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Abstract
The report summarises about external and internal environments of Whitbread Group UK by using the Pestle framework, competitors' analysis, SWOT, value chain analysis and many more. The organisation is known as a highly rewarding company in the UK in terms of offering effective customer services. However, COVID-19 and the gender pay gap are two key issues that decreased customer satisfaction levels while they visited Whitbread Group UK. The report also summarises that to solve these issues Whitbread UK will implement a new training program for staff, innovative menu design and contactless payment and order services. To avoid issues while implementing strategic options the company needs to take tests of staff after giving them training.  
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Introduction 
The purpose of the report is to discuss developing the new landscape for customer care of Whitbread Group. The purpose of the report is to discuss the internal and external analysis of Whitbread Group UK by using SWOT and PESTLE analysis. The report aims to critically evaluate strategic options for highly personalised customer care. The report as per the issues determined while evaluating strategic options will recommend the proper strategy to solve these issues. The chosen hospitality organisation for this report is Whitbread Group UK. It is considered the leading hospitality business in the UK and overseas. However, the organisation during COVID-19 and lockdown has faced a £1 billion annual loss due to low sales. Due to staff shortages during this period, the organisation could not let them provide adequate customer services. Therefore, it becomes a massive issue for Whitbread Group UK (Kollewe,2021). [Referred to Appendix 1]   
Main body 
External Analysis of Whitbread Group
The report uses the PESTLE framework to do the external analysis of the Whitbread group. Pestle framework studies the major external factors including political, economic, the social, technological, environmental and legal. This framework studies these factors because they influence the businesses (Soares et al. 2023). The Pestle framework may be implemented in several scenarios and may guide senior managers and people professionals in strategic decision-making (Dalirazar and Sabzi, 2023). 
Political factors
Due to Brexit, the domestic hotel demand in the UK has been negatively affected specifically in a regional business market where most Whitbread Group hotels are situated. Whitbread Group UK has also announced that leisure confidence and weaker business have continued, coinciding with consistent political uncertainty across the UK. As an outcome, the total accommodation sales of this hotel group have decreased by 1.5% (Caruso, 2019).   
Economic factors
Due to the Brexit issue, the Whitbread Group in the UK has reported a fall of 40% in annual profit. The organisation during Brexit has warned about the drop in the demand for hotel rooms which has worsened in recent weeks as the uncertainty of Brexit has discouraged bookings, specifically among the business travellers outside London. Due to uncertainty, bookings from customers become weaker than expected (Kollewe,2020).  
Social factors
Whitbread Group UK expects a massive demand for holidays throughout the summer in this country after the ease of coronavirus restrictions in 2021. The organisation forecasts a major bounce in the leisure demand in tourist locations. During post-COVID, the organisation has seen a massive sales rise in the first quarter of 2024. The customer demand in the UK has remained strong. Whitbread Group UK has also delivered excellent financial and operational performance (BBC News, 2021).      
Technological factors 
At Whitbread, the organisation understands the pivotal technology role to drive innovation and growth. It is the reason; the organisation has invested £150 million over the last three years to develop a robust foundation. It empowers Whitbread Group UK to excel in both global and local markets. The organisation has highly skilled IT professionals who are dedicated to crafting exceptional consumer experiences, building a supportive environment and optimising the operations which enables development and growth for all the groups (Yasir et al. 2023). The team of Whitbread UK includes the Data Centre of Excellence, Business Analysts and Architects- all aligned to support the organisation achieve its business vision through highly effective and efficient technology usage. Even the organisation also works to assure and ensure the secure operation and implementation of Whitbread IT data, equipment, applications and networks based on protecting the guests, staff, systems and data (Whitbread, 2024a).     
Environmental factors 
To reduce the climate change impact, the ambition of Whitbread UK is to bring controlled emissions directly to zero by 2040. The organisation will remove the connection of the main gas from the existing estate within 2040. Whitbread Group UK is focusing on achieving 90% elimination in the value chain emissions by 2050. Even the organisation is highly committed to sustainability, proven by the sector-leading force for the Good Programme, which paves the way for the net zero ambitions. Whiteboard Group UK in 2016/171 baselined the operational carbon emissions, shortly followed by the baseline of emissions around the value chain. The organisation also predicted that within 2026 there will be 100% renewable electricity to be bought across the total Whitebread estate (Hutton, 2023).         
Legal factors  
The Whitbread Group UK keeps data customers provide them directly including address, contact details, feedback, comments as well as marketing preferences. While customers engage with Whitebread online via the website the cookies must capture the IP address, the record and the location of how customers use the company site to support, improve it and improve the user experience (Camilleri and Filieri,2023). The organisation strictly follows GDPR to protect the data of the customers, suppliers, staff and third parties. The organisation has the legal obligation to hold the information which Whitebread is strictly required to operate the business and look after the data carefully. The organisation has the legal obligation only to hold the information that the organisation strictly requires to operate the business and look after the information carefully. People who provide the data have the right to observe what information Whitbread Group UK holds, the amount of time and having this deleted if required. The policy sets out all the obligations (Whitbread, 2024b). 
Market trends
The hospitality sector in the UK is expected to rise from $57.39 billion in 2024 to $65.02 billion within 2029, at 2.53% CAGR at the time of the forecast period (2024-2029). This sector in the UK is the substantial sector which includes pubs, restaurants, hotels, catering services and bars (Baquero, 2023). This sector is an important driver of the economy of the UK, offering employment to millions and importantly contributing to the GDP. There was a rise in investments in the hospitality sector, accompanied by positive indicators of fundamental performance. The UK hospitality sector in 2024 is witnessing an important shift in health-conscious dining. This trend is driven by an increasing awareness of the links between wellness, diet and entire life quality. The move reflects the potentially deeper change in society in terms of attitude toward health and food. In the UK, the hospitality sector is the third-biggest employer with 3.5 million people working in the industry (Glaveli et al. 2023). This plays a vital role in offering jobs and supporting livelihood across the UK. London in the UK has a slightly bigger overall indicator of critical performance instead of the remaining country. The new hotel demand is expected to increase, specifically in London, because of increased travellers to the UK. Despite the uncertainties of Brexit impacting the investment environment, the rising demand attracts the investors to the UK. It has seen a major rise in the number of shared spaces and serviced apartments, making the UK, particularly London, the affordable destination for younger generations and millennials (Zeng et al. 2024).            
Competitor analysis  
One of the key competitors of Whitbread is InterContinental Hotels Group (IHG). IHG is the first global luxury hotel brand in the world. The organisation has been pioneering new destinations for decades from immersive resorts to historic buildings, every property is the indelible beacon of hospitality, connecting guests to the culture at every turn. The organisation has a service philosophy called ‘Global Etiquette’. The organisation aims to offer personalised and attentive service (Borghi et al. 2023). The organisation offers hotel reservations where the guests may make, modify, cancel or view reservations on the booking website. The guests can also call IHG at the closest worldwide reservation office. On the other hand, if customers or guests would like to contact consumer services, then they may do so by applying the feedback. Form and the member of the guest relation group must reply to them by telephone, mail or email as early as possible. Customers or guests may contact the group by post or by telephone implementing the tagline ‘We will be happy to help you’ (HG Hotels & Resorts, 2024). 
Another competitor of Whitbread Group in terms of excellent customer service is Barratt Developments UK. The organisation has excellent customer service and produces quality that is fundamental to the business. The organisation is the only key housebuilder to get an award for customer satisfaction for twelve consecutive years. The name of the award is HBF 5 Star. The organisation operates around Britain, manages the risks effectively and diversifies the business (Milton, 2024). The organisation focuses on understanding the needs of the customers and offering a first-class experience for them. The organisation is concentrated on maintaining the biggest quality levels, being the only major housebuilder for customer satisfaction for the past 15 years. Being rated five-star means that more than 90% of the consumers could recommend this company to their family and friends. Barratt Developments UK has been rated 5-star for fourteen years in a row demonstrating the commitment to offering a sector-leading consumer experience (Barratt Developments Plc, 2024).                
Internal Analysis of Whitbread Group 
For the internal analysis, the report is going to implement a SWOT analysis. This framework helps Whitbread Group UK evaluate internal as well as external factors which might affect the business (Zientara et al. 2023). SWOT framework supports this organisation to develop on what it does well, address what it is lacking, minimise risks and seize new openings. Apply the SWOT analysis to evaluate the position of the firm before the company decides on any innovative strategy (Hayati et al. 2023). 
Strengths 
One of the key strengths of Whitbread Group in the UK market is its strong presence in the UK market. The organisation is considered the largest hotel brand in the UK, with the offerings of quality accommodation at affordable prices. With more than 85,000 rooms in the UK, the customers will never be far from the Premier Inn (González-Mansilla et al. 2023). 
Another key strength of Whitbread UK is its vertically integrated model. This combines the brand, hotel operations, inventory distribution and property ownership which have enabled Premier Inn to build at a faster pace significantly compared to rivals, deliver a superior customer experience (consistent manner) and create a strong return on the capital for the shareholders (Fatema, 2023).   
Weaknesses
The major weakness of Whitbread Group is increasing the price of products and services. It is because of inflation. However, rising prices do not attract customers as due to the high cost of living they are not willing to pay that price. It significantly affects the sales and revenues of the organisation (Sweney, 2022). 
Another weakness of Whitbread Group UK is cutting down 6000 jobs during the coronavirus. Due to lockdown and restrictions, the organisation especially its pubs and hotels have announced plans to axe close to 6500 jobs. This job cut represents one in five of the employees. Due to social distancing and restrictions customers are also not willing to visit pubs or take accommodations in hotels. Whitbread UK suffers from low sales and revenues. To reduce the operational cost, Whitbread UK must cut down the jobs (Kollewe and Neate, 2020).      
Opportunities 
Whitbread Group UK has the opportunity in the direction of innovate and implement new technologies to boost customer service and retain them consistently in the upcoming days. To enhance guest service, the organisation already has deployed the PolyAI voice assistant. During a pandemic-like situation, it is expected consumers to make 700,000 table bookings every year implementing artificial intelligence. PolyAI is the leading enterprise voice assistant provider which launched Digital Host for the Beefeater restaurants of Whitebread PLC (Mariani and Borghi, 2023). This is considered as the new industry-leading voice assistant to take the table bookings over the phone at all 173 Beefeater locations around the UK. This Digital Host may understand callers with even the strongest of the regional accents, meaning the guests of Beefeater may be understood whoever they are or wherever they are from. The Digital Host of the Whitebread by PolyAI is the bespoke system which started trials before the outbreak of coronavirus (Hayati et al. 2023).    
Threats  
In the UK market, Whitbread UK must face fierce competition with the other big players from the hospitality sector. Such competitors are Mariott International, Hilton Hotel, Barratt Developments, InterContinental Hotels Group (IHG) and many more. As an outcome, the company loses the market share from these top players and customers can easily switch to these brands to get better services (Puyt et al. 2023). 
Another major external issue of Whitbread UK is sales have decreased during the COVID-19 pandemic compared to pre-pandemic levels. For example, the beverage and food sales of Whitbread UK soared 40% from the year ago, however, it was still 4% below the pre-COVID levels (Farrokhnia et al. 2024).    
Value chain analysis 
Whitbread Group Plc also uses this framework to understand the internal business environment of the organisation. This framework is important because it offers businesses a clear path to major profits. Understanding the value which businesses bring to the audience may craft highly strategic sales plans and alter the chain activities to build additional revenue (El-Said et al. 2024). 
Primary activities 
· In the UK, Whitbread Group UK creates a digitally driven supply chain to effectively operate its hotels, pubs, coffee shops and restaurants. The organisation in Germany has 13 inbound deliveries and steadily initiated stocking the warehouse with important items (Rafiki et al. 2023). 
· Whitbread Group has 7 outbound deliveries which they maintained from their warehouses in Germany. This helped the company to maintain quality services to its customers by managing the product delivery processes and optimal costs properly. As an outcome, this expands the growth opportunities for the organisation and maximises consumer satisfaction (Gutzke, 2024).   
· Whitbread UK is considered the hospitality expert, running several most-loved brands and operations of the UK more than 850 hotels around the UK and various favourite restaurant chains in the UK (Albayrak et al. 2024). The site managers of the organisation are experiencing special for the consumers, day out, and day in, serving up the brilliant memories in the restaurants and supporting the customers to get great sleep at night in the organisation. This makes for a perfect work environment, where people may have fun as well as enjoy working together at the time of getting the development they require to progress. The site managers ensure the delivery of the best experience and service for all of the customers and teams. Motivating the group is an important part of the role and must be provided plenty of responsibility by having regular accountability to run the site (Whitbread, 2024c).    
Secondary activities 
· The organisational members at Whitbread UK understand the pivotal role of technology in driving innovation and growth. It is the reason the hospitality company has invested £150 million in the last 3 years to develop a robust foundation. The purpose is to empower the organisation to enhance or expand in both international and domestic markets (Cabral and Marques, 2023). 
· In terms of infrastructure and capital project development in the UK, Whitebread UK is considered the biggest operator of coffee shops, restaurants and hotels. For the last 3 years, the strategic focus on Whitbread has been to innovate and grow Costa and Premier Inn in the UK (Dennett et al. 2023). 
· Fujitsu and Whitbread UK sign the multimillion partnership deal for technology service to bolster information technology services in restaurant brands and Premier Inn. The deal is worth 57.9 million GBP and it is a 5-year partnership deal. This contract that develops an existing 35-year relationship between both the firms, which must observe Fujitsu delivering the proactive and modernised outlet concentrated IT services that support 35,000 staff around Beefeater, Premier Inn and many other brands (Fujitsu, 2023). 
Capabilities and resources: evaluating the ability of Whitbread to offer personalised experiences 
Whitbread Group UK showcases the personalised experiences such as
Resources
Whitbread Group UK has various resources such as intellectual property, physical assets, copyrights, patents, experienced and talented staff as well as trademarks. In terms of financial resources, the balance sheet of Whitbread Group UK is strong, with £171 million net cash for the financial year 2023. It means the hospitality company may continue to invest with confidence, even at times of heightened macroeconomic uncertainty periods (Wanjala, 2023).    
Capabilities 
The Whitbread Group UK has a range of capabilities which allow it to compete in the hospitality and hotel industry. The organisation has hospitality experts with over 1200 restaurants and hotels around the UK and other countries. The organisation is building a capability of implementing a multi-speed delivery network for supporting the various brand goals, with direct regular deliveries of fresh items and milk. It can harmonise delivery frequency, warehousing and vehicles for a core network. It must allow an important reduction in the vehicle distances travelled as well as associated carbon footprint to 8 million from 15 million kilometres every year (PricewaterhouseCoopers, 2024). 
Limitations  
· One of the major limitations of Whitbread Group UK is cost inflation which failed to attract a   large   number of customers toward its pubs, restaurants and hotels. The cost inflation most likely delays the entire recovery in profitability to the financial year 2024. The organisation focuses on reducing the cost inflation through a 100 million GBP higher room rates and a cost-cutting programme (FitchRatings,2022). 
· Whitbread Group UK is focusing on exiting 126 sites from the branded restaurant estate and effectively converting 112 sites from 126 sites into new hotel rooms as a part of the new AGP or accelerating growth plan. This two-year plan can result in the elimination of nearly 1500 rolls around the UK workforce (McAllister, 2024).         
Evaluation of customer care strategies 
Overview of recent customer care approaches at Whitbread UK 
The favourite hospitality company in the UK maintains a value called 'being a force for good'. This force for good is properly grouped into three major pillars such as responsibility, community and opportunity. Within every area, Whitbread UK has set long-term strategic commitments which it believes can support them in achieving the objective of enabling people to work and live well. On the other hand, working as one group around Fujitsu, Microsoft and Whitbread Group UK has offered the users the cloud platforms which enable migration to a highly sustainable and modern environment (Papademetriou et al. 2023). Whitbread Group UK has transitioned successfully to the robust information technology platform, with cost control, operational visibility, faster time to market and transparent governance. New outlets may be integrated faster as well, and innovations introduced more rapidly. It means Whitbread may offer a better experience for customers and effectively improve consumer service (Loyalty360, 2024).      
Analysis of customer satisfaction and feedback levels 
The mass-scale customer satisfaction survey of Premier Inn currently collects the views of more than 80,000 customers per month. The current survey is delivered promptly to nearly 7000 customers per day shortly after their stay at any one of the hotel sites. This survey programme is successful and effectively aligns with the objectives and goals of Premier Inn Brand. This survey was recently provided with a new look as well as amended to improve online environment usability. It has contributed to the response rate staying high at nearly 31% consistently (Nazarian et al. 2024). The survey tells over time a research approach has been built carefully to fit the precise requirements of highly successful firms and inform major strategic investment decisions. Offering customers a range of options for breakfast, introducing free Wi-Fi, new offers and menus, improving room isolation and in-room entertainment as well as rolling out the bedroom refurbishment programmes are included. All the factors have either been changed in meeting guests’ expectations or are firmly on an agenda for the change. To encourage the visitors to provide positive feedback, the Whitbread Group UK leaflet mainly offers a free bottle of wine, starter or dessert, based on a restaurant brand. Every billfold has a unique look, tailored to each of 4-restaurant brands (Fujitsu, 2021). 
Premier Inn is a market leader in the UK in budget hotels with an ambitious investment programme to move further. Whitbread Group UK will invest a large amount to update rooms in the next couple of years, rolling out the new formats around more than 82,700 rooms and 800 hotels. The design of a hotel room is fundamental to the success as well as the opportunity for the future is a strategic review of in-room offers. The organisation knows current room solutions that attract a greater likelihood to return, effective conversion from searching to booking, effective operational efficiency and improved retention. To retain the market-leading position in this country, the fifth-generation update was important for Whitbread UK. It increases the customer experiences and services aligned with the real-world expectations and requirements. 
The design approach of Whitbread UK called 'Ipsos' supports the organisation in understanding what consumers expect and want from the future opportunities. The organisation has deployed the multi-method approach into the massive and strategic workpiece, blending the research techniques that were never implemented together in an individual project before. It included research outside and inside of the sector and methodologies such as trends, further analysis and semiotics, trade-off analysis and workshopping (Fujitsu, 2021).          
Gap identification in recent strategies 
· Gender pays gap- Whitbread UK has faced a major gender pay gap issue in the last couple of years. In 2023 for example the median gender pay gap has decreased to 4.55% from 5.2%. There is a slight increase in the mean gender pay gap by 0.7% points to 10.5%, driven by the change in CEO in 2023. However, the gender pay gap has narrowed by 2.7% points from 2018 but still negatively impacts customer service. Gender pays gaps make Whitbread Group UK like consumer-centric organisations lose potential customers. Customers especially women are dissatisfied with poor-quality services like offering poor food. This creates a negative image in the UK market for Whitbread UK (Whitbread Plc, 2023).   
· COVID-19 lockdowns- Due to the lockdown, Whitbread UK has been forced to shut down its pubs, restaurants, accommodations and many more on both temporary and permanent basis. Due to this the organisation could not provide effective services to its customers. As an outcome, the organisation has to face a £1 billion loss. Their sales have been reduced by nearly three-quarters as an outcome of coronavirus lockdowns. Maximum bookings were cancelled, and COVID-19 restrictions did not let customers visit the hotels or restaurants. As per data, Premier Inn hotels were over 50% full in September-October in 2020 however decreased to 23% and 29% in January and February 2021 respectively (Kollewe,2021).      
Strategic options for the Hyper-Personalisation 
At first, Whitbread UK in the post-COVID situation will entirely focus on the wellbeing of the customers and guests. The organisation must improve the nutritional values of the menu by consistently reducing calories, salt and sugar. This will attract more consumers especially those who are health-freak. This new and innovative menu may offer the guests a better experience at restaurants and can improve the customer service of Whitbread UK.
Customer service can also be improved in Whitbread Group UK by concentrating on training related to staff customer service. When it comes to customer service at a hotel, the highest priority is making consumers feel special wherever they are from rooms to the lobby. It can be done by proper services from the staff. For this reason, the leaders and management team of Whitbread Group UK need to provide proper training to the employees. Effective staff training moves beyond the staff handbook. The staff must likely be learning on the job on a regular basis, facing new issues which teach them more than they would learn in the training session. Hence, this becomes important for the organisation to invest in the staff for the perfect outcomes. 
In the end, using AI or artificial intelligence can be fruitful for Whitbread UK. AI may improve the customer experience significantly in hotels. AI-powered chatbots in hotels and restaurants may offer accurate and fast responses to questions of the customers, offering them highly tailored and effective interaction. Even in hotel booking optimisation, artificial intelligence plays a vital role in streamlining reservation processes and optimising hotel bookings. AI-powered systems may automate booking confirmations, personalised and inquiry recommendations, eliminating manual effort for hotel staff and guests. Through AI-related technological innovations, Whitbread Group UK can offer contactless payments and ordering in hotels and restaurants. Due to a pandemic-like situation and to maintain hygiene and safety, Whitbread Group UK can take this initiative. Offering contactless methods can enable the consumers to pay for and order meals by using their smartphones. They no longer must wait for the staff to take orders. This will make the process fast and efficient. It will help both customers and Whitbread Group UK. Customers will get a better experience and the company can generate more sales and revenues in the upcoming days. [Referred to appendix 2]              
Critical Evaluation of Strategic Options 
The analysis of suitability, acceptability and feasibility-
· Suitability- It recognises the potentiality of staff training programs, innovative menus and artificial intelligence and determines whether this aligns with the brand reputation of Whitbread UK. If the customer service level improves by utilising these strategies, then these are suitable for Whitbread Group UK to retain and attract more customers in the future. 
· Acceptability- It depends upon how the customers of Whitbread Group UK will accept the contactless payment and order or other services. If the customers get value from the dishes they order and the way they order, then they accept the new service policies of Whitbread Group UK. 
· Feasibility- It depends upon the sourcing and executing cost required for three customer service strategies of Whitbread Group UK. It also depends upon the sourcing and cost-effectiveness of new menu designs or new contactless payment and order booking services.
Potential issues while implementing strategic sources in Whitbread Group UK  
· Whitbread Group UK and its management team failed to organise the budget and resources on time for the execution of these strategies. Due to the large number of resources and maximum budget, the management group can face difficulty in convincing the fund and resource providers. The delay can increase the cost of these strategic sources for Whitbread Group UK. 
· Whitbread Group UK can face issues in terms of lower-skilled staff or staff who failed to understand and upgrade their knowledge from the training. The low-skilled staff can hamper the execution of innovative menu design or contactless payment services. A lack of experienced chefs may not provide healthy and relevant food options on the menu.          
Conclusions and Recommendations 
The report details the external business environment of Whitbread Group UK by using PESTLE analysis. From the analysis, it is determined that Brexit negatively impacts the sales and decision-making. It is also determined that the organisation implements different modern technologies and hires IT experts to provide better services to guests. The report also details that the UK hospitality sector is predicted to increase from $57.39 billion to $65.02 billion in 2029. The report concludes InterContinental Hotels Group and Barratt Developments UK are the top competitors of Whitbread Group UK. It is determined that Whitbread UK has strengths like a strong presence in the UK and weaknesses like increasing product prices due to inflation. Massive competition is a threat whereas technology implementation is an opportunity. To offer customers better services and experience, Whitbread UK is focusing on offering innovative menu design, providing contactless orders and payments and providing training to staff. 
Whitbread UK needs to implement strategies to overcome the issues that occurred while implementing strategic options for better customer service. These strategies are-
· Whitbread UK trainers can take tests after offering training sessions to every staff member. It can help them to get a feedback report on the understanding of each staff member regarding the training modules. It will increase the chance for the organisation to inject experienced, talented and potential staff during strategic options implementation. These staff can effectively perform and successfully execute these strategies to improve customer service levels. 
· Whitbread UK needs to keep funds with them and should convince the fund providers in a manner they can transfer funds before the set time limit. It can be done by maintaining the balance sheet and offering better rewards to fund providers.  
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Appendices
Appendix 1- Background of Whitbread Group UK
Whitbread Group UK is the owner of Premier Inn and is the largest hotel brand in the UK. The organisation has a rising presence in Germany, offering quality accommodation at affordable rates. With more than 10,500 rooms in Germany and 85,000 rooms in the UK in major locations, customers will never be far from the Premier Inn. The organisation has 38,000 staff who are highly passionate about making daily experiences special for the millions of customers both overseas and in the UK. The organisation strongly believes in listening to the guests and responding as per the requirements like nutrition quality, ways to source the ingredients or allergen management. The organisation mainly concentrates on families with young children to offer the kids menu which is fuss-free, responsibly sourced and nutritious. Whitbread Group UK works with the company nutritionist and offers carefully controlled levels of salt, sugar, fat and calories to meet the nutritional requirements of children including two or five a day in all major meals. Having the hotels open for the key staff of the nation gave the company a head starts to implement comprehensive and new health, hygiene and safety protocols which provide the guests and groups the reassurance that the company may continue to provide high-quality standards which they expect from the Premier Inn and the restaurants (Whitbread PLC, 2023).           
Appendix 2- Justification of recommended strategy by using theoretical techniques and frameworks explored within the module 
The theory of planned behaviour mainly explains the individual behaviour as resulting from the intentions, that in turn are influenced by the subjective norms, perceived behavioural control and attitudes. This would be about both subjective norms and attitudes required to be specifically linked to a specific innovation under consideration (Morita et al. 2023). The original Theory of Planned Behaviour works perfectly while three factors include PBC, subjective norms and attitude are particular to the behaviour under question (Leoni and Moretti, 2024). By using this theory Whitbread Group UK implements its strategic options for better customer service in the upcoming days. 
	Aspect 
	Description 

	Training program design 
	Organising a seminar hall, hiring experienced management or trainers to guide staff, understanding behaviours and attitudes of customers. 

	Communication strategy 
	Face-to-face meetings, emails, telephone, website where the queries of customers are solved within one day and they feel valued. 

	Food menu innovation 
	Hire experienced chefs, and menu innovation.

	Feedback integration 
	The incorporation of feedback from customers based on their experience, and the service they get, requires improvements or not in services (It, 2023). 
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