


Executive Summary
Radiant Concepts, a leading consultancy firm, was engaged by Premier Inn London Kings Cross hotel to undertake a comprehensive review of the hotel's operations and identify areas for improvement. The aim of the review was to improve guest satisfaction, enhance the reputation of the hotel, and increase customer loyalty.
The review was conducted over a period of four weeks and involved a combination of on-site observations, staff interviews, and customer surveys. There has positive reviews from customers regarding its affordable prices, convenient location, clean rooms The findings of the review revealed several key areas for improvement, including noise level issues, parking insecurity, inappropriate staff attitude, mold and unclean rooms, charging without confirming bookings, and unavailability and slow breakfast service.
To address the noise level issues, Radiant Concepts recommended implementing soundproofing measures such as installing soundproof windows, door seals, and acoustic panels in the rooms and common areas. The hotel should also train its staff to handle noise complaints efficiently, encourage guests to use noise-cancelling headphones or earplugs, and provide quiet hours information in each room. These measures are expected to reduce noise levels to a tolerable level and improve guest satisfaction and comfort.
To address parking insecurity, Radiant Concepts recommended installing security cameras in the parking area, hiring additional security personnel to patrol the area, and providing 24-hour assistance and support to guests with their vehicles. These measures are expected to improve the security of guests' vehicles and generate positive reviews and feedback.
To improve staff attitude and customer service, Radiant Concepts recommended conducting regular training sessions for staff, providing feedback and incentives for good performance, and implementing a system for guest feedback and complaints. The hotel should also provide training to staff on customer service and hospitality best practices, and impose strict penalties for staff who exhibit inappropriate behavior. These measures are expected to result in improved staff attitude and customer service, leading to positive reviews and feedback from guests.
To address mold and unclean rooms, Radiant Concepts recommended conducting regular room inspections, implementing a proper ventilation system, training housekeeping staff on effective cleaning techniques, and providing guests with information on how to prevent mold growth. These measures are expected to result in improved cleanliness and mold-free rooms, leading to positive reviews and feedback from guests.
To address charging without confirming bookings, Radiant Concepts recommended implementing a reliable booking system and regularly reviewing and improving booking procedures. These measures are expected to reduce instances of charging without confirming bookings and improve guest satisfaction and trust.
Finally, to address unavailability and slow breakfast service, Radiant Concepts recommended improving breakfast service operations, providing training to breakfast staff, increasing the variety of breakfast options, and regularly monitoring and tracking the performance of the breakfast service. These measures are expected to result in improved breakfast service, satisfied guests, and increased positive feedback.
Radiant Concepts believes that the implementation of the recommended measures will lead to improved guest satisfaction, enhanced reputation, and increased customer loyalty for Premier Inn London Kings Cross hotel. The hotel should prioritize the implementation of these measures to ensure a positive and memorable experience for guests. Radiant Concepts would like to thank Premier Inn London Kings Cross hotel for the opportunity to undertake this review and looks forward to continuing to provide consultancy services in the future.
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Radiant Concepts is pleased to present this report to Premier Inn London Kings Cross hotel, one of the leading hospitality providers in the city. Our team of experts has been engaged to provide consultancy services aimed at improving the overall customer experience at the Premier Inn London Kings Cross hotel. The purpose of this report is to identify areas where improvements can be made and to provide recommendations that will enhance the guest experience, increase customer satisfaction, and help the Premier Inn London Kings Cross hotel maintain its position as a leading provider of hospitality services.
According to Premier Inn Hotel (2023), Premier Inn London Kings Cross hotel is a well-established and highly regarded hotel chain, offering guests comfortable and affordable accommodation in the heart of the city. With a focus on providing exceptional customer service, the Premier Inn London Kings Cross hotel is known for its comfortable rooms, quality dining options, affordable and convenient location. However, as with any hotel, there are always areas for improvement, and this report aims to address some of these challenges in order to enhance the guest experience.
The purpose of this report is to provide a thorough analysis of the current situation, highlight key challenges, and propose solutions to improve various aspects of the client's operations and action plan. We have gathered relevant data, analyzed trends, and engaged in discussions with key stakeholders to arrive at our conclusions and recommendations. To achieve these, the report will utilize two key analytical tools: SWOT analysis and PESTLE analysis. SWOT analysis will be used to identify the internal Strengths, Weaknesses, Opportunities, and Threats of Premier Inn London. This will provide a comprehensive understanding of the hotel's current situation and the internal factors that influence its performance. PESTLE analysis will be used to examine the external macro-environmental factors that affect Premier Inn London. The PESTLE analysis will cover Political, Economic, Sociocultural, Technological, Legal, and Environmental factors that could impact the hotel's operations and performance.
 Radiant Concepts hopes that the findings and recommendations presented in this report will provide valuable insights and contribute to the ongoing success of the client.


[bookmark: _Toc127205526]Scope and Analysis
According to Trivago.com (2023), Premier Inn London Kings Cross hotel is a well-established hotel located in the heart of the city. It is situated in a convenient location, with easy access to public transportation and popular tourist attractions. The hotel has a total of 276 rooms, making it a large and spacious facility.
Premier Inn Kings Cross is located in London, England. It is situated in a prime location in the heart of the city, making it a convenient choice for travelers who are looking for a comfortable and affordable stay in the capital. The hotel is located in close proximity to several popular tourist attractions and landmarks, including Kings Cross Station, British Library, and St Pancras International, making it a popular choice for both leisure and business travelers. The area is well-connected by public transport and offers a wealth of dining and shopping options, ensuring that guests have everything they need at their fingertips. The location of Premier Inn Kings Cross is a major selling point and is a key factor in the hotel's popularity with guests.
According to Hotels (2021), Premier Inn London Kings Cross hotel is a relatively modern hotel, having been built in the past decade. Despite its young age, the hotel has already established a positive reputation for its clean, comfortable rooms, and friendly staff. In recent feedback, guests have praised the hotel for its great value for money, with many stating that they would recommend the hotel to friends and family.
[image: ]
However, few guests have reported issues with noise levels, particularly in rooms near busy streets or in the hotel's bar. Additionally, some guests have reported that the hotel's breakfast service could be improved. Despite these issues, the majority of feedback remains positive, and Premier Inn London Kings Cross hotel continues to be a popular choice for travelers visiting the city.
Based on recent feedback, some of the problems reported at Premier Inn London Kings Cross hotel include:
· Noise levels
· Breakfast service
· Room maintenance: 
· Staff attitude: 
· Bathroom issues
· Charging without confirming booking
· Smell of mold in the room
· Security issues of car in parking area
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Here's a table of the SWOT analysis items for Premier Inn London Kings Cross hotel:
	SWOT Category
	Items

	Strengths
	Central location, Large room capacity, Positive reputation, Popular wedding venue

	Weaknesses
	Recent reports of problems, Staff attitude

	Opportunities
	Improve facilities and services, Expand event offerings

	Threats
	Competition, Economic conditions, Changing customer preferences





Strengths:
1. Central location: Premier Inn London Kings Cross hotel is located in the heart of the city, providing easy access to public transportation and popular tourist attractions as per Expedia (2023).
2. Large room capacity: With 276 rooms, Premier Inn London Kings Cross hotel is a spacious and well-appointed facility as per Oyster (2023).
3. Positive reputation: As per Family Vacation Critic (2018), The hotel has a positive reputation for its affordable and comfortable rooms, with many guests recommending it to others.
4. Popular wedding venue: Premier Inn London Kings Cross hotel has become a popular venue for events, particularly weddings, due to its spacious and well-appointed function rooms and central location.
Weaknesses:
1. Recent reports of problems: There have been some recent reports in the media about issues with the hotel's facilities and services, such as noise levels, poor breakfast service, and room maintenance issues.
2. Staff attitude: A small number of guests have reported issues with the attitude of some of the hotel staff, such as a lack of responsiveness or poor customer service.
Opportunities:
1. Improve facilities and services: Addressing the issues raised in recent reports, such as noise levels and breakfast service, could improve the overall experience for guests and further strengthen the hotel's reputation.
2. Expand event offerings: The hotel's popularity as a wedding venue presents an opportunity to expand its event offerings, such as hosting corporate events or conferences (Laerdal, Palmer and Lester, 2021).
Threats:
1. Competition: The hotel industry is highly competitive (Barrows, Powers and Reynolds, 2019), and Premier Inn London Kings Cross hotel faces competition from other hotels in the city.
2. Economic conditions: Changes in the economy, such as a recession, could impact the hotel's business and profitability.
3. Changing customer preferences: As customer preferences evolve, the hotel may need to adapt to stay competitive, such as offering new amenities or services.
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A PESTLE analysis of Premier Inn London Kings Cross hotel based on the UK would consider the following external factors:
Here's a table of the PESTLE analysis factors for Premier Inn London Kings Cross hotel based on the UK:
	PESTLE Category
	Factors

	Political
	
· BREXIT,
· Tourism policies

	Economic
	· Economic growth
· Interest rates

	Social
	· Changing customer preferences
· Demographic changes

	Technological
	· Online booking systems,
· Smart technology

	Legal
	· Health and safety regulations,
· Data protection laws

	Environmental
	· Carbon footprint,
· Waste management





Political:
1. BREXIT: The recent BREXIT and the ongoing agreements and negotiations with the EU can impact the UK's economy and the demand for tourism, including in London (Burnett and Johnston, 2020).
2. Tourism policies: The UK government sets policies and regulations regarding tourism, such as health and safety regulations, taxes, and visa requirements for international guests, that Premier Inn London Kings Cross hotel must adhere to. Besides, government’s Covid-19 related regulations affected the business (Bas & Sivaprasad, 2020).
Economic:
1. Economic growth: The growth of the UK economy can impact the demand for hotel rooms and the level of disposable income available to guests. The economic slow-down due to Russia-Ukraine War might affect the demand of the hotel (Liu et al., 2021).
2. Interest rates: Changes in interest rates can impact the cost of borrowing for the hotel, as well as the level of disposable income available to guests. Therefore, this might influence the demand (Smeral, 2021).
Social:
1. Changing customer preferences: The preferences and expectations of guests can change over time, and Premier Inn London Kings Cross hotel must adapt to stay competitive, such as offering new amenities or services. Sustainable practices might impact the demand for the hotel services (FRANCO et al., 2021).
2. Demographic changes: Changes in the demographic makeup of the UK, such as an aging population or an increase in international visitors, can impact the demand for hotel rooms (Milovanović, 2022).
Technological:
1. Online booking systems: Premier Inn London Kings Cross hotel uses an online booking system, which can be impacted by changes in technology, such as the growing popularity of mobile booking platforms (Pal & Pandey, 2023).
2. Smart technology: Premier Inn London Kings Cross hotel may need to invest in new technologies, such as smart room systems, to stay competitive and meet the changing preferences of guests due to the technological advancements. There has a demand for smart technologies like AI, Robotics, IoT etc. in the hotel industry (Kim and Han, 2022).
Legal:
1. Health and safety regulations: Premier Inn London Kings Cross hotel must comply with a range of health and safety regulations, such as fire safety regulations and food hygiene standards as per Health and safety regulations of the UK (2020).
2. Data protection laws: The hotel must also comply with data protection laws, such as the General Data Protection Regulation (GDPR), to protect the personal data of guests (Kuner, 2020).
Environmental:
1. Carbon footprint: Premier Inn London Kings Cross hotel has a responsibility to reduce its carbon footprint, such as through energy-efficient lighting systems and water-saving measures (Sharma et al., 2021).
2. Waste management: The hotel must also comply with waste management regulations, such as the proper disposal of hazardous waste (Yu, 2020).
This PESTLE analysis highlights the various external factors that Premier Inn London Kings Cross hotel must consider in order to maintain its competitiveness and profitability in the UK hotel industry. By considering these factors, Premier Inn London Kings Cross hotel can make informed decisions about its operations and investments, and adapt to changing market conditions.
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The Premier Inn London Kings Cross hotel, like any hospitality organization, has received a mix of positive and negative reviews from guests and visitors. Despite the appreciable number of positive assessments, the management of the hotel is in need of change and refurbishment to address the issues and concerns raised by some of its guests. If the management does not have a defined plan to address these issues, the hotel might face significant difficulties in maintaining its reputation and providing quality service to its guests. It is important for the management of Premier Inn London Kings Cross hotel to take a proactive approach to address any problems and continuously improve the overall guest experience.
[bookmark: _Toc127205530]Problems identified and necessary measures
1. Noise Level
The issue of noise levels at Premier Inn London Kings Cross hotel is a common complaint among guests. 
· According to the reports, the rooms near busy streets or the hotel's bar tend to be particularly noisy, making it difficult for guests to sleep. This is a major issue for those who are sensitive to noise or for those who are looking for a quiet place to rest after a busy day.
· The hotel's location in a busy city like London contributes to high levels of noise. 
· Traffic, sirens, and other city sounds easily penetrate into the rooms as they are not properly soundproofed. 
· In addition, the hotel's bar is also a source of noise, particularly during peak hours or when there are special events.
Necessary Measures
The department responsible for overseeing noise issues at Premier Inn London Kings Cross hotel would typically be the hotel's engineering and maintenance department. This department is typically responsible for maintaining the physical facilities of the hotel, including soundproofing and ensuring that all rooms are well-insulated from outside noise. Additionally, this department may also be responsible for addressing any issues related to noise levels within the hotel, such as addressing noisy guests or fixing faulty windows or doors that allow sound to enter the room.
The noise issues might occur due to several reasons. These might lack of soundproofing of the rooms, particularly in areas near busy streets or the bar, Lack of quality windows and doors, gaps and cracks in the walls, and absence of soundproofing materials in the walls and ceilings (Bunn & Zannin, 2015). Addressing these issues might help reduce the noise.
The hotel can also consider implementing a noise policy for its bar, such as reducing the volume of music or limiting the hours of operation (Mariello et al., 2020). This may help to minimize the disturbance to guests who are trying to sleep. In addition, the hotel might provide guests with earplugs or other tools to help them manage the noise levels in their rooms.
Another solution would be to provide guests with clear information about the potential for noise levels in different parts of the hotel, such as through signage or online information. This could help guests to make informed decisions about which rooms are best for their needs, and allow them to prepare for potential noise issues.
2. Breakfast Service
The problem with the breakfast service of Premier Inn London Kings Cross hotel, as reported by some guests, stem from a number of underlying issues. 
· Firstly, the hotel may not be providing a sufficient variety of breakfast options to meet the diverse tastes and dietary requirements of its guests. This led to dissatisfaction among guests who are unable to find items on the breakfast menu that suit their preferences.
· Additionally, there are issues with the quality of the food being served. For example, guests reported that the food is not fresh, or that it is not being cooked or prepared to their satisfaction. This could also be due to poor hygiene or food safety practices in the hotel's kitchen.
· Another aspect of the breakfast service that caused problems for guests is the waiting time and unavailability of breakfast. If the hotel is not able to efficiently manage the flow of guests through the breakfast area, guests may experience long wait times to be seated or to receive their food. Finally, the overall experience of the breakfast service was impacted by the attitude and demeanor of the hotel staff. If staff members are not friendly, helpful, or responsive to the needs of guests, this created a negative atmosphere in the breakfast area and detract from the overall experience of the hotel stay.
3. Necessary Measures
The department responsible for overseeing breakfast issues in Premier Inn London Kings Cross hotel would likely be the Food and Beverage department, as they would be in charge of ensuring the breakfast service is up to standard and running smoothly.
To address these issues, Premier Inn London Kings Cross hotel could consider a number of solutions, such as offering a wider range of breakfast options, improving the quality and preparation of food, increasing staff levels or kitchen capacity, and training staff to provide excellent customer service (Ushakov, 2022). By taking steps to address these problems, the hotel can ensure that its breakfast service meets the expectations of its guests and contributes positively to the overall experience of their stay.
4. Room maintenance
The issue of room maintenance is a common concern among guests staying at Premier Inn hotel in London. This problem is caused by a variety of factors, such as the wear and tear of the room's furnishings and fixtures, or lack of proper maintenance and cleaning by the hotel staff.
When guests check into a hotel, they expect their room to be clean and well-maintained, with all fixtures and furnishings in good working order. If guests find that their room has broken fixtures or worn furnishings, it greatly impacts their overall experience and satisfaction with the hotel. For instance, few clients of the hotel complaint that there were uncomfortable beds which smelt bad made it difficult for guests to relax and get a good night's sleep, which left them feeling unhappy and disappointed.
Necessary Measures
The housekeeping department is responsible to oversee the room maintenance issue of Premier Inn hotel in London.
To address this problem, Premier Inn can implement a number of strategies to ensure that the rooms are well-maintained and in good condition. For example, they can conduct regular inspections of each room to identify any issues and address them promptly. They can also implement a preventive maintenance program to ensure that fixtures and furnishings are well-maintained and replaced as needed (Mansour Ghazi, 2016). Additionally, they can train their housekeeping staff to be more thorough and diligent in their cleaning and maintenance duties, to ensure that the rooms are always in good condition.
5. Staff Attitude
The problem of staff attitude and motivation at Premier Inn London Kings Cross hotel is one that can have a significant impact on the guest experience. Guests reported issues with the attitude of hotel staff, which are a lack of responsiveness, poor customer service, or even rude behavior. This created a negative impression on guests and cause them to be dissatisfied with their stay.
A poor attitude from hotel staff can arise from a number of factors, such as stress, fatigue, or dissatisfaction as well as lack of skill with their job (Sarı & Ünüvar, 2019). It is important for hotel management to address these underlying issues and ensure that all staff members are trained in customer service and hospitality to provide a positive guest experience.
Another factor that can contribute to staff attitude is poor management (Othman & Suleiman, 2013). If there is a lack of clear communication or inadequate supervision, this can lead to staff feeling unappreciated and disorganized. This, in turn, can lead to a negative attitude and poor customer service.
Necessary Measures
Managing the staff is the responsibility of HR department of the hotel. In order to address the issue of staff attitude, it is important for Premier Inn London Kings Cross hotel to regularly assess the level of customer service provided by staff members. This can be done through customer feedback or regular performance evaluations. Based on this information, the hotel can provide additional training or coaching to improve staff performance and ensure that all guests receive a positive experience (Baser et al., 2017).
In addition, it is important for Premier Inn London Kings Cross hotel to foster a positive work environment for staff members. This can be achieved through clear communication, recognition for good work, and opportunities for professional growth (Chrétien, 2014). When staff members feel valued and supported, they are more likely to provide a high level of customer service and contribute to a positive guest experience.
6. Bathroom issues
Bathroom issues, specifically mold, is a problem for guests staying at the Premier Inn in London as reported by a few guests. Mold can be unsightly and unpleasant to be around, and can also have negative health effects for those who are sensitive to it. This led a negative experience for some guests and damaged to the reputation of the hotel.
Necessary Measures
This a responsibility of the housekeeping department of the hotel. To address this problem, the hotel should have a comprehensive maintenance plan in place to prevent mold from forming in the first place. This could involve steps such as using mold-resistant materials in the construction and renovation of the bathrooms, proper ventilation to prevent moisture buildup, and regular cleaning and inspection of the bathroom to detect any mold growth (Terzi et al., 2016).
If mold is found, it should be promptly removed by trained professionals using appropriate techniques and materials to ensure that it is completely eliminated and will not return. The hotel should also take steps to identify the source of the problem, such as leaks or poor ventilation, and address it to prevent mold from reoccurring in the future.
In addition, the hotel should have clear procedures in place for responding to guests' complaints about mold in their rooms. This could involve offering guests alternative accommodations while the mold is being addressed, or providing compensation for the inconvenience caused. By taking these steps, the Premier Inn can help to ensure that guests have a positive and comfortable experience and that the hotel's reputation is protected.
7. Charging without confirming booking of Premier inn hotel London
The problem of charging without confirming booking at Premier Inn London Kings Cross hotel generated major inconvenience for some guests and led to dissatisfaction with their stay at the hotel. This issue might arise due to various reasons such as a mistake in the booking process, a glitch in the hotel's system, or a miscommunication between the hotel staff and the guest.
In such cases, guests few guests arrived at the hotel to find that their booking has not been confirmed, and they had been charged for a room that is not available. This resulted in frustration, disappointment, and wasted time and effort for the guest.
Necessary Measures
This is an issue related to reservation service department. To avoid this problem, it is important for the hotel to have clear and efficient booking processes in place, and to ensure that all staff members are trained to handle bookings accurately. Regular checks should be conducted to ensure that the booking system is functioning properly, and that any issues are quickly addressed and resolved.
Additionally, the hotel should have a clear and transparent policy in place for handling charges in such situations, including the option for a full refund or alternative accommodation (Shukla & Mishra, 2022). By addressing this problem, Premier Inn London Kings Cross hotel can improve the overall customer experience and maintain a positive reputation in the hospitality industry.
8. Security in Parking
Security is a major concern for guests when they park their car in a hotel's parking area. The vandalism of a guest's car in the parking area of Premier Inn London Kings Cross hotel is a serious issue that caused significant damage to the car, as well as inconvenience and stress to the guest. The guests expect their vehicle to be secure when parked in the hotel's parking area, and the vandalizing of their car can result in loss of trust and confidence in the hotel.
Necessary Measures
To address this problem, Premier Inn London Kings Cross hotel should take the following steps:
· Increase security measures: The hotel can install security cameras in the parking area and hire security guards to monitor the area 24/7. This will deter potential vandals and help to identify any perpetrators.
· Provide clear signage: The hotel should display clear signage in the parking area warning against vandalism and the consequences of such actions. This will help to discourage vandals and make it clear that their actions will not be tolerated (V.V., 2014).
· Offer compensation: If a guest's car is vandalized while parked in the hotel's parking area, the hotel should offer compensation to the guest to help alleviate their financial losses (Sparks and Fredline, 2007).
· Review parking security policies: The hotel should review its current parking security policies to ensure that they are adequate and that they are being followed. This will help to prevent similar incidents from happening in the future (Clifton, 2022).
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The RACE framework provides a comprehensive and structured approach to developing and implementing a customer-focused strategy (Chaffey & Smith, 2022). The framework consists of four main steps: Reach, Act, Convert, and Engage (Rautela, 2021).
Reach: This step involves identifying the target audience and determining how to reach them effectively. For Premier Inn London Kings Cross hotel, this might involve gathering data on who is most likely to experience unusual problems and how best to reach out to them.
Act: This step involves taking action to address the issue at hand. For example, if the issue is with breakfast service, the hotel may need to review its breakfast menu, hire additional staff, or provide additional training for existing staff to improve service.
Convert: This step involves converting customers from detractors to promoters. For Premier Inn London Kings Cross hotel, this may involve addressing customer complaints promptly and professionally, providing compensation where appropriate, and demonstrating a genuine commitment to improving the customer experience.
Engage: This step involves building a relationship with customers and ensuring they have a positive experience. For Premier Inn London Kings Cross hotel, this may involve regularly collecting feedback, using customer insights to improve services and facilities, and providing personalized experiences to guests.
By following the RACE framework, Premier Inn London Kings Cross hotel can develop and implement a strategy to avoid unusual problems and enhance the customer experience.
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As previously noted, Premier Inn London Kings Cross hotel boasts several outstanding qualities that have earned it a spot in the hearts of consumers.  Although there have many positive reviews regarding Premier Inn London Kings Cross hotel, the hotel faces some criticism due to unusual problems and customer experience. The management of Premier Inn London Kings Cross hotel must assess the perspectives of their employees in order to ensure they are providing adequate facilities and services. In the sections that follow, key findings and outcomes will be summarized by area to aid in this effort.
	Sl.
	Measures to be taken by HR department

	1
	Training the employees properly in regular interval

	2
	Collecting feedback from employees

	3
	Managing performances

	4
	Hiring some new employees

	5
	Performance Appraisal of employees for best services



The HR department should provide regular training to all staff members to improve customer service, communication skills, and problem-solving abilities (Agarwal & Kapoor(Kohli), 2013). This will help staff members to handle guest complaints and concerns in a professional and effective manner for efficient customer service recovery. Besides, they should collect regular feedbacks from the employees about the issues that the employees are facing at the workplace such as workload, lack of motivation etc. Moreover, the HR department should manage the performance of employees by giving constructive feedback to the employees (Ansory & Yunanto, 2018). There has some lacking in this areas. In addition, the HR team has to hire 5 employees for the housekeeping activities as more complaints are coming from the customer regarding the cleanliness and moldy atmosphere. Besides, hire one additional security personnel for providing security to the car of guests. The HR team should adopt performance appraisal system for shaping employee motivation and attitude in the workplace (Sharma & Sharma, 2017).


	Sl.
	Measures to be taken by Housekeeping department

	1
	Regular room inspections

	2
	Proper maintenance of bathroom fixtures

	3
	Proper cleaning and disinfecting

	4
	Adequate staffing levels:   Adding 5 more housekeeping staffs 



The Housekeeping department should conduct regular inspections of the rooms to identify any maintenance or cleanliness issues carefully before and after new guests check in (Cobanoglu et al., 2020). This will help to ensure that guests are always staying in comfortable and well-maintained rooms. Bathroom fixtures, such as shower heads and taps, should be checked and maintained regularly to avoid leaks or other issues. should ensure that all surfaces and fixtures in the rooms are properly cleaned and disinfected, to minimize the risk of germs and bacteria spreading. For reducing the workload and enhancing the quality as well as high standard, they should give the requisition of five new workforces to the HR department. They should always maintain adequate staffing levels (Presbury et al., 2005).
	Sl.
	Measures to be taken by Reservation Service department

	1
	Communicating clearly 

	2
	Having streamline processes for reservation and problem solving

	3
	Addressing complaints promptly and proactively

	4
	Adequate staffing levels



They should ensure that the reservation service team is well-informed about the latest updates, promotions, and offers (Bilgihan et al., 2011). This will help them to communicate clearly and accurately with guests and avoid misunderstandings. They should Streamline the reservation process & problem solving and make it as simple as possible for both guests and employees (Denizci Guillet, 2020). This will help to avoid mistakes and reduce the workload of the reservation service team. When guests raise complaints, they should be addressed promptly and effectively. The reservation service team should have the tools and support they need to resolve complaints and make guests feel valued (Kamath et al., 2020). They should have adequate staffing level so that the chance of error in booking management becomes minimal.
	Sl.
	Measures to be taken by Engineering and maintenance department

	1
	Regularly inspecting infrastructural issues 

	2
	Collecting regular feedback from employees and guests

	3
	Updating old technology with newer ones

	4
	Installing soundproof devices and systems



The engineering and maintenance department should inspect the infrastructural issues regularly to identify any issues or problems. This can help to address maintenance issues in a timely manner and proactive manner. The maintenance department can establish a feedback system that allows guests and staff to report any maintenance issues (Zheng, 2017). This will help to ensure that any problems are addressed in a timely manner. The engineering department should carry out regular upgrades of the hotel's systems and equipment to ensure that the hotel is operating at its best and that guests have a positive experience (SIGUAW & ENZ, 1999). For dealing with the noise issue, engineering and maintenance department should install soundproof devices within a very short period.

	Sl.
	Measures to be taken by Top management

	1
	Developing a comprehensive quality control plan

	2
	Regularly reviewing and updating quality standards

	3
	Implementing technology solutions

	4
	Establishing clear policies and procedures

	5
	Allotment of necessary resources to the respective departments

	6
	Responding promptly to guest complaints



The top management should develop a comprehensive quality control plan. This plan should include regular checks and inspections to ensure that all facilities and amenities are in good working order (Shekharan et al., 2007). The management should regularly review and update their quality standards to ensure that they remain relevant and meet the changing needs of guests and avoiding unusual problems. The management should implement technology solutions such as a centralized complaint management system or a real-time guest feedback system to improve their response time and effectiveness.  The management should establish a system to quickly and efficiently respond to guest complaints and resolve any issues. The management should establish clear policies and procedures that outline their expectations of staff behavior, performance and customer service (Hu, Trivedi and Teichert, 2022). Last but not least, they should work on to create a positive and rewarding work environment.
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The action plan for Premier Inn London Kings Cross hotel outlining the steps, budgetary figures, time scale and completion date is presented below. The budget provides clarity for the consultancy plan.
	No.
	Problem
	Solution
	· Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Noise level issues 
	· Implementing soundproofing measures such as installing soundproof windows, door seals, and acoustic panels in the rooms and common areas (Yuya, 2010)
· Training staff to handle noise complaints in a timely and efficient manner (Goldberg & Perry, 2009)
· Providing quiet hours information in each room
	· Reduction in noise levels to a tolerable level	
· Improved guest satisfaction and comfort
· Positive reviews and feedback from guests
	8 months
	October 2023
	£180000

	2
	Parking insecurity
	· Install security AI based cameras in the parking area (Nayak et al., 2022)
· Hire additional security personnel to patrol the parking area 
· Provide 24-hour assistance and support to guests with their vehicles
	· Improved security of guests' vehicles
· Positive reviews and feedback from guests
	3 months
	June 2023
	£5,000-10000

	3
	Inappropriate Staff Attitude
	· Conduct regular training sessions for staff to improve communication and customer service skills (Clayton & Headley, 2019)
· Provide training to staff on customer service and hospitality best practices (Tusell-Rey et al., 2021).
· Provide regular feedback to staff on their performance 
· Implement a system for guests to provide feedback and complaints regarding staff attitude (Tumlin & Baldi, 2014)
· Offer incentives to staff who consistently demonstrate good attitude and customer service (Chinedu et al., 2021)
· Implement strict penalties for staff who exhibit inappropriate behavior
	· Improved staff attitude and customer service
· Positive reviews and feedback from guests
	6 months
	August 2023
	£7,000-10000

	4
	Mold and unclean rooms
	· Conduct regular room inspections to identify mold and cleanliness issues (Clarke et al., 2018)
· Implement a proper ventilation system in all rooms to prevent mold growth
· Train housekeeping staff on effective cleaning techniques and use of cleaning products (Singh et al., 2021)

	· Improved cleanliness and mold-free rooms
· Positive reviews and feedback from guests
	6 months
	August 2023
	£15,000 - £25,000

	5.
	Charging without confirming booking
	· Implement a reliable booking system to avoid double bookings. 
· Train reservation staff to effectively handle booking-related issues.
· Regularly review and improve booking procedures to avoid errors (Alshammare, Halim and Alsheikh, 2022).
	· Reduced instances of charging without confirming bookings.
· Improved guest satisfaction and trust.
	3-6 months
	Q3 2023
	£10,000 -£15,000

	6
	Unavailability and slow breakfast service
	· Improve breakfast service operations to reduce wait times (Kanyan, Ngana and Voon, 2016). 
· Provide training to breakfast
staff to improve their efficiency and customer service skills (Hazra, Ghosh and Sengupta, 2017). 
· Regularly monitor and track the performance of the breakfast service to identify areas for improvement (Bhave, 2013).
· Increase the variety of breakfast options to cater to different tastes and preferences (Carins, Rundle-Thiele and Ong, 2020).
· Ensure on demand availability of breakfast service 
	· Improved breakfast service, satisfied guests, and increased positive feedback.
	4 months
	June 2023
	£15,000 - £25,000





[bookmark: _Toc127205534]Recommendations
Based on the findings and analysis, there has some recommendations for Premier Inn London Kings Cross hotel:
· Implement soundproofing measures such as installing soundproof windows, door seals, and acoustic panels in the rooms and common areas to reduce noise levels. The company should concentrate on changing its noise levels as soon as possible since many clients of the hotel are concerned about this issue. Therefore, this issue needs to be prioritized.
· Train staff on how to handle noise complaints efficiently and provide guests with information about quiet hours in their rooms. This might be effective to improve the scenario in temporary basis.
· Improve parking security by installing security cameras, hiring additional security personnel, and providing 24-hour assistance to guests.
· Provide regular training sessions for staff to improve communication and customer service skills, and implement a system for guests to provide feedback and complaints.
· Conduct regular room inspections to identify mold and cleanliness issues and implement a proper ventilation system in all rooms to prevent mold growth.
· Implement a reliable booking system to avoid double bookings, charging before confirming bookings and regularly review and improve booking procedures.
· Improve breakfast service operations by providing training to staff, increasing the variety of breakfast options, and regularly monitoring the performance of the breakfast service.
· Offer incentives to staff who consistently demonstrate good attitude and customer service, and implement strict penalties for staff who exhibit inappropriate behavior.

These recommendations aim to improve guest satisfaction, reduce complaints, and increase positive feedback for Premier Inn London Kings Cross hotel.



[bookmark: _Toc127205535]Conclusion
Radiant Concepts is proud to present this report, which has been prepared in response to the request for consultancy services. Our team of experts has worked diligently to provide comprehensive and actionable recommendations for the client. It was a privilege for "Radiant Concepts" to undertake this consultancy work at Premier Inn London Kings Cross hotel. "Radiant Concepts" would like to express their extreme gratitude to the management of Premier Inn London Kings Cross hotel for inviting "Radiant Concepts" to conduct this study. "Radiant Concepts" has conducted a thorough analysis of the various issues affecting guests' experience at the hotel and have put together a comprehensive action plan to address these issues. Based on findings of "Radiant Concepts", the main problems facing Premier Inn London Kings Cross hotel include noise level issues, parking insecurity, inappropriate staff attitude, mold and unclean rooms, charging without confirming bookings, and unavailability and slow breakfast service.
Radiant Concepts suggests several things for the hotel. Implementing soundproofing measures such as installing soundproof windows, door seals, and acoustic panels in the rooms and common areas, training staff to handle noise complaints, encouraging guests to use noise-cancelling headphones or earplugs and providing quiet hours information in each room. Installing security cameras in the parking area, hiring additional security personnel to patrol the parking area, and providing 24-hour assistance and support to guests with their vehicles. Conducting regular training sessions for staff to improve communication and customer service skills, providing training to staff on customer service and hospitality best practices, providing regular feedback to staff on their performance, implementing a system for guests to provide feedback and complaints regarding staff attitude, offering incentives to staff who consistently demonstrate good attitude and customer service, and implementing strict penalties for staff who exhibit inappropriate behavior. Conducting regular room inspections, implementing a proper ventilation system in all rooms, training housekeeping staff on effective cleaning techniques and use of cleaning products, and providing guests with information on how to prevent mold growth in their rooms. Implementing a more reliable booking system to avoid double bookings, regularly reviewing and improving booking procedures to avoid errors. Improving breakfast service operations, providing training to breakfast staff, increasing the variety of breakfast options, regularly monitoring and tracking the performance of the breakfast service, and identifying areas for improvement.
Radiant Concepts hopes that these recommendations will help improve the guest experience at Premier Inn London Kings Cross hotel. Radiant Concepts would like to thank you for the opportunity to work with you and look forward to the opportunity to work with you again in the future.
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