[bookmark: _GoBack]




Premier Inn
Challenges in Staff Retention



Student: Adriana Elena Dascalu (2011303)
Module: Personnel Resourcing and Development (BMIH5005)
Lecturer: Emma Roberts






Table of Contents

Introduction	2
Literature research	3
PESTEL Analysis	5
Political	5
Economical	5
Social	5
Technological	6
Environmental	6
Legal	6
SWOT Analysis	6
Strenghts	7
Weaknesses	7
Opportunities	7
Threats	8
Potential solutions	8
Recommendations and conclusions	8
Reference List	10







[bookmark: _Toc848796345]Introduction

[bookmark: _Int_hMVRLKxg]Premier Inn is one of the most well-known hotel chains in the UK. Having more than 82,000 rooms available, it can be found in major business districts, downtown cores and airports. The brand has been founded under the name “Travel Inn” in 1987 by Whitbread. Extending the chain across various locations is one of the business's primary goals, with Germany being the first country in Europe where Premier Inn has launched its presence successfully (Whitbread, 2022). It can also be found in luxurious destinations in the Middle East. 
What distinguishes Premier Inn from other brands is the fact that it can be found in a wide variety of locations in the UK, for different types of budgets, promising comfort, and delivery of exceptional services. Moreover, their ambition is to build long-term growth through quality accommodation, a positive impact on communities and occupy a leading position in the market. 
However, several factors and events from across the UK and beyond have been found to be a major influence over staff retention at Premier Inn such as the Covid-19 pandemic, Brexit, inflation and Government instability. Consequently, some of the main issues resulted are staff shortage (Robinson, Ruhanen and Breakey, 2015), personnel motivation and commitment (Chen, Shen and Gosling, 2021) and job instability (Rivera et al., 2021). 

[bookmark: _Toc1842187270]Literature research

Once the Brexit has been started, people from different backgrounds lost their right to live and work in UK, so, they had to return to their countries. Thus, the hospitality industry lost a significant percentage of their workforce (Institute of Hospitality, 2019). Also, the staff has been reduced during pandemic and a part of them did not return in the industry even if the circumstances have improved (Nisar et al., 2021). As a result, the people who remained in the industry had to fill the gap and work more in order to honour their customers. The lack of loyalty towards the clients would have resulted in losing the customers’ trust, losing market position and that would have affected more the finances and the reputation of the businesses. However, the long shifts and demanding programs were reasons for the remained people to leave the industry as they could not cope with the additional pressures and responsibilities.
The Brexit and Covid-19 pandemic also made hospitality workplaces challenging and uncertain. These attributes inspired negative emotions in people which prefered to look for more secure jobs, characterised by low chances to be closed (Izadi, Foroudi and Nazarian, 2021). The reasons are quite simple, represented by the fact that people need to support themselves and their families mainly from the financial outcome gained. While the external circumstances may fluctuate and affect the hotel’s activity, it is important for the employers to express transparency and constantly invest in emotional support for the employees. 
Dashper (2020) stated that the hospitality industry has an image problem as it is often perceived as a “poor option for a successful and fulfilling career” which is harmful to it in terms of retaining people and talent management. Moreover, the pandemic had a negative effect on the attractiveness of pursuing a career in the industry (Birtch et al., 2021). These aspects contributed to a general low motivation and commitment from individuals. However, it has been demonstrated that satisfaction in hospitality careers is achievable in the long-term (Lee et al., 2020). Satisfaction is explained by a sense of achievement and progress gained by people after a certain amount of time and work. By recognising both small and great accomplishments, offering rewards, appreciate public and private the individual, all these contribute to their intrinsic motivation and satisfaction. 
The stage of attraction in the employee lifecycle plays an important role in creating a positive perception of hospitality work (Msengeti, Obwogi, 2015). Also, whatever the employer is promising at the beginning or in the advertisement must be fulfilled. Otherwise, the individual may lose trust in the company, leave the business and share their testimony with other which may become reticent about the employer. Besides the financial aspects and benefits offered by the company, an inspiring and friendly work environment is key to attract potential candidates. 
It has been reported that Generation Z is drawn by a place where connection between individuals is a priority (Sakdiyakorn, Golubovskaya and Solnet, 2021). Thus, the social dimension of the workplace and the teamwork are values that need to be explored and applied in order to attract young people in the business. These can be promoted by implementing a team mentality, teambuilding activities, team rewards and recognition.

[bookmark: _Toc271719175]PESTEL Analysis

The events and circumstances from outside the hotel have a significant impact upon its activity. The PESTEL Analysis is a tool used to identify the most relevant factors that may influence the Premier Inn’s market status, services and development.

[bookmark: _Toc744455355]Political 

The United Kingdom has been affected by many events in recent years such as Brexit, the Covid-19 pandemic, Government changes, and inflation. Thus, all these created uncertainty and instability. Regulations regarding the right to live and work in the UK have been changed, which drastically affected the hospitality workforce (Zientara, Adamska-Mieruszewska and Bak, 2022). 

[bookmark: _Toc627602507]Economical

All the political factors and changes contributed to the significant economic changes in the UK. Moreover, the hospitality industry has the reputation of paying low wages to its employees (Casado-Diaz, Simon, 2016; Jung, Sharma and Mattila, 2020). Considering the inflation, people will become more refrained from joining the industry as they could not afford their living by working in a low paid job. 

[bookmark: _Toc1167916175]Social

Although the process of adaptation to the post-pandemic society is still ongoing, there is still a willingness from particular people to adhere to safety measures (Aaditya, Rahul, 2022). Thus, the hotel must ensure that the guest can benefit from the highest safety and hygiene standards, so unpleasant circumstances may be avoided. 

[bookmark: _Toc2137062791]Technological

Due to great progress in the field of technology, it is considered to implement robotics and other forms of artificial intelligence in the hospitality industry (Khalik et al., 2022). However, this would generate an increased intention of employee turnover as they perceive it as a threat. 

[bookmark: _Toc2133184580]Environmental

Sustainability is one of the priorities of most hospitality brands. It has been demonstrated that adhering to green market practices has a positive impact on guests' behavioural intentions (Acampora et al., 2022). By using visual marketing materials, the hotel can increase the commitment of the customers towards environmental care. Also, adhering to sustainability reduces the costs of the business.

[bookmark: _Toc760369534]Legal

The legal factors depend on the Government's decisions and regulations. The recent UK political change may bring new regulations for the hotel industry. Further, it may take time to implement them in the business’ policies. According to Premier Inn’s goals of development, they need to research each country’s legal procedures if the business will extend to other international markets.
Also, on the Premier Inn hotel’s website, they show transparency regarding the legal regulations they adhere to which inspire trust and professionalism. 

[bookmark: _Toc168879186]SWOT Analysis

The SWOT Analysis will identify two sets of factors that contribute to or threaten the success of the business.

[bookmark: _Toc833882756]Strenghts

Premier Inn has multiple ranges of accommodation suited for many types of budgets. So, the brand is affordable for different market segments which encompass more tourists, both from the UK and internationally. Their commitment to comfort and complimentary facilities is another competitive advantage that encourages both short or long-term stayings. Also, their affiliate program empowers internet users (such as influencers, bloggers) or even employees to sell rooms. 
Premier Inn has specific packages for different types of “breaks” on their website which makes travelling more attractive and organised. 

[bookmark: _Toc689751664]Weaknesses

The limited global presence of the hotel is counted as a weakness because its success primarily depends on UK’s environment. Also, the lack of additional facilities for business support contributes to the impression of a less friendly hotel for business travelers. 


[bookmark: _Toc624171207]Opportunities

Having multiple venues in the entire UK makes Premier Inn a huge employer. Small and medium cities usually have less workplaces than larger ones, which increases the chances of more people looking for a job at the hotel. Moreover, the brand’s development into other countries significantly amplifies the opportunities for success.

[bookmark: _Toc596549707]Threats

The brands which have been on the market for a longer time and even gained international recognition are the main competitors for Premier Inn. However, focusing on the local venues, and improving the facilities and services can surpass the other’s quality. The management of each hotel needs to acknowledge all the competitors from the surrounding area to design the proper strategies.

[bookmark: _Toc1103157398]Potential solutions

Ritz-Carlton brand empowers its employees with 2000 dollars per individual in order to resolve any issue or fulfill a customer’s need (Michelli, 2015). Thus, the employee has flexibility to take ownership over work-related decisions and deliver unique experiences to the guests. This strategy contributes to the sense of achievement which is important for gaining intrinsic motivation and job satisfaction. Additionally, Ritz-Carlton enjoys a high score of retention (Comparably, 2022).
Wyndham Hotels and Resorts emphasize the importance of the staff development through numerous study programmes at Wyndham University (Wyndham, 2021). These certified courses are related to the hospitality and their purpose is to empower staff with new skills and knowledge, to offer them opportunities for growth and career progression. Thus, a skilled workforce can create exceptional experiences for the guests and surpass the competition in the industry.

[bookmark: _Toc1084205940]Recommendations and conclusions

The first recommendation for Premier Inn is to promote work in hospitality as an opportunity to express creativity. Thus, the negative reputation of the industry will be reduced by making the job appealing. People will be empowered to use their potential and add their own touch to customer service. At Ritz-Carlton, the employees are encouraged to avoid saying “no” to guest request and try their best to find a solution. Afterwards, they have the option to explain why it was not possible (Wang et al., 2021).
The second recommendation for the company is to promote flexible schedule that allows employees to build a work-life balance as it is crucial for people to enjoy their personal life and spend time with their social groups. Working on a shift schedule, allowing shift swaps and being open to employees’ needs may contribute to their job satisfaction and commitment. Radisson Hotels approached this strategy through Telecommuting Benefit program, allowing employees to work from home or other special designed spaces (Radisson Hotels, 2022).
The third recommendation is to create a wellness program as it has been demonstrated to have a wide range of positive outcomes (Zhang, Kandampully and Choi, 2014). Investing in the employees’ wellness will generate trust, loyalty, and additionally, a healthy team with resilience and coping skills. Premier Inn may offer different packages of benefits such as gym discounts, emotional support sessions, and financial planning assistance. Also, creating a positive work environment can bring several benefits, including less stress or emotional labour and an increased capacity to focus, to express pleasant emotions and interactions.
In conclusion, Premier Inn may have more quality candidates if they create a set of strategies centered on the workers’ needs. It is important to make the job appealing and support the staff through all employment stages. If the business maintains openness to the employees’ voice, it will be able to identify the issuess and which solutions are the best to overcome them. To avoid burnout and exhaustion, the company must design a flexible work program in order to allow people to balance their professional and personal life. Although the external factors can have a huge impact on the business’ success, the staff must remain a priority. They should not be seen as replaceable, but rather as a vital and unique contribution to the Premier Inn culture and brand. They need opportunities to develop themselves, to reach their potential and in turn, they will deliver exceptional guest services which are the core of the company’s goals. 
Premier Inn should adopt the highest standards for the staff benefits and advantages. Consequently, they will take pride in working for the brand and even to be a workplace people are looking forward to starting or developing their careers. 


[bookmark: _Toc293259481]Reference List 

Aaditya, B., Rahul, T.M. (2022) “Long-term impacts of covid-19 pandemic on travel behaviour,” Travel Behaviour and Society, Volume 30, pp. 262–270. Available at: https://doi.org/10.1016/j.tbs.2022.10.005.
Birtch, T.A., Chiang, F., Cai, Z., Wang, J., (2021) “Am I choosing the right career? The implications of Covid-19 on the occupational attitudes of Hospitality Management Students,” International Journal of Hospitality Management, Volume 95, p. 102931. Available at: https://doi.org/10.1016/j.ijhm.2021.102931.
Casado-Díaz, J.M. and Simón, H., (2016). Wage differences in the hospitality sector. Tourism Management, Volume 52, pp.96-109.
Chen, T.-ling, Shen, C.-cheng and Gosling, M. (2021) “To stay or not to stay? the causal effect of interns’ career intention on enhanced employability and retention in the hospitality and Tourism Industry,” Journal of Hospitality, Leisure, Sport & Tourism Education, Volume 28, p. 100305. Available at: https://doi.org/10.1016/j.jhlste.2021.100305.
Comparably (2022) Ritz-Carlton Retention score | comparably Available at: https://www.comparably.com/companies/ritz-carlton/retention (Accessed: November 26, 2022).
Dashper, K. (2020) “Mentoring for gender equality: Supporting female leaders in the hospitality industry,” International Journal of Hospitality Management, Volume 88, p. 102397. Available at: https://doi.org/10.1016/j.ijhm.2019.102397.
Institute of Hospitality (2019) Hospitality in crisis: Industry to be hit with staff shortage in wake of Brexit. Available at: https://www.instituteofhospitality.org/hospitality-in-crisis-industry-to-be-hit-with-staff-shortage-in-wake-of-brexit/ (Accessed: November 30, 2022).
Izadi, J., Foroudi, P. and Nazarian, A., (2021). Into the unknown: Impact of Coronavirus on UK hotel stock performance. European Journal of International Management.
Jung, I.N., Sharma, A. and Mattila, A.S., 2020. Exploring employees’ perceptions of costs and benefits of unionization in the hospitality industry. International Journal of Hospitality Management, Volume 87, p.102465.
Khaliq, A., Waqas, A., Nisar, Q.A., Haider, S., Asghar, Z. (2022) “Application of AI and robotics in hospitality sector: A resource gain and resource loss perspective,” Technology in Society, Volume 68, p. 101807. Available at: https://doi.org/10.1016/j.techsoc.2021.101807.
Lee, M.J., Lee, P.C., Dopson, L.R., Yoon, S.,  (2020) “What dimensions of career expos have the most impact on student satisfaction?,” Journal of Hospitality, Leisure, Sport & Tourism Education, Volume 27, p. 100263. Available at: https://doi.org/10.1016/j.jhlste.2020.100263.
Michelli, J.A. (2015) The New Gold Standard: 5 leadership principles for creating a legendary customer experience courtesy of the Ritz-Carlton Hotel Company Sound Recording. Grand Haven, MI: Brilliance Audio.
Msengeti, D.M. and Obwogi, J., (2015). Effects of pay and work environment on employee retention: A study of hotel industry in Mombasa county.
Nisar, Q.A., Haider, S., Ali, F., Naz, S. and Ryu, K., (2021). Depletion of psychological, financial, and social resources in the hospitality sector during the pandemic. International Journal of Hospitality Management, Volume 93, p.102794.
Rivera, M., Shapoval, V. and Medeiros, M. (2021) “The relationship between Career Adaptability, hope, resilience, and life satisfaction for hospitality students in times of covid-19,” Journal of Hospitality, Leisure, Sport & Tourism Education, 29, p. 100344. Available at: https://doi.org/10.1016/j.jhlste.2021.100344.
Radisson Hotels, (2022) Employee Experience Available at: https://www.rhg-nwow.com/new-experience (Accessed: November 27, 2022).
Robinson, R.N.S., Ruhanen, L. and Breakey, N.M. (2015) “Tourism and hospitality internships: Influences on student career aspirations,” Current Issues in Tourism, Volume 19, No. 6, pp. 513–527. Available at: https://doi.org/10.1080/13683500.2015.1020772.
Sakdiyakorn, M., Golubovskaya, M. and Solnet, D. (2021) “Understanding generation Z through collective consciousness: Impacts for hospitality work and employment,” International Journal of Hospitality Management, Volume 94, p. 102822. Available at: https://doi.org/10.1016/j.ijhm.2020.102822.
Wang, X., Wen, X., Paşamehmetoğlu, A., Guchait , P., (2021) “Hospitality employee’s mindfulness and its impact on creativity and customer satisfaction: The moderating role of organizational error tolerance,” International Journal of Hospitality Management, Volume 94, p. 102846. Available at: https://doi.org/10.1016/j.ijhm.2020.102846.
Whitbread, (2022) Why invest? Available at: https://www.whitbread.co.uk/investors/why-invest/ (Accessed: November 24, 2022).
Wyndham (2021) Wyndham Hotels & Resorts. People support. Available at: https://whrdevelopmentemea.com/advantage/training/ (Accessed: November 26, 2022).
Zhang, T.C., Kandampully, J. and Choi, H.Y. (2014) “The role of Employee Wellness Programme in the Hospitality Industry: A Review of concepts, research, and Practice,” Research in Hospitality Management, Volume 4, No. 1-2, pp. 45–54. Available at: https://doi.org/10.1080/22243534.2014.11828313.
Zientara, P., Adamska-Mieruszewska, J. and Bąk, M. (2022) “Unpicking the mechanism underlying hospitality workers’ intention to join a union and intention to quit a job. evidence from the UK,” International Journal of Hospitality Management, Volume 108, p. 103355. Available at: https://doi.org/10.1016/j.ijhm.2022.103355.



