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ABSTRACT

This report aims to provide an in-depth analysis of health and safety management within the hospitality industry, using Premier Inn Romford as a case study. In addition to examining the challenges of implementing safety protocols, it critically examines staff turnover, guest compliance, and balancing safety measures with quality service. Literature reviews, reflections, and ethnographic analysis of customer reviews inform the investigation, highlighting industry best practices and gaps. The report recommends improving communication, consistently enforcing protocol, increasing training, and adopting technology. By strengthening health and safety management and ensuring compliance, these measures aim to enhance guest and employee well-being.
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Introduction
The purpose of this report is to explore the issues of health and safety management within the hospitality industry, focusing on strategies, challenges, and best practices that can be utilized to secure both the employees' and guests' welfare. The health and safety regulations play a significant role in defining operational standards across hotels. This study aims to assess how effective management of these areas contributes to the success and reputation of a hotel brand. The purpose of this report is to provide a comprehensive analysis of these factors, identify areas for improvement and propose ways of improving safety and regulatory compliance.
In this report, the primary objective is to review the current health and safety management strategies at Premier Inn Romford, which is part of one of the most prominent hotel chains in the UK. This report examines the unique challenges faced by this hotel when implementing these strategies, evaluates their effectiveness, and presents actionable recommendations to improve them further. Based on academic research, this analysis is positioned within a broader context of the hospitality industry, critically evaluating both theoretical and practical applications. Moreover, the report provides several recommendations for enhancing the safety of Premier Inn and similar establishments.
Located in East London, Premier Inn Romford serves as an ideal case study for this research. Providing budget-friendly accommodations while maintaining high standards of service and safety, Romford represents the Premier Inn brand in a competitive market. Several performance metrics are presented in this report, along with an in-depth assessment of the hotel's health and safety management approach. A case study is presented in this report to illustrate how health and safety strategies are applied in real-world environments in the hospitality industry, providing valuable insights and recommendations for other establishments within the industry.
Literature Review
Overview of Health and Safety in Hospitality
Health and safety management is crucial in hospitality, where protecting employees and guests from hazards is paramount. Hotel, restaurant, bar, and event sectors encompass unique environments with risks, including food safety, fire hazards, chemical exposure, and physical injury. According to the World Health Organization (WHO), hospitality health and safety regulations aim to mitigate such risks, emphasizing proactive injury prevention and proper chemical handling (WHO, 2021). The industry’s fast-paced operations, high turnover, and diverse guest profiles magnify these risks. Effective health and safety management is not only a legal responsibility but also vital for preserving reputation, achieving operational efficiency, and enhancing customer satisfaction. In the UK, the Health and Safety Executive (HSE) mandates standards like the Management of Health and Safety at Work Regulations (1999) and the Food Safety Act (1990). These standards ensure businesses assess risks and actively protect employees and customers, fostering loyalty and operational continuity (Pizam, 2010). Managing health and safety also improves employee productivity and reduces absenteeism, supporting overall business sustainability.
Common Challenges in Health and Safety Management
Despite its importance, health and safety management in hospitality is challenging. High turnover, especially in high-volume operations, creates gaps in training and can undermine consistency, increasing non-compliance with safety protocols. Research by DiPietro et al. (2014) shows that temporary and part-time staff often lack comprehensive safety training, heightening accident risks. Diverse hazards are another challenge, such as fire hazards in kitchens and slip hazards in hotel cleaning due to chemicals and poor ergonomics for housekeeping staff (Baldry & McVittie, 2000). Fire safety is especially critical, as lapses in fire procedures can have dire consequences (Fuller, 2017). Balancing operational efficiency with safety protocols can be difficult due to tight schedules, high customer expectations, and budget limitations, which may lead to shortcuts in safety (Worsfold, 2009). Keeping up with evolving legal regulations also poses challenges, particularly for smaller businesses, which may struggle with updates and implement safety inconsistently (Brotherton, 2013).


Strategies for Improvement: A Critical Review
The literature suggests multiple strategies to address health and safety challenges in hospitality. Implementing comprehensive training programs is vital for ensuring that all employees, including temporary or part-time staff, understand and apply safety protocols. Walters and Nichol (2007) emphasized that regular training significantly reduces incidents by reinforcing safe behaviours among employees. The delivery method of these programs also impacts their effectiveness; for instance, e-learning provides flexibility but may vary in effectiveness based on content quality and employee engagement levels (Tews, Stafford, & Michel, 2014).
Another critical strategy involves fostering a robust safety culture within organizations. Studies indicate that companies with established safety cultures tend to have higher compliance rates and better employee engagement (Clarke, 2006). Managers who prioritize and communicate the importance of safety contribute to an environment where employees are more conscious and proactive about preventing hazards (Neal & Griffin, 2006). Cultivating this culture requires consistent management commitment, especially in sectors with high turnover.
Leveraging technology is increasingly recognized as a means of enhancing safety. Automation helps to Minimise human error in areas such as fire safety systems, food storage temperature monitoring, and employee strain in manual tasks. Digital checklists allow management to oversee daily safety and cleanliness routines effectively. Wearable ergonomic devices are another emerging trend; these devices track physical strain, helping identify risks and allowing managers to adjust work assignments to prevent repetitive strain injuries (Hignett & Wilson, 2005). While effective, implementing these strategies may be challenging due to cost considerations, particularly for SMEs, and requires a dedicated budget for ongoing safety investments. Establishing a safety-centric culture and advanced systems requires management’s long-term commitment, which can be difficult in high-turnover environments (DiPietro et al., 2014).
Best Practices in Hospitality Health and Safety
Some leading hospitality organisations have set industry standards through the adoption of comprehensive best practices. Marriott International, for example, is recognised for its commitment to safety through extensive training, consistent audits, and strong safety culture. Their “Serve 360” initiative emphasizes safety for guests, employees, and surrounding communities, showcasing their dedication to a secure and supportive work environment (Marriott, 2020). Similarly, Hilton Worldwide’s Global Health & Safety Framework standardizes practices across properties to maintain consistent and high safety levels (Hilton, 2021).
The Hazard Analysis and Critical Control Points (HACCP) approach has become a widely accepted standard in hospitality for food safety. By identifying potential hazards and enforcing controls, HACCP helps prevent contamination and reduces the risk of foodborne illnesses. Research shows that establishments adopting HACCP are significantly more successful at preventing food-related incidents (Taylor, 2008). Regular safety audits and risk assessments are also integral best practices. Fuller (2017) found that hotels conducting routine fire, sanitation, and occupational safety audits can proactively identify and address risks, ensuring regulatory compliance and strengthening their organizational safety culture. These audits not only ensure compliance with regulations but also contribute to the overall safety culture of the organization.
Gaps in Current Research
Despite significant progress in health and safety management, research gaps remain within hospitality. One key area is the limited empirical data on the long-term effectiveness of safety training in environments with high employee turnover. For example, studies have recommended continuous training, yet the optimal frequency and most effective training methods remain unclear, especially for a transient workforce (Poulston, 2008).
Another gap involves the impact of emerging technologies, such as AI and automation, on health and safety. Although there is increasing adoption of AI-driven systems for monitoring food safety, fire risks, and ergonomic concerns, little data exists on the challenges and costs of implementing these solutions, particularly for smaller businesses that may lack the resources for such investments (Zeglat et al., 2014). Furthermore, the intersection between health and safety management and mental health remains underexplored in hospitality research. While physical safety is fundamental, there is a growing recognition of mental health’s role in employee well-being and guest interactions. Understanding how health and safety protocols can support mental health initiatives could enhance overall safety and satisfaction (Baum, 2015).
Methodology
Case Study Methodology 
This study uses a case study methodology to explore health and safety management at Premier Inn Romford. Case studies are effective for examining real-world contexts in-depth, providing a detailed exploration of specific issues (Yin, 2018). The location was selected due to its size, strategic position in East London, and relevance to the broader hospitality industry. Premier Inn Romford offers an ideal setting for exploring health and safety processes and outcomes in the hospitality sector.
Case study methodology combines qualitative and quantitative data, enabling a holistic understanding of the challenges and strategies at Premier Inn Romford. It allows for an analysis of factors such as staff turnover, training programs, and guest interactions (Stake, 1995). This focused approach provides insights that may not be evident in broader surveys or experiments.
Reflective Writing and Application
Reflective writing complements the case study by providing personal insights into health and safety practices at Premier Inn Romford. It bridges the gap between theoretical knowledge and practical application, helping the researcher connect classroom learning with real-world experience (Moon, 2006). Reflective writing enhances professional growth, as the researcher reflects on challenges such as safety protocol implementation and staff training while deepening understanding.
Though reflective writing offers valuable personal insights, it is subjective, and its inherent bias may limit the objectivity of the analysis (Gibbs, 1988). However, it encourages critical thinking and continuous learning (Schön, 1983), enriching the case study.

Ethnography: Analysing Online Customer Reviews
Ethnography is employed to analyse customer reviews of Premier Inn Romford on platforms like TripAdvisor and Google Reviews. This method provides insights into guest perceptions of health and safety practices (Kozinets, 2010). Unsolicited online reviews reflect authentic guest experiences, offering valuable information on recurring themes related to safety.
Ethnography offers several advantages. It provides access to a large volume of customer opinions, enabling the identification of recurring themes and concerns regarding health and safety. Furthermore, since these reviews are unsolicited, they often reflect honest customer experiences, allowing for a more authentic understanding of guest perceptions (Xun & Reynolds, 2010).
Limitations of Chosen Methodologies
The case study’s primary limitation is its focus on a single location, which may not capture the diversity of practices across different hotel branches or regions. This limits the generalizability of the findings to the broader hospitality industry. Reflective writing, while insightful, can introduce bias, as it is based on personal experience and interpretation. This subjectivity can affect the objectivity of the analysis, making it difficult to separate individual perceptions from broader trends (Gibbs, 1988).
Ethnography, though useful in understanding guest perspectives, is limited by the reliability of online data. Reviews may not always provide a balanced view of customer experiences, and there is a risk of misinterpreting data that lacks context or depth. Moreover, the anonymity and informality of online reviews can detract from their academic rigour.
Case Study: Premier Inn Romford
Premier Inn Brand Overview
Premier Inn, one of the UK’s leading budget hotel chains, is known for offering affordable, high-quality accommodation across the UK and internationally. Owned by Whitbread PLC, Premier Inn operates over 800 hotels, with a significant presence in major UK cities and a growing international footprint in Germany, the Middle East, and Asia. The brand serves both business and leisure travellers, offering an exceptional balance of quality, convenience, and value for money. Its reputation is built on consistently clean rooms, reliable service, and affordable pricing, making it a preferred choice for budget-conscious travellers.
Premier Inn's journey began in 1987 under the name “Travel Inn,” designed to compete with the Travelodge brand in the UK. Over the years, the brand has evolved, growing to include more than 77,000 rooms across over 800 hotels in the UK. As the brand has expanded internationally, its commitment to offering excellent value and service has remained a key component of its success.
One of Premier Inn's notable locations is Premier Inn Romford, strategically situated in the thriving suburban area of East London. This hotel forms part of the brand's extensive network and is ideally placed to cater to a wide variety of guests, including business travellers and tourists. Romford is an area rich in history and cultural diversity, and it has seen significant urban development in recent years, making it an ideal location for Premier Inn. The area’s growing appeal, both residentially and commercially, combined with excellent transport connections to Central London, ensures the hotel attracts a diverse clientele.
Romford also offers a variety of local attractions, such as shopping malls, parks, and entertainment venues, enhancing the hotel's appeal to visitors. The mix of suburban tranquillity and easy access to London’s urban centres provides a unique environment that meets the needs of all types of travellers. Additionally, Premier Inn Romford benefits from its proximity to Romford train station, a key transport hub offering direct links to Central London via the Elizabeth Line. This prime location ensures the hotel remains an attractive and affordable option for those seeking easy access to London, whether for business or leisure purposes.
Lastly, Premier Inn's commitment to providing quality, convenience, and value is evident in its continued expansion both within the UK and internationally. Locations like Premier Inn Romford further demonstrate the brand’s ability to adapt to the needs of its diverse guest base while maintaining the high standards of service it is known for.

Turnover, Staff Numbers, and Locations
Turnover: Premier Inn is a major contributor to Whitbread PLC’s overall revenue. In 2023, Premier Inn accounted for approximately 75% of the company’s revenue, solidifying its position as one of the UK’s most successful budget hotel brands. Despite the economic challenges brought about by the pandemic, Premier Inn has remained resilient and continues to maintain strong financial performance. The Romford branch consistently achieves high occupancy rates, supported by its attractive value-for-money proposition, loyal customer base, and strategic location.
Staff Numbers: Premier Inn Romford employs around 35 staff, including hotel management, housekeeping, front desk personnel, and maintenance staff. The hotel’s staff operates with a lean structure, supported by efficient processes and cross-training to ensure operational flexibility, especially during peak periods. The staff members are well-trained to provide excellent customer service, with a focus on delivering a seamless guest experience. The use of cross-functional staff helps streamline operations and ensures the hotel can meet the demands of guests during busy seasons.
Locations: Premier Inn operates over 800 hotels in the UK, with a wide presence across urban, suburban, and rural locations. The Romford hotel is situated in a key suburban area approximately 30 minutes northeast of Central London, making it an attractive alternative to pricier hotels in the city centre. This suburban location offers guests easy access to Central London while providing a more affordable option for budget-conscious travellers. Premier Inn also boasts over 70 hotels in London, which are strategically located near transport hubs, business districts, and tourist hotspots.
Financial Performance and Market Position
Premier Inn’s financial performance has been consistently strong, with the brand commanding a substantial market share of around 10% in the UK budget hotel sector. Despite challenges such as the COVID-19 pandemic and increasing operational costs, Premier Inn has maintained its position as one of the most successful budget hotel chains in the UK. The brand’s competitive pricing strategy, high occupancy rates, and strong customer loyalty are key factors contributing to its ongoing success.
Premier Inn Romford, specifically, benefits from the brand’s reputation for offering affordable yet quality accommodation. It also enjoys high occupancy rates, particularly due to its location in Romford, which is within easy reach of both business and leisure destinations. The hotel has a loyal customer base, which is driven by both business professionals needing convenient access to Central London and tourists looking for an affordable place to stay while exploring London. This combination of strategic location and excellent service ensures that Premier Inn Romford maintains a strong market position within the competitive budget hotel sector.
Competitor Analysis
Premier Inn Romford faces competition from other budget hotel chains, particularly Ibis Budget London Barking and Travelodge Romford. These hotels offer similar pricing and amenities, though differences in service quality and customer satisfaction distinguish them.
Price Comparison: While Premier Inn generally charges slightly higher rates than Travelodge, it provides better value due to its superior service quality, larger rooms, and better-maintained facilities. In comparison, Ibis Budget typically offers a lower price point but with fewer amenities, which can impact guest comfort and overall satisfaction.
Quality Comparison: Premier Inn is regarded as an upscale budget option, with consistent cleanliness, comfortable rooms, and friendly service. Many guests prefer Premier Inn over its competitors for the higher level of service and overall comfort it offers. In contrast, Travelodge and Ibis Budget are often seen as offering more basic accommodations at a lower price, which may not meet the expectations of guests seeking a more refined stay.
Map of Location and Cultural/Geographical Context
The Premier Inn Romford is conveniently located near Romford Train Station, providing direct access to Central London via the Elizabeth Line. The surrounding area offers various attractions, including shopping centres, leisure facilities, and local markets. The historic town of Romford itself is a hub for retail and culture, with a variety of entertainment options, including the nearby Romford Market and Havering Museum. This makes the hotel ideal for guests seeking both local experiences and the convenience of easy access to Central London’s attractions. With public transport links, guests can easily commute into the city while enjoying the peaceful and affordable surroundings of Romford.
Analysis Frameworks
SWOT Analysis: 
This report provides a detailed SWOT analysis of Premier Inn. The analysis will delve into the company's key strengths and weaknesses, as well as highlight potential opportunities for further expansion and identify potential threats that could impact strategic planning.
With over a thousand locations throughout the UK, Premier Inn stands as one of the leading hotel and restaurant chains globally. It offers travellers affordable lodging and high-quality services, catering to both business and leisure guests. The company is a subsidiary of Whitbread.
Strengths	Weaknesses
The brand has a strong reputation and loyal customer base within the budget segment.	High staff turnover during peak seasons leads to a dependency on temporary workers, which may impact service consistency and guest experience.
Its location is convenient for access to central London and is near Romford train station.	Room size and amenities are limited compared to more upscale competitors, which may fall short of guest expectations for comfort.
It maintains a consistent level of cleanliness and quality of service.	Room configuration options are limited, providing less flexibility for families or groups who require interconnected or larger accommodations.
Strong digital presence and easy-to-use booking platform, which helps attract tech-savvy and mobile-dependent travellers.	Efforts toward environmental sustainability are minimal, which may deter eco-conscious travellers as demand grows for green travel options.
Strong occupancy rates are bolstered by a compelling value-for-money offering, contributing to steady financial performance and long-term brand sustainability.	Limited on-site facilities, such as fitness centres or event spaces, may reduce appeal for guests seeking additional amenities.


Opportunities	Threats
Enhancement of business travel services (e.g., meeting rooms, workspace facilities).	Several budget hotels are located nearby, including Travelodge and Ibis Budget.
A strong tourism and business sector exists in Romford, which could be exploited.	The impact of economic downturns on customer spending and travel behaviour is significant.	
To align sustainability initiatives with the growing demand for eco-friendly hotels among consumers.	Regulatory challenges, especially in health and safety.
Expanding partnerships with local businesses and attractions to offer package deals, enhancing guest experience and local engagement.	Rising labour costs and inflation may put pressure on operational budgets and reduce profit margins.
 Investing in digital and contactless technologies (e.g., mobile check-in, digital room keys) to streamline operations and improve guest convenience.	Changing consumer preferences toward unique, boutique-style accommodations could reduce interest in standardized budget hotel options.


PEST Analysis: 
This document presents a comprehensive PESTEL analysis of Premier Inn. The PESTEL framework serves as a powerful tool for assessing an organization’s environment and operational context. By utilizing this analytical approach, a company can uncover various types of external threats that may affect its business. Additionally, it aids strategic planners in formulating effective responses to mitigate risks and leverage potential opportunities for growth and competitive advantage.
Political	Economic
The UK has strict health and safety regulations, especially regarding fire safety and food hygiene.	Guests' discretionary travel spending and economic fluctuations may influence the number of guests.
In response to Brexit, employers must comply with new employment laws and restrictions on hiring international workers.	Tourism, especially domestic tourism, may be affected by the cost-of-living crisis in the UK.
Changes in government policies, such as increased tourism taxes or business rates, could impact hotel profitability.	Inflation and rising operational costs may affect profit margins, making it harder for budget hotels to maintain competitive pricing.
Local government initiatives to promote tourism and infrastructure improvements could positively affect hotel bookings in Romford.	Currency fluctuations can impact international travel, particularly affecting overseas guests coming to the UK.


Social	Technological
Post-COVID-19, guests expect higher sanitation standards and are becoming more aware of health and safety issues.	Enhancing the guest experience and safety with digital check-in and contactless services.
Sustainable initiatives and eco-friendly accommodations are in high demand.	Room service and guest management systems can be automated to increase efficiency.
There is a growing trend toward "staycations" as consumers prefer to travel within the UK, which could benefit hotels like Premier Inn Romford.	The use of AI-driven chatbots for customer service to streamline communication and enhance guest satisfaction.
Shifting consumer preferences towards personalized services and experiences, with guests seeking more tailored offerings.	Incorporating smart room technologies (e.g., voice-activated devices, energy-efficient systems) to improve convenience and sustainability.


Price vs Quality Competitor Analysis:
Hotel	Price (Avg. per Night)	Quality Rating	Customer Review Highlight
Premier Inn Romford	£55 - £110	4.5/5	Location is excellent, rooms are clean, and staff is friendly."
Travelodge Romford	£40 - £70	3.5/5	"Good value for money, but basic amenities."
Ibis Budget London	£49-£89	3/5	This option is the cheapest, but it is the smallest and least comfortable.


Ethnography: Analysing customer reviews on platforms like TripAdvisor, Google Reviews, and Booking.com uses ethnographic methods to gain an understanding of health and safety standards at Premier Inn Romford. The reviews were categorized according to three key themes: cleanliness, customer service, and safety.
Review Theme	Positive Mentions (%)	Negative Mentions (%)	Example
Cleanliness	85%	15%	Cleanliness was impeccable, and staff were attentive to detail."
Customer Service	75%	25%	Although the front desk staff were helpful, the check-in process was slow.
Health and Safety	80%	20%	Despite the hotel's COVID-19 measures, I would appreciate more visible sanitizing stations.


The Premier Inn Romford stands out in the competitive budget hotel industry thanks to its strong brand reputation, consistent service quality, and convenient location. Several factors are important in the hospitality industry, such as ensuring health and safety standards are met, maintaining competitive pricing standards, and providing satisfied customers. Analysing the hotel's operational strengths and areas for development through SWOT, PEST, and competitor comparisons offers valuable insights.
Theme: Health and Safety Management in Premier Inn Romford
Critical Analysis
Hotels must ensure the safety of their employees and guests by ensuring health and safety management. In a competitive and customer-focused industry like hospitality, a well-executed health and safety program is vital to maintaining a hotel's reputation, meeting legal obligations, and ensuring operational efficiency. Preventing accidents, maintaining hygiene, and conforming to regulations are all part of Premier Inn Romford's daily operations. In this section, we critically analyse the health and safety management systems in place, explore current practices at the Romford branch, and identify areas for improvement.
Additionally, ensuring regular staff training, adopting new health technologies, and fostering a culture of safety awareness are crucial elements for future growth.
Health and Safety Management Systems in Premier Inn
Regulatory reforms, such as the Regulatory Reform (Fire Safety) Order (2005), Health and Safety Executive (HSE) guidelines, and the Food Safety Act (1990), are just a few of the laws that guide Premier Inn's health and safety procedures. The Health and Safety at Work Act (1974) requires the company to ensure the safety of its employees and customers at work (HSE, 2021).
Premier Inn’s approach to health and safety is integrated into its corporate structure. Hotel branches, including Romford, follow standardised health and safety protocols.
Risk Assessments: Regular risk assessments are conducted to identify potential hazards and implement preventative measures. Hotels face a range of risks, including fire hazards and slips, trips, and falls (Poulston, 2008). Comprehensive assessments help mitigate these risks and maintain high safety standards.
Employee training: Employees receive mandatory health and safety training regularly. Taylor (2008) discusses the concept of hazard analysis and critical control points (HACCP), which include food handling safety, fire evacuations, and sanitation measures. Training sessions are designed to keep employees informed of the latest safety protocols and response procedures.
Incident reporting: The Premier Inn's incident reporting system allows staff to report injuries and near-misses efficiently. Identifying recurring issues and monitoring trends are essential for continuous improvement. This system enables proactive measures and adjustments to be made to prevent future incidents.
Managing health and safety at Premier Inn is made easier with the help of technology. Room cleaning and maintenance can be tracked electronically, for example, and safety concerns can be reported immediately. Integrating technology helps streamline processes and ensure quick responses. Safety performance can be improved by leveraging technology across all branches (Brotherton, 2013). Enhanced data analysis tools can provide insights for better risk management and strategic planning.
Examples of Current Practices at the Romford Branch
Premier Inn Romford's health and safety practices closely align with corporate standards. Specific measures implemented at the branch include:
Fire Safety Procedures: Hotel operations require a high level of fire safety. The Premier Inn Romford is equipped with smoke detectors and alarm systems to detect fires. Staff and guests are regularly trained on evacuation routes and procedures as part of a regular fire drill. Fire extinguishers are strategically placed and regularly inspected to prevent fires. Additionally, the branch collaborates with local fire authorities to ensure compliance with the latest fire safety standards and receives periodic assessments to validate its preparedness.
Food Safety and Hygiene: The Romford branch operates an on-site restaurant and follows the HACCP system for food safety. Temperature monitoring, kitchen surface sanitation, and cross-contamination prevention are all part of this process. Every employee receives food hygiene training, which is periodically renewed. A list of food safety certifications is also displayed in the hotel, ensuring guests are informed. The branch undergoes regular inspections by external health inspectors, reinforcing a commitment to maintaining the highest food safety standards.
Room and Public Area Sanitation: Sanitation has become a priority since the COVID-19 pandemic. The Premier Inn Romford has implemented enhanced cleaning protocols, especially in areas commonly touched by guests, such as door handles, lift buttons, and room surfaces. Daily routines include the use of disinfectants and frequent cleaning schedules. Additionally, the hotel provides hand sanitizing stations in the common areas for guests and employees to use. The cleaning staff also follow a checklist system to ensure all high-contact areas are addressed consistently.
Manual Handling Training: A manual handling training program is provided to housekeeping employees to reduce the risk of musculoskeletal injuries often associated with tasks that require repetitive physical movements. Lifting and carrying items are two of these activities. The training ensures that employees can operate cleaning equipment safely, move furniture, and make beds. Refresher courses are conducted to keep staff updated on best practices, minimise injury risks, and promote overall workplace safety.
Mental Health and Well-being Initiatives: In recognition of the importance of mental health, Premier Inn Romford has implemented well-being programs for its staff, including counselling services and stress management programs. Burnout can be particularly dangerous in an environment with long working hours and customer-facing responsibilities, such as hospitality. Additionally, the branch provides access to online resources, workshops, and peer support networks to foster a culture of openness and support among employees. Regular feedback sessions also help identify any additional needs and improve overall job satisfaction.
Identified Issues or Areas for Improvement
While Premier Inn Romford has commendable health and safety practices, there are several areas where enhancements could provide long-term benefits for staff welfare, guest satisfaction, and environmental sustainability.
High Staff Turnover: Premier Inn Romford faces significant staff turnover, particularly among housekeeping and front-desk employees. During peak seasons, this turnover can lead to inconsistent training for new employees, which in turn results in gaps in health and safety knowledge. Inadequate training poses a risk of accidents and protocol non-compliance, especially when employees are unfamiliar with detailed procedures. Regular refresher training, even for temporary staff, and a retention-focused strategy may reduce risks and enhance safety culture across the hotel (DiPietro et al., 2014).
Inconsistent Monitoring of Health and Safety Standards: While Premier Inn Romford’s health and safety protocols are comprehensive, monitoring is sometimes inconsistent. Periodically, guests leave feedback on platforms like TripAdvisor, noting issues such as lapses in cleanliness and delayed maintenance responses. These gaps may indicate the need for more frequent or rigorous monitoring of daily hygiene checks to ensure cleanliness and prompt maintenance. Regular inspections and clear accountability among the staff could help improve guest experiences and uphold health standards.
Ergonomic Risks for Housekeeping Staff: The physically demanding nature of housekeeping work at the Romford branch continues to pose ergonomic risks for employees, despite manual handling training. Housekeepers often perform repetitive and strenuous tasks, such as bed-making and heavy lifting, which can lead to chronic pain or injuries in areas like the back, shoulders, and wrists. Enhanced ergonomic tools, rotation of tasks, and frequent ergonomic refresher training could further reduce the risk of injury and improve staff comfort.
Emergency Preparedness: The hotel’s emergency preparedness plan primarily addresses fire safety, but other scenarios, such as health crises or security threats, are not as thoroughly covered. Given Romford’s diverse guest base, a more comprehensive emergency plan covering various potential crises, including health emergencies or security incidents, could be beneficial. Regular emergency drills, accessible emergency kits, and specific response plans for different situations would improve preparedness and ensure the safety of both staff and guests.
Environmental Health and Safety: As sustainability becomes an integral part of health and safety considerations, there is room for improvement in environmental health at Premier Inn Romford. While standard safety practices are followed, efforts to reduce environmental hazards are limited. For instance, implementing eco-friendly cleaning products, introducing energy-saving lighting and water systems, and encouraging waste reduction could enhance the hotel’s environmental responsibility. Adopting more sustainable practices aligns with modern safety standards and meets the expectations of environmentally conscious guests.
Suggested improvements
Considering the identified safety issues, the following strategies are proposed:
Strengthening Staff Training and Retention Programs: Implementing stronger training and retention programs is one of the most effective ways to mitigate risks associated with high staff turnover. Premier Inn Romford could implement a more comprehensive onboarding process that includes health and safety training for new hires, regardless of their status. Training could be supplemented by periodic refresher courses focusing on scenario-based learning to stay current. In addition to improving staff retention, offering career development opportunities could reduce turnover by enhancing employee satisfaction and loyalty. Long-term employees tend to develop a stronger understanding of company protocols, thus ensuring a consistent application of health and safety practices throughout the hotel. This approach would create a stable and knowledgeable workforce, further improving safety and reducing the likelihood of accidents (Neal & Griffin, 2006).
Implementing Real-Time Monitoring Technology: Premier Inn Romford should monitor health and safety standards through more technologically advanced methods. Real-time mobile applications can allow employees to immediately report potential hazards such as spills, broken equipment, or hygiene lapses. These reports could be linked to a centralised system, tracking unresolved issues and facilitating a faster resolution process. Moreover, such technology would enhance accountability by ensuring management and maintenance teams have instant visibility of reported issues. In addition to improving hygiene and safety standards, automation could also support routine tasks such as room inspections, helping to maintain consistent quality without manual oversight. Premier Inn has piloted similar technology at other locations, so extending it to Romford could improve operational efficiency and enhance overall safety (Pizam, 2010).
Enhancing Ergonomic Safety for Housekeeping Staff: Housekeeping staff should be provided with ergonomic tools and equipment to reduce ergonomic risks. Adjustable-height vacuum cleaners and trolleys can make cleaning easier by minimising repetitive strain. Additionally, wearable sensors could be introduced to monitor physical strain, allowing management to adjust work routines based on collected data. Ensuring that housekeeping staff are encouraged to take regular breaks and rotate tasks can also reduce the repetitive stress that leads to ergonomic injuries. Such tools and practices not only help with injury prevention but also improve job satisfaction, leading to better performance and potentially lower turnover (Hignett & Wilson, 2005).
Expanding Emergency Preparedness Plans: Premier Inn Romford should develop a crisis management plan that goes beyond just fire safety to address a variety of emergency scenarios. For instance, medical emergencies could be managed by ensuring first-aid-trained staff are present on each shift, and security incidents could be addressed with clear protocols for handling disturbances or external threats. Training staff in various emergencies through drills and simulations can make them more adept at handling unexpected events. This would ensure the safety of both employees and guests, creating a more secure and prepared environment overall.
Health and Safety Practices that Integrate Sustainability: Premier Inn Romford should consider a sustainable approach to health and safety within its practices. Using eco-friendly cleaning products would make the workplace safer by reducing employees' exposure to harmful chemicals and would also lower the hotel’s environmental impact, appealing to environmentally conscious guests. Implementing energy-efficient systems such as LED lighting and motion-sensor-controlled heating could further enhance safety by reducing risks associated with traditional systems, such as overheating or electrical malfunctions. These changes would help to create a safer, healthier, and more sustainable environment for both staff and guests (Baum, 2015).

Evidence-Based Proposals
Enhanced staff training: According to Walters and Nichol (2007), ongoing training reduces workplace accidents significantly. Mandatory quarterly refresher training sessions focused on emerging safety risks and protocol updates can be implemented at Premier Inn Romford.
Technology-driven monitoring: Based on Brotherton's (2013) studies, digital systems for tracking safety issues can reduce response times to hazards by up to 40%. Mobile apps would provide real-time tracking of health and safety concerns, resulting in faster resolutions and fewer complaints from guests.
Ergonomic Solutions: Researchers Hignett and Wilson (2005) found that ergonomic equipment reduces the risk of housekeeping staff injuries. The introduction of lightweight, adjustable equipment could reduce musculoskeletal injuries by 25%, improving both worker safety and morale.
Crisis Management Plan: The importance of comprehensive emergency preparedness is emphasized by Fuller (2017). The Premier Inn Romford would be better prepared to handle emergencies by including fire, medical, and security protocols in its crisis management plan.
Sustainable Health and Safety Practices: Environmental health and workplace safety are increasingly intertwined, according to Baum (2015). The adoption of eco-friendly practices would improve health and safety, as well as align Premier Inn with the increasing demand for sustainable hospitality.
Conclusions 
Key Points Recap
Premier Inn Romford has established comprehensive health and safety protocols, including fire safety drills, enhanced hygiene measures, and the integration of contactless services to minimise physical interaction. The hotel excels in staff training, use of personal protective equipment (PPE), and digital tools to reduce physical contact, which have become increasingly important in response to the COVID-19 pandemic. These initiatives have improved the hotel's overall safety and contributed to an enhanced guest experience.
Challenges Identified
Health and safety remain a challenge at Premier Inn Romford despite its commitment:
High staff turnover: When hotel staff turnover is high, additional training is often needed to ensure consistent health and safety protocols.
Guest Compliance: Maintaining guest compliance during busy periods, such as mask-wearing and maintaining a distance from others, can be challenging.
Balancing Service and Safety: A strict safety protocol can sometimes detract from a high level of customer service while still ensuring a safe environment for guests.
Best Practices
Regular Audits and External Evaluations: Regular audits and third-party evaluations ensure compliance with safety regulations.
Contactless Technologies: Mobile dining options and digital check-ins have been well received by guests, especially those who are more comfortable with minimal physical contact.
Areas for Improvement: Although policies are in place, inconsistent compliance with protocols may indicate gaps, especially in back-of-house areas such as housekeeping. Furthermore, ethnography insights reveal that while most guests feel safe, some would benefit from clearer communication about safety measures and better technology usability.
Ethnography Insights: Guest feedback highlights the success of the hotel’s health and safety protocols overall. However, areas such as enhancing communication of safety measures and improving technology usability for older guests need attention.


Recommendations
The following recommendations are provided for strengthening health and safety management at Premier Inn Romford:
Enhance the Communication of Health and Safety Procedures
Enhanced Communication Channels: Use multiple channels to communicate health and safety measures, such as in-room videos, mobile app notifications, and printed materials in guest rooms. This will ensure guests are well-informed about safety protocols, such as evacuation procedures and hygiene practices.
Real-Time Updates: Install digital displays in public areas (e.g., lobby, dining areas) to provide real-time updates on health protocols, such as social distancing guidelines or changes to hygiene measures.
Multilingual Communication: Provide safety instructions in multiple languages to accommodate international guests, ensuring everyone is aware of safety guidelines.
Increase Protocol Adherence Consistency
Conduct Random Audits: Performing internal audits across all departments can help ensure consistency in safety protocols.
Implement a Staff Recognition Programme: Rewarding employees who follow safety protocols consistently will foster a strong safety culture.
Expand Staff Training Frequency
Frequent Training Sessions for New Hires: Increase the frequency of health and safety training for new employees to minimise the risks associated with high staff turnover. This will ensure all staff members are up to date on current safety standards shortly after joining the team.
Refresher Courses for Existing Staff: Offer regular refresher courses for long-standing employees to keep them updated on evolving health and safety regulations. This will address any knowledge gaps and reinforce the importance of consistent compliance.
Improve Guest Compliance with Safety Measures
Incentives for Compliance: Introduce incentives, such as loyalty points or small discounts, for guests who comply with safety protocols, particularly during busy times when enforcing mask-wearing and social distancing may be more challenging.
Polite Enforcement Strategies:Train staff to gently remind guests about health and safety guidelines, using positive language and signage to encourage compliance without detracting from the guest experience.
Leverage advanced technology
AI-Powered Monitoring: Use AI-powered cameras in public areas to monitor compliance with social distancing and mask-wearing. AI tools can provide real-time alerts to staff when overcrowding occurs, enabling quick corrective actions (McKenna & Chia, 2019).
User-Friendly Digital Solutions: Continue improving the usability of contactless services, such as digital check-in and QR code menus, particularly for older guests or those less familiar with technology. Offering step-by-step instructions or in-person assistance can help ease frustration.
Personalize Guest Services While Maintaining Safety
Customised Service Levels: Allow guests to choose personalised service levels that align with their comfort regarding physical interaction. For example, some guests may prefer less frequent housekeeping services or private dining options, while others may want traditional services.
Enhanced Luxury While Ensuring Safety: Continue offering luxury services, such as private spa hours or exclusive dining experiences, while adhering to strict safety measures. This will maintain the hotel’s reputation for providing a high-end guest experience, even during times of heightened safety concerns.
Reflective Piece: My Placement at Premier Inn Romford
Premier Inn Romford was a truly transformative experience for me, allowing me to apply theoretical knowledge to real-world situations. As a result of participating directly in health and safety protocols, guest interactions, and team coordination, I gained invaluable insights into the dynamic challenges of managing a hotel. Through the experience, I developed my skills in health and safety, communication, and decision-making.
Facing Challenges
One of the most significant challenges I encountered during my placement was adjusting to the fast-paced, high-pressure environment of a busy hotel. While I had expected the work to be demanding, the reality of managing guest expectations, ensuring compliance with health and safety protocols, and coordinating with different departments all at once was more challenging than I anticipated. It quickly became clear that managing multiple responsibilities in a high-stakes setting required not just technical knowledge but also strong communication and time management skills.
Guest Compliance with Health and Safety Protocols
One specific challenge I faced was ensuring that guests complied with the hotel's health and safety protocols, particularly in the wake of the COVID-19 pandemic. Despite the hotel's best efforts to communicate safety measures through signage, digital tools, and verbal reminders, there were instances when guests refused to adhere to social distancing guidelines or wear masks in public areas. This created tension, not only between the staff and the guests but also among the guests themselves, as some were more diligent than others in following the rules.
I found myself in situations where I had to diplomatically remind guests to follow the safety protocols, which often led to uncomfortable conversations. As a relatively new member of the team, I initially felt hesitant to enforce rules that might cause friction with the guests. However, I quickly realized that maintaining safety standards was essential not just for the hotel's reputation but for the well-being of everyone on the premises. This challenge taught me the importance of balancing customer service with firm safety enforcement.
Staff Turnover and Training
Another challenge I observed was the high turnover rate among staff, which impacted the consistency of health and safety practices. New hires were not always fully trained on the latest protocols, and as a result, there were occasional lapses in adherence to safety measures, particularly in less visible areas like housekeeping. This experience highlighted the difficulty of maintaining uniform safety standards in a fast-moving environment with fluctuating staff levels.
Key Lessons Learned
Throughout my placement, I learned several valuable lessons that will serve me well in my future career. These lessons ranged from understanding the technicalities of health and safety management to developing soft skills that are crucial for success in the hospitality industry.
Communication skills: Throughout my career, I have learned the importance of effective communication in ensuring health and safety management. Guest compliance was greatly influenced by effective communication methods, such as clear signage, verbal reminders, and digital updates. Moreover, I recognized that different guests respond differently to safety information. My ability to adapt to communication will be invaluable as the industry progresses.
Balancing service with safety: Another important lesson was finding a balance between exceptional customer service and strict safety protocols. Limiting physical interaction according to COVID-19 guidelines sometimes clashed with guests' expectations for personalised service. The experience taught me to find creative ways to bridge this gap, such as offering more tailored safety options. 

Professional growth
My placement at Premier Inn Romford played a pivotal role in my professional development. It allowed me to apply the theoretical knowledge I had gained in my studies to practical, real-world situations, and in doing so, I gained a deeper understanding of the operational aspects of hotel management.
Confidence in decision-making: The more experience I gained, the more confident I became in my decision-making abilities. My initial hesitation in enforcing safety rules or proposing ideas in meetings gradually turned into increased comfort over time. Increasing my confidence also allowed me to communicate with colleagues, voicing ideas and suggesting improvements. Having completed my placement, I felt confident I could contribute meaningfully to the team going forward.
Enhanced problem-solving skills: Another area where I experienced significant professional growth was in my problem-solving abilities. The dynamic nature of the hospitality industry means that no two days are the same, and this often requires quick thinking and adaptability. Throughout my placement, I was faced with a variety of challenges, from last-minute guest requests to unexpected operational issues. These situations forced me to think on my feet and come up with solutions that balanced guest satisfaction with practical constraints.
One instance that stands out involved a group booking where the guests had specific health and safety concerns due to COVID-19. They requested a private dining area and extra sanitation measures, which were not initially part of the hotel’s standard offerings. I worked closely with the food and beverage team to accommodate these requests, ensuring that the guests felt comfortable and safe while maintaining the hotel’s operational efficiency. This experience taught me the importance of flexibility and collaboration in solving problems.
Reflecting on my placement at Premier Inn Romford, I am grateful for the personal and professional growth I gained. Aside from learning invaluable lessons about effective communication, adaptability, and resilience, I witnessed the impact of staff turnover and enforced guest compliance. These insights have enhanced my understanding of health and safety management and confidence in problem-solving and decision-making.
The challenges I encountered, from guest compliance to staff training, taught me valuable lessons about the importance of communication, adaptability, and resilience. These experiences deepened my understanding of health and safety management and helped me build confidence in my decision-making and problem-solving abilities. Overall, my placement was an enriching experience that has prepared me for the dynamic and fast-paced world of hospitality management.
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