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This research project methodically investigates the labour management methods at Premier Inn Beverley Town Centre, assessing the degree to which internal inefficiencies and external competitive pressures affect operational efficacy.  The research project initially hypothesised that labour issues in the hotel were significantly influenced by local rivalry and variable guest patterns resulting from neighbouring events and food and beverage establishments.  Nonetheless, a 10-week university placement involving secondary, on-site observation, and informal staff interaction revealed that internal operational dynamics specifically scheduling inconsistencies, limited managerial responsiveness, and inadequate staff development are the principal factors contributing to labour instability.
The hotel industry, in contrast to manufacturing or retail, is a service-oriented sector where the calibre of human connection directly impacts customer satisfaction, retention, and total profitability.  Personnel are not merely facilitators of the product; they constitute the product itself.  Effective labour management transcends mere headcount maintenance; it necessitates the optimisation of workforce numbers, the provision of sufficient training, the enhancement of employee retention, and the cultivation of a supportive workplace culture.  According to the literature by experts such Karagiannis (2024), RenoirKarkay (2023), and Michael and Fotiadis (2022), inadequate workforce management adversely impacts service delivery, financial sustainability, and organisational reputation.
Premier Inn Beverley Town Centre, despite its advantageous central position and robust brand name, faces significant operating difficulties.  The hotel experiences erratic staff scheduling, overdependence on multitasking Duty Managers, and inadequate back-of-house staffing.  These concerns lead to increased stress, employee burnout, and deficiencies in service delivery, particularly at critical guest engagement times such as check-in and check-out.  Despite variations in guest demand caused by seasonal and event-driven factors, the research data indicate that these external variables do not significantly impede labour planning.  The internal deficiency in strategic foresight and adaptive leadership is primarily responsible.
The study underscores the significance of transformational leadership within the hospitality sector.  Leaders that inspire, engage, and encourage their teams are crucial in enhancing employee motivation, service quality, and organisational agility.  According to Hurd and Case (2025), Dlamini et al. (2017), and Tracy (2020), transformational leadership cultivates a culture of inclusion, growth, and purpose—qualities essential in a high-pressure, service-oriented organisation such as Premier Inn.  Regrettably, the placement observations indicated a paucity of consistent use of such leadership.  Duty Managers frequently seemed inundated, without the time to coach, advise, or cultivate workers.  Furthermore, prospects for internal advancement were often hindered by cost-reduction strategies, exacerbating discontent among younger employees.
AI-driven scheduling and workforce management solutions hold significant potential for synchronising staffing levels with customer demand, hence optimising labour expenses.  Yuan and Liu (2025) and Solnet et al. (2019) contend that technological integration should enhance, rather than supplant, human connection.  Guests continue to anticipate and appreciate customised care, especially during their arrival and departure.  At Premier Inn Beverley Town Centre, digital self-check-ins are offered; nevertheless, they lack human interaction, which can occasionally result in customers feeling unsupported and leads to negative reviews on the hotel personal feedback forum.
The study also examined the influence of wider political and economic trends on labour management.  The Labour Party's 2025 reform plan, which includes proposed modifications to minimum wage legislation, apprenticeship levies, and the abolition of zero-hour contracts, is both an opportunity and a challenge.  Although these measures enhance equity and security for employees, they impose more financial constraints on hospitality enterprises already grappling with inflation and elevated staff turnover.  Premier Inn, while not presently dependent on zero-hour contracts, must be nimble and anticipatory in response to these regulatory changes.
SWOT and PEST studies were performed to substantiate the findings and the hotel's internal qualities encompass Lover management and team dedication, brand endorsement, and robust guest service aspirations.  Notable weaknesses include staff exhaustion, adverse guest comments regarding facilities and cleanliness, and inadequate focus on feedback processes.  The property has competition from upscale establishments, like L’Opaline and The Westwood, as well as budget-oriented suppliers like The Potting Shed and The Windmill Inn.  These companies target distinct market niches while collectively elevating expectations about service quality and client experience.
The research recommends a comprehensive array of SMART-based action plans to solve the identified deficiencies in key operating departments: Front of House (FOH), Maintenance, and Housekeeping.  The FOH team's activities encompass enhancing guest interaction upon departure, optimising room allocation according to guest profiles, and guaranteeing that every guest, especially those utilising self-check-in, receives acknowledgement and assistance.  Consistent deep cleaning protocols, provision of daily exceptional experiences (personalised client interactions), and increased managerial visibility are all designed to enhance guest satisfaction and operational efficiency.
A systematic job-tracking system is advised for the Maintenance department.  All reported issues must be documented with meticulous detail, classified by urgency, and allocated feasible completion deadlines.  This will enhance communication, avert service delays, and facilitate a more rapid restoration of room functionality.  The system ensures accountability via sign-off sections and daily evaluations, preventing unresolved concerns from being overlooked.
The paper recommends implementing a daily operating framework for the Housekeeping crew that emphasises cleanliness, uniformity, and visitor interaction.  The Head Housekeeper's cleaning duties should be minimised to facilitate quality supervision, mentoring, and standards enforcement.  Concurrently, FOH personnel may facilitate early bed-stripping during morning shifts to expedite room turnover.  Every housekeeper must provide a minimum of one WOW moment per shift such as a handwritten letter or a considerate gesture towards guests to foster visitor loyalty and stimulate team innovation.
The investigation ultimately reveals that the hotel's performance issues are primarily attributable to internal deficiencies rather than external market fluctuations.  Variable events and regional competition affect visitor expectations; but they do not require inadequate staffing, low morale, or inconsistent service.  These are the consequences of inflexible scheduling, insufficient investment in staff development, and inadequate leadership responsiveness.  Premier Inn Beverley Town Centre must implement a more adaptable, human-centric, and strategic methodology for labour management to enhance its operations.
Recommendations encompass empowering personnel through explicit position delineation, embracing participatory leadership methodologies, judiciously employing technology to augment rather than replace human services, and integrating ethical human resource management techniques to retain talent.  Subsequent research must juxtapose findings from more Premier Inn locations and monitor the enduring effects of instituted modifications to guide comprehensive strategic planning.
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Analysis of Premier Inn Beverley Town Centre food and Beverage, local competitors effect on hotel labour management
[bookmark: _Toc200544983]Introduction
Any type of organisation operation depends on labour management, which guarantees efficient use of human resources to maximise profitability and production. However the special characteristic of the hospitality sector, it becomes much more crucial in the hotels and F&B businesses. Unlike companies that mostly concentrate on selling tangible goods, hotels make money by providing services, these services are directly delivered by staff members (Karagiannis, 2024). Consequently, how well labour is managed determines greatly the general corporate profitability, customer retention, and quality of service (RenoirKarkay, 2023).
Since hospitality companies including hotels, restaurants, and resorts mostly depend on human interaction (Michael and Fotiadis, 2022), employee competency and efficiency directly affect the guest experience Abdelhamied, H. H. S. (2019). In this industry, client loyalty and repeat business (Singh, 2023) are much driven by service quality than by mere difference in services offered by the organisations (Anderson, 2025). A well-run labour management guarantees clients receive timely, competent, and tailored service (Wijethilake, 2024), therefore improving their whole experience and raising the possibility of suggestions and good reviews (Tran, Nguyen and Huynh, 2025).
Labour is one of the biggest expenses in hotel therefore good labour management guarantees that companies maximise staff productivity while maintaining control of expenses (Piso, 2022). Effective personnel scheduling, performance monitoring systems, and technology like automated scheduling and time-tracking tools all come together here. Effective labour management enables companies to find the ideal mix of cost-effectiveness and service quality, therefore maximising profitability (J. Nair, Manohar and Mittal, 2025).
Moreover, essential for making sure staff members are not only competent but also in line with the corporate service standards are recruitment and training. Higher customer satisfaction, better retention rates, and more efficiency follow from personnel well-trained in this regard (Bader Almohaimmeed, 2019). Structured training programs are used by many hotels to promote staff member’s competencies (Chiang, Back and Canter, 2005), raise output, and preserve consistency in service quality (Waqanimaravu and Arasanmi, 2020).
Apart from controlling hiring and training, Whitbread closely control personnel activities from clock-in to clock-out. Workforce management software and forecasting (Whitbread PLC, 2025), is used to track attendance, assess performance, and guarantee effective scheduling, this helps the company to keep service quality while optimising labour expenditures.
[bookmark: _Toc200544984]Hypothesis of the research
This research hypothesis is that labour management at Premier Inn Beverley Town Centre is substantially affected by local competition and regional events, resulting in erratic fluctuations in client demand. These changes result in staffing difficulties, irregular work hours, and diminishing employee morale, ultimately impacting the overall efficacy of labour management.
[bookmark: _Toc200544985]Objectives:
· How events in the area and competition from surrounding bars and restaurants affect how Premier Inn Beverley Town Centre manages its staff.
· To find out how changing client demand affects staffing levels, employee morale, and service delivery in the hotel.
· Flexible roles, training, and scheduling work for employees work as the market changes.
· how hotel management and labour rules affect staff motivation, retention, and job satisfaction.
· Best practices in the sector and provide staffing plans that are both ethical and effective in terms of operations.
[bookmark: _Toc200544986]Research questions
How much does workforce management at the Premier Inn Beverley Town Centre depend on local food and beverage competitors and local events?
What effects do fluctuating demand from guests have on service delivery, staffing numbers, and employee morale?
What part do scheduling, training, and flexible roles play in adjusting to changes in the market?
What effects do labour laws and hotel management practices have on employee retention, motivation, and work satisfaction?
What ethical and effective staffing strategies can be implemented to improve operational performance?
[bookmark: _Toc200544987]Literature review

A major determinant of operational efficiency, profitability, and service quality in hotels is labour management (Nguyen and Phan, 2024), good workforce control guarantees ideal staffing levels (Janjua, Qureshi & Shah, 2025) increase guest return, and raises employee satisfaction, therefore influencing guest experiences (Jacksons, 2023). Covering issues like labour problems, staff retention, technological integration, and the effect of labour legislation on the sector, offers a methodical evaluation of the body of current research on hotel labour management by Michael and Fotiadis (2022) suggests, The hotel sector deals with ongoing personnel issues like high turnover rates (Janjua et all, 2025), seasonal employment, and skill shortages, show how dependent the sector is on a temporary workforce. The above has been discussed by Ghani et al. (2022)and  Russell (2024) who claim that unsatisfied working conditions, low pay, and irregular hours lead to a high turnover employment model that influences service consistency adversely especially as in hospitality sector labour hours consists of part-time hours therefore the staff morale is hard to maintain for employees (White, 2020) that may want full time hours, unless they work on splits or multiple days sometimes both as the researcher came to conclusion in Beverley Town Centre Premier Inn.
[bookmark: _Toc200544988]Staff retention
The analysis lead to the discovery of many studies highlight the need of staff retention policies for the hotel industry (Ohunakin, et all, 2020). Contend that elements including competitive pay, chances for professional advancement, and workplace culture define job satisfaction (Ghani et al., 2022). Often used to explain motivators and hygiene elements influencing hotel staff, investing in employee well-being by means of training programs, rewards, and recognition systems, promotes loyalty and lowers turnover. 
[bookmark: _Toc200544989]Leadership style in Hospitality management
Furthermore, employee retention is much influenced by leadership style (Hurd and Case, 2025). Research by Helalat et al., (2024) and Hurd &Case (2025) shows transformational leadership is favourably connected with job satisfaction.
Organisational success and change depend heavily on leadership, yet choosing the best leadership model is still difficult because there are so many overlapping theories.  Concerns over idea diffusion have been raised by recent studies by (Lapina, 2015) that have shown how analytically similar more recent models such as servant, ethical, and authentic leadership are to transformational leadership.  Both scholarly study and real-world implementation are made more difficult by this redundancy, which may also cause HR professionals to become confused and squander money on vague or inefficient leadership development initiatives.
In order to provide an evidence-based basis for leadership development, the study of Deng et al, (2022) focusses on transformational leadership, the model that has been examined the most in recent decades, given the high correlation among models.  It compiles research results using meta-analyses to shed light on how well transformational leadership works to enhance outcomes like worker performance and wellbeing. Deng et al., (2022) intends to avoid leadership trends and increase the impact of development activities by giving HR professionals clear and useful advice.
Transformational leadership is particularly advantageous in the hospitality sector since it emphasises inspiring and empowering staff rather than merely overseeing them, (N.N.N. Dlamini, Garg and Muchie, 2017) In an industry where visitor pleasure is closely correlated with employee performance, transformational leaders are essential in cultivating a motivated and engaged team. By establishing a collective vision and promoting individual and professional development, these leaders foster a sense of value and connection among employees towards the organisation’s objectives. This not only elevates morale but also augments service quality, as personnel are more inclined to exceed expectations in crafting exceptional guest encounters which is also mention by Tracy (2020).
Moreover, transformational leadership fosters transparent communication, ongoing feedback, and a nurturing work environment crucial element in mitigating turnover, a recurring challenge in the hospitality sector. It promotes adaptation and creativity, allowing teams to respond more efficiently to obstacles such as variable visitor demand, personnel deficiencies, or technological advancements (Lapina, 2015). Transformational leaders cultivate a healthy workplace culture that fosters long-term retention and operational excellence by emphasising trust, recognition, and individual development. Lapina (2015) discuss the leadership style enhances not only daily service performance but also the strategic sustainability of hospitality enterprises.
Technological developments have changed hotel labour management, improved efficiency and personnel planning (Nguyen et al., 2025). Artificial intelligence (AI) and machine learning provide predictive scheduling, hence lowering overstaffing (Oladele, 2023) and labour expenses, claims. While human personnel can concentrate on individual client encounters (Solnet et al., 2019), self-service kiosks and robotic automation reduce front-desk workload Concerns about job displacement and employee opposition to technology adoption surface, nevertheless (Yuan and Liu, 2025). According to some studies highlighted by Karagiannis (2024), visitor happiness and employee morale depend on maintaining balance between automation and human-centric service delivery by means of which is achieved.
Hotel operations are significantly influenced by labour policies like minimum wage rules, working hour limitations, and union influence (Barlow. A., 2024). Inspired by corporate social responsibility (CSR) projects, ethical labour management's development helps to promote equitable salaries and diversity in the workplace (Ryan & Turner, 2021). While management job roles are scaled from entry rate to advance then expert the researcher discovered in this particular hotel the advancement in role is being blocked in order to save expenses and those in managerial roles are not being assigned or promoted from entry rate, the following been observer to input a great stress on the lover management team and the job morale is fluctuating pushing them to look for other jobs where they hard work is being awarded. “Most employees prefer to work in an environment where they are encouraged to grow and progress in, they career rather than in an environment where they are treated like a component in a machine is considered the most important motivator the feeling of growth and becoming more, they what they are capable of becoming” (Tracy, 2020).
Another impact on labour management and employee motivation is involving wage and expenses, in April 2025 The Labour party (2025) unveiled a five-point plan aimed at helping small companies and the high street including a reform of business rates. Business rates currently rely on rental value, which unfairly affects hotel companies that UK Hospitality notes pay three times their fair amount in relation to turnover. Labour has promised to balance the weight between high street stores and internet merchants, even though it has not specifically specified the new method.
Under Labour's proposal, vacant properties will be reduced, therefore granting communities a "right to buy" to preserve structures in use. 
Although this will increase foot traffic, if areas are used for something else, it could limit the supply of real estate accessible to hotels. Labour seeks to eliminate age-based pay inequalities and raise the National Living Wage to at least £10 per hour (See apendix 1), (Gov, 2025).
Although this guarantees fair compensation, it raises employment costs for companies already battling inflation and a competitive job market. Future plans relate compensation to the cost of living, therefore raising payroll costs even more suggest as it suggested by Barlow (2024).
Labour further suggests modifications to the Apprenticeship Levy wherein companies have to completely fund apprenticeships and train staff using half of their Levy money. This change seeks to boost educations by 150,000, therefore reducing pay rises for young employees.
By lifting service duration restrictions and extending allowances, Labour intends to outlaw zero-hour contracts, boost statutory sick pay, and change parental leave laws.
Although Labour's measures seek to help companies and employees, rising costs will drive hotels and restaurants to become more competitive by means of better efficiency. Although the whole effect on companies is yet unknown, companies have to get ready for legislative changes influencing taxes, wages, and worker rights (Barlow. A., 2024).
The hotel industry is giving sustainable labour management techniques more and more top priority. Chin, Abang and Chiun (2023) show how important work-life balance programs including flexible scheduling and mental health support are in increasing employee productivity and retention. Hotels implementing sustainable Human Resource Management (HRM) techniques saw reduced absenteeism and improved staff involvement, moreover, Miller suggested (2023) encouraging inclusion and diversity improves worker performance since different teams help to innovate and satisfy customers.
According to Hayes and Ninemeier (2009) emphasises the difficulty of hotel labour management and the importance of strategic HRM techniques in overcoming workforce constraints. Labour management results are greatly shaped by retention policies, technical integration, regulatory compliance, and sustainability projects (Haar and Kelly, 2024). Future studies should investigate the long-term effects of automation on workforce dynamics and the efficiency of hybrid employment models in solving labour shortage Yuan and Liu (2025).
[bookmark: _Toc200544990]Methodology

The analysis conducted during a 10-week university placement at Premier Inn Beverley Town Centre, offers insights prom the employees’ perspective and is backed up by secondary research. The primary goal of the study was to determine how internal operational decisions and external pressures from local competitors influence labour management practices within the hotel, a qualitative case study approach was used, with the investigation based primarily on secondary research and substantial on-site observation over the placement time.
This research follows the research onion model (Saunders et al., 2019) by adopting interpretivism, using an inductive approach, and selecting a qualitative, case study strategy. Data were collected through observation and secondary sources (Cottrell, 2014), aligning with longitudinal, narrative, and grounded techniques to explore labour management in a real-world hotel context (Saunders, 2019), (See appendix 2).
The qualitative research is well described by Leavy (2020) who claims the qualitative research is a form of inquiry that seeks to comprehend and analyse the complexities of human experience and social life. Rather than seeking definitive, universal facts, qualitative research seeks to describe, explain, and illuminate the meanings that people attach to their daily behaviours, relationships, and settings. It focusses on both the everyday and remarkable aspects of social existence, frequently acknowledging that researchers are enmeshed in the research process.
According to Hurd and Case (2025) This method is based on rational diversity, incorporating several ideas such as critical theory, and constructivism. It views knowledge as incomplete, contextualised, and co-created by the researcher and participants. An instinctive involvement is central to qualitative research, in which the researcher's values, relationships and recognises implication while shaping the study.
Leavy (2020) reflects upon the fact that ethnography, narrative inquiry, interviews, case studies, and arts-based methods are all examples of qualitative research techniques, suggesting these instruments were chosen not for statistical purposes, but for their capacity to capture deep, nuanced understanding in naturalistic contexts. The methodological flexibility of qualitative research enables adaptability, innovation, and openness to new findings.
However must consider the importance of ethics which discussed by Qassimi (2023) extends beyond procedural issues to include relational and contextual sensitivity (Siobhán O’Sullivan, Desmond and Buckley, 2023), such as fair participant treatment, inclusive representation (Mcleod, 2024), and awareness of power dynamics (Williams, 2024). Many qualitative studies have an implicit or explicit social justice emphasis, attempting to provide voice to under-represented communities and challenge prevailing narratives (Tomaszewski, Zarestky and Gonzalez, 2020).
Therefore qualitative research is a rigorous and creative approach which combines experiential depth with humanistic inquiry (Lim, 2024), allowing researchers to delve into the complexity of lived experience (Parri, 2024) while also making important contributions to knowledge production in a variety of academic and applied settings.
The Premier in BTC Research Design:
Therefore the researcher have used qualitative research, exploratory case study methodology, which provided a contextual and practical understanding of labour-related difficulties at a particular operational site. This design was appropriate for recording staff and managers lived experiences, finding systemic inefficiencies, and connecting them to bigger trends in the hotel industry.
Data Collection Methods:
Observation used as supportive method of data gathering,
although the fundamental conclusions are based on secondary research, by conducting systematic, non-participant observations and practical role filling during the 10-week placement. Daily routines, departmental interactions, staffing practices, and management responses were monitored in critical operating areas such as front of house, back of house, kitchen, and cleaning. 
These observations provided information about job distribution, role juggling, visible stress among team members, and the effect of staffing shortages on guest satisfaction.

The observational data was utilised to contextualise and evaluate secondary findings resulting in a more grounded understanding of how theoretical difficulties materialise in real-time operations.
Secondary research main method of data gathering:
The majority of ideas came from a thorough assessment of secondary literature, which included, Peer-reviewed scholarly literature on hospitality labour management and service operations, previous case studies on workforce planning, staff retention, and training techniques in the hotel industry, customer feedback includes online guest reviews on Google Map (2025) and Tripadvisor (2025), notably about service performance and staff presence, legislative and policy texts concerning employment law, pay adjustments, and labour laws in the UK hotel industry.
These sources provided critical background for supporting on-site observations and identifying patterns in labour management and operational management that are consistent with or differ from industry norms.
Informal Conversations with Staff:
During the placement, the researcher had informal conversations with employees from several departments, including Duty Managers, receptionists, kitchen staff, and housekeepers. Although not organised interviews, these informal discussions provided useful insights on employee morale, job satisfaction, and perceived shortages in training and support. Such conversations also revealed the practical reality underlying observed behaviours and operational demands.
Data Analysis:
All acquired data, notably secondary sources and observational notes, were examined thematically, recurring patterns and issues were classified as significant themes, including:
Workforce shortages and the strain of cross-functional duties, limited training and constrained job advancement paths, burnout and workload pressure, especially among Duty Managers.
Service inconsistencies influence the guest experience:
Strategic cost-cutting methods impact staff morale and motivation.
The alignment of observed behaviours with secondary literature was employed to boost the credibility of the findings and establish links between micro-level operations and macro-level hospitality trends.
Ethical considerations:
The research met institutional ethical guidelines, by the researcher-maintained transparency on the academic aim of the placement, and no identifiable data was collected. All observational notes were anonymised, and informal chats were undertaken at the staff's discretion and with regard for their comfort and privacy.
Limitations:
The study was conducted in a single site over a 10-week period, which may have limited generalisability, the informality of staff interactions, while illuminating, lacks the regularity of rigorous qualitative interviews of primary data collection limitation.
Justification for Methodology:
Given the time constraints and access limitations of a student placement, substantial secondary research combined with immersive observation proved to be the most feasible and successful strategy for researching labour management concerns. This mixed-method approach enabled the researcher to reach informed findings by connecting real-world operational trends at Premier Inn Beverley Town Centre to broader industry practices and academic frameworks.
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With 80 rooms and a variety of amenities for visitors, the Premier Inn Beverley Town Centre is a compact, well-located hotel. Guests can choose between a cooked or continental breakfast at the hotel's on-site restaurant, which serves a buffet breakfast every morning. The restaurant closes during the day after breakfast and reopens for dinner service at 6:00 PM. A well-balanced selection that appeals to both adults and children, the evening menu is prepared to order and offers vegetarian, vegan, and allergy-friendly alternatives to suit a variety of dietary needs.
The restaurant's Meal Deal, costs is £26.99 includes breakfast, and two-course Dinner + drink (Premier Inn, 2025), is one of its primary draws. Many visitors decide to eat at the Thyme Restaurant while they are there because of the accessible price and the accessibility if they prefer not to go wander the towns after a workday observed by the researcher.

Structure of Housekeeping and Staffing: 
The Head Housekeeper oversees the housekeeping division, and room attendants rotate through the position. Considering that Whitbread does not provide zero-hour contracts, the majority of the cleaning crew works part-time. Depending on business requirements, contracted hours are subject to a 10% flexibility adjustment.

Challenges with Front of House Operations and Staffing: 
Duty Managers oversee the Front of House (FOH) and Back of house (BOH) are in charge of providing guest service, guaranteeing client happiness, and resolving any problems, conduction kitchen checks, compliance audits and sometimes cooking where staff shortages arise. Duty Managers are frequently able to step in to take on additional shifts, either helping in the kitchen or covering FOH duties.
Even though contracted hours are still balanced, duty managers are under more stress as a result of their increased workload, and some employees are feeling burned out as a result of their expanded duties which sometimes I shared between one DM and one FOH the researcher further noticed how DM’s are often stretched to float between cooking dishes , front of house and setting beds up on late requests from guests. Operational strain is increased by the seeming lack of urgency from the Hotel Manager in filling the open BOH jobs, despite continued difficulties as observes since November 2024 when the kitchen supervisor left the role which to this day is not been filler.
Challenges in the Back of House:
There are a lot of difficulties because the BOH kitchen crew is now understaffed, undertrained and lack of motivation. Currently there is one kitchen team member who has been with the business for a few months but is still seen as unreliable.
Two recently hired employees who are currently undergoing training but been observed by the researcher they attention on other jobs and increased working hours may attract them to other jobs. Duty Managers usually help out in the kitchen since there is a shortage of skilled workers, which adds to their workload and reduces overall operational effectiveness in FOH, Gues feedback show an impact of guest service due to lack of staff presence on reception area both at check in and check out (See appendix 3,4).

Issues with the facilities and the visitor experience, although most visitors are happy with the facilities and services offered, the hotel has a number of issues that affect the visitor experience.
Noise Problems & Air Conditioning Failures: 
A few visitors have complained, about the loudness and malfunctioning air conditioners. Ventilation options are limited by the hotel's eco-friendly architecture, which limits window openings. Furthermore, the environmentally friendly carpet’s adhesive has started to degrade, producing disagreeable smells. (See appendix 7)

Poor Internet and Phone Connectivity: A lot of visitors have voiced their displeasure with poor internet connections and weak phone signals, and the enhanced internet service hasn't done any better than the free Wi-Fi (See appendix 8).

Long Wait Times for meal Service: Because the kitchen is understaffed, visitors usually have to wait a long time for their meal to be served because chefs are unable to keep up with demand. The problem is made worse by the fact that employees are unable to decline reservations because of corporate policies and upselling campaigns (See appendix 4).

Parking Issues: There is no on-site parking at the hotel; instead, guests must use a multi-story parking structure nearby. However, visitors who expect parking provisions are frustrated because there is no cooperation or compensation agreement between the hotel and the parking facility.

[bookmark: _Toc200544992]Swot
Conducting a SWOT analysis for Beverley Town Centre Premier Inn is crucial in assessing its strengths, weaknesses, opportunities, and threats, especially regarding labour management. Effective workforce planning ensures high guest satisfaction, operational efficiency, and business growth (Smart draw 2025, See appendix 16).
Strengths:
Strong Team Commitment: BTC PI (Beverley Town Centre Premier Inn) Staff show dedication to customer service and teamwork, covering shifts efficiently stepping in in a case of a shortage or a sickness.
Management Focused on Guest Service: 
Leadership is committed to maintaining high service standards by driving the PI W
OW initiative by placing personalised messages into rooms with gifts to impress guests (See appendix 9, 10, 11,12).
Strategic Location:
The hotel benefits from Beverley’s central location, attracting both leisure and corporate guests.
Training Support: New employees receive strong training and support from management and colleagues until the new employee is confident in they abilities.

Weaknesses:
Overwhelmed Housekeeping Staff: High demand leads to reduced cleaning standards and staff burnout.
Negative Guest Reviews: Complaints about hall smells and poor Wi-Fi impact customer satisfaction especially for business guest (See appendix 14, 15).
Limited Workforce: Labour shortages may affect service levels in a long term as staff constantly is covering shortages can lead to overworked employees and burnout.
Opportunities:
Enhanced Staff Planning: Adjusting roles to balance workloads can improve efficiency.
Improved Technology: Strengthening Wi-Fi and digital services can enhance guest experiences.
Corporate Partnerships: Attracting more business clients can increase occupancy.
Threats:
Strong Competition: Local hotels and restaurants pose a challenge local accessible restaurants like The Potting Shed (2025), Tawma Hack (2025), The Wind Mill Inn (2025), The kings Head (Marston's, 2025).
High Pricing Sensitivity: Room rate fluctuations impact customer bookings due to the vibrant social like room prices on Friday’s and Saturdays can increase to up to £180/ night (Premier Inn, 2025).
Negative Online Reviews: Poor feedback can reduce future reservations aka smell in hallways as windows don’t open and WiFi signal is poor. (TripAdvisor 2025).
Labour management plays a key role in maintaining service quality, staff retention, and overall operational success. Identifying weaknesses early enables proactive solutions, leading to a smoother hotel operation.
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PEST analysis helps evaluate the external factors impacting Beverley Town Centre Premier Inn, particularly in relation to hospitality competitors like Pipe and Glass, The Westwood, L’Opaline, Potting Shed, Tawma Hack, Beverley Arms, and Thickton Grange (Smart draw 2025, See appendix 17).
Political Factors
Payroll Tax Policy & Employment Laws: 
Stricter employment laws and higher payroll taxes increase operational costs, making staff management challenging (GOV,2025).
Insurance & Employer Taxes: 
Rising insurance costs put financial pressure on businesses, affecting recruitment and wage growth (Thompson Taraz Rand, 2024).
Hospitality Regulations: 
Compliance with health and safety regulations require additional investments in staff training and infrastructure (Lewis, 2024).
Economic Factors
High Hotel Rates: 
Increased hotel pricing drive guests towards competitors like Beverley Arms or Tickton Grange, which offer premium services.
Inflation & Exchange Rates: 
Fluctuating exchange rates affect international visitor numbers, impacting occupancy rates (Business Prices Team, 2025), (See Appendix 18).
Interest Rates:
Rising interest rates make business expansion or renovations more costly.
Social Factors
Social Scene: 
The town’s active nightlife and dining culture, including venues like Pipe and Glass (2022) the Micheline star award winning restaurant as well as The Westwood (2025) the 2024 Micheline star winner and L'Opaline Bistrot (2025), the MasterChef winner 2022 chef Eddie Scott rise the competition and the service expectation, these major restaurants often attract guests looking for the dining experience therefore intensify competition.
Guest Preferences: 
Travelers prefer boutique hotels over chain accommodations, Beverley is accommodating a lot of family run boutique hotels like the Kings Head (Marston's, 2025) as well as The Windmill Inn (2025). However the local attraction include 4 and 5 star hotels like The Beverley Arms (2025), The Tickton Grange, (2025) which are driven by the locals, and family run businesses these are more adaptable to specific needs like adapting to present needs in the location (Igreja et al., 2021), in comparison of a corporate hotel business  like Premier Inn (Whitbread, 2025) where the marketing is done centrally and following a standard practice among all hotels, not focusing on the individual location as much and is less flexible (Khatter, 2025).
Technological Factors:
Poor Connectivity: 
Issues with phone and internet signals it has impacted guest satisfaction.
Digital Check-in Preferences: 
Many guests prefer personal check-ins over self-service kiosks, putting pressure on front desk staff since they are stretched to cover multiple roles (Lee et al., 2024).
Smart Hospitality: 
Competitors leveraging AI-driven bookings and automated services might gain an edge (Talukder, Kabir and Haghi, 2024).
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High Quality

 
 Low Quality                                                                                                                                       High Price
 Low price                                                                                                                                                 

According to the competitor's perception map, which provides a framework for assessing how Beverley's Food and Beverage competitors position themselves in terms of price and perceived quality, the Premier Inn Beverley Town Centre is in the mid-market category, which means that it competes with both low-cost and high-end establishments.
 L'Opaline (2025), Pipe and Glass (2025), and The Westwood (2025) are examples of high-end restaurants that place a priority on both excellent quality and high prices. These restaurants attract wealthy tourists and consumers who are passionate about food.  It is because of the exceptional service, exquisite meals, and one-of-a-kind experiences that these establishments are able to justify their premium pricing strategy.   In the meantime, Beverley Arms (2025) and Thickton Grange (2025) continue to provide premium prices, but they offer less exclusivity. These properties cater to individuals who are willing to pay for the recognition of their brand and their location.

Options that are friendly to one's wallet, such as Kings Head (2025) and The Windmill Inn (2025), provide low-cost housing and amenities, making them perfect for tourists who are concerned about their financial situation.   A hybrid method is utilised by both The Potting Shed (2025) and Tawma Hack (2025), which aims to reach a bigger client base by providing products of superior quality at rates that are more affordable.
The Premier Inn Beverley Town Centre is among the hotels that come into the category of medium price-medium quality. It offers solid service in addition to being reasonably priced.   However, it faces competition from both sides of the spectrum: low-cost hotels that attract travellers who are concerned about their spending, and high-end venues that have high expectations for their guests.   In order to maintain its position as a market leader, Premier Inn must enhance the quality of its services, maintain rates that are affordable, and cultivate brand trust in order to attract both business and leisure travellers.
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According to Cottrell (2023), critical thinking is characterised by the objective study and assessment of information in order to achieve the creation of a reasoned judgement.  Due to the fact that the researcher may have been emotionally invested in the hotel for a considerable amount of time, the researcher's prejudices may have influenced its judgement.  Before arriving at a conclusion, it is necessary to question assumptions, evaluate facts, and take into consideration a variety of points of view through this process. 
It is common practice for hotel management to reduce workforce levels in order to maintain cost control when bookings decrease as a result of fluctuations in the number of guests staying at the hotel (Davidson, Geetha, and Brindha, 2024).  According to Ibrahim Yikilmaz and Palabiyik (2023), this strategy has the potential to result in shorter hours for the cleaning, cooking, and reception crews at Premier Inn Beverley Town Centre. This is a situation that can lead to job insecurity and a decrease in morale among the workers.  It is possible that the quality of service will deteriorate even further when motivation decreases (Singh et al., 2021). This will lead to longer wait times, slower housekeeping, and decreasing client satisfaction, which will ultimately result in a loop of declining performance and revenue.  In terms of finances, the hotel exerts pressure on employees to justify their labour costs, which frequently results in the postponement of wage rises or recruiting. This, in turn, contributes to employee turnover (Michael and Fotiadis, 2022) as workers look for more secure employment possibilities (Dauda, 2024).
Management should concentrate on resolving the underlying reasons of negative feedback (Amperawati, Astuti, and Triatmanto, 2020), such as enhancing the quality of the Wi-Fi, the cleanliness, and the check-in experiences, in order to reduce the effects of these difficulties.  Increasing the flexibility of operations and minimising the impact of shortages can be accomplished by cross-training of people.  Additionally, proactive marketing, loyalty programs, and better customer involvement can drive repeat visits and generate favourable reviews, which can assist in the process of rebuilding the hotel's reputation and stabilising bookings.

In light of all the elements that have been taken into consideration, it is demonstrated how labour management presently only schedute workers during peak day periods, BTC is able to preserve a competitive advantage. Additionally, duty managers and their ability to multitask contribute to the coverage of departments and the reduction of labour hours through their flexible skills.
Recognising the strong relations that exist between the lower management (Duty managers) and frontline staff, as well as selecting to highlight perspectives that are under-represented in the research, is an important demonstration of axiological awareness.  The purpose of the research was not just to examine operations, but also to advocate for habits in the workplace that are both ethical and environmentally sustainability.  In accordance with the principles outlined by Saunders, Lewis, and Thornhill (2019), it is demonstrated that the study reflects both the methodological and ethical intent of the researchers. This reaffirms the notion that research is never value-free; rather, it is intrinsically shaped by what the researcher feels to be significant, just, and worthy of investigation.
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In order to determine whether local events and food and beverage competition have a significant impact on staffing patterns, employee performance, and service delivery, this research project set out to investigate how labour management at the Premier Inn Beverley Town Centre is impacted by these external factors.  According to the first hypothesis, Premier Inn BTC's labour management is erratic because of the influence of regional events and rival food and beverage businesses, which were thought to result in erratic shifts in visitor demand and operational strain.
The results of the study, however, rebut this theory, It became clear from a combination of in-depth secondary study and on-site qualitative observation during a 10-week university work placement that internal operational inefficiencies, rather than external competition, are the main drivers impacting labour management at Premier Inn BTC.  While local restaurants and events influence visitor expectations, they do not directly determine staffing plans or contribute to the labour instability that is seen.
Rather, the main problems were poor scheduling alignment, an excessive dependence on multitasking Duty Managers, low employee morale, and a lack of reaction from senior management.  Burnout, operational strain, and inconsistent service particularly during check-in and check-out periods have resulted from these internal issues, which have been made worse by unresolved guest complaints and a lack of acauntability for hotel maintenance and review management from higher leadership.  The study supports the findings of Hurd and Case (2025), Ghani et al. (2022), and Tracy (2020), who emphasise the importance of workplace culture, job happiness, and growth opportunities for employee retention and service quality in the hotel industry.

The results corroborate the claims made by Karagiannis (2024) and Yuan & Liu (2025) that technology should complement human interaction rather than replace it, even when technological aids like AI and digital check-in provide certain efficiencies.  Personalised service is still valued by guests, and a completely automated model runs the danger of compromising this fundamental experience.

From a regulatory perspective, the hospitality industry must implement more morally and financially sound labour practices in response to political and economic reforms, such as raising the minimum wage, altering the apprenticeship levy, and amending the employment law (Gov, 2025; Barlow, 2024).  Even if Premier Inn doesn't have zero-hour contracts, more general policy changes nonetheless call for flexible operations and equitable hiring procedures.
These dynamics were further highlighted by the SWOT and PEST assessments.  Long-term profitability is threatened internally by staff shortages, low morale, and uneven service, while outside, rivalry from Beverley's luxury and low-cost lodgings boosts visitor expectations.  Effective labour management is hampered by the hotel's internal inability to adjust and react to these circumstances, not by the competition itself.
This study used an interpretivist philosophy, inductive reasoning, and grounded theory methodologies in a qualitative case study approach that was guided by the research onion model developed by Saunders et al. (2019).  Non-participant observations and informal staff interactions enhanced the data by illuminating the real-life experiences of workers and demonstrating that leadership behaviours, rather than merely market forces, are at the core of labour management concerns.
In conclusion, local competitors and event fluctuations have little effect on labour management at the Premier Inn Beverley Town Centre.  Rather, the main elements influencing performance are internal scheduling procedures, a dearth of development pathways, and a poor reaction to visitor feedback, proper hotel maintenance. In addition to improving employee well-being and service performance, addressing these systemic challenges through staff empowerment, participative leadership, proper maintenance refurbishment and balanced technology integration would increase Premier Inn's competitive resilience in a changing hospitality market.
To ascertain whether these patterns are exclusive to the Beverley Town Centre location or consistent across the Premier Inn brand, future studies should be conducted at more Premier Inn sites.  Additionally, longitudinal studies would provide useful information for strategic HRM planning in the larger hotel industry by tracking the efficacy of labour interventions over time.
[bookmark: _Toc200544997]Recommendation
A SMART action plan should be established for the Front of House (FOH) team at Premier Inn Beverley Town Centre:
To tackle operational difficulties and elevate guest satisfaction by improving service quality and reducing negative feedback.

The primary objective is to enhance guest engagement by ensuring that all team members and managers personally address departing visitors with a customised farewell, either from the front desk or host stand. This initiative, commencing immediately and evaluated weekly, seeks to enhance staff visibility and diminish visitor discontent.
A primary objective is to improve the precision of room distribution. Room assignments will be determined by guest type, safety, and comfort, ensuring that families are clustered together and female guests are situated on more secure floors. This will adhere to a written guide at reception and undergo daily review to guarantee complete compliance.

To guarantee that no guest feels neglected, even those utilising self-check-in will receive acknowledgement and support, with endeavours made to beyond fundamental check-in enquiries. This practice commences immediately and will be repeated daily during shift briefings, with added emphasis on ensuring the reception is stocked with essentials and prepared for guest engagement.
During peak times, staff will prioritise payment processing over table service to ensure efficiency and mitigate concerns over wait times. This procedure is currently under progress and monitored via visitor input.
An immaculate and inviting atmosphere is also crucial. A regimen of daily surface cleaning and one weekly deep clean will be implemented, monitored by a checklist and manager approval to guarantee consistency and responsibility.
To enhance guest loyalty, each shift is required to provide a minimum of one "WOW moment," exemplified by a considerate gesture or unexpected surprise. These will be documented in the handover to promote innovative and consistent execution. The Front of House and Duty Managers will ensure prominent visibility at the front desk, save when engaged in essential work in other locations. Breaks must be inconspicuous and non-disruptive to maintain the perception of personnel as accessible and engaged. This strategy will be executed promptly and assessed daily to maintain a consistently inviting and professional behaviour. (See appendix 19).
MTM (Maintenance team member Job Sheet):
For maintenance team member a set job tracking system should be created to enhance operational efficiency and provide timely maintenance support. This system will consist of a concise, established list detailing all maintenance jobs discovered throughout staff shifts or guest stays. Every task entry will have full details of the incident, the precise location (room number or area), and the identity of the reporter.
Each task will be classified by urgency ranging from low or high priority (e.g., health and safety hazards or defects that inhibit room occupancy), medium priority (e.g., aesthetic or comfort-related concerns that do not impede room usage), to low priority (e.g., enhancements or minor deterioration that do not promptly impact the guest experience).

Each work shall have a specified target completion date to guarantee the rapid restoration of the room or facility to full operating status. The timeframe will be determined by the urgency and effect on guest service, with high-priority tasks designated for settlement within the same day or the following day. A specified column will indicate the necessity for components or contractor assistance, thereby preventing delays caused by resource shortages.
The system will provide a sign-off section for maintenance personnel or supervisors to verify task completion, facilitating accountability and follow-up. This proactive maintenance log will be consistently evaluated during daily shift briefings, allowing staff to plan effectively, minimise room out-of-service durations, and uphold elevated service standards throughout the hotel (See appendix 20).

BOH Smart Action plan:
To enhance operational efficiency in the housekeeping department and uphold consistently high standards, a systematic daily routine should have been established with the primary objective of liberating the Head Housekeeper time, enabling them to concentrate on team supervision and quality assessments, rather than being overrun by cleaning duties.
Housekeepers are required to meticulously attend to things that directly influence visitor pleasure on a daily basis. This entails verifying that each room is equipped with the appropriate quantity of towels, particularly on weekends when customers reserving single rooms could anticipate limited service owing to financial considerations. It is imperative to maintain the brand standard by supplying a complete towel set, irrespective of the room type. Bathrooms must be meticulously cleaned, inspected for any indications of mould, and concluded with a light application of air freshener or disinfectant to improve freshness. Corridors must be inspected and sprayed prior to 3:00 PM daily to guarantee a nice atmosphere for guests returning in the afternoon.

To enhance the speed and efficiency of morning turnover, the Front of House (FOH) personnel operating between 9:30 and 10:15 AM will aid housekeeping by stripping beds in departing rooms. This collaboration enables housekeepers to commence cleaning earlier and diminishes the total effort. According to this method, the Head Housekeeper will be restricted to a maximum of five rooms daily, enabling greater focus on team supervision, cleanliness standard verification, guidance provision, and intervention as necessary.
An essential component of the cleaning team's interaction with visitors is the provision of everyday WOW moments. These minor yet significant gestures such as arranging a child's teddy bear, providing colouring papers and confections, or composing a cordial message accompanied by a biscuit are intended to astonish and please guests. Every housekeeper is urged to achieve a minimum of one WOW moment per shift, which must be communicated during the daily team meeting and recorded at the conclusion of the day. This emphasis enhances the client experience while cultivating pride and inventiveness within the housekeeping personnel.
This approach enhances task allocation and prioritises guest experience, enabling the Head Housekeeper to lead more effectively while the entire staff consistently provides both efficiency and warmth during each guest's stay (See appendix 21).
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The Government has announced National Minimum Wage rates for 2025,
including the National Living Wage. The new rates which will come into force

from 1 April 2025 are as follows:

NMW
Rate
National Living Wage (21 and £12.21
over)
18-20 Year Old Rate £10.00
16-17 Year Old Rate £7.55
Apprentice Rate £7.55

Accommodation Offset £10.66

Increase

(£)
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£1.15
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Business | Solo

Title: Disappointing Experience

| recently stayed at this
Premier Inn, and | have to say,
I'm thoroughly disgusted with
the service. The automated
check-in process was a hassle,
and there was zero clarity on
how to book a table for an
evening meal. The restaurant
looked empty, yet somehow
there was no availability for
dinner. It was shocking and left
me feeling starving. | expected
much better from a well-known
establishment. Very
disappointing!

Rooms: 5 | Service: 1 | Location: 3

11 O <
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review
* @ 4 months ago
Holiday | Solo
Stayed here on Thursday to meet
friends later in the evening. On arrival
my key wouldn't work .| booked a table
for myself (just a salad ) the restaurant
was empty just two tables .| was then
informed it would be a 45 minute wait
as there was just one chef on ! After
that | got a takeaway to my room
around 5 30 .in my room the tv and the
Internet did not work after going to
reception the receptionist came up
and only channel one worked after
that | went downstairs 4 times and was
told by the same girl ill come up .it was
empty and she didn't once sort it
out .when checking out | was told
blunty there is no discount for this here
and passed a card to complain
online .why cang issues be resolved in
person and not passed on

Rooms: 2 | Service: 1 | Location: 2

11 O <
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* @ 6 months ago

Holiday | Family

After checking in we made our way
to the second floor where the whole
corridor stank of vomit/strong feet
odour unfortunately once inside our
room | could still smell it and was
unable to open the window to let
fresh air in.

In the morning | was looking forward
to my unlimited breakfast but the
breakfast area was very busy and
with very little hot food available. |
did get my fry up eventually but had
to go up for a bit here and there as
the cook struggled to keep up with
demand. | have since learned that
premier inn accept ‘walk ins” so the
locals come for a good unlimited
breakfast, this however meant there
wasn’t enough for us guests.

Location: 4
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1review

% %k (@ amonthago
Holiday | Couple

To be honest ,me and my
husband stayed there from
the 18th till 20th of April This
month ,2025 ,we couldnt
stand thw smell when we
walked in to the corridor and
continued all the way to our
room ,it smelt like sick or
urine .actually made me feel
quite sicky ,even the room
smelt like this ,it would be
nice if there was a better
smell all around the hotel and
the room ,the room was lovely
and very clean, the bed was
really comfortable to sleep in,

Rooms: 5 | Service: 3 | Location: 5

I O <
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Local Guide - 38 reviews

@ 10 months ago

Business | Solo

Decently located for the train station and
not to far from the main town. The location
of the hotel is good for a couple of bars/
restaurants the room | was in wasn't the
best with a broken air con control and some
of the lights didn't work. A usual premier
inn room which was clean and functional.
Typical generic room which was expected
and a pleasant stay

Rooms: 3 | Service: 5 | Location: 4

Q) Press and hold to react
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* (@ 6daysago

Business | Solo

Up there with one of the
worst Premier Inns I've
stayed in. Hot, smelly rooms
with poor water pressure and
drainage. Bad mannered
staff who don't man the
reception - you have to wait
for minutes before anyone
appears.

Rooms: 1 | Service: 1 | Location: 2

Q) Press and hold to react
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Kk (O amonthago
Holiday | Friends

A good value, clean hotel;
fairly typical of a Premier Inn.
However, what lifted my
experience this time, and
elevated the review to 5 stars
was staff member Melania who
is extremely pleasant, helpful
and incredibly hard working.
Receptionist, waitress, and a
good saleswoman - my friend
and | took the meal/drink/
breakfast offer up at her
urging. Decent food at a good
price too. A very pleasant stay
which has put Premier Inn
back on my radar.

Rooms: 5 | Service: 5 | Location: 5

I O <




image10.jpeg
14:43 B OM o Q A0l €

Z Stephen Briggs
< Qo 7] 4pO reviewsgir?BeverIey
% %k k @ 3months ago
Couple
On arrival the self service screens weren't
working a good start not. Got checked in by
a lovely member of the staff key card given
and went up to our room. My wife had a
shower and when she finished she couldn't
turn off the shower, it was on hot and the
tap had came off. So | found a member of
staff and she went to get some tools and
within 10 minutes it was fixed. She went
above her duty. Didn't sleep well as we were
stuck above an Aircon unit or extractor fan
which kept us both awake. The bathroom
and decor of the room for a fairly new
premier Inn was poor. | travel and use
premier Inn all over and for been in a nice
area was a poor inn. Will | stay again I'm not
sure.

Rooms: 3 | Service: 5 | Location: 5

Q) Press and hold to react
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wrote a review

1contribution

00000 Oct2024  ese
Lovely experience

Visited Beverley for a night out with my wife and stayed at this
Premier Inn, good hotel overall small restaurant with buffet
breakfast for only £11 quid. Hotel was clean and welcoming,
excellent staff, knowledgeable about local restaurants and thanks
to Melania we also managed to visit the fishing spot. She took the
time to direct us to local attractions and ask about our walk on the
way back, we noticed she chatted to many customers and always
showed genuine interest in the conversation.

Readless A

Date visited Sept 2024
Trip type Family
This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC.

Tripadvisor performs checks on reviews as part of our industry-leading trust & safety
standards. Read our transparency report to learn more.
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lain Wilsoné122
wrote a review

15 contributions

00000 Oct2024  see
Brilliant Beverley Premier Inn

We have just returned from spending a lovely couple of days at
Beverley Premier Inn and wanted to say thanks by writing a review
on Trip Advisor. The hotel is spotlessly clean, the food excellent,
but what sets this hotel apart are the wonderful staff. Special
thanks must go to Nicki, Donna, Danielle and the lovely Sarah in
the kitchen for making our stay so special. If you are heading to
Beverley or the surrounding area we would not hesitate to ...
Read more v

Date visited Oct 2024
Trip type Couples
This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC.

Tripadvisor performs checks on reviews as part of our industry-leading trust & safety
standards. Read our transparency report to learn more.
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wrote a review
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00000 Oct2024  ses
Great location and a great experience

Great location just in the centre of Beverley, warmest welcome
ever by Melania and the team, very clean rooms, very good
breakfast and very comfortable beds. What else one can expect in
a hotel? Special thanks to the little gift left to our room by the
team!

Date visited Sept 2024
Trip type Couples

Value Rooms Location

G 50 GRS 50 CEE—— 50

Cleanliness Service Sleep Quality

S (0 D 50 GRS 50

This review is the subjective opinion of a Tripadvisor member and not of Tripadvisor LLC.
Tripadvisor performs checks on reviews as part of our industry-leading trust & safety
standards. Read our transparency report to learn more.
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Average with hopeless wi fi.

I have stayed in a lot of Premier Inns this one | would say is
average. The rooms are basic but ok. Very bare. Air conditioning
control unit was broken.

This one has its own bar area but the only drinks available were
bottled water

The wi fi is hopeless. The free one doesn’t work properly and keeps
dropping out.

That coupled with the fact the phone coverage is poor so no 5G. |
font see why you should pay for a so called faster wi fi connection
which also drops out.

Hardly worth £130 for one night.

Readless A
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00000 2months ago  ees
Shocking

So disappointed obviously cater more for workmen. Room spelt
awful of damp, a lot of mould round windows, black mould round
taps in bathroom .| Corridors smelled of sweat like a gym. Will not
be staying again. False information on breakfast. No porridge as
advertised.

Ro} Tip: Go somewhere else

Date visited Dec 2024
Trip type Family

Value Rooms Location
- 20 @» 10 G 50
Cleanliness Service Sleep Quality
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Figure 1: The annual inflation rates for both input and output PPI rose in
January 2025

Input and output PPl annual inflation rates, UK, January 2015 to January 2025
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Source: Producer Price Index (PPI) from the Office for National Statistics




image19.png
SMART Action Plan FOH

Duty manager: Team member: Date:
[Oblective [specific  [Measurable _[Achievable | elevantui N primesbouna
Increase Guest | Team members  Managers to acknowledge every Spotghttrends to be | Reducing guestinsecurity and | Improves guest saisfaction and
Interaction departing guest with a goodbye and personal comment, verified when it showing staff presence to likelihood of return.
Qualty this can be done when working from the ront desk when | comesto staff reduce negative comments. review weekly.
possble orfrom the host stand, try not to gnore guest. | avalabilty and guest
when departing this s an important partofthey stay. | interaction.
improve Room | Allocate rooms based on guest type,safety, and comfort | 100% of bookings | Guide posted at ront desk for | Prevents complaints and enhances | Implement rom
Allocation (e.g., females on safe floors, families grouped, twins get follow allocation quick reference. guest experience. next booking,
Accuracy correct setup). guidelines review daily.
Acnowledge | Greet and acknowledge every self<checkin guest. Offerassistancef | Reinforced in shiftstartup | Ensures guests feel welcomed and | Effective
Al Guests refused inform them | routine,charge CNP, depart | seen engage with guest further than | immediately,
Incuding Self of yourpresence in | and cean rooms before 3PM, | the general check n question, show | track dal.
case they needyou | Stock reception with Towels, | enthusiasm and look fo possible P
Iron's and ron boards. WOW Opportunities.
Prioritse When both restaurantand check guests require Guestfeadback on spotight Keeps senvice running smoothly and | immediate
Restaurant | attention, priortse taking restaurant payment. reduces wait complaints. rollout.
Payment Over
servicing
tables.
Maintain Gne weekiy deep clean, dally suface ceans ater each | Completionracked | Deep cleans t be conducted | hold a presentable and clean Front | WeeKly deep
Cleaning service. viachecklistand one s week s unnecessary to | of house area. clean begins
Routine manager sign-off. sign of the job multiple times. Friday, daily
‘while ignoring jobs that not cleans ongoing.
been done yet. To be checked
| weekiy.
Record and Deliver at least one WOW moment per shift (e.g., Logged in daily Staff encouraged toshare | Enhances guest loyalty and delight.
Deliver WOW | surprise note, treat, recognition of regulars). ‘handover. creati leas in group chat.
Moments track daily.
Maximise | Firstseen frstact FOH and DM remain visually present | Supervisorfeedback | Workflow adjusted toreduce | Builds guest rapport and visbilty. | Full
FrontDesk | unless performing essentil tasks elsewhere,inthe BOH, | weekly onspotiight. | wasting labour hours and implementation
Presence however these tasks are encouraged to be performed directneed on busy times or immediately
When another team member s present at front. Breaks to helping other departments. checked daiy.
be taken on table 1 with a jacket on with non-visible
uniform orinthe team' room. Tear to work from front
desk when possible.Break to ot b taken i the Office. |





image20.png
Maintenance Job List

101|Hot temperature Control panel button broken |ASAP No 10/06/2025|MK





image21.png
SMART Action Plan HK

Duty manager: Team Member: Date: .
S e rable N Archivable [ Relevant [ TimeBound |

Limit the Head Daily task sheets and rota records | Schedule redistribution | Increases overallteam | Start from next rota

Housekeeper's daily to confirm room assignments. among team and FOH | efficiency, oversight, and | cycle, reviewed weekly.

room cleaning to a support enables consistent adherence to

maximum of five rooms, reduced room to load for | cleanliness standards.

allowing focus on Head Housekeeper.

supervising, inspecting,

and coaching,

Standards Daily ‘All rooms must include full towel | Daily checklist sign-off | Brief team daily on Upholds brand image
sets and spotless bathrooms; check | by assigned staffand | standards; ensure and enhances guest
for mould and apply air spot checks. inventory stock meets comfort and
freshener/disinfectant spray demand. satisfaction

Improve Corridor Corridors must be inspectedand | Observation log with | Allocate specific staff Maintains positive first
lightly sprayed with scent prior to | timestamps and signed | responsibility with rotation | impression and
3:00 PM to ensure a fresh confirmation system. atmosphere in guest
environment for check in quests areas

Collaborate with FOH on | FOH team supports housekeeping | Number of rooms Communicated at Enhances tumover

Bed Stripping between 9:30-10:15 AM by stripped logged daily; | moming brief and efficiency, reduces
stripping beds in departed rooms to | feedback from team. reinforced by Duty delays in morning
speed up tumnover. Manager. cleans

Deliver Daily WOW Each housekeeper must provide at | Encourage team to Builds emotional Begin immediately,

Moments least one WOW moment per shift | share creative ideas and | connection with guests | review daily
(.9., teddy tucked in, colouring use provided small and increases job
sheet, treat with note). materials (e.g., biscuits, | satisfaction and pride

cards) among team members.

Log and Communicate | Celebrate completed WOWs and | Team contributions Motivates team, improves | Brief held daily at shift

Team Achievements operational wins (e.g., guest noted in brief notes and | morale, and highlights start.
compliments, efficiency monthly summary. positive guest impact.
improvements) during daily briefing





