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Executive Summary
This audit report examines Premier Inn, covering various aspects such as their organisational structure, culture, and goals. It assesses the hotel's response to recent changes and evaluates its strategic direction and current business performance.
The report highlights that Premier Inn’s implemented a divisional structure to effectively manage its large operations and ensure consistent standards across its establishments. It also points out that the hotel faced significant challenges, particularly during the global pandemic. This situation prompted a change in management's perspective on the business.
Presently, Premier Inn places a greater emphasis on expanding its portfolio, customer relations and employee well-being, recognising their importance. Furthermore, the report acknowledges that Premier Inn has recognised the need to adopt more sustainable business practices.
Lastly, the report highlights Premier Inn’s successful expansion through an intelligent franchise method, resulting in profitable growth.
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Introduction
Premier Inn Hotels is a British limited service hotel with 72,000 rooms and 800 hotels that generate about 70% of Whitbread’s earnings (Whitbread, 2023). According to the Caterer (2022) this brand was created in 1987 to compete with the Travelodge and can be found in city centre or outskirts near to a major roads or motorways. Premier Inn expanded its operation in 2006 with a 300-room hotel at the Dubai Silicon Oasis on Emirates road and in Qatar at 2017 in Education City National Convention Centre. Furthermore, they also launched first hotel in Frankfurt Germany in July 2021 through the acquisition of Ninety Nine and Four Side, Centro and Boutique 009 hotels. Moreover, Sweney (2023) reported in the Guardian that despite of global pandemic and Russia-Ukraine war, Premier Inn reported a 50% increase of total revenues to £2.5 billion.  
According to Davies (2023) this budget hotel’s annual adjusted pre-tax profits are £413 million for 12 months against a loss of £16 million due to covid and travel restrictions. However, Whitbread, the owner of Premier Inn, has announced a significant loss of £1 billion in its annual report due to a drastic decline in sales caused by Covid-19 lockdowns. Despite, the hospitality group has observed a remarkable increase in summer reservations for coastal and mountain destinations (Kollewe, 2021). Nadkar (2020) reported in the Reuters that the hotel has to cut 6000 jobs in 2020 due to the pandemic.
The aim of this audit report is to examine the organisational structure, culture, and goals of the Premier Inn. Its main focus is to assess the hotel group's ongoing change initiatives, analyse their impact, and evaluate the effectiveness of their management. Additionally, the report will delve into the company's strategic principles and current business performance to provide insights into hotel’s present standing within the hospitality industry.


Organisational structure, goals and culture of Premier Inn
Premier Inn's aim is to offer guests high-quality and affordable accommodations for both leisure and business purposes. Additionally, they are committed to promoting equality and ensuring that their employees have access to meaningful work, skill enhancement, and opportunities for career development (Whitbread, 2023).
To accomplish their goals, the group implemented an organisational structure that fosters collaboration and provides support to their employees (Ali & Varoğlu, 2022). As outlined by Närman (2012), an administrative structure typically consists of five components, including job descriptions, hierarchical levels, departmentalisation, span of control, and chain of command. Divisions in a divisional structure can develop specialised knowledge and expertise in their specific market or product area. This can lead to a deeper understanding of customer needs, improved product/service offerings, and better customer satisfaction.
The organisational structure is crucial in ensuring the efficient operation of an organisation and its ability to deliver value to the market. It establishes a strong connection between competitive strategy and the value chain, enabling effective coordination and collaboration (Joseph & Gaba, 2020). By keeping a strong chain of command and distributing management responsibilities, the structure encourages employee motivation and enthusiasm. However, it is important to acknowledge that this form of organisation can also result in increased overbearing workload and potentially slow down operational processes in a budget friendly hotel like Premier Inn (Harsch & Festing, 2019). The divisional structure provides clear career paths within each division. Employees can develop expertise in their specific area and progress vertically within their division, which can enhance motivation and engagement. 
Due to size and scale of work, Premier Inn operates its establishments with a divisional organisational structure. Andersson (2019) believes that is an organizational framework that groups employees and resources based on specific products, services, geographic locations, or customer segments. Researcher further describes that businesses offering services to both B2B and B2C are more motivated to accept a divisional structure. This allows for a deeper understanding of customer needs and preferences and enables tailored strategies and offerings to meet those needs effectively.
According to the Whitbread (2023) business model and strategy contains two divisions- Hotel divisions, comprise with Premier Inn, hub by Premier Inn and Zip by Premier Inn; and F&B division comprise with restaurant chain like thyme, Cook House Pub Table Table etc. 
Additionally, Premier Inn has placed emphasis on enhancing its organisational culture to foster cohesion and has implemented strategies to expedite decision-making processes at all levels, with the goal of enhancing stakeholder satisfaction. This focus on integration has yielded favourable outcomes, as evidenced by Whitbread’s market share experiencing a significant 5% increase and making the biggest rise in the FTSE 100 (Sweney, 2023). 
Premier Inn has consistently created a robust organisational culture and is committed to creating the finest workplace worldwide. Valuing its employees, the brand provides industry-leading benefits to employees, enabling them to unleash their full potential. Employees hold a profound respect for their work and take pride in being associated with the brand. The company fosters a meaningful and enjoyable work environment, fostering connections and allowing employees to engage with customers and local community to uplift sustainable practices.
Premier Inn acknowledged with the Best Business Brand, Business Traveller Awards 2022 due to choice of their rooms that suits business traveller’s needs and are equipped with their need (Premier Inn, 2023). Premier Inn’s London City (Aldgate) hotel was also awarded with   Certificate of Excellence due to their service towards the community and guests. Finally, Premier Inn was awarded with & TripAdvisor Travellers’ Choice Awards from 2019 to 2022 continuously (Premier Inn, 2013).   



The impact of change on Premier Inn
Cunliffe (2022) reported that monetary policy committee has forecasted 7% inflation due to the global pandemic, Brexit. Premier Inn experienced a substantial decrease in sales and revenue due to travel restrictions, lockdown measures, and reduced travel demand during the pandemic. Many people cancelled or postponed their travel plans, leading to a significant drop in hotel bookings. Due to these reasons Premier Inn reported a 40% fall in annual profit (Kollewe, 2019).  
As stated by Davies (2019), the Covid-19 pandemic presented the most significant hurdle in Premier Inn’s existence. Nonetheless, the company's highly effective and flexible direct distribution system is considered the best in the industry and played a vital role in their swift recovery once the government lifted the COVID restrictions. Their unique operating model relied heavily on this distribution system.
Premier Inn, like the rest of the hospitality industry, has been focusing on recovery and adapting to the new normal. This includes implementing contactless services, digital check-ins, and enhanced cleaning procedures to install confidence in guests. They have also been targeting domestic travellers and exploring opportunities in leisure destinations to compensate for the decline in business travel. Premier Inn (2023) reported that they launched CleanProtect™ to enhance hotel cleaning, designed to keep guests and employees safe from Covid. This enhanced existing procedures by implementing additional hygiene and safety measures to ensure your peace of mind throughout your stay, from the moment of check-in until check-out.
The pandemic led to a reduction in hotel staff and employment, as the decrease in demand for accommodation resulted in fewer job opportunities. Premier Inn, like other hospitality companies, had to make difficult decisions regarding layoffs, furloughs, and reduced working hours to manage the financial impact of the pandemic. Jagger (2021) identified that during first lockdown Premier Inn had to operate with 39 establishments and due to that 27,000 staffs went to furlough. Whitbread managed to navigate through the pandemic by accessing £270m in government support for furlough schemes and financial assistance from the UK and German Governments. Additionally, they successfully raised £1bn from shareholders and secured £550m through the issuance of a Green Bond.
Like any other industry Brexit also hits hospitality industry and Premier Inn got hit with 6% lower RevPAR in the UK in the quarter to the end of May 2019 (Nadkar & Husain, 2019).  
In response of sustainable practices, Whitbread family introduced ‘Force for GOOD’ project. Through the project they donate surplus food to the local s and are actively working on net zero carbon and supporting Great Ormond Street Hospital (GOSH) (Premier Inn, 2022). 

Premier Inn’s strategic direction and current business performance
Although Premier Inn suffered during the covid lock down like other businesses, they bounced back and regained their market share as soon as the situation got normal. Sky News (2023) reported that due to demand for budget hotel benefitted Premier Inn and their sales went up by 17% in April 2023. Furthermore, Whitbread made a huge profit of £413 million before tax in for the 52 weeks ending March. 
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Gill reported (2022) that, the hotel brand is aiming to add around 1500 rooms in the UK and another 2,500 rooms in Germany. The CEO of the brand believes that they hold a very broad customer segment with their strong brand image and direct distribution policy. 
Despite of mammoth loss of £1 billion in 2020, Reid (2021) identified that, with surge in staycation bookings from business travellers helped Premier Inn to be profitable in 2021. Moreover, the company has allocated £350 million for renovating and making enhancements, and they will also introduce a new advertising campaign featuring comedian and actor Sir Lenny Henry. This campaign will be the first of its kind in three years. Furthermore hotel planned to attract Gen Z and millennials Premier Inn planned to remove unnecessary single-used plastics by 2025.
As part of Middle East expansion of the brand, premier Inn MENA are with discussion with several investors and potential business partner to launch in the Kingdom of Saudi Arabia. Simon Leigh, MD of Premier Inn MENA thinks with huge investment in tourism under Vision 2030 and to host EXPO 2030 Saudi Arabia will be a great expansion for the brand. With high quality and high value accommodation this expansion programme will aim to target Gen Z and millennials (Premier Inn, 2023). 
In 2022 alone Whitbread grew its portfolio with another 11 new and extended establishments. Premier Inn expanded its hotel portfolio by introducing 11 new properties, resulting in an additional 1,500 rooms and the creation of 500 jobs. The company employed a combination of self-led developments and partnerships with development partners to deliver these new hotels. At present, the collective number of properties for Premier Inn and hub by Premier Inn in the UK and Ireland exceeds 840. In line with their expansion plans, the company intends to acquire additional sites for both Premier Inn and hub by Premier Inn hotels in over 160 locations across the UK and Ireland (Flach, 2023).
Johnson (2022) indicated that Premier Inn putted a £15 million on their campaign with Lenny Henry. The latest campaign takes the brand a step further in establishing an emotional connection with customers, in addition to highlighting the practical advantages that Premier Inn provides. While the TV ad won't focus on a specific pricing message, the "Good Night Guarantee" will still be featured as an integral part of the advertisement and a fundamental element of Premier Inn's value proposition.

Conclusion
The COVID-19 pandemic had a significant impact on Premier Inn, as it did on the entire hospitality industry. Due to travel restrictions, lockdowns, and reduced demand for accommodation, Premier Inn experienced a decline in bookings and revenue during the pandemic. The company had to temporarily close some of its hotels and implement cost-saving measures to navigate the challenging circumstances. However, Premier Inn also adapted its services to cater to essential workers, key workers, and individuals needing emergency accommodation during the crisis. As the situation evolved, Premier Inn gradually reopened its hotels and implemented strict health and safety protocols to ensure the well-being of guests and staff. The full extent of the pandemic's impact on Premier Inn's financial performance and recovery would be best assessed by referring to their official financial reports or statements released by the company.
Additionally, Premier Inn has recognised the importance of sustainability and has been working towards reducing their environmental impact. They have set goals to minimise carbon emissions, improve energy efficiency, and increase recycling rates in their operations.
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