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This consultancy report was written for Premier Inn London, focusing on a specific operational problem of low guest satisfaction coral- to long wait times at reception during high peak times and being under-staffed. Premier Inn is a well-known budget hotel brand in the United Kingdom, but the London hospitality market is ultra-competitive. These issues identified in the statement of the problems statement can greatly affect the reputation of the hotel, the loyalty of the customers, and the efficient operation of the hotel, and should be handled as soon as possible (Lock and Reinhard, 2020).
The central problem that aggravates guests, and ultimately sours the stay experience, is the reception queue: long wait times. Peak hours worsen this issue, as there is not enough staff available to take orders, resulting in a lack of efficiency and lower service quality. Other reasons are failure to leverage technology, insufficient training of staff, and not being able to meet the growing demands of customers regarding contactless and environment-friendly services (Burnes, 2017).
Key Findings
The analysis found a few key insights about what causes the problem and the effects it has:
Staffing Challenges:
· During peaks of demand, insufficient workforce management means long lines and burned out employees.
· This again leads to an inefficiency in staffing as employee turnover rates are high.
Technological Gap:
· Lack of mobile check-in/out and self-service kiosks — which are considered mandatory by today guest — restrict operational efficiency.
Guest Expectations:
· Considering trends that the pandemic initiated, the demand for contactless services, fast check-ins, and personalized experiences is ever-increasing. Right now, Premier Inn is ill-equipped to meet such demands.
Environmental expectations:
· The absence, though, comes in terms of raising guest demand for sustainable practices that are now widely recognized by the hotel (a recognition that while the hotel is doing its best to reduce waste and incorporate energy-efficient solutions, none of them are integrated).
Competitive Pressures:
· In London, Premier Inn faces direct threat to market share from competitors providing more advanced digital solutions and better service experiences.
Analysis
An analysis was used through the application of established framework tools such as STEEPLED, SOAR and TOWS to compare the internal strengths and weaknesses of the hotel to the external opportunities and threats within its environment. 
Key insights include:
Strengths:
That said, Premier Inn has a solid platform to build on, with its well-placed, inexpensive hotels and strong brand loyalty.
Weaknesses:
Slow adoption of tech, undertrained staff, and no plan for sustainability system-entry makes for un-sustainable operations.
Opportunities:
Digitalize, improve your staff training, and implement green practices to capture new visitors and enhance guest experiences.
Threats:
With growing competition and rising expectations from guests, action needs to be taken now to stay ahead of the curve.
Recommendations
· Based on the strengths, weaknesses, opportunities and threats identified, the following actionable recommendations respond to the challenges and build on the hotel’s strengths and opportunities.
Adopt advanced technology:
· Offer mobile check-in/out, self-service kiosks, and a guest app to minimize queues and automate processes. Approximate price: Up to £30,000 investment.
Optimize staffing levels:
· Use data analytics to prepare a demand based-staffing model to optimize staffing during peak hours. Introduce cross-training programs for increased staff versatility. Training cost: approx £10,000.
Sustainability programs:
· Align with eco-friendly customer preferences by reducing the use of single-use plastic items, installing energy-efficient appliances, or encouraging towel reuse initiatives. Estimated cost: £10,000.
Expand revenue streams:
· Enhance rooms with up-market features and work with local tour operators to offer combo deals Estimated cost: £12,000.
Introduce a Loyalty Program:
· Create a customized rewards program with a variety of discounts and exclusive benefits for frequent visitors to enhance customer retention. Estimated cost: £7,000.
Implementation Plan
The report therefore suggests a stepwise implementation, underpinned by change management measures to ensure smooth implementation:
Communication: Regular updates and feedback channels for stakeholder engagement.
Training: Provide workers with the tools they need to use new systems and take on more work.
Track progress using Hill-KPIs, including ratings from guests, wait time for check-ins, occupancy level and employee engagement.
Action Plan: A structured action plan that specifies timelines, budgets, and outcomes for every initiative.
The report has shown that achieving the solutions types of challenges highlighted will transform the performance, guest experience and competitiveness of Premier Inn London through the input of strategic recommendations provided to address the challenges mentioned above. We balance the long-term gain from this with making the proposed modifications with the hotel income and size in mind.
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Introduction
The following report has been compiled to evaluate an operational problem faced by a specific Premier Inn hotel based in London, UK. This report aims to identify and analyze the issue at hand and to provide solutions strategically as a majority of my work is as a professional organizational consultant, emphasizing on over the horizon planning of these concepts, ensuring sustainable growth and, enhanced operational effectiveness using applied principles of organizational  behaviour. Its client, Premier Inn, which is famous for providing a great quality of accommodation for low price, contacted our consultancy to help them with a problem that is negatively influencing their overall performance. The recommendations in this report will be for whatever path the hotel is aiming for, and I want to make sure that implement of these changes should be smooth (Premier Inn, 2025).
Premier Inn is one of the UK top hotel chains,they provide similar low-budget hotel offers with a big focus on customer comfort. Located in the busy heart of one of the biggest cities in the world, the London branch is ideally positioned close to all major attractions and transport hubs, making it the first choice of both business and leisure travelers visiting the capital. This particular location has 200 rooms, serves a wide range of customer needs, and has been in operation for more than a decade. The hotel enjoys a great location and a strong brand, but in recent months has been struggling with operations, with guests complaining about long waits at the reception, and a lack of staff during peak hours. It serious needs to fix these issues to remain competitive in the London hospitality scene which is incredibly competitive (Premier Inn, 2025).
Introducing our own consultancy firm called NextStep Solutions which offers the hospitality industry will offer guidance on where to go next. Our team consists of hotel management consultancy professionals with years of experience who not only pinpoint specific core issues of concern, but also provide practical solutions to help hotels become more operationally sustainable from a long-term point of view. We assist clients in enabling shift their strategies according to evolving market dynamics, offer guests seamless experiences, and improve operational excellence. We work fair and square way which makes our solutions customized to fulfill the demands of our clients (Matzner, 2023).
This report will be employing a range of established theories and frameworks in order to explore the issues and make appropriate recommendations for Premier Inn. External environment factors such as social, technical, economic factors affecting hotel operations will be analyzed using the STEEPLED analysis method. Moreover, a SOAR analysis helps a hotel spot its strengths, opportunities, aspirations, and results, and therefore provide a balanced view of its current state. Finally, a TOWS matrix will be applied to the identified issues in order to translate them into strategic approaches, so as to make sure the process is as pragmatic and actionable as possible.
Building upon these frameworks, this report seeks to identify the issues, share recommendations based on evidence, and finally narrow down a clear pathway for implementation. In the end, this will allow Premier Inn to operate more efficiently, provide a better customer experience, and become a more formidable contender in London's hospitality market (O’Mahoney, 2021).
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Explore the Operations Challenges at Premier Inn London, Premier Inn London is presently struggling with numerous operations issues that are affecting its effective delivery of products and services and ong-term sustainable competitive advantage in the London hospitality market (Campbell, 2022). This part pinpoints the internal root cause of the problem and the reason why it is dragging the hotel down.
The Issue
The main issue is with the decreasing guest satisfaction level due to long waiting times at the reception during peak hours and lack of staff to serve the demand. The issue is causing bad online reviews, lower repeat bookings and increasing strain on the operational efficiency of the hotel (Das, Sarkar and Debroy, 2022).
Causes of the Issue
Inadequate staffing levels
At peak periods, the reception and front desk has been poorly staffed at Premier Inn. The burden disproportionately increases on weekends and holidays with erratic guest demand straining the perishable workforce and resources against the fixed staffing model (Eades, 2024).
Poor technology integration
The lack of self-service tech—mobile look-ins, automated kiosks, etc.—fuels reliance on staff for basic processes. That means longer wait times and less staff to get to know the guests (Grzegorzek, 2024).
Rising guest expectations
With the rapid advancement of technology and the evolution of industry standards, guests now expect faster and more efficient services. However, these expectations can no longer be met with the traditional front desk model of Premier Inn (Hossain, 2018).
Influence of trends visible after COVID-19
Lower contact and seamless service has evidently grown on the list of expectations of customers — more especially since the COVID-19 pandemic. Meanwhile, this change has yet to be reflected in the hotel’s current arrangement, which leads to more guest dissatisfaction for the safety and convenience-centric crowd (Indeed Editorial Team, 2023).
Limited staff training
The only possible solution is a good level staff, trained for high demand situations which are infrequent in nature, failing which you will end up with a drop in quality of service during peak times (Mishra, K Kishan and Veena Tewari Nandi, 2023).
Impacts on the Hotel
Decline in Guest Satisfaction
Online reviews and feedback clearly express guests frustrations with long wait times. It harms the property, because the hotel is less appealing for travelers who use reviews to make their booking decision (Rutherford et al., 2007).
Reduced repeat bookings
Customers who leave unhappy are very unlikely to ever come back, compromising their loyalty, and forcing reliance on gaining new customers – which is usually the more expensive option (Omnia, 2024).
Pressure on Staff
When there are not enough staff on board, employees end up taking on difficult tasks which lowers their morale and leads to increased turnover rates. The healer-staffing issues become draining, which in turn makes the whole Broken Mechanic redundant (Scott, 2010).
Operational inefficiencies
Premier Inn’s front desk relies on manual processes which are time-consuming and lead to loss of productivity. The involvement of so many elements leads to inefficiency and eventually results in the hotel missing out on peak demand and revenue opportunities (SiteMinder, 2020).
Loss of competitive edge
London competitors with modern technology and faster service to customer feelings are luring users away who place a premium on quickness. It leaves Premier Inn in a disadvantageous position in the fiercely competitive London hospitality market (Team, 2024).
Missed revenue opportunities
With a longer check-in time, there are angry guests which lead to less upselling opportunities — room upgrades, or something similar. Without a mechanism to record these incremental revenues, the hotel is unable to take full advantage of the economic value available (Zhou et al., 2023).
[bookmark: _Toc188738750]External Factors: STEEPLED Analysis
A STEEPLED analysis looks at the external influences of a business. This analysis from the perspective of social, technological, economic, environmental, political, legal, ethical and demographic factors affecting performance and competitiveness of Premier Inn London in the Hospitality market (Eades, 2024).
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Figure 1 STEEPLE Analysis (Grzegorzek, 2024)
Social Factors
Customer expectations and behavior in hospitality are heavily influenced by social trends. The trend of tourists researching about eco-friendly tourism also reflects in its from the growing choice of sustainable tourism and eco-accommodation spots in London. Sustainable Practices: Guests have begun to demand hotels that practice green initiatives like energy efficiency and minimizing waste (Grzegorzek, 2024). Finally, the culturally-sensitive services have grown due to the global nature of London and the tourists visiting it. As such, Premier Inn must cater its internal services to offer more eco-friendly alternatives, as well as culturally appropriate responses to meet these same expectations (Premier Inn, 2023).
Technological Factors
Innovations in technology assist in improving customer and operational experience. Multiple rival hotels in London already have implemented self-service check-ins, electronic key and smartphone apps for smoother running (Hossain, 2018). Premier Inn such human overheads can be minimised, by investing in similar technologies, which not only reduce waiting times at the reception but also ensure optimum customer satisfaction. Additionally using data analytics in understanding the customer preference and in the improvement of custom-made services will provide an upper hand in the competition (Rahman, 2022).
Economic Factors
The hotel sector is deeply influenced by economic state. As one of the most popular destinations in the world, London welcomes frugal tourists but high-spenders too (Hillier, 2016). Brexit and inflationary pressures cause variances in exchange rates, which may impact on international economic travellers' ability to find accommodation. In addition, the rise in the operating costs which includes increased wage rates and power costs has created difficulty in achieving profitability. Electronic Trickery Printable Halfmask Premier Inn has to balance the aggressive competition with the financial queries it is facing (Matzner, 2023).
Environmental Factors
The hospitality industry is a sector that is increasingly making sustainability a priority. Reflecting increased awareness about climate change and government regulations that promote sustainable practices, London hotels come under more pressure to go green. Premier Inn can make reductions in single-use plastics, improve energy efficiency via LED lights, smart thermostats, and efficient appliances, and engage in carbon offset programs to satisfy environmental demands and appeal to eco-travelers (Deloitte, 2023).
Political Factors
Political stability is typically a positive thing when it comes to the hospitality industry for the UK. But unclear post-Brexit policies, especially in terms of travel and working arrangements, could affect how hotels operate (Insight Hospitality, 2023). The need for EU workers has made hiring difficult, as immigration policies have changed and a new visa category will affect jobs that typically were filled by workers from abroad. So, Premier Inn needs to invest in local recruitment and training initiatives to plug potential labour gaps (Gupta et al., 2023).
Legal Factors
Fire regulations, health and safety regulations, hygiene and cleanliness standards, as well as accessibility for disabled visitors are some of the strict laws that govern businesses and hotels in London. Additionally, there is a need for guests to be protected and to comply with the GDPR (General Data Protection Regulation). These laws must always be adhered to and ignoring them can cause penalties on Premier Inn as the brand's reputation can be lost and thus having a detrimental impact on the company's ability to operate successfully (Rankl and Tyler-Todd, 2024).
Ethical Factors
Customers are showing a greater preference for ethical practices, including how companies treat their employees and where they source their materials. People are more likely to support a hotel that practices ethical labor, pays fair wages, and embraces diversity and inclusivity. To build trust and promote brand loyalty, Premier Inn must ensure that its operational policies are aligned with these values (Muslim and Pelu, 2023).
Demographic Factors
The urban diversity of London with regard to its population offers potential and complications. It brings people of all nationalities, ages and cultures (Statista, 2022). This calls for Premier Inn to offer multifarious services, hire multilingual staff members and offer various culturally needs keeping amenities. The growing number of millennial and Gen Z travelers looking for low-cost yet high-quality experiences also provides an opportunity to bring on new customer segments (Premier Inn, 2023a).
The STEEPLED analysis depicts many environmental factors that affect Premier Inn with the London region. Tackling these inital roles, will enable the hotel to adjust to changing market conditions, increase customer satisfaction, and strengthen its competitive standing in the hotel industry. These will require investment in technology, sustainability, and culturally-competent services, while navigating political and economic hurdles.
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Premier Inn London the SOAR analysis emphasizes on identifying key elements of strengths, opportunities, aspirations and results to generate deliverable strategies with which to improve. This framework allows the hotel to focus on the good things but most importantly relates what areas need to be concentrated on that will have lasting fruit in the future (Zarestky and Cole, 2017).
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Figure 2 SOAR (Zarestky and Cole, 2017)


Strengths
· The company has a number of key strengths which helps Premier Inn London positioning itself as one of the leading hospitality players in the hospitality industry (Team, 2023).
· Attractive Proximity: Due to its central location in London, the hotel has excellent accessibility and availability to the nearby tourist attractions, business locations and transport infrastructure, which makes it attractive to both leisure and business travelers.
· Value for money: Low prices are Premier Inn сoupons, so their prices are always quite low but at the same time do not suffer from the quality of service, due to this fact Premier Inn attracts a great number of customers oriented to their family trips, and single travelers.
· Brand Recognition and Loyalty- Premier Inn has been able to keep customers loyal and maintain a strong level of trust towards their brand because of being a part of one. Most of the guests who opted for it are aware of the service standards of the brand hence they chose one hotel over another.
· Operational efficiency: The Hotel has defined operational processes where things are effectively executed giving smooth check-ins, clean rooms & rooms serviced on time and hence results in consistent guest satisfaction
· Cleanliness and Comfort: The post-pandemic era led to a rise in hygiene standards, and so Premier Inn providing clean and comfortable rooms matches perfectly with the guests' expectations.
Opportunities
Also, there are some chances for Premier Inn London to excel and reach more territories (Kollewe, 2023):
· Adopting Technology: Advanced technology like mobile check-ins, smart room control, and customized guest apps can simplify operations and improve the guest experience (Zaluski, 2023).
· Sustainable Initiatives: I see that there is a growing demand behind sustainability, and so the hotel can do its part by being more environmentally friendly by reducing energy conservation, waste reduction and switch into sustainable materials for the interest of the guests.
· Multiple Revenue Avenues: Adding co-working spaces, local tours, a restaurant, or a bar can generate more revenue and attract different customer pieces;
· Lastly, they can invest in staff training programs through which they can improve the quality of service and equip the staff to tackle various customer needs.
· Collaborations with local attractions, restaurants, and event organizers can lead to bundled packages that not only elevate the overall experience for guests but also promote the hotel through the associated offerings.
Application: 
Premier Inn London intends to follow its vision to continue leading the low-budget dormitory market in discovering new opportunities. These aspirations include:
· Improving guest satisfaction: The hotel wants to innovate and implement guest experiences to meet expectations, be more personalized, and of high comfort and hygiene in providing a level of service in the speed of service sector (Premier Inn, 2025a).
· Establishing Sustainability as an Industry Standard: By implementing green practices, Premier Inn hopes to set an industry example for sustainable hospitality — meeting the expectations of next-gen travelers who are energized by environmentally-friendly practices.
· Gaining New Customers: Premier Inn will continue to target new audiences including millennials and international travel, as well as expand its existing customer reach with new focused marketing campaigns and diversified offer propositions.
· Reinforcing Staff Engagement: The importance of staff satisfaction and development cannot be overstated – more engaged employees lead to higher quality guest services and improved operation efficiency (Premier Inn, 2025a).
Results
If we succeed at all of the above aspirations for what the future of this network could be, and how we might respond to those opportunities, then we expect to come up with some kind of measurable impact, including (Premier Inn, 2025d):
· Higher revenue & occupancy rates: leverage on its strengths and opportunities will result in higher occupancy rates and revenue for Premier Inn (O’Neill, 2025).
· Even better guest ratings: rating points increase and customers complain less.
· Improved Efficiency in Operations: Onboarding technology and training employees will reduce inefficiencies, cut short the waiting times, and provide superior service as well.
· Market Differentiation Yes: Sustainability initiatives and unique products will help strengthen the brand position of Premier Inn, making it stand out from competitors in the saturated city space in London (Selminaz Adıgüzel, 2020).
Findings from the SOAR indicate significant opportunity for Premier Inn London in this area, but also ample foundational assets on which to build. With the strategy of leveraging strengths and addressing weaknesses and a focus on guest satisfaction and sustainability, the hotel can achieve sustained growth and success.
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A TOWS analysis turns the challenges into actionable strategies (Lucidity, 2020):
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Figure 3 TOWS Analysis (Lucidity, 2020)


Strengths-Opportunities (SO):
· Leverage the hotel’s established brand reputation to launch new initiatives like mobile check-ins and fast-track services (University of Hertfordshire, 2022).
· Utilize its strategic location to appeal to business guests who require fast check-in features (Premier Inn, 2025c).
Strengths-Threats (ST):
· Justifying spend on employee training and technology investments (e.g., modern check-in technology) by high occupancy rates and reducing the reputational risk from negative reviews (simon , 2021).
· Draw attention to the hotel’s history in marketing efforts to resist rise of competitors.
Weaknesses-Opportunities(W-O)
· Implement Affordable Solutions — Self-service kiosks can lead to a significant decrease in input work and help counter staffing shortages by reducing the load on reception staff (Indeed, 2023).
· Replace an archaic check-in system with an integrated mobile app to simplify processes
Weaknesses-Threats (WT):
· Having a contingency plan for staffing shortages is also necessary - cross-train employees to handle multiple roles during peak hours (OXFORD COLLEGE OF MARKETING, 2018).
· Use new technology and treat the consequences (legal risk, reputational risk) if this consequences is provided for and allowed by the GDPR and other legislation at the same time.
The TOWS analysis shows that weaknesses can be turned into opportunities by strategic investments in technology and training to counteract potential threats.
The analysis indicates that the biggest challenge for Premier Inn is to improve operational efficiency during peak hours, which is mainly caused by inadequate number of staff and antiquated technology. Current improvements here settle directly on client fulfillment and the hotel soon they stay. Thus, Premier Inn could use the TOWS analysis to identify strategic solutions that can be addressed to improve the hotels operations and experiences by leveraging its strengths and maximizing opportunities whilst addressing external factors that may hinder the hotels plans to become a leading budget-friendly hotel in London.
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Detailed Recommendations
To tackle the existing issues, the recommendations below derive from aspects of Premier Inn London’s current challenges and opportunities identified during analysis (Giousmpasoglou and Hua, 2020).
Enhance front desk operations
· Suggestion: An app or a kiosk to check in or out of the hotel using a mobile phone (Giousmpasoglou and Hua, 2020).
· Reason: This action will help a lot in reducing the wait time at reception during relatively busy hours, thereby leading to higher customer satisfaction and also higher operational efficiency.
· Implementation: Add these features to the hotel’s app, or develop a new app for the hotel. You also need to consider training staff to help guests who are less familiar with the technology as you transition.
Optimize staffing levels
· Suggestion: Use data analytics to develop a staffing model in which staffing levels reflect the expected demand: ideally, with enough analytics and structure to predict peak days by the hour, and schedule staffing accordingly (Yinusa and Faezipour, 2023).
· Reason: Hiring enough staff during busy season will ensure that customers receive the best service possible and mitigate the stress level of employees.
· Cyclic shift scheduling: You can use historical data to better predict demand patterns, and adjust shifts accordingly. Cross-train staff to cover multiple roles during busy periods.
Adopt sustainable practices
· Suggestion: Do less single use plastic, more energy efficient equipment, and towel reuse initiatives (Premier Inn, 2022).
· Justification: This will cater to the supply-demand gap for sustainable housing while also lowering running costs in the long term.
· Actions: Take a sustainability audit to learn how you can improve, team up with suppliers operating sustainably.
Expand revenue streams
· Advice: Add value for premium room upgrades, coworking spaces, local tours.
· Rationale: Offering different types of products will help reach a wider audience and maximize revenue (Kotler, 2016).
· Execution: Tie in Tour Operators and earth bundled offers Enhance certain accommodation types with high-end amenities and take them to business travelers.
Improve guest engagement
· Tip: Start a customized loyalty program that gives discounts and additional benefits to guests who come back (Koo, Yu and Han, 2020).
· Rationale: This will help to develop customer retention for the long run while fostering repeat bookings.
· Implementation: Offer rewards and promotions based on guest data E-mail campaigns, inapp noticfication — and so on.
Premier Inn London should consider the suggestions within this essay to overcome its existing challenges, improve guest experience, and solidify its market position. These adjustments will strengthen their operational efficiencies, boost revenue, and keep operations profitable and sustainable in an increasingly competitive hospitality landscape (Premier Inn, 2024).
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Change management is the biggest factor behind the popular recommendation from Premier Inn London. Such plans are typically designed as a way to make sure that the transition occurs smoothly, that there is as little resistance as possible, and that stakeholders are engaged during the transition process (McCarthy and Eastman, 2021).
Communication and the engagement of stakeholders
Strategy: Create a full communication strategy to communicate with all stakeholders, including employees, management, and third parties (Morgan, 2024).
Implementation:
· Schedule frequent meetings that outline what is happening and how those changes will help the company move forward (Kotter, 1979).
· Be communicative and transparent via emails, team briefs, and an internal communication platform.
· Implement a feedback mechanism — for example, anonymous surveys or suggestion boxes — to respond to employee concerns and receives input.
· The result: Reduced resistance and greater buy-in from employees due to better understanding and alignment at all levels.
Employee Training and Support
Strategy: Provide customized training programs to prepare staff for the updated processes and technologies.
Implementation:
· Take staff through hands-on workshops and online training modules to introduce them to the mobile check-in system, demand-driven staffing tools and sustainability projects.
· To facilitate this process, you can appoint mentors or change champions from within the team who can guide and support employees through the transition.
· Coach on the job to reinforce new skills
· Result: Boosted employee confidence level which resulted in a smoother adoption and better delivery of service.
Phased Implementation
Strategy: Introduce changes in incremental phases to reduce disruption to day-to-day operations and to also accommodate necessary tweaks based on initial feedback.
Implementation:
· Consider piloting mobile check-ins, sustainability initiatives, or other aspects in a small part of the hotel.
· Evaluate how the performance is done, which challenges you are facing, and slowly expand the implementation.
· Assess using KPIs and set milestones to benchmark progress
· Effect: Reduced operational risks with a steady growth through controlled and flexible implementation.
Incentives and Recognition
Strategy: Provide recognition and rewards for great performance in managing change.
Implementation:
· Consider bonuses, gift cards, or days off for employees who do well with the new systems.
· So celebrate milestones and success with team events or public recognition (Katsoni, 2023).
· Effects: Higher employee enthusiasm, involvement, and change acceptance.
Ongoing monitoring and feedback
Strategy: Have a mechanism to track progress, measure outcomes and adjust as needed.
Implementation:
· Gather data related to guest satisfaction, employees, and operations.
· Conduct regular review meetings to discuss performance and improvement areas.
· Change strategies depending on real-time feedback by employees and guests as well.
· Outcome: Ongoing progress and durability of the changes made.
The change management approaches outlined above make certain Premier Inn London can apply the recommended changes both efficiently and effectively. Through collaboration, training, and communication, the hotel can reach its goals with minimal disruption to either party while laying the groundwork for future success.
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A solid plan for measuring success is critical to communicate how these recommendations will be used. The plan consists of Key Performance Indicators (KPIs) as well as regular reviews and feedback tools to measure the effect of the changes and inform continuous improvement (CIPD, 2024).
Key Performance Indicators (KPIs)
Success of the strategies implemented will be measured using the following KPIs:
Guest satisfaction ratings
· Key Metric: Average Guest Reviews (Accor Trip advisor, Google reviews and internal feedback surveys).
· Target: Improve positive reviews about check-ins, staff behavior, and service quality by 10% in 6 months.
Average Check-In Time
· Key Metric: How long it takes to complete check-in per guest.
· Target: make 30% of average timelyicecheckin-mat check-ins via mobile and shorten the front desk procedure.
Occupancy Rate
· Key Metric: Percentage of rooms occupied per day
· Goal: Improve guest experiences and launch marketing programs to raise average occupancy rate by at least 5% over the first 6 months.
 Employee engagement & retention
· Key Metric: Employee Satisfaction Surveys & Staff Turnover
· Target: Within 1 year, increase employee engagement scores by 15% and reduce staff turnover by 10%.
 Revenue per available room
· Key Metric: Total revenue earned on a per available room basis
· Target: RevPAR growth of +8% via upselling products and offers + Targeted elastic marketing strategies
Energy Efficiency
· Metric: Decreased amount of energy utilized and minimized waste generated.
· Goal: Reduce power consumption by 10% and standard plastics used by 20% in the next 12 months.

Regular Reviews
Monthly progress reports
Success and deficiencies against KPIs will be highlighted on a monthly basis by managers.
Quarterly Reviews
Every three months undertake in-depth reviews with management and staff on progress, and issues, making adaptations as needed.
Customer Feedback
Utilize online surveys, in-app reviews, and direct communications to gauge guest satisfaction and discover opportunities for further improvements.
Employee Feedback
Conduct regular meetings to get feedback from staff on whether the changes made were effective and whether they were easy for staff to implement.
A success measurement plan like this oneenables Premier Inn London to monitor the effectiveness of its initiatives, identify opportunities for data-driven decision-making, and optimize its operations for long-term success (Hill and Alexander, 2017)."
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Cost control is critical in ensuring that the recommendation proposed can be considered effective at Premier Inn London. The cost consideration below illustrates the expected costs to implement the suggested solutions with a balance of hotel income to scale. All costs are based on market trends and adjusted to correspond to the magnitude and wealth of the hotel (Whitla, Walters and Davies, 2007).
Mobile check-in and a technology-integrated experience
· Cost paradigm: £30,000 (permanent fee for app, software integration, and self-service kiosks)
· Regular Cost: £5,000 per year (maintenance, updates and IT support).
· Investing rational: This will help reduce front desk stress, increase guest satisfaction and work efficiency. The initial investment itself is relatively small for a hotel of Premier Inn's size, with multiple incoming revenue streams allowing for such a move.
Staff Training Programs
· Cost: £10,000 (one-time cost for workshops, online training modules, and materials)
· Logical: Thorough training will improve employee performance and service quality. The hotel will also benefit in the long term financially, as high performance results in considerable savings and also reductions in employee turnover, by providing staff with new skills.
Sustainability initiatives
Estimated Cost:
· £5,000 for the green household upgrade (led lighting, smart thermostats).
· £3,000 to help reduce waste (materials for reuse, recycle bins)
Justification: To meet consumer demand for sustainable practices, these capital expenditures will reduce long-term operating expenses.
Marketing and loyalty program
· Projected Price: £7 thousand (single charge includes all the advertising campaigns, all of its loyalty program and also promotional resources).
· Ongoing Cost: £2k p.a (maintenance + targeted marketing)
· Why it matters: A tailored loyalty program and personalized campaigns will drive repeat guests and occupancy.
Value-Added Services
· Cost: £12000 (adding luxury in few rooms and connects with local tour operators).
· Rationale: The more attractions you have the better the guest experience, the more boutique and special the guest experience, the better the demographics, and the better the specific revenue stream.
Total Cost Estimate
· First Step Cost: £67,000 (includes tech, training, sustainability, marketing and services).
· Ongoing Annual Expenses: £9,000–£12,000 (for maintenance, green materials, and marketing)
· Estimated Return on Investment: Revenue from > 20% greater occupancy, as well as improved guest retention and operational efficiency allows the hotel to recoup these costs in 18–24 months.
The costs in question are manageable within Premier Inn London’s earnings potential and size. These investments are targeted to provide long-term returns, drive operational efficiency and increase revenue. These investments are well aligned with sustainable and guest-centric practices and should result in sizeable financial and reputational returns for the hotel.

	Number
	Problem
	Solution
	Desired Outcome
	Timeline
	Completion Date
	Planned Budget

	1
	Extended wait periods at the front desk

	Put in place self-service kiosks and a mobile check-in/check-out system.

	Reduce the typical check-in time by thirty percent to increase visitor satisfaction.

	4 months
	June 2025
	£30,000

	2
	Not enough employees at busy times

	Train employees for cross-functional jobs and implement a demand-driven staffing approach.

	Boost productivity and lessen employee stress during peak hours

	3 months
	May 2025
	£10,000

	3
	Absence of environmentally beneficial methods

	Reduce the usage of single-use plastics, implement recycling initiatives, and install energy-efficient appliances.

	Reach sustainability targets and draw in eco-aware visitors

	6 months
	August 2025
	£10,000

	4
	Low retention of guests

	Create a customized loyalty program with exclusive benefits and incentives.

	Boost client loyalty and repeat business by 15%.

	2 months
	April 2025
	£7,000

	5
	Restricted sources of income

	Upgrade a few rooms and collaborate with regional tour companies.

	Diversify your sources of income and draw in high-end visitors.

	5 months
	July 2025
	£12,000



This action plan gives a clear path to resolve essential problems at Premier Inn London. It helps achieve this through initiatives with defined timelines, budgets and outcomes to maximize operational efficiency, guest satisfaction and revenue and ensure the long-term success of the hotel. 

[bookmark: _Toc188738757]Conclusion
This report identifies key issues facing Premier Inn London and gives practical and logical recommendations to tackle these issues head-on. The analysis showed the main issues with the hotel are long waits at the reception, understaffed during peak times, low implementation of sustainability efforts, and unutilized room to increase guest retention and additional revenue sources.
These recommendations in this report reflect the goal of the hotel to make it a success in the long run. Tips included mobile check-in and self-service kiosks to cut reception wait times, demand-driven staffing model to optimize humanity allocation, and training staff in the presence of the customer to enhance the delivery of services. Moreover, implementation of sustainability programs like energy-efficient appliances, waste management programs, less single-use plastic need to be adopted which will help the hotel to emerge as an environment-friendly brand.
To solve the guest retention problem, a customized loyalty program will promote repeat bookings and enhance brand loyalty. Moreover, the launch of premium facilities in selected rooms alongside partnerships with local tour operators will help generate multiple revenue streams while targeting high-spending guests.
The recommendations are accompanied by associated action plans, timelines and budget estimates to allow for an easy and measurable execution. Key performance indicators, including guest satisfaction ratings, occupancy rates, employee engagement scores, and revenue growth, will be used to track success. Frequent reviews and feedback loops will help reinforce improvement and adjust to market changes.
NextStep Solutions would like to express our sincere gratitude to Premier Inn London for commissioning this project with us. Working alongside such an esteemed brand in the hospitality space has been a true honor. We thank you for our opportunity to be a part of the continued success and growth of the hotel. Overall, the data provided during this consultancy project demonstrates Premier Inn's dedication to improving its service and remaining competitive in the ever-changing London market.
We are confident that the strategies proposed above will assist Premier Inn in achieving its aims, improving customer experiences and maintaining its position as the market leader in affordable segment accommodation. We will look forward to assisting the hotel on its next steps and wish the team success in delivering these recommendations.
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