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[bookmark: _Toc135172152]Executive Summary
The report conducts a critical analysis and evaluation of the various aspects of the Premier Inn Hotel chain. It analyses the organisation's structure, culture and goals. Premier Inn has a hierarchical management structure and its culture is based on  excellent customer service, teamwork & collaboration, employee development and ethical business practices. The business’s main goal is to offer quality accommodation to customers at affordable prices  to customers and become the leading hotel brand in the UK. The business has gone through many changes in recent times  such as cost-saving measures due to the Covid-19 pandemic, price increases of accommodation services due to the rise in costs, technology developments and sustainability adoption have also been reviewed successfully. The current business performance of the business is excellent and its strategic direction is based on achieving growth and improving services.
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[bookmark: _Toc135172153]Introduction
The Premier Inn is a large established hotel chain in the UK with over 800 facilities. The company was established in 1987 and its ownership is under Whitebred PLC (PremierInn, 2023). It has over 30,000 employees and its revenue stood at £2.5 billion in the year 2022 (theguardian, 2023). Its hotels are located primarily in busy business districts, major highways and tourism destinations which has been a major part of its success. The main goal of this is to critically audit, analyse and evaluate the various aspects of the Premier Inn Hotel chain. The report will first analyse the organisation's structure, culture and goals. Following on, recent change initiatives, their impact and how well these were managed will also be analysed. The strategic direction of Premier Inn Hotel and its current business performance will be analysed in the last section. 
[bookmark: _3q4red1tekgf][bookmark: _Toc135172154]Organisation structure, culture and goals
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With over 800 hotels and 30,000 workers in the UK, Premier Inn Hotel has a hierarchical organisational structure (McCaskey and Campus, 2021). There are many different leaders and levels of management which make up the hierarchy. Premier Inn Hotel's hierarchical chain of command facilitates an authoritative line of command which keeps everyone directed towards ensuring organisational goals are met (Maduenyi et al., 2015). It also enables effective coordination and control within the organisation (Daft and Marcic, 2016). The business’s operations are managed by a general manager who reports directly to the CEO. The management level then follows regional managers, hotel managers, and frontline staff. The structure allows for centralised decision-making with decision-making flowing from top to bottom within the organisation allowing for greater control and quick response times (Janićijević, 2013).  The top levels of management are accountable for establishing the organisation's norms and policies, which are then communicated to and implemented by lower levels of management (Hunger, 2020). In order to get things done, each division has its own set of middle and lower-level managers. 

There are benefits and cons to Premier Inn Hotel's highly hierarchical organisational structure, which allows for effective management at all levels. The firm loses out on the benefits of quick decision-making because the decision-making process is slowed down. When workers are unable to make choices on their own, service delays occur, consumers are kept waiting, and lines of communication get clogged. In addition, workers lack the motivation to provide constructive feedback and actively participate in meetings.
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The culture of Premier Inn is based on excellent customer service, teamwork & collaboration, employee development and ethical business practices. The company places a premium on providing exceptional service to customers which goes beyond their expectations (Ellis, 2021). For instance, Premier Inn has a  "Good Night Guarantee" policy where if a guest has an unsatisfactory stay they can ask to receive their money back showing the organisation's high focus on customer satisfaction. The culture of Premier Inn also emphasises teamwork & collaboration in which employees across different departments collaborate together to ensure smooth operations and provide a seamless experience to customers (Ghandour et al., 2015). This results in a positive work environment which increases organisational efficiency. Employee development is another key aspect of Premier Inn’s culture and the organisation offers various training programs and opportunities (McCaskey and Campus, 2021). For example, Premier Inn has a dedicated learning and development team that provides training on customer service, leadership skills, and operational procedures to enhance employee skills. Work-life balance is also prioritised and it provides employee well-being and benefits such as flexible working hours and employee assistance programs. The business also includes sustainability as a part of its organisational culture and has taken several initiatives such as energy-efficient operations and waste reduction programs to reduce the environmental impact of its operations.
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The goal of Premier Inn is to establish itself as the leading hotel brand in the UK which offers quality accommodation to customers at affordable prices. Throughout all of its hotel locations, it aims to ensure a consistent and comfortable customer experience and achieve growth through gaining customer loyalty and word-of-mouth recognition (Tempest, 2020). The company seeks to achieve its goals through expansion of its facilities in both local and international markets focused on increasing its market presence and capturing new market share. Premier Inn also invests heavily in developing its technological and digital infrastructure to enhance guest experience and streamline operations (Ellis, 2021). The business is also committed to ensuring sustainability and seeks to reduce its environmental impact through initiatives such as energy-efficient hotel design, waste reduction programs, and partnerships with local communities to promote sustainable operations & development.
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The Covid-19 pandemic, Ukraine-Russia war, current high inflationary environment, economic downturn etc has disrupted the normal flow of operations for firms operating in the hospitality industry. Premier Inn has had to initiate changes to adapt to these changing circumstances that have significantly impacted its business operations. During to covid-19 pandemic, the lockdowns, travel restrictions, and reduced travel demand resulted in a significant decline in revenue and occupancy rates for Premier Inn (Baum and Hai, 2020). The company responded to this by adopting cost-saving measures such as reducing employee hours, furloughing staff, and renegotiating supplier contracts (Dube et al., 2021). These measures helped to offset some of the impact of the pandemic on revenue.  The company also prioritised health and safety measures to gain confidence in guests and employees. Premier Inn's ability to adapt quickly to changing circumstances and implement necessary measures demonstrated effective change management during a challenging period.

The recent Russia-Ukraine war has also significantly impacted the hospitality industry as the UK gets a lot of tourists from Russia and Ukraine. The political instability generated by this event in the Eurozone region has disrupted the company’s growth plans and investment decisions in Germany (Terence, 2022). The war in Ukraine has also contributed to soaring prices and inflation is at an all-time high in the UK in the recent decade. Amidst the current high inflationary environment, the cost of doing business for Premier Inn has gone up from £1.2 to £1.6 billion. To adapt to this, the business has raised the prices of its accommodation services from £38.69 to £59.45 year on year and this has contributed to a record £2.5 billion for the business in the financial year 2022 (theguardian, 2023).

Premier Inn has made technological improvements to improve efficiency and client satisfaction. Customers may now easily book accommodations and maintain their bookings from their smartphones thanks to the convenience of online registration systems and mobile apps. Premier Inn has also installed self-check-in kiosks, so guests may check in on their own time and with as little delay as possible (McCaskey and Campus, 2021). The use of this technology has expedited the check-in procedure and cut down on lines at the front desk (Reynolds and Dickter, 2022). In addition, the hotel chain has adopted technology in its guest rooms with modern conveniences like smart TVs, high-speed Internet, and charging ports.  These technological advancements have led to more productivity, lower prices, and happier customers. Premier Inn looks to have done a good job managing its IT integration and using it to its advantage.

The company has also adopted sustainability initiatives in recent times. Energy-efficient building designs, trash reduction programs, and water conservation efforts are just some of the environmental measures that Premier Inn has put into place (Best and Serves, 2022). These actions benefit the environment by decreasing the company's carbon footprint and encouraging ethical business methods. However, more open reporting on sustainability performance and defining precise objectives for emissions reduction might further enhance the management of these projects.
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Market Positioning and Differentiation
Premier Inn is positioned as a budget brand which provides accommodation services at affordable prices to both business and individual travellers (Imrie and Fyall, 2021). The positioning of the brand makes it attractive to its target customers especially as the demand for cost-effective accommodation services is increasing after Covid-19 and the recent high inflationary economic environment. The business has managed to differentiate its services from competing accommodation brands such as Travelodge or Holiday Inn Express by focusing on consistency, cleanliness, comfort and excellent customer service (Chathoth and Olsen, 2021). The brand's strategic approach is based on providing a consistent and reliable accommodation service to guests which earns customer’s confidence in the brand. 



Expansion and Market Growth
Premier Inn has focused on increasing its presence in both domestic and international markets in recent times. The brand already has over 800 hotels in the UK and plans to add 200 more by 2030 (Ellis, 2021). It has also expanded its operation to Germany, Ireland, UAE, and other parts of the Middle East. Premier Inn's strategic direction towards international growth is consistent with  the theory of market development, aiming to leverage its successful business model and capitalise on new market opportunities.

Embracing Technology
Premier Inn has made significant investments in developing its technological infrastructure and has been at the forefront of technology adoption in the hospitality sector. The business has developed a comprehensive website and application through which customers can make reservations and acquire services easily. It has also introduced automated check-in processes, smart room features etc to make its operations more efficient and provide better services to customers (Harrington and Akehurst, 2021). Premier Inn has continued its adoption of technology as it enhances customer experience, streamlines operations, and allows the brand to gain a competitive edge over competitors.

Sustainability and Corporate Social Responsibility (CSR)
Premier Inn has adopted various sustainability practices and CSR initiatives into its business strategy in recent times. It has implemented energy-saving technology, waste-reduction facilities, and eco-friendly building designs. Premier Inn's commitment to sustainability is in line with the growing demand for environmentally responsible businesses among customers. This strategic approach not only enhances the brand’s reputation but also contributes to cost savings in the long term. 
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Premier Inn has experienced a decline after the Covid-19 pandemic hit and average hotel occupancy rates have remained low due to strict lockdowns and recent economic woes. The company revenue in 2020 was £919 million which saw a decrease of 4% due to covid-19 pandemic (Davies and Downward, 2022). The company quickly adopted cost savings measures by reducing employee hours, furloughing staff, and renegotiating supplier contracts. These measures helped to offset some of the impact of the pandemic on revenue. The business remained resilient and it opened 12 new hotels in the same year including the opening of the first hotel in Germany (Atkinson and Brander Brown, 2021). The company bounced back with £1.35 billion in revenue in 2021. Average hotel occupancy also started to increase and the business earned a record £2.5 billion in revenue in 2022 (theguardian, 2023). This is primarily due to the move to charge high prices for accommodation due to high inflation and the expansion of its business. Occupancy rates have also reached pre-pandemic levels in 2022 at 74% (theguardian, 2023). The revenue and profits all look healthy for the business despite the economic downturn. This is achieved by emphasising cost savings and expanding its operations internationally to diversify its revenue. 
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The report has successfully conducted a critical analysis and evaluation of the various  aspects of the Premier Inn Hotel chain. It has analysed the organisation's structure, culture and goals. Premier Inn has a hierarchical management structure and its culture is based on  excellent customer service, teamwork & collaboration, employee development and ethical business practices. The goal of Premier Inn is to establish itself as the leading hotel brand in the UK which offers quality accommodation to customers at affordable prices. Recent changes such as cost-saving measures due to the Covid-19 pandemic, price increases of accommodation services due to the rise in costs, technology developments and sustainability adoption have also been reviewed successfully. Finally,  the report has successfully analysed the strategic direction of the firm and the current business performance has also been highlighted.
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