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[bookmark: _Toc1203505666]Abstract.
The study explores the relationship between hotel’s interior design, aesthetics and facilities and guest satisfaction at the Premier Inn Newport Hotel. The findings revealed that these elements play a critical role in achieving success and delivering an outstanding experience to the visitors. In some cases, they may differentiate the service quality and brand image in a local area with many competitors. The literature highlighted the great emphasis on establishment’s appearance and its popularity among current hospitality trends.
By appealing to their senses through distinctive design and amenities, the guests will associate the feelings resulted with the venue and afterwards, a review may be left on public websites. The researcher used a case study strategy along with the netnography method through which reviews of customers from the TripAdvisor website have been collected and analysed. According to these reviews, positive and negative customer feedback on the hotel's aesthetics, interior design, and decoration was identified to demonstrate these elements’ role in Premier Inn’s performance. Also, the researcher used his own observations and perspectives in the context of the ten-week placement at the hotel with the purpose of topic exploration and extensive learning.
Finally, some recommendations on interior design and facilities for Premier Inn Newport Hotel were outlined, which would contribute to enhanced guest satisfaction and engagement in the future.

Keywords: Interior design, aesthetics, facilities, visual appearance, guest satisfaction, Premier Inn Newport Hotel



[bookmark: _Toc394357905]1. Introduction
[bookmark: _Toc1829463871]1.1 Background of the research project
According to Alfakhri et al. (2018), much like the labelling of a product, design, and art allow for the strategic positioning of a hotel making it a part of a company's marketing activity. As per a certain survey, about 80% of respondents claimed that a well-designed room stands as the most significant factor in people’s hotel stay (Tanic, 2023). This made establishments emphasise the advancement of boutique-style venues with "architectural spaces" and "room-by-room distinctiveness", and allocate a design budget for public areas, and guest rooms (Hussein, Hapsari, and Yulianti, 2018). 

[bookmark: _Toc2020015446]1.2 Overview of the case study hotel
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Figure 1: Premier Inn logo
(Source: Whitbread, 2024)

Premier Inn, owned by Whitbread PLC, is a British Hotel chain with more than 800 hotels in the UK, Germany, and Ireland, operated with the help of over 39,000 employees (Whitbread, 2024a). This study will be focused on their hotel in Newport based on which the effect of the hotel's design, aesthetics, and facilities on customer satisfaction will be analysed.

[bookmark: _Toc1172243649]1.3 Aim, objectives, and research questions
[bookmark: _Toc2067163040]1.3.1 Aim
The aim of the project is to investigate the role of hotel’s design, aesthetics, and facilities in achieving guest satisfaction with an emphasis on Premier Inn Newport Hotel.
[bookmark: _Toc1156578377]1.3.2 Objectives
· To pinpoint two advantages of interior design in enhancing guest satisfaction throughout their stay.
· To suggest three room design enhancements aimed at improving the guest experience at Premier Inn Newport hotel.
· To propose three new guest room facilities for potential addition to Premier Inn Newport hotel
[bookmark: _Toc162248981]1.3.3 Research Questions
· What are the benefits of interior decoration on guest satisfaction throughout their entire stay?
· How can the room design of Premier Inn’s Newport hotel branch be improved for enhanced guest experience?
· What new facilities can be added to the guest rooms of Premier Inn Newport hotel?



[bookmark: _Toc944750798]2. Literature review
[bookmark: _Toc675853708]2.1 Role of hotel’s visual appearance on guest perception and satisfaction in hotels
Shantha (2018) defined "the experience design" as a strategy aimed to establish an emotional bond with visitors through meticulous preparation of intangible (e.g. ambience, customer service, hospitality) and tangible (e.g. facilities, accommodation) service elements. This affects the demand for hotels, as travellers prioritise psychological aspects to enhance relaxation during their holidays. (Wang et al., 2020). 
Goswami (2023) commented that a well-designed room can allow for the creation of a welcoming atmosphere enhance the mood and evoke emotions, setting the tone for relaxation and making guests feel happier during their stay, increasing brand image and reputation. However, it is advised that when considering interior decoration, to achieve a balance between operational functionality and physical environmental elements; factors that can be considered include lighting, furniture selection, acoustics, and even temperature control.
[image: ]
Figure 2: Perception theory
(Source: Created by the author)

According to O’Callaghan (2012) perception is defined as a cognitive process through which an individual interprets and arranges sensory information to understand their surroundings.
Sadhale and Sathe (2021) noted that the perception theory can be applied to a lodging's inner appearance to highlight the humanisation of the establishment, meet the guests’ preferences and requirements, and gain their approval. People perceive enclosed areas through three dimensions: visual perception, space-time perception, and logical perception. 
Regarding the first dimension, designers use elements such as visual modelling to cause visual stimulation to customers creating a feeling of comfort and relaxation (Chang and Lin, 2022). In addition, with regards to space-time perception, it is seen that changes in colour and light alter the perceived dimension of space without any physical changes in the structure; for example, lighter colour typically makes space appear larger, more spacious, and airy (Souza, 2023). Yu, Bai, and Wu (2018) highlighted that logical thinking develops during the consolidated phase, which represents the most profound stage of spatial emotional experience. 
Thus, the inner design of hotels, the variety of materials and innovative technologies provide support in guiding customers to reflect and on the space, spiritual, and cultural context (Jaglarz, 2023). Thus, by smartly configuring spaces, colours, lighting, features, and facilities, hotels can add function, navigation, and mood, which results in good impressions on the customers and leads to repeat business.
 
[bookmark: _Toc172224346]2.2 Room design for enhanced guest experience 
Aligned with the perception theory, there is a need to stimulate all three human perceptions to provide the highest levels of guest satisfaction. Using delusion to enrich indoor visual perception, the hotel can pay attention to their guest bedrooms' ceilings (Yu, Bai, and Wu, 2018). Art inspiration from different times can inspire and lead to fostering diverse designs, combining light effects at night, creating a romantic and mysterious atmosphere for guests (McKinney and Di Benedetto, 2023). Apart from this, the reflection and refraction of light from the ceiling can be guided through a few glass mirrors or similar but safer materials to make the place even more abstract (Siamionava, Slevitch and Tomas, 2018). This could make the space even more fascinating and interesting. 
Al Fahmawee and Jawabreh (2022) highlighted several ways to improve hotel interior space-time perception; venues could make use of certain materials on room walls to enhance guest satisfaction. For example, the establishment can use materials such as firebricks, baked brickor pebbles as decorative materials. This would add old elements affecting the nostalgia and aesthetic pleasing of people who seek excellence. Furthermore, considering logical perception, the use of technology would be paramount in providing a personalised experience to guests. For example, it could be advised that hotels include indirect lighting devices to make light voice controllable in the rooms to make sleeping more suitable as per the needs of each guest (Tyagi and Patvekar, 2019). 

[bookmark: _Toc1583712521]2.3 Trends in hotel design and facilities
According to Gavilan and Al-shboul (2023), sustainable interior designing is described as interior decoration in which every system as well as sources are typically designed keeping in mind the need to mitigate the adverse impact on the users and the environment while maximising positive effects on economic, environmental, and social systems (Vogelezang, 2023). Sustainable facilities can include water-saving fixtures, energy-efficient appliances, and smart recycling bins to demonstrate commitment to consumers towards sustainability. It is extremely important to select materials that do not adversely affect human health (Gupta, Dash, and Mishra, 2019).
Cheng et al. (2016) stated that there has been an increase in storytelling and narrative identities through interior designing to appeal to guests. The establishment use digital art displays that can be customised as per the mood and preference of customers. For example, these display banners could highlight cultural writings or heritage folklore to bring guests closer to the local cultures. Furthermore, the integration of multimedia entertainment systems would be beneficial as well (Shantha, 2018). It may include providing each room with smart TVs with high definition, streaming services, and quality sound systems for guests to watch at their convenience for the duration of their stay (Yang et al., 2021).

[bookmark: _Toc1781796740]2.4 Literature gap
The subject matter covered in the literature entails the effects of interior design and facilities on hotel guests' satisfaction levels, thus revealing the role played by visual perception, space-time perception, and logical perception. Nonetheless, the literature gap might be considered as the absence of studies that thoroughly address the possible issues or limits of the budget hotel chains as they employ the design and amenities while ensuring cost-efficiency and operational proficiency. This can prove critical, especially when verifying the practicality of the suggestions made.

 
[bookmark: _Toc322211093]3. Methodology section
[bookmark: _Toc1945707202]3.1 Research philosophy
Saliya (2023) stated that the research philosophy or paradigm is the source of techniques, values and beliefs, which helped to guide and direct the overall actions of the research process. Research philosophy represents a crucial element of methodological selection, as it impacts the philosophical orientation of the researcher, and dictates the entire research process and result outcome. Mainly two types of philosophies could be used in the present research including positivism and interpretivism among which positivism aims to evaluate, predict, or explore the hypothesis or other test theories (Alharahsheh, 2020). Contrarily, interpretivism understands social reality and evaluates human behaviour towards a particular social problem. 
The purpose of this paper is to assess the impact of hotel interior designs and aesthetics on consumer behaviour depending on the case of Premier Inn Newport. Considering this, the interpretivism philosophy used by the researcher helped to interpret the societal information related to the subject matter effectively.

[bookmark: _Toc935344883]3.2 Research Strategy and Method
Research strategy is a systematic plan of action based on which the research could develop key decisions and activities regarding the data collection process for achieving the research goal (Johannesson and Perjons, 2018). Mainly, it comprised two methods, the case study and the netnography.
According to Thomas (2021), the case study explores at a deeper level a particular topic, person or group, organisation or event to gain comprehensive insights into its characteristics in a given context. Schoch (2020) highlighted that this method provides an extensive understanding of the chosen subject, and further, enables applications or solutions designing in other settings. Therefore, the case study is considered a qualitative approach, involving a high degree of subjective input. This may be considered the main limitation of the method since it fosters potential for misinterpretation, limited generalisability and difficulties in quantification.
Netnography stands as a recent research method that uses digital data such as reviews, online feedback, media comments to analyse individuals’ insights on a specific topic (Padricelli, Punziano, and Saracino, 2021). Since social network have become a valuable marketing tool, netnography can be applied to examine people’s opinions and preferences and use these findings to improve a service, for example or design future innovations. Unlike case study, netnography is a retrospective technique, and relies on evaluating the past to implement improvements in the present and future. Thus, the most significant events or milestones can be tracked and explore its marked key decisions and actions to encourage smart planning (Rynarzewska and Giunipero, 2024).

[bookmark: _Toc80563084]3.4 Data collection 
Furthermore, the data collection process considers the technique of collecting authentic and credible information for the study (Wallwey and Kajfez, 2023). The researcher concentrated on the impact of interior design and aesthetics on the consumer behaviour of Premier Inn Newport Hotel. Thus, the guest comments, reviews, and opinions on the hotel and its service are considered credible data. For research purposes, review websites such as TripAdvisor were used with the provided feedback as the key source of data related to the present interior design, and aesthetics of the hotel alongside needed improvements and suggestions. 
However, it is important to consider the subjectivity of the data as each customer has their own set of expectations and experiences. The most relevant highlights are those that tend to be repeated, underlining a continuous issue or a strength of the venue.

[bookmark: _Toc2063704330]4. Case Study Discussion
[bookmark: _Toc235730840]4.1 Hotel Overview
The case study focuses on Premier Inn Newport Hotel located in the Coldra, Chepstow Road near Newport and South Wales. Due to easy access to the Newport City Centre and Cardiff Millennium Stadium, the hotel could be a great choice for travellers (Premier Inn, 2024). Additionally, other famous points and visiting sites in the Coldra region could be accessed by customers, which brings a specific geographic advantage to the venue.
Unlike other hotels that offer food service in the same building, the Premier Inn guests are welcome to serve their meals at the Beefeater Restaurant, which operates under the same company, Whitbread. Since the restaurant is not exclusive to the hotel’s visitors, the organisation increases its profit and popularity.

[image: ]
Figure 3: Premier Inn Newport Hotel
(TripAdvisor, 2024)
[image: ]
Figure 4: Geographic location of the hotel
(Source: Google Maps, 2024)

According to the report from Premier Inn (2024), the hotel provides exceptional guest benefits in terms of high-quality rooms and effective facilities at an affordable price. Its accommodation starts at 35 GBP per night onwards for both business and leisure customers. This strategy could ensure high customer engagement, placing Premier Inn among the UK's best hospitality establishments.
Sweney (2023) stated that in terms of revenue, Whitbread, the owner company of Premier Inn Newport highlighted their 50% growth, estimating 2.5 billion GBP in 2023. Therefore, future business expansion and growth of the hotel could be possible.

[bookmark: _Toc1244984918]4.1.1 SWOT Analysis

Puyt, Lie and Wilderom (2023) characterised the SWOT Analysis as a systematic planning tool applied to a business organisation or project to determine its Strength, Weaknesses, Opportunities and Threats to evaluate which components participate to its success or failure. Further, the obtained data could be used to improve the enterprise’s performance or diminish its threats’ influence. The overall purpose targets strategic decision-making, market research or future planning.
The SWOT Analysis for Premier Inn Newport Hotel identified the following data:

	Strengths
	· Convenient location
· Budget friendly accommodation
· High-quality lodging
· Consistent service
· Local cuisine

	Weaknesses
	· Standardisation
· Frequent facilities-related issues

	Opportunities
	· Digital innovation
· Enhanced online presence
· Sustainability initiatives

	Threats
	· Multiple competitors



 SWOT Analysis Table
(Source: Created by author)

The location of Premier Inn Newport represents a great advantage in attracting travellers since it is close to the M4, and several popular places such as ICC Wales, the city of Cardiff, and local tourist attractions. Ren et al. (2018) found that customers’ satisfaction mediates between their experiences and behavioural intentions. Thus, although the accommodation prices are relatively low (starting at £35/night), and poor quality could be inferred, the facilities have been described as satisfactory by many guests (TripAdvisor, 2024a), being a convenient option for any budget. Since the Premier Inn brand is known for its consistent service (Chathoth, 2016) guests can easily tailor their expectations. Also, Beefeater Restaurant is a popular British restaurant that offers great local cuisine options and could provide an exceptional dining experience, especially for foreigners who are not familiar with local culture. 
However, the standardisation of Premier Inn may be viewed as a lack of character by some travellers. This may not necessarily be a negative trait, but it could make some tourists avoid it and look for more authentic, local establishments. Also, since it is a low-budget enterprise, certain staff availability is limited, so when an issue occurs (e.g. broken pipe), there would be a longer time until it is fixed, and meanwhile, some guests can suffer unpleasant experiences. As the researcher observed during the placement period, there were frequent facilities-related problems. This can generate negative guests’ feelings and lead to unfavourable feedback. 
Although it has a limited variety in terms of services, there are several fields where Premier Inn could improve its performance and strengthen its brand. Since technology represents a part of modern society, the hotel should adapt more to this fact and introduce more digital facilities into its operations (e.g. mobile check-in/check-out, virtual concierge) to remain up to date with today’s guests' preferences. It could be more present on social media platforms to amplify its popularity, gain market insights, and reach a wider audience (Diffley and McCole, 2019). Also, implementing more sustainable initiatives would be beneficial in the long term for business, tourism, and the community, from financial and environmental perspectives (Babu, Kaur, and Rajendran, 2018).
The major threat of Premier Inn is represented by multiple hospitality venues in the area, most of which belong to popular hotel chains (Holiday Inn) or attract through its unique design (Celtic Manor Resort). Thus, the organisation faces fierce competition, meaning that every guest's experience is an important part of building a solid business and an outstanding service reputation.
 
[bookmark: _Toc1069851395]4.1.2 PESTEL Analysis

Hans (2018) recognises the importance of PESTLE Analysis in business environment to identify how these factors affect an enterprise or a policy, so it can mitigate any negative effects on its performance. The framework encompasses various attributes such as Political, Economic, Socio-cultural, Technological, Legal and Enviromental.
Currently, some of them may influence the Premier Inn in different ways, ones stronger than others respectively.

	Political
	· Political stability
· Governmental decisions

	Economic
	· Economic fluctuations

	Socio-cultural
	· Lifestyle changes – new trends in hospitality

	Technological
	· Digitalisation and social media

	Legal
	· Data protection

	Environmental
	· Increasing need for sustainability



The political stability and governmental decisions can impact travel patterns and hotel occupancy rates. During the placement period, Premier Inn was fully booked on various occasions, including times when large groups of foreign visitors were accommodated. This may demonstrate that travel and tourism were not banned by any political influence from European space.
The economic challenges are forecast to continue in the UK, and consequently, the hospitality sector may be affected (Jung, 2023). Still, it has been reported that Premier Inn reached 27% ahead of pre-pandemic revenues (Price, 2023). According to Sweney (2023), the company surpassed financial expectations because it delivered great room deals and low-cost accommodation during economic downturns, winning the customers’ loyalty.
The contemporary hospitality industry faces unprecedented demands from its customers in terms of experiences and products, meant to diversify their exploration and travel. However, there are no reports about any new trends introduced at Premier Inn, reflecting their constant adherence to standard service. 
Technology has become an indispensable part of the hotel industry, especially for its operations. Apart from online bookings, transactions, and social media communities, it has gone further and now hotels across the globe offer unparalleled experiences such as virtual reality tours (Marriott, 2022), and energy management systems (e.g. Hilton Los Angeles; Meetings Booker, n.d.). Nevertheless, technology is minimal at Premier Inn Newport’s site. The most recent innovation in the field was a new PMS at the front desk. 
Regarding the legal aspects of the business, Premier Inn has been successful in protecting data and following the protocols. All regulations must be complied with to ensure guests’ trust, but also employees’ safety. The organisation is actively involved in advocating for human rights through educating its staff regarding modern slavery and diversity and inclusion at work (Whitbread, 2024b).
The hotel industry has introduced more environmentally friendly strategies into their operations due to their consistent impact upon the planet. Also, the Premier Inn has shown a growing commitment to sustainability through waste management, responsible food sourcing, and enhanced recycling (Premier Inn, n.d.a).


[bookmark: _Toc1182201602]4.2 Competitor analysis
Fairlie (2023) mentioned that the presence of competitors could help an organisation to identify possible gaps in their strategies, considering them afterwards to develop enhanced business approaches and gain superior advantages. 
The report from Tripadvisor (2024b) pointed out some key competitors of Premier Inn Newport Hotel including Coldra Court Hotel, The Celtic Manor Resort, Holiday Inn from the IGH hotel chain and Mercure Newport Hotel. Key factors such as prices, facilities, quality of accommodation, and easy access to the nearest important spot are the most considered by visitors in venue selection, especially in the case of repeated bookings. 
Also, the popular McDonald’s, situated in the hotel’s proximity, represents a major competitor for the Beefeater, mostly when it is fully booked. Moreover, the fast-food provider has cheaper prices than the British restaurant, being more preferred by certain market segments such as Generation Z (Genç, 2021) or passing travellers.

[bookmark: _Toc392912432]4.3 Netnography
[bookmark: _Toc1983857777]4.3.1 Visual appearance of the case study hotel
 
Based on the reviews on TripAdvisor, the visual aspect of the hotel conveys different feelings and levels of comfort. Moreover, Kirima, Makopondo and Mutungi (2017) showed that the establishment’s external design represents a significant factor in terms of accommodation choice. 
One of the Premier Inn’s customers evaluated most of the hotel’s facilities as positive, in addition to the reception staff’s effective management. However, the review stated that the hotel lacked mood lighting in its rooms and entrances, which affected its overall visual appearance. 
[image: ]
Figure 5: Customer review on room design of the hotel on TripAdvisor
(Source: Tripadvisor, 2024a)
Another guest characterised it as a pretty standard and professional type, which is ideal for business travellers. Also, other customers pointed out the hotel by mentioning it as a great stopover in South Wales due to its perfect location and ambience (Tripadvisor, 2024a).
[image: ]
Figure 6: Comment on standard appearance of the hotel
(Source: Tripadvisor, 2024a)
 
[bookmark: _Toc1607645318]4.3.2 Guest Reviews of the hotel’s facilities 
 
Kirillova and Chan (2018) stated that proper interior design, aesthetic room features, and visual attractiveness lead to enhanced guest satisfaction with the hotel. One of the reviews from Tripadvisor (2024a) reported an outstanding experience, highlighting the hotel’s geographic convenience.
[image: ]

Figure 7: Positive experience on effective design of the hotel
(Source: Tripadvisor, 2024a)
According to the review from Tripadvisor (2024a), some other visitors remarked on comfortable beds, clean rooms, designs, and structure of the hotel, concluding that it offered a positive guest experience. 
However, despite the positive feedback, some negative reviews were identified, which could lead to reducing the customer experience with the hotel and their long-term engagement. Some of the guests complained about the lack of air conditioning, which led to disrupting the overall interior comfort (Tripadvisor, 2023). 
Also, the windows and room surfaces were not environment-friendly and unsuitable for the warm weather, leading to poor guest satisfaction. Moreover, one of the customers observed that housekeeping services were very poor as well as the presence of damp mould and smell, indicating poor guest satisfaction (Tripadvisor, 2023). 
 [image: ]
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Figure 8: Negative reviews on Premier Inn Newport Hotel
(Source: Tripadvisor, 2023)
According to this data analysis, some of the guests were satisfied with the hotel’ design and facilities while other customers found that these were below their expectations. Although services can lack quality during certain times due to maintenance delays or human error, the hotel management must ensure that the identified shortcomings are on their agenda. Otherwise, if these become a source of dissatisfaction for other customers, it may become an issue for attracting new visitors and even raise a negative reputation.
[bookmark: _Toc1769080087]4.3.3 Customer value generation aspects focusing on the hotel’s facility

According to Carvalho and Alves (2022), customer value creation is a vital element for the contemporary hotel industry’s profit. Since consumers pay for a service or product that matches their needs, the business must align its operations with the customer’s needs and preferences and enhance its perceived value. Therefore, the quality of venue’s design, and other amenities encourage guests’ supportive perceptions and thus, develop their positive attitude towards the hotel (González-Mansilla, Berenguer-Contrí, and Serra-Cantallops, 2019). 
[image: ]
Figure 9: Overall rating of the hotel in TripAdvisor
(Source: Tripadvisor, 2024a)
The review from Tripadvisor (2024a) illustrated that the overall rating of the hotel on TripAdvisor is 4.0 and considering value, customers provided 4.0 ratings towards the overall aspects of the hotel. As the analysis showed, some aesthetic aspects contributed to a mismatch between visitors’ expectations and lodging’s perceived value. Although this score might be satisfactory for many visitors, the negative highlights could be improved for better feedback in the future and avoidance of service failure.
[image: ]
Figure 10: Value creation by the hotel towards its customers
(Source: Tripadvisor, 2023)
A recent review described its high-quality, quiet space and convenient amenities, revealing that the guest’s expectations matched the business’ services, which resulted in value creation.

[image: ]
Figure 11: Positive comments on TripAdvisor by a guest at Premier Inn
[image: ]

Figure 12: Negative comments on TripAdvisor by the visitor of Premier Inn 
(Source: Tripadvisor, 2024a) 

Moreover, Christanto and Singgalen (2022) stated that key facilities for the hotel in recent scenarios include technological advancements, sustainable features, basic guest service facilities, high-quality foods, and proper room designing. After the impact of the pandemic, these aspects including the health safety practices are popular among the visitors (Arica, Çakir, and Sesliokuyucu, 2021). In the context of Premier Inn, customers reviewed on lack of air conditioning and eco-friendly practices of the hotel on the mentioned websites, which reduced their satisfaction rate.

[bookmark: _Toc619994329]4.4 Limitations of this case study

Although Premier Inn is a popular hotel chain across the UK, its guests’ reviews regarding the Newport establishment could be found only on TripAdvisor. There are several booking platforms such as Expedia, Booking.com, but this hotel is present just on one platform. Consequently, the amount of customer feedback was lower than expected, resulting in limited data collection. Moreover, there are no responses available to these reviews to gain an image of how the hotel relates to its guests’ opinions. This lack of engagement can be perceived as low interest for visitors’ input, which can affect the booking behaviour of potential new guests (Bravo, Martinez and Pina, 2019).
Also, more detailed, up to date information about this organisation could not be found on the internet to perform a more comprehensive analysis, especially for venues such as Newport, which are less popular.

[bookmark: _Toc288461390]5. Theme Exploration
[bookmark: _Toc978669675]5.1 Role of visual appearance and interior design in guest satisfaction of Premier Inn Newport Hotel
As reported by Özkul, Bilgili, and Koç (2020), visual appearance and interior design play a vital role in promoting customer satisfaction and engagement with the hotel. In this context, overall decoration, theme, colour scheme, lighting, good quality furniture and accessories, and networking are major components of a hotel, which attract the visitors and thereby ensuring their behavioural and psychological engagement with the business (Browning and Ryan, 2020). In addition, the study reflected two types of architectural designing such as interior and exterior, which could influence the overall decision-making process of the visitors. Considering the customer review of Premier Inn, the guests commented about the lodging facilities and appearance alongside its layout and location, which aligns with the high-quality room and interior decoration, and provides an aesthetic feeling to the visitors while staying.
However, considering the researcher’s experience during the placement at Premier Inn, it has been remarked that room’s aspect conveyed a relatively melancholic mood. The space lacked shining objects, bright colours or any outstanding decoration, which fostered a disposition towards sleep. Kim, Hyun, and Park (2020) found that there is a correlation between the lodging environment and the behavioural and emotional reactions of hotel visitors. Thus, it is less likely that the room would be suitable as a small office for a business guest since it lacked some engaging elements that may freshen the inhabitant and create a vibrant atmosphere (Ali, Nurin and Mohi, 2023). Since the hotel does not offer any facilities such as spa or leisure activities, there is a high probability that the guests may spend less time in the room or inside the hotel, allocating it solely for sleep and rest.
Also, the colour scheme was dominated by shades of dark purple, grey, and faded yellow which may exude a sense of comfort and relaxation, but the quality of the furniture and decor could be improved for an enhanced feeling of hospitality (Suleri, Meijer, and Tarus, 2021). The customer satisfaction is strongly associated with an emotional state of fulfillment if the product’s results meet the consumer’s expectations (Wirakusuma, Samudra and Sumartini, 2021). Moreover, the correlation between the sensory experience, satisfaction and loyalty could serve as strategy for Premier Inn to refresh the room’s visual ambience to promote positive feelings and raise the likelihood of repeated visits.

[bookmark: _Toc1131379811]5.2 Common aspects of facilities that lead to positive/negative reviews
According to Zhang, Lu, and Liu (2021), common types of facilities and amenities that lead to hotel positive and negative reviews include their prices, locations, and hygiene. Based on these factors and attributes, customers develop their visiting and booking decisions for a hotel and provide insights about their experience on social media or hotel websites (Chittiprolu, Samala, and Bellamkonda, 2021). Chen et al. (2022) reported that the facilities of the hotel should include tidiness, and soundproofing, which leads to providing comfort and customer satisfaction towards the hotel. Thus, the review from Tripadvisor (2024a) stated that the rooms of Premier Inn Newport Hotel are not tidy and soundproofed, resulting in lack of sleep among the guests.

Considering Premier Inn, guests expressed their feedback which included, on a positive side, the location, price, aesthetic atmosphere, and rooms while the negative comments are based on hygiene, inappropriate design, absence of air conditioning facilities, and lack of proper lighting.

[bookmark: _Toc2063348412]5.3 Room design improvements for enhancing guest experiences

Apart from the general housekeeping, the rooms’ appearance should be considered regularly to be refurbished. The most common suggestions made by guests could be a starting point to show that the organisation values its visitors’ input. Also, it covers the essential changes that should be made to avoid any service failures caused by the same issue. Cherdchamadol and Sriboonjit (2013) asserted that physical quality of venue is a strong predictor of guest satisfaction and quality assessor. Fan, Lu, and Mao (2022) found that proper selection of methods and analysis of the current trends in hotel industry designs can empower the organisations to evaluate whether the location would need some changes to enhance the guest experience.
Since Premier Inn is a mid-budget hotel, comfort must be prioritised to optimise its service. Therefore, the windows could be the first element of rooms which need replacement. During the cold season, it has been noticed that some of them are inefficient and result in thermal discomfort, acoustic unpleasantness, and mechanical malfunction, which can lead to guests’ negative feelings. Shen et al. (2021) highlighted the quality of thermic, acoustic, and luminous environments as essential for customer’s comfort and satisfaction. Moreover, these can generate financial loss through increased gas consumption for heating. Although Premier Inn establishments are standardised, investments at local sites should be considered to avoid losses across the chain.
Wall paint represents another core aspect of Premier Inn that could be improved. Besides its role in refreshing the air quality, it exudes a higher level of aesthetic. Gupta and Kaur (2022) advocated for wall paintings in hospitality venues due to their great impact on occupants and public: enjoyment, positive first impression, friendly and warm appearance, and number of guests. Moreover, Baek and Ok (2017) showed that visually attractive hotels are perceived to offer higher service quality, increasing their booking chances.
Since venue design contributes to its performance and perceived value, Premier Inn could level up by introducing technology such as AI, and robotics with an attractive and classic aspect which enhances the sophistication and charming atmosphere of the hotel (Belanche, Casaló and Flavián, 2020). 
Additionally, Park and Kang (2022) stated that sustainable practices such as eco-friendly artwork, paintings, wooden furniture, and green lighting through using renewable energy are popular hotels’ design choices to display their commitment to sustainability. Also, effective ceilings and walls using sustainable materials such as bamboo provide a sense of aesthetic and innovative atmosphere (Hakiki, Wijaksono, and Mariana, 2021). 
The public areas should not be neglected in terms of design and appearance as they set the tone for the entire establishment, being key to guests’ first impressions. Thus, integrating attractive factors into lobby space serves as a contribution to visitors’ perceptions of quality and brand image. Nanu et al. (2020) highlighted that a place's aesthetic impact creates positive feelings associated with satisfaction. The Premier Inn’s reception hosts a small waiting area for its visitors that could be improved by adding more entertaining materials such as local newspapers, magazines, books, and elements of decorum such as plants or pictures (Șahiner, 2016). Also, thematic decorations could be added during special events to nourish a welcoming atmosphere.

[bookmark: _Toc1968100078]5.4 Facilities that could be implemented at Premier Inn Newport Hotel
Providing hotel amenities besides the basic room and housekeeping services can stand out as a competitive advantage. As reported by Abrudan, Pop and Lazăr (2020), hotel facilities and attributes should focus on customer satisfaction and requirements, based on which their experience while staying in the hotel and long-term engagement could be ensured. Thus, sustainability practices and improvement of general hotel facilities such as clean rooms and effective designs are required for better outcomes. As reported by Torres et al. (2020), heating ventilation and lack of comfort due to improper air conditioning practices are common problems faced by hotel guests. Similarly, in the context of Premier Inn Newport Hotel, most of the reviews from TripAdvisor focused on this aspect which led to poor guest satisfaction and engagement. Therefore, using air conditioning with conventional and sustainable energy resources such as photovoltaic could use for effective interior design, guest comfort and resilience respectively. 
Internet services are among the most featured amenities in a hotel, especially for younger generations (Eriksson, N., and Fagerstrøm, 2018). Some market segments such as Chinese travellers or business guests consider WiFi connections as indispensable and crucial for their stay (Kucukusta, 2017). Also, the booking behaviour was affected by the reviews related to its quality, after the overall rating of the room. These findings demonstrate the importance of this service for today’s consumers and how it can relate to the hotel’s success. During the placement experience, it was noticed that the WiFi services provided were not always satisfactory, especially since the visitors paid more money for it. Therefore, Premier Inn should re-consider the quality of this service and initiate a decision to make a difference. 

[bookmark: _Toc1912128679]5.5 Final thoughts

Since Premier Inn is a mid-budget, it may encounter financial difficulties in implementing several changes. According to Turning and Hesford (2019), by focusing on long-term benefits of investments in decorum, the hotel can create a proper plan to minimise future maintenance costs and simultaneously, achieve guests’ satisfaction. Thus, inadequate capital use and construction plans can be prevented to avoid affecting the living environment. 
Also, Huang and Tsaih (2021) found that even mid-budget establishments no longer rely just on their traditional business model. They engage in partnerships with design developers to generate sustainable market advantage by continuosly updating venue lobbies. Moreover, Christanto and Singgalen (2022) highlighted the guest positive feelings associated with the attractive design factors during their stay, which contributes to the given feedback and rating.
Regarding the hotel facilities, these could be updated in accordance with the travellers’ preferences and opinions (Zobnina and Rozkhov, 2018). Online surveys could be used to collect data from hotel stayers and generate more ideas. The most frequent requirements should be prioritised to increase the delight level. Moreover, the surveys could include a list of the current amenities and ask the guests whether they used them to gain a comprehensive image about the expected and actual use. Thus, the hotel management could decide if some facilities are worth to be offered or not. 
Dev et al. (2018) identified a list of several amenities which were unexpectedly highly required and could be useful for Premier Inn as well, including free bottled water, concierge, valet parking, printer, and bellhop. Since guests’ preferences and expectations are constantly changing, there could be many other unpredicted amenities that potentially elevate the guests’ experience. Additionally, these can trigger enhanced operational effectiveness and productivity, besides cost reducing and time saving (Dasandara et al., 2022). 


[bookmark: _Toc310804851]6. Conclusion and Recommendations
[bookmark: _Toc776193241]6.1 Conclusion

The study highlights the great impact that interior design, aesthetics, and facilities have on guests' well-being within the hospitality sector. Considering the popularity of this trend and its relationship with customer satisfaction, the importance of building emotional connections with guests has been demonstrated through conscious design solutions and specific amenities. Since the Premier Inn Newport Hotel is a demanded hospitality choice in the area, it could boost its revenue and brand reputation by allocating more investment into its appearance and facilities. Through such specific interventions, the hotel would be able to uplift the global guest experience consequently and would achieve a high level of customer satisfaction and strengthen its market position in the long term.

[bookmark: _Toc194923577]6.2 Recommendations
Interior Design Enhancements

The hotel’s appearance could be improved to add more value to its brand and create positive guest feelings since it is considered a strong lodging quality assessor. Including reflective surfaces and dynamic lighting can help create engaging and unique environments that would create a distinctive overall feeling of the space (Yu, Bai, and Wu, 2018). Comfort-related elements such as windows should be changed to ensure proper thermal, acoustic and lighting environment throughout all seasons. Also, the wallpaint should be refreshed to improve the air quality and the room aesthetics. 
Considering those public areas such as the lobbies, and the front of house represent an important contribution to visitors’ first impressions, increased attention should be given to these spaces to evoke positive feelings and a sense of excitement for those who cross their threshold. Elements of decor and entertainment can boost individuals’ overall experience by appealing to their sensations and minds.

Additional facilities for sustainability and engagement

The main pillars of Premier Inn's sustainability plan should be environmentally friendly architecture and processes. This entails the installation of water-saving fixtures, energy-efficient appliances and smart recycling bins accordingly (Lewis, 2023). Through the hotel’s proclaiming environmental responsibility, it can join with guest's interest in eco-friendly accommodations and help to bring change in social and environmental aspects. 
Since several visitors complained about the lack of air conditioning, especially during hot seasons, the venue should update its facilities and ensure the introduction of cooling devices in rooms and public areas. 
Guests' experience may be enhanced by the resort through the introduction of smart HD TVs in all rooms and offering streaming services to address customers' modern preferences. Digital art shows introduce guests to local tradition and heritage, making their stay more interesting (Weber Pedersen and Juhlin, 2021). Moreover, the quality of internet services should be considered to improve the travellers’ stay since some of them put a great emphasis on it.

Operational Efficiency and Budgetary Considerations

Along with the design enhancement, Premier Inn must balance cost-effectiveness simultaneously with sustainability, having a comprehensive cost-benefit hotel plan with a long-term sustainability picture in mind (Teodorović, 2020). It can be stated that looking for options of joints or collaborating partnerships with local artists or sustainable suppliers can help in the reduction of the budgetary impact, at the same time offering the guests exciting and characteristic experiences (Golja and Paulišić, 2021). Achievement of operational efficiency, which ensures the provision of impeccable guest services, is largely dependent on process standardisation. In the case of Premier Inn, Solnet et al. (2019) suggested that training of the employees should be prioritised, besides the selection of technological solutions for streamlining the operations. Thus, they can provide a higher level of customer service, outstanding in the hospitality market. Through the emphasis on operational excellence, the organisation would be able to utilise all the available resources to deliver a convenient stay from arrival to departure for every guest.
Considering their visitors first, Premier Inn can enhance their services and add value to its brand through improving the surrounding aspects. Although some investments and complex planning are required, the hotel will gain increased advantages and enjoy an outstanding reputation. A consistent aesthetic design has a great role in shaping the brand and attracts potential partners seeking opportunities in the hospitality sector, enhancing its market networks (Dogru and Sirakaya-Turk, 2017).


 
[bookmark: _Toc1431427303]7. Reflective Account

According to Adeani, Febriani, and Syafryadin (2020), reflection represents an introspective tool used to critically examine a set of experiences with the purpose of identifying its significance and implications, followed by gaining fresh understanding and learning. The Gibbs Reflection Cycle (Gibbs, 1988) is a cognitive-based approach that encompasses several phases of analysis, promoting enhanced critical thinking, self-awareness, and enabling planning towards action. The researcher will use this method to reflect on placement experience.
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Figure 13: Gibbs’ Reflective Cycle
(Source: Charted created by Author)
Description

I attended my assigned hotel (Premier Inn Newport) for ten weeks as part of my academic and professional development to gain comprehensive insights into the hospitality industry. Premier Inn is a widely known hotel chain in the UK, especially for its basic lodging service that guarantees a comfortable stay and memorable experience. Since I worked in a few departments, both reception and housekeeping, I noticed that the quality of the surroundings could be improved. Being aware of how important the customers’ feedback is, I researched popular review webpages to find out their thoughts regarding the hotel’s aesthetics and facilities. Whilst most commentaries brought a positive light on Premier Inn’s appearance, there were still guests that highlighted the lack of some essential facilities. Acknowledging these various opinions and my own biases, I started to explore academic sources about the importance of design and amenities in the current hospitality industry. 
While searching the existing literature on the role of the designs, aesthetics and hotel facilities in obtaining customer satisfaction, I found that in the current times, hotels aim to improve their customers’ opinions by focusing on delivering an excellent overall staying experience. However, this may seem to result in high expectations of guests from the hospitality companies regarding their products, services and appearance. Also, the organisations seem to make increased efforts to stay up to date with the public’s requirements and diverse trends meant to intensify market competition. 
In my opinion, the Premier Inn seemed to be more focused on the staff’s performance and how they delivered a high-quality experience to the guests rather than improving certain surrounding aspects. They updated their property management system while I was attending my shifts, so their attention increased on learning how to use it and how to maintain a satisfactory interaction with the visitors. I noticed that even if the housekeeping staff were performing at a good level, there were still aspects of aesthetics and facilities overlooked such as windows cleaning and functioning, air quality, bathroom facilities. 
Therefore, I decided to invest more time in discovering the role of visual appearance and amenities in guest’ satisfaction to be able to be aware of it in my future career within the hospitality industry.


Feelings

Although I am aware that everyone’s expectations and opinions are different, I believe that a hospitality establishment should perform at a high standard in all aspects, especially to gain competitive advantage and protect its brand image. Firstly, I felt reluctant to explore this topic, but I remember that I had the same opinion during the previous placement hotel in my first year of study. Thus, the decision came as a need to clarify my own biases and gain a realistic perspective based upon today’s industry, current guests’ opinions and preferences. While collecting the data about the Premier Inn Newport hotel, I was also worried about misunderstood reviews and intentional false reviews, which are mixed with genuine guest comments. There was an uncertainty that I would not be able to gain a realistic perspective and to derive the proper research conclusion if the given feedback seemed to be in opposition. This led me to study the trustworthiness of the review hosting websites I used, including TripAdvisor, which gave me some relief, as I learnt that these websites have their own process/algorithms of comments and reviews, which ensures that fake reviews made by AI bots are prevented. 

Evaluation

This placement experience allowed me to have a higher level of knowledge regarding the factors that affect consumer reviews in a hotel, especially the design, aesthetics, and consumer-oriented facilities. For instance, I learnt that the overall aspect of the hotel rooms is in accordance with most of its guests, thus helping to increase the chances of a positive review or rating at the time of checkout (Quiñones and Rojas, 2022). My placement’s thoughts were also supported by the existing literature review that I conducted, where I found that online reviews of consumers are also positive in most of the cases where the hotel has good aesthetic designs. Thus, my deduction is that the design aspects are subject to personal preferences, which cannot always coincide with other customers’ tastes. Probably my personal experiences within other hotels made a major contribution to my perspective on a venue’s appearance. However, I had similar thoughts with some of the guests’ comments about facilities (e.g. lack of air conditioning), proving there is still a consensus about certain elements which could be improved. 

Analysis
This placement experience helped me to compare different hotel establishments and find out more about their distinctive standards and priorities. Also, I discovered how different environments influence my mood and challenged me to think how I would respond to my identified issues as a guest. These shortcomings made me go further in my research and expand my comprehension on current topics in the industry. Being able to conduct a netnography, I believe that my analysis skills are satisfactory since I could identify areas of improvement or recognise the most highlighted aspects of a guest positive experience.
As a future objective, I need to consider exploring the hotel’s star rating according to the official AA and matching the listed standards with the actual state of the establishment. Thus, I may find what improvements could be made related to the facilities offered. Also, I could compare it with other organisations that have the same star rating and investigate how much of their current design and amenities contribute to their popularity.

Conclusion

After the completion of this placement experience, I realised that I could have done this better using a primary research method. Thus, instead of using Netnography, a survey method could be conducted to collect data from Premier Inn Newport guests directly, which would have resulted in a collection of much updated data. I would place a couple of papers in guests' rooms or in public areas, asking them to complete them with their suggestions for improvements and return the papers to reception, without completing their personal information. Additionally, this strategy may help the hotel to fix some issues on the spot and increase their guests’ satisfaction.

Action plan

	Topics to explore
	Actions needed
	Resources needed
	Success criteria
	Deadline

	AA star-rating analysis and comparison of facilities listed vs. Facilities real state
	Studying AA star-rating hierarchy
Examine guest comments
Watching video presentations 
	Books, Journals, Videos
	Identify at least one facility per each outlined standard


	1 month


Table: Action Plan
(Source: Created by Author)
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