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[bookmark: _Toc242277085]Executive Summary
Whitbread PLC is the UK's largest hotel brand, running over 86,000 rooms in about 850 hotels in the UK and with a hotel-room market share of over 12%. The company is in the process of developing a five-year plan that would seek to establish a more targeted and profitable hotel operation. This involves expansion, reallocation of former “eating places” to new hotel use, increased technology and AI, and significant cost savings. 
This report assesses the necessity of more strategic change in the way Premier Inn operates in the UK, due to digital disruption, economic uncertainty, increasing employment costs, changing customer expectations and sustainability demands. It suggests a comprehensive transformation programme for the digital guest service, the development of the company's capabilities, and sustainable operations. The programme aims to support the wider strategy of Whitbread whilst ensuring Premier Inn's value proposition and service are maintained.
Lewin's Three-Step Model, Kotter's Eight-Step Model and ADKAR are alternative approaches to change. Kotter's model is known as the most appropriate principal framework as it stresses urgency, leadership, communication and embedding of change within the organisation, while acknowledging that it has limitations and needs to be supplemented with the change adoption practices at the employee level as defined by ADKAR. Transformational and participative leadership are suggested to foster commitment with operational discipline.
The proposed change plan includes measurable goals, budgeting, communication, and assessment with stakeholders. The successful implementation will require technology, people, culture, and sustainability to be aligned, and not as standalone projects.



[bookmark: _Toc242277086]1. Introduction
[bookmark: _Toc242277087]The environment of the UK hospitality industry is becoming ever more demanding, driven by the influence of technological innovation, labour-cost pressures, shifting customer expectations, environmental concerns and economic uncertainty (Park et al., 2016). Hotels are thus compelled to ensure the quality of the services they provide, offer competitive rates, and invest in their digital capabilities, employee skills, and more sustainable operations. The effects of these pressures are especially pronounced for large hotel groups as relative differences in operating costs, customer behaviour, or service processes can impact hundreds of properties.
The report concentrates on Whitbread PLC and Premier Inn in the UK. The UK's biggest hotel brand, Premier Inn owns over 86,000 rooms in around 850 hotels, making up over 12% of hotel-room supply in England and Wales (Whitbread PLC, 2025). The scale is an important competitive advantage for Whitbread, both in terms of brand awareness and purchasing power and standardisation of operations, but it also adds complexity to implementing organisational change throughout the estate. 
Whitbread is in the midst of a major transformation in its business strategy. The current plan for the next five years is designed to build a more profitable and higher-margin hotel business by expanding the Premier Inn brand, disposing of or converting low-margin, low-returning assets, the use of technology and artificial intelligence, and the projected total efficiencies of around £250 million between 2026/27 and 2030/31 (Proactive, 2026). The bigger question is not if Premier Inn should change, but how strategic change can be done in a way that does not negatively impact customer experience, employee engagement, or operational performance.
The report examines the current state of Premier Inn and the evolution of its internal and external environment before making recommendations for an integrated programme comprised of digital transformation, workforce capability and sustainable operations. It critically appraises alternative change-management models, and explores the issues of leadership, organisational culture and implementation before formulating a change-management plan.
2. Current Organisational Position of Whitbread and Premier Inn
[bookmark: _Toc242277088]Whitbread has turned Premier Inn into a leading player in the budget-hotel market in Britain. Its competitive offer is based on quality and comfort of the products at an affordable price with a wide network on the national market. Whitbread says it has over 12% of hotel rooms in the UK and about 850 hotels in the UK and Ireland through Premier Inn. Its vertically-integrated business structure also gives it a lot of control over property development, hotel operations, commercial strategy and customer experience (Whitbread PLC, 2023). 
The organisation is still financially able to invest in transformation, based on its recent performance. For 2025/26, Whitbread reported Group adjusted profit before tax of £483 million and £83 million of cost efficiencies. The business also resumed growth in UK Revenue per Available Room (RPAR) and confirmed that it was performing better than the overall market. At the same time, management has realised that the cost of employment, business rates and other inflationary factors need to be re-evaluated in terms of allocating capital and operating efficiently. 
The five-year strategy is a great organisational pivot, for Whitbread. In its UK network, it plans to focus on higher-yielding assets, build a pipeline of around 8,000 higher-yielding rooms and close approximately 1,500 lower-yielding rooms (Investegate, 2026). The Accelerating Growth Plan also includes plans to replace lower-yielding branded restaurants with higher-efficiency integrated food-and-beverage operations, and to increase the number of hotel rooms. The company estimates that this will generate 3,000 additional rooms with higher earnings by 2030/31. 
Restructuring is ongoing, and expansion is ongoing. Whitbread also picked up two hotels in October 2026, which had a total of 292 rooms, thus continuing the pattern of investment in properties that cater for the growth of Premier Inn. 
Digitalisation also plays an increasingly prominent role in Whitbread's operating model. It is run with a definite lean operating model (Guagno, 2024), and its hub-and-spoke Premier Inn format offers self-check-in and interactive in-room technology. The broader five-year plan also includes a commitment to technologies and artificial intelligence to more commonly leverage revenue generation and efficiencies for Whitbread. This will provide a chance to roll this out more systematically across Premier Inn, from hub properties.
However, tensions in the organization occur when there is growth, cost reduction, and investment in technology. Premier Inn must maintain the trusted customer service that is the foundation of the brand as they transition systems, roles, and working practices. As such, the current state of the company makes it both strategically and financially prepared to manage changes in a structured manner.
3. Analysis of the Changing Business Environment
[bookmark: _Toc242277089]3.1 External Environment
A PESTLE analysis helps identify the external pressures influencing the need for change.
	Factor
	Key issue for Premier Inn
	Strategic implication

	Political/Legal
	Employment regulation, business rates and wage requirements
	Higher operating costs and need for stronger productivity

	Economic
	Inflation, consumer price sensitivity and uncertain demand
	Greater focus on efficiency and value-for-money positioning

	Social
	Demand for convenience, speed, personalisation and responsible tourism
	Need to modernise the guest experience

	Technological
	AI, mobile services, automation and data analytics
	Digital capability becomes increasingly important

	Environmental
	Carbon, water and waste reduction expectations
	Sustainable operations must be integrated into strategy

	Competitive
	Budget hotels, independent operators and alternative accommodation
	Service consistency and cost efficiency become more important


[bookmark: _Toc242277090]Economic and labour-market pressures
[bookmark: _Toc242277091]The hotel sector is a labour-intensive industry. As a result, changes in wages can make a significant difference in operating costs. Whitbread itself says that recent adjustments to employment costs and business rates have resulted in it rethinking projects and focusing more on capital investment in higher-returning projects. This is a compelling economic one for process improvement and digital technology, if and when the technology can improve productivity as well as reduce costs.
Economic uncertainty also impacts customers. With a growing consumer and corporate travel focus on price, the value offer of Premier Inn is appealing—but affordability is the limiting factor for the ability to pass on higher operating costs via room prices (Aherne 2023). Hence, operational efficiency takes strategic significance.
Technological disruption
[bookmark: _Toc242277092]Customers are changing their search, booking, and entering/experiences with digital technology. Premier Inn already has high direct digital distribution levels, and Hub by Premier Inn shows that technology and self-check-in can be a component of a budget hotel package (Kumar, 2021). Digital transformation is not all about systems installation, though. Studies about the hospitality workers suggest that digitalisation is seen as a need for workers to acquire new skills and knowledge, and that the reluctance to change might influence attitudes toward new technology. Recent research in the hospitality sector also confirms that training, psychological empowerment, and organisational support are significant resources that can impact the motivation and engagement of employees during digital transformation. 
Digitalisation is therefore a people, processes, and technology capability challenge for Premier Inn, and its organization needs to be addressed as such. Its potential use cases range from mobile-friendly check-in, AI-powered customer queries to revenue management analytics, customer relationship management (CRM) and more automated routine management.
Environmental and sustainability pressures
[bookmark: _Toc242277093]Cost control and stakeholder expectations are increasingly becoming matters of environmental performance. Whitbread's Force for Good programme includes commitments to reduce water use per guest by 20%, food waste by 50%, and Scope 1 and 2 emissions intensity by 84% by 2030, and significant reductions in Scope 3 emissions (Anderson, 2023). 
Progress is significant. As of March 2026, Whitbread claimed 2,300 low-carbon rooms, a decrease from the 2019/20 baseline of 18% in water use per hotel guest and a decrease of 63% in Scope 1 and 2 emissions intensity from the 2016/17 level. 
Sustainability is more than a corporate image. Water and energy efficiencies can cut costs, and as Whitbread says, sustainability information is a growing customer requirement for corporates, government and travel-management customers. The data for the site can then be used in commercial tenders and cost management. 
3.2 Internal Organisational Environment
Premier Inn has several characteristics that help facilitate change: it is large, has a well-known brand, has centralised commercial expertise, and has a very standardised operating model (Ilan, Ni and Wang, 2012). These characteristics enable the extension of new practices on a large property after successful testing.
However, with scale comes implementation risk. Conditions of staffing, property, technology and customers at a pilot property can vary from those at another property. Large changes can also create training needs, employee uncertainty and period disruption of service.
A simplified assessment is presented below.
	Internal capability
	Strength
	Potential limitation

	Brand and national network
	Strong customer awareness and scale
	Poor implementation could affect many customers simultaneously

	Standardised operations
	Enables consistent roll-out
	May limit local flexibility

	Financial capacity
	Supports investment
	Capital must compete with expansion projects

	Existing digital capability
	Direct distribution and hub technology provide foundations
	Digital maturity may differ across estate

	Workforce experience
	Strong operational knowledge
	Skills gaps and resistance may slow technology adoption

	Sustainability programme
	Existing targets and measurable progress
	Further reductions may require greater capital investment


The central capability gap is therefore not an absence of strategic intent. Whitbread already has clear plans for technology, efficiencies and sustainability. The challenge is integrating these initiatives so that employee capability and customer experience develop at the same pace as technological and physical investment.
[bookmark: _Toc242277094]4. Proposed Strategic Change
[bookmark: _Toc242277095]The suggested initiative is an Integrated Digital, Workforce and Sustainable Operations Transformation Programme for Premier Inn UK.
The first aspect should be to further digital guest services. This might involve more extensive self-service check-in systems, enhanced mobile account capabilities, AI-powered automated handling of routine customer requests and greater utilization of analytics for personalized communication and support in revenue management (Master of Science in Marketing Analytics and Insights, Wright State University, Fairborn, OH, USA et al., 2025). The goal shouldn't be to replace human service, but to shift employee time from administrative matters to times when service is more valuable when human interaction is involved.
The second part should be workforce capability development. Digital training for employees should occur before new technologies are required rather than after. Hotel managers should also be equipped to coach employees on the implementation process, rather than just to monitor compliance (Chan and Hawkins, 2012). It is significant as hospitality research shows that employee skill development and organisational support correlate with greater technology adoption. 
The third element needs to incorporate sustainability into the day-to-day running of the hotel. Energy, water, and waste data should be included in property-level environmental performance dashboards. This would link the existing environmental commitments of Whitbread with local accountability.
There is a positive reinforcement among the three components. Digital monitoring can reinforce resource efficiency, efficiency can mitigate inflationary pressures, and workforce capability plays a crucial role in whether the new technology enhances operations or not (Borowski, 2021). It would therefore be more strategic to approach them as one transformation programme rather than conducting technology training and sustainability projects separately.
5. Critical Evaluation of Change Management Approaches
[bookmark: _Toc242277096]Organisational change models offer helpful frameworks for developing organisational change, but they vary in their applicability based on the context of an organisation. The Three Step Model, Kotter's Eight Step Model, and ADKAR have different perspectives that are relevant to Premier Inn (Schreiber, 2023).
5.1 Lewin's Three-Step Model
[bookmark: _Toc242277097]Lewin's view on change suggests that it is a process of unfreezing, moving, and refreezing of the old and new practices (Deborah, 2018). One of the biggest advantages of the model is that it is easy to use. In the case of Premier Inn, unfreezing may include showcasing the need for change in current ways of working, moving may entail conducting pilot digital projects, and refreezing may include training staff to adopt new practices and embedding successful practices into standard practice.
The value of Lewin's model is also that it acknowledges that there needs to be a readiness for behaviour and organisations before implementation. However, Hussain et al. (2018) highlight the significance of employee involvement, leadership and knowledge sharing in Lewin's approach. 
The model, however, can seem too linear in the case of an organisation that is continuously developing technologically. Classical planned change models have been faulted for their assumptions of stability and lack of attention to continually changing environments. As AI, customer behaviour and commercial technology evolve, Premier Inn would find it difficult to successfully "refreeze" a digital operating environment forever. Lewin is therefore conceptually useful but not enough to be the only way of implementing.
5.2 Kotter's Eight-Step Model
[bookmark: _Toc242277098]Kotter's model offers a more comprehensive process with urgency, a guiding coalition, vision, communication, empowerment, short-term wins, consolidation, and institutionalisation (Carreno, 2024). This is especially pertinent to Premier Inn, as the potential transformation needs to align with the corporate leadership, digital teams, sustainability experts, and regional management and hotel staff.
Crisis does not need to be created; it can be based on actual pressures. Employment-cost inflation is already a problem for Whitbread, which has pledged £250m of efficiencies across its five-year plan. A guiding coalition might include senior executives, operations leaders, hotel managers, HR, technology experts and employee representatives. Pilot hotels could then develop achievable short-term gains in terms of customers' satisfaction, labour productivity and environmental performance (Huckestein and Duboff, 1999).
The appeal of Kotter's model is that it breaks down organisational change into terms of managerial actions. For many individual components, there was support, but Appelbaum et al. (2012) did find that the popularity of the model is stronger than the evidence for the total sequence. 
There are other restrictions. The sequential change model is prone to oversimplify context and agency. Even newer critiques state that it is important not to make the situation seem unsafe in order to make it seem urgent, thereby increasing employee resistance. 
This is very applicable to Premier Inn. If leaders' messages are focused on cost savings, then employees might perceive automation or AI as a job threat.
Therefore, it is important that Premier Inn positively creates the urgency to buy. Management should clarify that the use of digital technology is not to cut down staff but to make the organisation more competitive and to lessen repetitive tasks. The values and aspects of the culture that will persist should be clearly identified, including service quality and customer care.
5.3 ADKAR
[bookmark: _Toc242277099]ADKAR is about individuals' adoption: Awareness, Desire, Knowledge, Ability and Reinforcement. Its key strength for Premier Inn is its focus on employee-level behavioural change (Prosci, 2024).
For instance, employees must be aware of the rationale behind the introduction of self-service and AI-backed systems. The desire to reduce repetitive administration can be addressed with the help of technology. Knowledge must be structured and taught, and ability must be practiced in real hotel environments. Coaching, performance feedback and recognition are then means of reinforcement.
This employee-centred orientation directly addresses research that has been conducted that indicates that the success of the hospitality sector's digital transformation is reliant on the competence, training, support and motivation of the workforce. 
Strategic restructuring at organisational level, however, is less comprehensive with ADKAR. Provides relatively little advice on investments in the network, leadership coalitions, structure and organisational politics change.
Comparative Evaluation
	Criterion
	Lewin
	Kotter
	ADKAR

	Strategic organisational change
	Moderate
	Strong
	Moderate

	Employee adoption
	Moderate
	Strong
	Very strong

	Communication
	Moderate
	Strong
	Strong

	Leadership emphasis
	Moderate
	Very strong
	Moderate

	Flexibility
	Moderate
	Moderate
	Strong

	Simplicity
	Very strong
	Moderate
	Strong

	Suitability for Premier Inn
	Useful supporting model
	Best primary framework
	Strong complementary approach


Overall, Kotter should provide the principal organisational framework, while selected ADKAR principles should support employee adoption. This hybrid approach is preferable because Premier Inn requires both organisation-wide strategic coordination and individual behavioural change. Lewin remains valuable for explaining the broad transition but provides insufficient detail for managing a transformation of this scale.
[bookmark: _Toc242277100]6. Strategic Change Challenges
[bookmark: _Toc242277101]There are likely to be some barriers to the transformation.
The first is resistance from the employees themselves. Technology may be seen as a threat to job security or a lessening of the value of human service. This concern might grow if management presents the programme primarily as a “cost-saving” programme. This risk could be mitigated if employee input was encouraged in the pilot design process and communicated about the development of their role.
Secondly, there will be different levels of digital capability within the workforce. If the workforce isn't properly trained, it may result in different service levels and employee frustration. The training therefore must be differentiated according to the role and followed by practical training (Rustam, Yuni Astuti and Ria Safitri, 2024).
Thirdly, capital limitations could lead to a conflict between investment in transformation and Whitbread's property growth programme. Whitbread already has a re-prioritisation of capital in place, and it will make significant cuts to gross capital expenditure in its five-year plan (BOWER, 2016). Therefore, digital and sustainability investments need to be based on a clear business plan and a step-by-step implementation plan.
Fourth, systems can disrupt operations during implementation. For instance, if there's a technology failure at check-in, it impacts the customer experience. Manual contingency processes, at initial implementation, would minimize this risk if utilized by the pilot.
Lastly, Premier Inn is large and could lead to inconsistent adoption across its properties. To avoid successful pilots from being diluted across the country, it is essential that performance indicators are clearly defined, accountability is regional or sub-regional, and there is regular feedback.
7. Leadership and Organisational Culture
[bookmark: _Toc242277102]7.1 Leadership Style
[bookmark: _Toc242277103]Transformational leadership is well suited to the recommended programme as it will be about much more than following new procedures; it will be about employees understanding and agreeing to a new operating model for the future. Leaders should explain the ways in which digitalisation, sustainability and productivity will help Premier Inn to remain competitive in the future.
But it is not enough to have transformational leadership. Repeatable standards, measurable performance, and reliable execution are essential for hotel operations. Thus, transactional mechanisms are still required for the attainment of certain targets, including training completion, system adoption, customer satisfaction, and environmental performance (Chen et al., 2021).
The participative approach to leadership should also be included. Front-line staff face the guests and are aware of the practical shortcomings in hotel practice. Engaging them in designing the pilot can enhance the quality of the pilot and the sense of legitimacy of the change. This is especially crucial since the study on change reveals that employee involvement can help minimize resistance and facilitate change implementation. 
The most appropriate leadership style is thus mostly transformational, with some participative decision-making and transactional control.
7.2 Organisational Culture
[bookmark: _Toc242277104]Culture can be a barrier and an enabler to Premier Inn's transformation. Being focused on the guest experience is also beneficial for the organisation as it allows them to replicate successful innovations from site to site, as things are unified. It also has a proven track record in terms of focusing on operational efficiency, which dovetails with process improvement through technology.
However, if the culture is very standardization-oriented, this can be an issue if the employees see new initiatives as being imposed on them, rather than being relevant to them. To implement digital transformation, there must be some experimentation, feedback and learning in processes before they are standardised.
The sustainability culture already in place at Whitbread is another foundation of support. Measurable environmental commitments are already set out in the Force for Good strategy, and environmental performance is becoming more linked to commercial activity (Berry and Rondinelli, 1998). Again, the proposed programme would build on, not replace, existing organisational norms.
The aim of the cultural objective should be to sustain a focus on service standards and value but with greater experimentation, continual learning and employee engagement. This is particularly relevant as organisational transformation does not necessarily mean that the existing organisation is flawed in any way. Some research that challenges Kotter's approach proposes extending the concept of recognizing some parts of the status quo that are valued, which in turn can help to lower anxiety and boost acceptance of change.
8. Change Management Plan
[bookmark: _Toc242277105]8.1 Change Objectives
The programme should be implemented over approximately three years, beginning with pilot hotels before wider roll-out.
	Objective
	Proposed measure
	Indicative timeframe

	Improve digital guest experience
	Introduce enhanced digital/self-service processes across selected pilot hotels, followed by phased UK roll-out
	36 months

	Develop workforce capability
	At least 90% of affected employees complete relevant digital-change training before full implementation
	24 months

	Improve operating efficiency
	Demonstrate measurable productivity improvement in pilot hotels before national expansion
	18 months

	Strengthen environmental performance
	Continue progress toward Whitbread's 2030 water, waste and carbon targets
	Ongoing to 2030

	Maintain service quality
	Avoid deterioration in guest satisfaction during implementation
	Throughout programme


Targets should be validated against operational baseline data before final approval rather than adopting arbitrary improvement percentages.
[bookmark: _Toc242277106]8.2 Financial Plan
The financial approach should be phased and business-case driven rather than committing capital across the entire estate at the beginning.
Major cost areas are likely to include:
· digital software and hardware;
· systems integration;
· cybersecurity and data governance;
· workforce training;
· implementation support;
· sustainable equipment upgrades;
· project management; and
· contingency funding.
Initial investment should focus on a representative group of pilot hotels. Expansion should depend on demonstrated benefits such as administrative time savings, improved direct digital engagement, reduced energy or water costs, and maintained or improved guest satisfaction.
This approach is consistent with Whitbread's wider strategy of directing capital toward higher-return opportunities and generating £250 million in aggregate efficiencies between 2026/27 and 2030/31. 
[bookmark: _Toc242277107]8.3 Communication Plan
	Stakeholder
	Key message
	Channel
	Frequency

	Board/senior leadership
	Strategic performance, costs, risks and returns
	Executive dashboards and reviews
	Quarterly

	Regional/hotel managers
	Implementation responsibilities and performance
	Workshops, meetings, intranet
	Monthly

	Frontline employees
	Purpose, role impact, training and support
	Team meetings, training, feedback sessions
	Regular throughout roll-out

	Technology/project teams
	Technical performance and operational feedback
	Project meetings and dashboards
	Weekly during implementation

	Customers
	Changes affecting the guest journey and benefits
	App, website, email and hotel communication
	At relevant launch stages

	Investors
	Material strategic and financial progress
	Formal company reporting
	Reporting cycle


Communication should be two-way. Employee and customer feedback should be formally incorporated into pilot evaluation rather than communication being restricted to management announcements.
[bookmark: _Toc242277108]8.4 Evaluation Plan
Evaluation should combine implementation metrics with business outcomes.
	Area
	KPI

	Technology
	Digital/self-service adoption rate, system availability

	Customers
	Guest satisfaction, complaints, digital journey feedback

	Employees
	Training completion, engagement, confidence using technology

	Operations
	Labour productivity, process time, operating cost indicators

	Sustainability
	Water per guest, carbon intensity, food waste

	Financial
	Cost savings, implementation expenditure, return on investment

	Change adoption
	Percentage of properties successfully completing implementation milestones


Whitbread already measures environmental indicators at hotel level, including carbon, water and waste intensity, providing a useful foundation for the sustainability component of the evaluation system. 
Reviews should occur after each pilot phase. Underperforming elements should be modified before additional properties are included. This makes change iterative rather than assuming that the initial design will work uniformly across the entire estate.
[bookmark: _Toc242277109]9. Conclusion and Recommendations
Premier Inn moves to the next phase of its development from a solid market footing, but not being a large organisation does not mean there is no need for some organisational change. The economic pressures of employment, uncertainty, digital disruption, and changing customer requirements and environmental responsibilities are changing the economics and operational needs for UK hospitality.
Technology, efficiency, network optimisation and sustainability are already identified as key aspects of Whitbread's current five-year strategy. This recommended transformation is therefore grounded in the current direction of the organisation and aims to incorporate into the organisation's direction digital guest services, employee capability development and sustainable operations.
Kotter's most suitable primary change-management framework is appropriate, as the programme needs organisation-wide leadership, communication, and institutionalisation. But it needs to be supported by using ADKAR to deal with employee adoption, and implementation should adopt a transformational and participative leadership model.
The main recommendation is not to rush the deployment of technology. Premier Inn needs to make change a gradual process, starting with pilots, leveraging their staff, making measurable investment choices, and regularly checking it. Whether transformation will be a source of sustainable competitive advantage will depend on the organisation's ability to match technology with people, culture, and operating realities.
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[bookmark: _Toc242277111]Appendix 1: PESTLE Analysis of Premier Inn UK
	Factor
	Key Issue
	Strategic Implication

	Political/Legal
	Employment regulation, business rates and wage requirements
	Higher operating costs and increased need for productivity improvements

	Economic
	Inflation, uncertain demand and customer price sensitivity
	Greater focus on cost efficiency and maintaining value for money

	Social
	Demand for convenience, speed, personalisation and responsible tourism
	Need to modernise the guest experience

	Technological
	AI, mobile services, automation and data analytics
	Greater investment in digital capability and employee training

	Environmental
	Carbon reduction, water use and food-waste expectations
	Sustainability must become part of everyday hotel operations

	Competitive
	Budget hotels, independent operators and alternative accommodation
	Stronger service consistency, efficiency and differentiation are required


[bookmark: _Toc242277112]Appendix 2: Comparison of Change Management Models
	Criterion
	Lewin
	Kotter
	ADKAR

	Strategic organisational change
	Moderate
	Strong
	Moderate

	Employee adoption
	Moderate
	Strong
	Very Strong

	Communication
	Moderate
	Strong
	Strong

	Leadership emphasis
	Moderate
	Very Strong
	Moderate

	Flexibility
	Moderate
	Moderate
	Strong

	Simplicity
	Very Strong
	Moderate
	Strong

	Suitability for Premier Inn
	Supporting model
	Primary framework
	Complementary approach


[bookmark: _Toc242277113]Appendix 3: Proposed Change Implementation Plan
	Change Objective
	Key Action
	Measure
	Indicative Timeframe

	Improve digital guest experience
	Pilot enhanced digital and self-service processes
	Adoption rates and guest feedback
	36 months

	Develop workforce capability
	Deliver role-specific digital training
	At least 90% training completion
	24 months

	Improve operating efficiency
	Test productivity improvements in pilot hotels
	Labour productivity and process-time indicators
	18 months

	Strengthen sustainability
	Integrate energy, water and waste monitoring into hotel management
	Progress against Whitbread's environmental targets
	Ongoing to 2030

	Maintain service quality
	Monitor customer satisfaction throughout implementation
	Guest satisfaction and complaint levels
	Throughout programme


[bookmark: _Toc242277114]Appendix 4: Stakeholder Communication and Evaluation Framework
[bookmark: _Toc242277115]Stakeholder Communication Plan
	Stakeholder
	Key Information
	Communication Method
	Frequency

	Board and senior leadership
	Strategic progress, costs, risks and returns
	Executive dashboards and reviews
	Quarterly

	Regional and hotel managers
	Responsibilities, implementation progress and performance
	Workshops, meetings and intranet
	Monthly

	Frontline employees
	Purpose of change, role impact, training and support
	Team meetings, training and feedback sessions
	Throughout roll-out

	Technology and project teams
	Technical performance and operational feedback
	Project meetings and dashboards
	Weekly during implementation

	Customers
	Changes affecting the guest journey and expected benefits
	Website, app, email and hotel communication
	At relevant launch stages

	Investors
	Material strategic and financial progress
	Formal company reporting
	Reporting cycle


[bookmark: _Toc242277116]Evaluation Measures
	Area
	Key Performance Indicators

	Technology
	Digital adoption rate and system availability

	Customers
	Guest satisfaction, complaints and digital journey feedback

	Employees
	Training completion, engagement and confidence using technology

	Operations
	Labour productivity, operating costs and process time

	Sustainability
	Water use per guest, carbon intensity and food waste

	Financial
	Cost savings, implementation expenditure and return on investment

	Change adoption
	Percentage of hotels completing implementation milestones
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