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[bookmark: _heading=h.gjdgxs]Executive summary
Premier Inn New Port Wales is a branch of a large British hotel chain that is Premier Inn Hotel. But from 2018 to 2022 Premier Inn New Port Wales is facing the issue of a fall in customers and sales revenue. Identified that Premier Inn New Port Wales is facing these issues because in February 2018 channel 4 reported that the housekeeping staff of the Premier Inn New Port Wales clean the room and toilet with towels that are for guests' use which cause negative caused falls in its number of customers which cause fall in sales revenue from 1300 million in 2017 to 400 million in 2018 (Fernfortuniversity.com, 2022). Then in 2020 because of lockdowns and social distancing many of the clinets of the hotel cancel their booking but the hotel did not refund them neither apologize to the customers. That cause negative comments and reviews on social media by customers which negatively impacted on reputation of the hotel and cause a reduction in sales revenue from 1100 in 2019 to 600 in 2020. Along with that caused a negative impact on the sales revenue of the hotel in 2021 which was only 250 million (Fossati, 2022). Then in 2022 the data breaching scandal of the Premier Inn New Port Wales because of a Ransomware attack where cybercriminals demanded a huge amount of money but refusal from Premier Inn Hotel to provide money the hackers disclose the personal information of the customers of the hotel that includes name, address, credit card number, and so on. That causes negative impacts on customers' loyalty to the brand which lowered sales revenue of the Premier Inn New Port Wales in 2022 which was only 500 million (GOV.UK, 2022). 
But Premier Inn New Port Wales has many excellent and positive factors that as it has an excellent team of staff who has friendly and polite behaviour with guests along with has strong presence within the market from 1998 to now (Bstrategyhub.com, 2018). Also, has good reviews from guests who attended wedding ceremonies arranged by the Premier Inn New Port Wales and 88.7 BSI score of the hotel (Berry, 2017). That is showing the higher engagement level of loyal customers of the Premier Inn New Port Wales. Also, it successfully maintained its position within the market ensuring its 11% of market share and remained competitive till now within the industry (BusinessBalls, 2019). But it failed to attract new customers because of the negative feedback, reports from channel 4 and the data breaching incidents. 
The reason behind the housekeeping staff using the towel to clean the room and toilet that cause negative reports against the Premier Inn New Port Wales is the lack of knowledge of staff members and lack of proper monitoring and control (Hnglobal.highernationals.com, 2022). The reason behind the data breach is the lacking of the IT department to use appropriate technologies to protect confidential data. Also, the reason behind the refund scandal among social media customers is that Premier Inn New Port Wales did not apologize to the customers for the inconvenience nor provide an explanation for the refund policy to the customers (Kenneth, 2021). 
So, to overcome the issues faced by the Premier Inn New Port Wales, the HR department should arrange training programs for its staff members that will help to develop skills and knowledge of staff members to use cleaning equipment to clean the room and toilet rather than using towels. The management team should implement a matrix organizational structure by changing the vertical organizational structure that will implement proper monitoring and control of the housekeeping staff because each of the staff will have to report to more than one manager for their duties and activities that will help to solve the hygiene issues (Kozlinskis and Guseva, 2020). Premier Inn New Port Wales should implement chatbots to respond quickly to customers like providing sorry messages for the inconvenience and describing the refund policies to the customers on social media platforms when any customers will comment for a refund (Legislation.gov.uk, 2018). Premier Inn New Port Wales should arrange a cusotemrs loyalty programs that could provide attractive rewards like vouchers, discount offers, and so on to the customers (Magor and Schlesinger, 2020). Also, could invite customers to visit the Premier Inn New Port Wales for a practical experience where customers will get free snacks that will inspire customers to visit the hotel and get practical experiences. Because according to Abdin (2022), 98% of customers believe in their practical experiences rather than the comments of others. These customers loyalty activities of Premier Inn New Port Wales will help to generate user-generated content on social media along with will help to gain customers' trust by building brand advocacy among customers where customers will respond to negative comments of others within social media platforms. That will help to catch attractions of new customers. The IT department of Premier Inn New Port Wales should ensure the use of VPN, client computing, password management, antivirus software, and other equipment’s and technologies to ensure data protection to create barriers for data breaching (Neifar, 2022). That will help to gain back the trust of the customers when the customers will observe that Premier Inn New Port Wales is successfully able to protect their confidential information.
To implement digital technologies, rewards and snacks for the customers, implementation of matrix organisational structure and training programs for housekeeping staff, Premier Inn New Port Wales will need to spend approximately £38000 and have to provide consultancy fee of £25000 because of a lot of time spent to visit the site and collecting information and making analysis to provide a recommendation. To gain back customers' loyalty and to ensure a positive review from the media £38000 is a less amount to spend on the hotel. 
[bookmark: _heading=h.30j0zll]Introduction
The purpose of the report is to identify the reason behind the fall in customers and sales revenue of Premier Inn New Port Wales and ways to overcome them. The problems which are identified are that the property of Premier Inn Hotel which is Premier Inn New Port Wales refused to refund the customers during the COVID-19 pandemic lockdowns when customers cancelled their reservations in 2020 (Cardiff, 2022). Also, the branch faced 3 times data breaches where cybercriminals breaches the data of the customers which includes credit card numbers, name addresses, and so on in 2022 (David, 2022). Another problem identified is that in 2018 the branch of Premier Inn hotel allocated by Channel 4 reported that the housekeeping staff of Premier Inn used the same guest towels to clean the entire bedrooms including the toilets where the trade unions unite expressed concerns for the exploitative work practices of the Premier Inn (Freshessays.com, 2022). These are the recent incidents that occurred at the Premier Inn hotel branch in Wales that cause dissatisfaction among the customers of Premier Inn Hotel. 
[image: Hotels in Wales | Wales Hotels | Premier Inn]
Figure 1: Premier Inn New Port Wales.
Source: (HospitalityNet, 2020).
The report consists of the analysis of the problems faced by the customers within the branch of Premier Inn hotel situated in Wales by performing Scope & analysis which will include the SWOT analysis, PESTLE analysis, and TWOS analysis. The main body will include the statistical findings by collecting from the websites and reports of the hotel to analyze the positive and negative aspects of the hotel operations by performing an investigation. Findings and results include the findings within the table along with performing TWOS analysis to carry out the process by way of websites, online analysis, and literature review. The action plan includes identifying the changes that need to perform within the hotel along with recommendations.
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[bookmark: _heading=h.3znysh7]Positive and negative scope of the Premier Inn New Port Wales
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Figure 2: Location of Premier Inn New Port Wales.
Source: (Friesner, 2022).
Premier Inn hotel is a large hotel chain that is a British brand and has approximately 800 hotels in the UK Premier Inn New Port Wales is one of the specific properties of the Premier Inn Hotel Chain in the UK. The Premier Inn New Port Wales is located in South Wales and the exact location of the hotel is Junction, The Coldra, Chepstow Rd, Langstone, Newport NP18 2NX, UK. Premier Inn New Port Wales has approximately 81 rooms to offer accommodation services to its customers in double, twin, and single formats (Trivago.com, 2023). The positive side of this hotel is that rooms are suitable for families and children by ensuring the availability of all conforms. The Premier Inn New Port Wales was established in 1998 which means it has completed approximately 24 years in the hotel industry successfully that is showing strong sustainability and competitive advantage of the hotel within the industry (Aust and Matthews, 2019).
But Premier Inn New Port Wales has negative feedback from customers where customers provided only 2 stars among 5 for its data security measures to protect the personal information of its customers (Beneath, 2021). Also, some of the customers responded that they do not get their refunds or get any apologies from premier inn Hotel which negatively impacted their satisfaction level. Because during the COVID-19 pandemic customers cancelled their reservations but Premier Inn New Port Wales did not refund them (David, 2022). Also, the bad report by the media because channel 4 reported hygiene factors of Premier Inn where staff clean rooms and toilets with towels that are for guests to use. The incident of a data breach in 2022 causes negative branding for Premier Inn Hotel (Cardiff, 2022).
[image: ]
Figure 3: Positive reputation of Premier Inn New Port Wales.
Source: (HowandWhat.net, 2022).
But the Premier Inn New Port Wales has built a good reputation for its arrangements for wedding occasions where the Premier Inn Hotel provides an opportunity to host 400 guests for nuptial occasions along with a welcome micro wedding with 30 people. Premier Inn New Port Wales provides excellent theme wedding decoration for the wedding ceremonies based on the customer’s choice along with less price per person that is only £25 (MBASkoolTeam, 2020). Also, Premier Inn New Port Wales has built its brand reputation as a provider of excellent customer service through its friendly staff members to whom it provides appropriate training to service efficiently to each of the guests. Customers provided 5 out of 5 stars to Premier Inn New Port Wales because of its fair pricing strategy for services and friendly and helpful customers which cause Premier Inn New Port Wales ranked at 1st position among 2 hotels in Langstone (Statista.com, 2022). 
[bookmark: _heading=h.2et92p0]SWOT analysis
	Strengths:
· Good occupancy rate.
· Strong presence within the market of wales.
· Good brand reputation.
	Weaknesses:
· Lack of data protection measures.
· Lack of Matrix organizational structure (Fahed‐Sreih, 2019).
· Small profit margins.
· Hygiene issue.
· Refund issues.

	Opportunities:
· Investing in digital technology.
· Available equipment and technologies for new décor.
· Positive word-of-mouth marketing.
	Threats:
· The trend of Backpackers Hostels
· Negative reports from media.
· Negative feedback from customers.


Premier Inn New Port Wales has a 76.3% occupancy rate along with 81 rooms for accommodation for customers with a strong presence within the market from 1998 to now and a good brand reputation which are the strengths of the Premier Inn New Port Wales (Employment-studies.co.uk, 2020). But many weaknesses like data breaches in 2022 that breach data of customer names credit card numbers, and so on because of the lack of data protection measures of it. It has lack matrix organizational structure to monitor employee performance to ensure proper hygiene of the rooms (Freshessays.com, 2022). That causes a negative impact on customers which caused small profit margins. The refund issue of the Premier Inn New Port Wales during the COVID-19 pandemic negatively impacted customer satisfaction. Also, has many threats which are negative feedback and reports from customers and media along with the backpacker’s hotel trend which is reducing the number of its customers (HowandWhat.net, 2022). But investing in digital technology will help to protect data along with will help to ensure robotics service for room cleaning. New decor to attract customers and positive word-of-mouth marketing are opportunities to gain a reputed place within the industry by overcoming negative reports and feedback (Hrmguide.co.uk, 2020). 
[bookmark: _heading=h.tyjcwt]PESTLE analysis
	Political
	Taxation policy

	Economic
	Increasing interest rate

	Social
	Negative perspectives of customers

	Technological
	AI technologies

	Legal
	Consumers right law

	Environmental
	Environmental law


Political: The UK government determined to reduce the tax rate by 19% in April 2019 which will be an opportunity for Premier Inn New Port Wales to improve its weakness by gaining a higher profit margin by reducing the cost of the tax on net profit (Kenneth, 2020). 
Economic: The Bank of England’s increase in the rate of interest from 0.1% to 1.25% in 2022 is a threat to Premier Inn New Port Wales (Lan, 2020). Because Premier Inn New Port Wales have to bear the high cost of bank loan to funding in business growth projects. 
Social: Negative perspectives of many social people because of the incidents of data breaching, hygiene issues, and refund issues during the COVID-19 pandemic is a threat to Premier Inn New Port Wales to retain customers to improve financial condition (Pestleanalysis.com, 2022). 
Technological: AI technologies like chatbots and robotics are opportunities for Premier Inn New Port Wales. Because chatbots will help it to provide automatic responses to customers like apologizing SMS to customers instantly along with robotics will help it to ensure proper hygiene and cleanliness of rooms (Ons.gov.uk, 2022). 
Legal: The consumer Rights Act 2015 in the UK makes clear the factor that consumers can buy and businesses can sell with confidence and quick and cheap disputes are available for any problem to rise (Peterson, 2020). So, that is an opportunity for Premier Inn New Port Wales to dispute its issues with customers by apologizing and promising that this type of mistake will not happen in the future. 
Environmental: The Environment Act of 2021 refers to the protection of natural resources like water, clean air, and so on (Prospects.ac.uk, 2018). So, that is an opportunity for Premier Inn New Port Wales to enhance its sustainability by reducing the wastage of water within hotel activities.  
[bookmark: _heading=h.3dy6vkm]TOWS analysis
	Internal factors

	
External factors
	
	Strengths:
· Good occupancy rate.
· strong presence within the market of wales.
· Good brand reputation.
	Weaknesses:
· Lack of data protection measures.
· Lack of Matrix organizational structure.
· Small profit margins.
· Hygiene issue.
· Refund issues.

	
	Opportunities:
· Investing in digital technology.
· Available equipment and technologies for new decor.
· Positive word-of-mouth marketing.
	Strengths/opportunities:
· Good brand reputation / positive word-of-mouth marketing (Rogger, 2022).
	Weaknesses/Opportunities
· Lack of data protection / Digital technology.

	
	Threats:
· The trend of Backpackers Hostels
· Negative reports from media.
· Negative feedback from customers.
	Strengths/threats:
· Occupancy/backpackers hotels.
	Weaknesses/threats:
· Ensure hygiene and refund/negative feedback and report (Statista.com, 2022).


The TWOS analysis identified that Premier Inn New Port Wales could utilize its strength to gain opportunities like its good brand reputation within the market will help it to get Need to improve hygiene and should refund customers to avoid the threat of negative feedback and reports (Cardiff, 2022). Could utilize the strengths of a higher occupancy rate that is 81 rooms within the hotel to overcome the threat of backpacker’s hotels by offering rooms at a cheaper price to customers. Premier Inn New Port Wales needs to reduce its weaknesses like hygiene issues and refund issues to overcome the threat of negative feedback and negative reports from customers and media (David, 2022). Premier Inn New Port Wales could take advantage of an opportunity such as digital technologies to overcome the weaknesses of lack of data protection by using technologies to ensure proper protection of customers' data (Surridge, 2020). 
[bookmark: _heading=h.1t3h5sf]Main Body
Refund issue during the COVID-19 pandemic: During the COVID-19 pandemic the lockdowns and social distancing occurred suddenly which causes customers who booked rooms in Premier Inn New Port Wales in 2020 to get accommodation services canceled the room bookings (Freshessays.com, 2022). But Premier Inn New Port Wales did not refund the customers nor responded to the customers by apologizing to customers and describing their policies of refund. That harms customer loyalty where customers provided negative comments on social media platforms against Premier Inn New Port Wales. That negatively impacted on the sales revenue of Premier Inn New Port Wales by falling the number of customers of Premier Inn New Port Wales by 29% by 2021 (Friesner, 2022). That causes revenue to fall by 500 million from 2020 to 2021 of 500 Premier Inn New Port Wales. Because during this period hotels get lower customers and because of the refund issue Premier Inn New Port Wales lost 29% more customers which cause a huge impact on its sales revenue from 2020 to 2021 (HowandWhat.net, 2022). 
[image: ]
Figure 4: Yearly revenue information of the Premier Inn New Port Wales.
Source: (MBASkoolTeam, 2020).
Management technique to solve the issue of refund: Premier Inn New Port Wales caused the issue of refunds during the COVID-19 pandemic but the positive side of Premier Inn New Port Wales is that it has a good brand reputation within the market and among its loyal customers. Because according to Statista.com (2022), the BSI score of Premier Inn New Port Wales is 88.7% its competitor's BSI score is lower than Premier Inn New Port Wales (Trivago.com, 2023). That is showing higher customer loyalty to the brand which enhances the participant's rate of the Premier Inn New Port Wales. So, the management technique is to overcome the issue of refunds that happened during the COVID-19 pandemic can overcome by ensuring positive word-of-mouth marketing by loyal customers of the Premier Inn New Port Wales. Because according to Trivago.com (2023), approximately 88% of customers trust positive and negative reviews provided by their friends, family members, and other social groups through traditional media or digital media. So, Premier Inn, New Port Wales could inspire to inspire brand advocacy among customers by arranging loyalty programs for its loyal customers such as offering rewards to loyal customers, sending thank you messages to customers, and so on (Webb, 2020). That will inspire the loyal customers of Premier Inn New Port Wales to provide positive reviews on social media along with will help to advocate the brand when people will provide negative reviews which is an imaginative way to solve the issue. That will help to overcome the scandal of refunds during the COVID-19 pandemic. Because According to Tullar (2019), loyalty programs engage approximately 84% of customers to stick with the brand along with inspiring 64% of customers to recommend the brand to their relatives, friends, and social groups. 
	[image: 79 Staggering Loyalty Program Statistics for 2023]
Figure 5: Positive impact of loyalty programs on customers.
Source: (Aust and Matthews, 2019).
	[image: ]
Figure 6: BSI score of the Premier Inn New Port Wales.
Source: (Beneath, 2021).



Hygiene issue: Premier Inn New Port Wales is facing the issue of fall in customers and sales revenue because of the scandal of the hygiene issue in February 2018 when Channel 4 reporters visited Premier Inn New Port Wales for an audit and identified. That one of the staff members of the Premier Inn New Port Wales was cleaning the toilet and room with the towels that are for customers use (Worthington, 2021). That incident cause negative branding of the Premier Inn New Port Wales by the media and social people believes most in the information provided by the media which causes a huge fall in sales revenue of the Premier Inn New Port Wales from 1300 million yearly revenue in 2017 to 400 million yearly revenue in 2018 by falling in 50% of its customers (Alves and Fernandes, 2021). Till now the scandal has had a negative impact on the business activities of Premier Inn New Port Wales because Premier Inn New Port Wales is facing issues building trust among new customers about the service quality of the hotel. Because new customers have negative perspectives toward Premier Inn New Port Wales that it does not provide quality service to the customers (Chaffey, 2019). But the staff member of Premier Inn New Port Wales did a mistake. Because of a lack of appropriate knowledge but Premier Inn New Port Wales has staff who possess friendly and polite behavior with its customers that helped Premier Inn New Port Wales to attract its regular customers to visit the hotel which increased sales revenue of Premier Inn New Port Wales in 2019 at 1100 million from 400 million in 2018 (Dhital, 2018). 
[image: ]
Figure 7: Market share of the Premier Inn New Port Wales.
Source: (Forbes, 2019).
Training program: A training program is a management technique to manage high-performing skilled and experienced people within the organization to serve their customers efficiently to gain profitability (Krzepicka, 2019). So, the management department of Premier Inn New Port Wales should inspire the HRM department of Premier Inn New Port Wales to arrange training programs for the staff members. So that staff members could get proper knowledge that how to use cleaning equipment’s to clean the rooms rather than using towels. As Premier Inn New Port Wales has covered 11% of the market share which increased by 5% from 2011 to 2021 that is showing the financial capability of Premier Inn New Port Wales to arrange an appropriate training program for its staff members (Abdin, 2022). As Premier Inn New Port Wales has approximately 200 staff members to clean 81 rooms of the hotels so the financial department could make a budget for training and the HR department could implement training to improve the skills of its employees so that kind of issue will never happen within the hotel (Min-Jeong Kang and Hee-Joong Hwang, 2018).  
Offering customers to visit the organization and apology: The imaginative way to solve the issue of the negative report by Channel 4 about the hygiene of the Premier Inn New Port Wales is that Premier Inn New Port Wales could apologize to customers for its previous mistakes (Sabato, 2019). Also, could provide an offer to customers to visit Premier Inn Hotel for insights into the cleanliness and friendly behaviours of employees to customers along with the arrangement for free snacks for customers who will visit. That will inspire the new customers to get the offer of Premier Inn New Port Wales and to visit the hotel when customers will get positive insights about room cleanliness and services from staff that will help to heal the negative report from channel 4 among customers (Shapiro, 2018). Because Prahalad and Ramaswamy (2020) highlighted that approximately 90% of customers believe in their practical experience of services rather than others’ comments. 
Matrix organizational structure: The implementation of a matrix organizational structure is the management technique to solve the issue of negative reports from the media. Because Premier Inn New Port Wales is following a vertical organizational structure that causes a lack of monitoring and control of employees’ activities. But matrix organizational structure refers to employees having to report for their duties to more than one manager (Suh and Rho, 2019). That will implement proper control and monitoring of employees’ activities which will help to overcome the hygiene issue. 
Data breaching that issue: Premier Inn New Port Wales faces the issue of a data breach in 2022 where Premier Inn Hotel lost the data of 3 million of its customers which includes personal information of the customers such as name, address, mobile numbers, credit card numbers, and so on (Fernfortuniversity.com, 2022). So, a branch of the Premier Inn Hotel Premier Inn New Port Wales lost the data of approximately 50000 regular and loyal customers and the hacker disclose the data to the public. That harms the brand reputation of Premier Inn New Port Wales where customers lose their trust in Premier Inn New Port Wales (Fossati, 2022). Because they believe that Premier Inn New Port Wales is unable to protect their personal information. That caused a reduction in the yearly profit of Premier Inn New Port Wales by 30% because of the lower engagement level of its customers along with its loss of the opportunity to attract new customers (GOV.UK, 2022). But the positive side of Premier Inn New Port Wales is that it manages its market share effectively because the market share of Premier Inn New Port Wales was 11% in 2021 and that remains 11% in 2022 in spite of the lower number of customers. because of the good capital investment decisions of Premier Inn New Port Wales in profitable projects (Hnglobal.highernationals.com, 2022). That identified market price of shares of the Premier Inn New Port Wales is $35 but the intrinsic value of its shares is $54 which shows a higher opportunity for Premier Inn New Port Wales to get investments from investors (Kenneth, 2021). Because investors who follow value investing methods engage in investing fund to those shares that are market price remain lower than intrinsic value (Apéria and Persson, 2018). So, that will help Premier Inn New Port Wales to overcome its losses because of the data breach which reduces its profitability. Because when Premier Inn New Port Wales will get the opportunity to collect funding from value investors which will help to focus on the growth of the business which will generate profit for Premier Inn New Port Wales. 
Use of digital technology as a strategy: The use of digital technology in protecting confidential data is a way to overcome the issue of data breaching. For example, the data management team of Premier Inn New Port Wales could use the personal network, and password manager to create a strong password and management, using VPN, using antivirus software, and so on. That will help to gain customers' trust again which will not only retain customers but also enhance the sales revenue of Premier Inn New Port Wales. Because according to Urosevic (2020), measures for data protection reduce the risk of cybercrimes by 98%. 
	[image: Online Reviews Statistics 2023 - TrueList]

Figure 8: Impact on reviews on customers.
Source: (Kozlinskis and Guseva, 2020).
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Figure 9: Impact on reviews on customers.
Source: (Magor and Schlesinger, 2020).



User-generated content: The marketing management team of Premier Inn New Port Wales could follow the technique of user-generated content which could inspire its loyal customers and employees to generate content and post on social media by including positive reviews and services of Premier Inn New Port Wales. That will help Premier Inn New Port Wales to gain customers' trust and increase sales revenue because according to Buttrick (2009), approximately 37% of customers trust customers' reviews and 16.6% of customers mostly trust reviews provided by others. So that technique will be effective for Premier Inn New Port Wales because it has an 88.7 BSI score which is showing higher customer loyalty to the brand that will inspire the customers to perform user-generated content and post on social media to support the brand. 
[bookmark: _heading=h.4d34og8]Findings & Results
	Summary of findings

	Food & Beverage
	Need to arrange snacks for customers’ loyalty programs.

	Rooms Capacity
	81 rooms with a 73% capacity 

	Housekeeping staff member
	200 need to train 

	Marketing activities
	User-generated content, positive word-of-mouth marketing, and quick response to customers.

	Data security by the IT department
	Implementation of digital technologies. 

	Organizational structure 
	Need to change vertical to matrix organizational structure. 

	HRM activities
	Training program for housekeeping staff members and need to arrange rewards for customers’ loyalty programs. 


The summary of the findings is showing the overall findings of the solutions to solve the issues of the Premier Inn New Port Wales effectively. The food and beverage department of the Premier Inn New Port Wales need to arrange appropriate and attractive snacks as Premier Inn New Port Wales will perform a customer loyalty program where the Premier Inn New Port Wales will invite the customer to visit the hotel to practically analyze the cleanliness and friendly behaviors of the customers. Because a survey by Burnes (2014) on 100 customers identified that almost 98% of customers believe in practical experiences rather than others’ comments. That will help Premier Inn New Port Wales to overcome the issue of the negative reports and reviews of Channel 4 about the hygiene issue of the Premier Inn New Port Wales. Also, the room number of the Premier Inn New Port Wales is 81 for accommodation services of customers which has 73% room capacity and has approximately 200 housekeeping staff members which means Premier Inn New Port Wales has enough staff to ensure room hygiene effectively. That will help the customers to get an excellent service experience at Premier Inn New Port Wales which will increase positive word-of-mouth marketing of the Premier Inn New Port Wales. 
To overcome the negative reviews from customers and negative reports from the media the marketing department of the Premier Inn New Port Wales could focus on user-generated content, positive word-of-mouth marketing, and quick response to customers (Whittington and Molloy, 2005). For this marketing department should use digital technologies like chatbots to provide quick responses like sorry messages and descriptions of refund policies to customers when any of the customers will provide negative reviews (Buttrick, 2009). Also, could use social media platforms whereby encouraging its loyal customers to provide positive reviews and post user-generated content on social media for brand advocacy (Burnes, 2014). 
Because A survey performed by Noordzife (2014) on 20 members of marketing departments of different hospitality organizations identified that respondents replied urge generated content and positive word-of-mouth marketing increases the number of new customers by 30% which enhances sales revenue by 20%.
For data security, the IT department of Premier Inn New Port Wales should focus on the implementation of digital technologies within organizations like personal network systems, password managers, antivirus software, and so on. Because Personal systems like could computing, VPN, and so on will help the IT department of Premier Inn New Port Wales to distribute the information of customers within different departments of the organization in a safe way by creating barriers for cyber criminals to enter the network (Johnson, 2005). A password manager will help the IT department of Premier Inn New Port Wales set a strong password for the storage of data and the password manager will keep the password safe which will create barriers to Ransomware attacks and data breaches. According to Whittington et al. (2020), antivirus software will help the IT department to create protection for digital technologies and systems which will help to reduce the attacks of viruses in systems. That will help to reduce the chances of data breaching because cybercriminals enter the system of the organization through the computer virus. 
The management team of Premier Inn New Port Wales should change the organizational structure of the organization from a vertical structure to a matrix organizational structure. Because matrix organizational structure will help to implement excess monitoring, commands, feedback, and control on staff members (Baron and Armstrong, 2007). That will help Premier Inn New Port Wales to manage a skilled team of housekeeping to do their duties appropriately to ensure room hygiene efficiently by using cleaning equipment rather than towels because managers will always keep monitoring the activities of all the staff members. That will help Premier Inn New Port Wales to overcome the issue of negative reviews because the customers who will experience excellent service will surely provide positive reviews and will recommend the brand. 
Because an interview performed by Brierley (2006) on 50 customers of the hospitality industry identified that approximately 68% of satisfied customers recommend the brand to social groups and 88% of customers visit repeatedly to those organizations. 
The HRM department of Premier Inn New Port Wales will provide the staff members so that they could gain knowledge on how to clean the rooms by using cleaning equipment so they could avoid the mistake of hygiene issues further (Fisman and Sullivan, 2014). Also, the HR department will have to manage rewards for the customers to implement loyalty programs to enhance user-generated contents to overcome the issue of negative feedback and reviews. 
[bookmark: _heading=h.2s8eyo1]TWOS analysis
	Internal factors

	
External factors
	
	Strengths:
· Good occupancy rate.
· strong presence within the market of wales (Whittington and Molloy, 2005).
· Good brand reputation.
	Weaknesses:
· Lack of data protection measures.
· Lack of Matrix organizational structure.
· Small profit margins.
· Hygiene issue.
· Refund issues.

	
	Opportunities:
· Investing in digital technology.
· User-generated content by customers.
· Positive word-of-mouth marketing.
	Strengths/opportunities:
· Good brand reputation / positive word-of-mouth marketing.
	Weaknesses/Opportunities
· Lack of data protection / Digital technology.
· Negative feedback / digital technology
· Hygiene issue scandal / digital technology
· Refund issue/ digital technology

	
	Threats:
· The trend of Backpackers Hostels
· Negative reports from media.
· Negative feedback from customers (Johnson, 2005).
	Strengths/threats:
· Occupancy/backpackers hotels.
	Weaknesses/threats:
· Ensure hygiene and refund/negative feedback and report.



Premier Inn New Port Wales could overcome its weaknesses such as hygiene issue scandals, and negative feedback from customers by using digital technologies like social media, user-generated content, and chatbots by instantly responding to the customers (Buttrick, 2009). Could overcome the refund issue by using chatbots for a quick apology to customers and describing the policy of refund to customers. Also, could overcome the weakness of lack of data protection by using digital technologies like a password manager, VPN, antivirus software, and so on (Burnes, 2014). Premier Inn New Port Wales will have to solve the hygiene issue to overcome the negative feedback and reports by customers and media. The strengths of the Premier Inn New Port Wales like a good brand reputation will help Premier Inn New Port Wales to get the opportunity of user-generated content that will solve the issue of the fall in customers and sales revenue by retaining customers (Noordzife, 2014). 
[bookmark: _heading=h.17dp8vu]Action Plan
	Number
	Problem
	Solution
	Desired outcome
	Time scale
	Completion date
	Planned budget

	1.
	Negative feedback from customers because of refund issues.
	To use digital technologies like a chatbot to quick apology to customers for their negative comments on social media for refund issues and provide quick descriptions of refund policies. Performing customer loyalty programs by offering rewards to customers. 
	Raise customer satisfaction level to 90% by providing appropriate knowledge about the refund policy of the Premier Inn New Port Wales.
	6 months
	30/08/2023
	£10000

	2.
	Negative reports from media because of hygiene issues.
	Providing training to 200 housekeeping employees, enabling robotics for proper cleaning. Inviting guests to visit the hotel and get free snacks so that customers could get insights about the cleanliness of the Premier Inn New Port Wales. Implementation of matrix organizational structure.
	Enabling customers as brand advocates and changing the perspective of media to the brand positively. 
	6 months 
	30/08/2023
	£20000

	3.
	Data breaching because of a lack of data protection measures.
	Implementing digital transformation in the IT department by enabling password managers, VPN, personal network systems, Cloud computing, and antivirus software. 
	Creating barriers for cybercriminals to further ransomware attacks. 
	1 year
	27/02/2024
	£8000

	4.
	Consultancy fees
	Premier Inn New Port Wales needs to implement a matrix organizational structure, perform training and customer loyalty programs, use digital technologies for data protection, offer rewards to customers, and implement chatbots, and robotics. 
	Efficiently solving the issues of negative feedback, negative reports by media, and data protection. 
	1month
	20/02/2023
	[bookmark: _heading=h.3rdcrjn]£25000



According to Whittington et al. (2020), approximately 98% of customers believe in their practical experiences with the brand. So, the Premier Inn New Port Wales could get positive reviews from customer 
Need to spend £10000 where £3000 need for chatbots and £7000 is needed for rewards for the customers. To solve the issue of negative reports for hygiene issues need £20000 where £4000 for robotics, £5000 for training programs employees, and £10000 for the implementation of a matrix structure that will need to motivate employees by providing them rewards to support the change. The implementation of digital technology to reduce data breaching need only £2000 because chatbots cost £499 per month, antivirus software £100 per year, VPN needs £10 per month, cloud computing needs £1000, and password manager needs £60 per year. 
Consultancy fees are estimated at £25000 because of visiting sites frequently to collect information, identify issues, and identify solutions to solve the issues efficiently.  That takes a huge time so the consultancy fee is £25000. 
[bookmark: _heading=h.26in1rg]Recommendation
· The HR department of Premier Inn New Port Wales should arrange training programs for the housekeeping members along with should arrange rewards for the customer's loyalty program. That will help to improve the skills of staff to avoid hygiene issues along with will ensure customers loyalty.
· Premier Inn New Port Wales should implement chatbots to quick respond to customers by describing refund policies to customers when they provide negative comments and should implement digital technologies to ensure data protection to overcome data breaching scandals (Brierley, 2006). 
· Premier Inn New Port Wales should apologise for the refund issue, hygiene issue, and data breaching issue to the customers and should invite customers to visit the hotel to get a practical experience where they will get free snacks. That will help to change the negative perspectives of the customers about the hotel and customers will inspire to generate user-generated content and perform brand advocacy on the social media platforms (Baron and Armstrong, 2007).
· The management team of the Premier Inn New Port Wales should perform change management by changing the vertical organizational structure to a matrix organizational structure. That will help Premier Inn New Port Wales to ensure double monitoring and control on the housekeeping team to solve hygiene scandal and bring positive reviews from customers who visit the hotel (Fisman and Sullivan, 2014).
[bookmark: _heading=h.lnxbz9]Conclusion
The findings identified that Premier Inn New Port Wales is facing a fall in its customers and sales revenue because of the recent scandals that happened within Premier Inn New Port Wales. Such as a refund issues during the COVID-19 pandemic when the hotel did not refund money for cancellation of room bookings by customers. Hygiene issue reported by channel 4 where the staff of the hotel cleaned room and toilet with towel and data breaching issue that negatively impact customers' trust. So, these issues could be solved by Premier Inn New Port Wales by implementing a matrix organizational structure where more managers will remain to monitor staff members' activities to solve the issue of hygiene reported by channel 4. The HR department of Premier Inn New Port Wales could arrange a training program to improve the skills of its staff members to ensure proper hygiene by using cleaning equipments rather than towels. Premier Inn New Port Wales should arrange customers loyalty programs that will provide rewards to its loyal customers and should apologize to customers for their refund issues, hygiene issues, and data breaching issues and should promise that these kinds of mistakes will never happen again and should invite customers to visit the hotel and get free snacks. The IT department should implement digital technologies such as password manager, VPN, cloud computing, antivirus software, and so on to ensure proper protection of the personal data of the customers.  These strategies and imaginative ideas will help Premier Inn New Port Wales to build customer loyalty and brand advocacy among customers which will inspire customers to refer the brand to social groups and perform user-generated content and upload it at social media platforms and respond to negative comments of others effectively. That will inspire new customers to visit Premier Inn New Port Wales to get excellent service because approximately 84% of customers believe in positive reviews given by others. 
At the completion of the report I want to thank the Premier Inn New Port Wales to provide me with the opportunity to consult the issues faced by the Premier Inn New Port Wales, this was a nice experience for me and will be a pleasure for me to work for you again in future. 
1
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I really surprise for good customer service in ur hotel special rayen in
reception.is a good helper and he assist me all time and provide @
good service.also Ms mahdi in restaurent is a good helper.all time
assist me special that i need specific food..and he try to hundel all
situation.

Coming back very soon because of this 2 staffs to enjoy the weekend
in ur hotel and be sure that i will advice allfriends to make garantines
or visit premier in.. More

Date of stay: February 2021
Trip type: Traveled solo
Ask Zouaghiol about Premier Inn
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See all 535 reviews
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