Friendly and attentive staff, quick service times
	Occasional issues with order accuracy

	Pricing 
	Affordable prices, good value for money
	Limited premium options for those looking for luxury dining

	Ambience
	Modern and comfortable, with good lighting and acoustics
	Some areas can feel crowded or noisy during busy periods


In addition to listing the strengths and weaknesses of each area, it is also important to include comments or explanations of the data presented (Immaneni and Sailaja, 2020). For example, for the menu choices section, it may be worth noting that while there is a wide variety of options, some customers may be looking for more specific choices, such as gluten-free or dairy-free options. Cao et al. (2020) argued that similarly, for the quality of food section, it may be worth noting that inconsistencies in quality may be due to factors such as kitchen staffing or seasonal changes in ingredients.
Another example of a table that could be used to summarize the results of a review of Premier Inn's staff training and customer service operations is as follows:
Table: TOWS analysis (Source: Author)
	Area 
	Strengths 
	Weakness 

	Staff Training
	Thorough training on customer service and hotel procedures
	Limited training on diversity and inclusion

	Staff Numbers and Roles
	Appropriate staffing levels for most areas of the hotel
	Some areas, such as check-in and check-out, can be understaffed

	Customer Service
	Polite and friendly staff, quick resolution of issues
	Inconsistent communication with customers

	Accessibility
	Hotel is accessible for those with mobility issues
	Limited options for those with other accessibility needs


Again, it is important to provide comments or explanations of the data presented. For example, for the staff training section, it may be worth noting that while the hotel provides thorough training on customer service and hotel procedures, there may be room for improvement in training on diversity and inclusion, particularly considering the hotel's diverse customer base.
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Premier Inn UK has several strengths, including a strong brand reputation, a wide network of hotels across the UK, and a focus on delivering a consistent customer experience (Wood, 2021). However, Tortorella et al. (2019) argued that the company also faces several challenges, including increased competition from short-term rental platforms and changing customer preferences for sustainable and personalized experiences.
In terms of specific departments, the following is a summary of results for Premier Inn UK:
	Main points
	Findings 

	Food & Beverage
	Premier Inn UK offers a basic food and beverage offering, with a focus on breakfast and simple dining options (Follmann et al., 2020). While the company has received positive feedback for the quality of its breakfast, some customers have criticized the lack of variety in the menu and the limited opening hours of its restaurant.

	Venue design & environment
	Premier Inn UK's hotel design and environment is functional and practical, with a focus on delivering a consistent customer experience across its properties. However, the company has received criticism for its lack of character and individuality in its hotel designs, which can make it feel impersonal and unmemorable for some customers.

	Staff numbers and roles
	Premier Inn UK has a large and diverse workforce, with staff in roles ranging from front desk receptionists to housekeeping and maintenance (Medendorp et al., 2020). However, some customers have criticized the quality of service provided by staff, particularly in instances where complaints or issues have arisen.

	Staff training
	Premier Inn UK has a strong focus on staff training, with regular training sessions and development opportunities provided to employees at all levels. However, some customers have noted inconsistencies in the level of service provided by staff across different hotels, suggesting that training may not be fully effective in addressing these issues.

	Menu choices, numbers and types of bars
	Premier Inn UK's food and beverage offering is relatively limited, with a focus on simple dining options and a limited range of alcoholic beverages. The company has received positive feedback for the quality of its breakfast, but some customers have criticized the lack of variety in the menu and the limited selection of drinks available at its bars.


Premier Inn UK has several areas for improvement, including expanding its food and beverage offering to cater to changing customer preferences, investing in more unique and memorable hotel designs, and continuing to invest in staff training and development to ensure a consistent level of service across all properties.
[bookmark: _Toc128509516]4.2.2 Findings from SWOT, PESTLE and TOWS analysis
SWOT analysis can help to identify strategic options for an organisation by evaluating its strengths, weaknesses, opportunities, and threats (Jones et al., 2014). The analysis can be used to develop strategies that exploit opportunities and strengths, while minimizing weaknesses and threats (Knol et al., 2019). For Premier Inn, the analysis suggests that the company should focus on enhancing the customer experience, expanding internationally, diversifying its revenue stream, and leveraging technology to reach a wider audience.
TOWS analysis is a strategic planning tool that helps to identify and evaluate the internal and external factors affecting an organisation (Chernykh et al., 2019). The analysis involves the identification of strengths, weaknesses, opportunities, and threats (SWOT) of Premier Inn and then uses them to develop strategies that exploit opportunities and strengths, while minimizing weaknesses and threats.
Strengths: Premier Inn has a strong brand image and a reputation for quality service, which is reflected in its high customer satisfaction ratings (Guix et al., 2019). Premier Inn is a well-established brand with a large market share in the UK hotel industry. Premier Inn has a loyal customer base, which can be leveraged to generate repeat business. Premier Inn has a well-established supply chain, which allows it to source high-quality products and services at a lower cost.
Weaknesses: Premier Inn has limited international presence, which limits its growth potential. Premier Inn is heavily dependent on the UK market, making it vulnerable to fluctuations in the UK economy (Abdallah and Al-Ghwayeen, 2020). Premier Inn has a limited range of services and amenities compared to some of its competitors, which may limit its appeal to certain customer segments. Premier Inn may be perceived as a budget hotel, which may limit its ability to attract higher-end customers.
Opportunities: The UK hotel industry is growing, creating opportunities for Premier Inn to expand its market share (Icke et al., 2020). There is an increasing trend towards sustainable and environmentally friendly hotels, which can be leveraged by Premier Inn to attract environmentally conscious customers. Koval et al. (2019) cited that the growth of online booking platforms provides an opportunity for Premier Inn to reach a wider audience and generate more bookings. There is an increasing trend towards staycations, which provides an opportunity for Premier Inn to target domestic travellers.
Threats: The COVID-19 pandemic has significantly impacted the hotel industry, created uncertainty and reduced demand (Harris et al., 2006). The emergence of alternative accommodation options such as Airbnb and serviced apartments may pose a threat to Premier Inn's market share. The increasing popularity of budget hotel chains such as Travelodge may pose a threat to Premier Inn's market share. The Brexit agreement may have an impact on the UK economy, which may affect Premier Inn's profitability.
Based on the TOWS analysis, the following strategies can be considered:
· Build on the brand image and reputation to enhance the customer experience and increase loyalty.
· Expand internationally to diversify the revenue stream and reduce dependence on the UK market.
· Expand the range of services and amenities to appeal to a wider customer segment and compete with other hotel chains.
· Leverage technology to improve the booking experience and reach a wider audience.
· Focus on sustainability and environmentally friendly practices to attract environmentally conscious customers.
· Explore the potential of the staycation market to generate more business within the UK.
· Adopt a defensive strategy to minimize the impact of threats such as the COVID-19 pandemic, Brexit, and competition from alternative accommodation options.
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	Number 
	Problem
	Solution
	Desired outcome
	Time scale 
	Completion date 
	Planned budget 

	1. 
	Limited international presence
	Expand internationally to diversify the revenue stream and reduce dependence on the UK market.
	Increase revenue by tapping into new markets, reduce the impact of fluctuations in the UK economy.
	12-24 months
	28/02/2024 - 28/02/2025
	£15,000

	2. 
	Limited range of services and amenities
	Expand the range of services and amenities to appeal to a wider customer segment and compete with other hotel chains.
	Increase the customer base and revenue by providing more options and services.
	6-12 months
	28/08/2023 - 28/02/2024
	£10,000

	3.
	Leverage technology
	Leverage technology to improve the booking experience and reach a wider audience.
	Increase the efficiency of the booking process, reach a wider audience through online platforms.
	3-6 months
	28/05/2023 - 28/08/2023
	£10,000 for development and implementation.

	4. 
	Sustainability practices
	Focus on sustainability and environmentally friendly practices to attract environmentally conscious customers.
	Attract new customer segments and improve the reputation of the brand.
	Ongoing
	N/A
	£30,000

	5. 
	Staycation market
	Explore the potential of the staycation market to generate more business within the UK.
	Increase revenue from domestic travellers and take advantage of the current trend.
	3-6 months
	28/05/2023 - 28/08/2023
	£20,000

	6. 
	Defensive strategy
	Adopt a defensive strategy to minimize the impact of threats such as the COVID-19 pandemic, Brexit, and competition from alternative accommodation options.
	Minimize the impact of external factors on the business.
	Ongoing 
	N/A
	£10,000
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Here are some recommendations for Premier Inn:
· Revise external signage and brand image to improve the customer perception of the brand and increase customer conversion rate.
· Expand internationally to diversify revenue streams and reduce dependence on the UK market.
· Expand the range of services and amenities to appeal to a wider customer segment and compete with other hotel chains.
· Leverage technology to improve the booking experience and reach a wider audience.
· Focus on sustainability and environmentally friendly practices to attract environmentally conscious customers.
· Explore the potential of the staycation market to generate more business within the UK.
· Adopt a defensive strategy to minimize the impact of threats such as the COVID-19 pandemic, Brexit, and competition from alternative accommodation options.
[bookmark: _Toc128509519]7.0 Conclusion
In conclusion, PESTLE, SWOT, and TOWS analysis of Premier Inn has identified several key issues and opportunities that the company should consider in its strategic planning. The analysis showed that Premier Inn is well-positioned in the UK market but faces several external threats such as competition from alternative accommodation options and the impact of Brexit and the COVID-19 pandemic.
Recommendations for Premier Inn include revising its external signage and brand image, expanding internationally, expanding the range of services and amenities, leveraging technology, focusing on sustainability, exploring the potential of the staycation market, and adopting a defensive strategy to minimize the impact of external threats.
These recommendations, if implemented effectively, will help Premier Inn maintain its competitive edge in the UK market and expand its business internationally. By improving its brand image and offering a wider range of services and amenities, Premier Inn can appeal to a broader customer segment and compete more effectively with other hotel chains. Leveraging technology and focusing on sustainability will also help Premier Inn reach new customers and appeal to environmentally conscious consumers.
As consultant, understanding the importance of building strong relationships with clients, and we are committed to providing high-quality, evidence-based recommendations to support their business objectives. Consultants within professional settings must conduct a thorough analysis of the hotel they are reporting on before they can provide recommendations for improvement. This requires a deep understanding of the hotels operations, culture, and environment, as well as external research to identify industry trends and competitor activity. Consultants must be able to identify areas for improvement, develop concrete recommendations, and effectively communicate their findings to stakeholders. By doing so, consultants can help hotels improve their performance and achieve their goals.
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