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[bookmark: _Toc159877396]EXECUTIVE SUMMARY 
In this report, there is discussion about the company growing issue in Premier Inn Beckton. Premier Inn London Beckton Hotel is dealing with the several challenges resulting from the low level of customer satisfaction for the guests who are arriving there. This growing issue in Premium Inn Beckton is making it difficult for the hotel management to attract people towards the services while they are visiting in that area. Premier Inn Beckton has connected with Deloitte for the consultancy service to evaluate the current issues that are facing by the hotel. Deloitte is one of the famous companies operating at global level in the professional service sector. The company offers a range of services from financial audit to consultancy to the business firms to support the effective operating in respective sector. Also, there is discussion about the different impact of the issue such as Low booking rates, ineffectiveness in revenue generation and severely affecting the competitiveness and many others. There are several factors which causes of issues for the company such as outmoded facilities, inefficiency in offering personalized experience, service standards inconsistency and many others. The STEEPLED framework has been discussed for Premier Inn Beckton which helps in identifying the varied factors in the macro environment of Premier Inn and that acts as both threat and opportunity for the organization. The framework provides knowledge of varied factors such as social, technological, economic, environmental, political, ethical, demographic, and legal factors. The application of TOWS analysis provides better understanding of the threats, opportunities, weakness, and strength of the company. The poor online image of the hotel is one of the biggest threats and there are several big players in the market which can lead to influence on the performance of the organization.
 There are some weak points that have been reflected for Premier Inn Beckton by evaluating the challenges. Premier Inn Beckton should provide the pay and wages to the staff according to their performance like inclusion and diversity, equality, fair opportunities to the employees for the growth, along with no discrimination in the services for the customers on the basis of their region, culture, race and tradition for better development of organizational culture. Also, Premier Inn Beckton has the possibilities to enhance its customer services with the help of digitalization approach, along personalized designing of hotel services. Premier Inn, the whole brand, is known for the effective customer service in the hospitality sector which is helpful in managing the trust of the guests. A number of letters of complaint has been received by the customer service team of Premier Inn Beckton which is creating the concern regarding the guest satisfaction and that leads negative impact on overall performance of the organization. 
Apart from this, there is discussion about the issues and application of the different frameworks, different recommendations to boost the ability of the organization to deal with the current issues and improve their overall business position in the highly competitive hospitality industry. The recommendations have been discussed such as transformation and reformation of services, boosting personalization, and training for staff to improve customer service and advancing technological uses and improvising online presences. It is necessary to install modern services or facilities which are high-tech and capable of resolving the key problems such as noise issues and variation in services. The hospitality business requires us to have the consistency in the work and all the facilities that management is promising to the guests from the time they check-in till check out. To work on this, it is necessary for the hotel staff to know about the preferences and demands of the customer, which is possible with the help of tracking system. Investing in such technological changes like IoT, making the booking procedure easy by introducing a hotel app for the Beckton location which can help in tracking the activities of the guests as well. It is necessary that Premier Inn Beckton first make the staff aware of the current issues which hotel is facing because of this. A complete set of knowledge is required where staff are aware that a positive presence of the business on different online platform is especially important. 
 In addition to this, there is discussion about the different measures for measuring success involves observing the online activities, change in the hotel revenue, taking surveys and shifts in the rate of occupancy. Survey reports are also useful in continuous improvisation in the process that has been planned by Premier Inn Beckton for the customer services, constant interaction of the IT team of hotel with the customers who are reviewing the services through online platform. Also, the financial team of Premier Inn Beckton must set a specific timeline and till that time, the hotel needs to focus on developing the business revenue. In addition to this, evaluate the success based on the proposed recommendation; Premier Inn Beckton can be able to experience the changes in occupancy rate with the improvisation. Also, there is discussion about the cost require for implementation of the recommendation is Restructuring and reformation of services activity require £50000, Technological enhancement need £60000 and Training and development program for staff involve £35000. In the end of report, there is discussion about the formulations of action plan to overcome with the weaken areas of the company. Therefore, proper implementation of the recommendations can be helpful for the company in improving their business position and obtaining a competitive advantage in the market. 
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	In the present time hospitality industry is one of those sectors that is growing effectively with different changes supporting by several trends. While organizations operating in hospitality making the effective usage of the evolving opportunities, there are different issues which are creating gaps in the set objectives (Freeman,2020). This demands the hotels to take the relevant actions and develop strategies which helps in understanding the challenges so that overcome from them. Premium Inn London Beckton Hotel is dealing with the several challenges resulting from the low level of customer satisfaction for the guests who are arriving there. This growing issue in Premium Inn Beckton is making it difficult for the hotel management to attract the people towards the services while they are visiting in that area (George,2021). Lack of consideration for the customer services may result in adverse situation for Premium Inn Beckton. Therefore, it is important for management to take some immediate action to resolve these complexities. 
Premium Inn Beckton is modernly designed and well-structured hotel situated in East London, 1 Woolwich Manor Way. It was established in the year 1995. There are 156 rooms that are available at Premium Inn Beckton where guests will get varieties of options from Luxury to official suites which go well for those who are on the business travel and people who are visiting with their families or having vacation. The check-in and check-out time in Premier Inn Beckton is 2:00 PM and 12:00 respectively. The hotel provides all the basic amenities to the guests such as coffeemaker, telephone service, TV, Wi-Fi, along with space designed for those who do not smoke (Premier Inn London Beckton, 2024). Furthermore, guests when arrive to hotel then they will receive complimentary coffee, along with attended by the staff who are skilled in different languages, onsite parking that is paid, etc. To ensure the safety of the guests during their stay in hotel, management provides electronic key, smoke alarms in the room, sprinkler, cameras for surveillance, etc., (Bharwani, and Mathews, 2021)
Premium Inn Beckton has connected with Deloitte for consultancy service to evaluate the current issues that are facing by the hotel. Deloitte is one of the famous companies operating at global level in the professional service sector. The company offers a different range of services from financial audit to consultancy to the business firms to support the effective operating in respective sector. In terms of employees and generation of revenue, Deloitte is recognized as the largest professional service company in the world. There are more than 457,000 employees who are working in Deloitte to fulfil the business objective of offering the different services to the companies in the market. Deloitte was established in the year 1845 and currently headquartered in London, England (About Deloitte, 2024). The service portfolio of Deloitte consists of audit, management consulting, financial and risk advisory, tax, and legal support to the companies. 
	Based on the idea that has been generated about the challenges that Premier Inn Beckton is facing, as an organizational consultant of Deloitte, there are different framework will be considered in this consultancy report. To evaluate the external environment i.e., hospitality environment in Beckton where Premier Inn is operating will get evaluate with the help of STEEPLED framework (Liu, Han, and Zhang, 2022). This will help in assessing and evaluating the risk that has been generated for Premier Inn Beckton because of the business externalities. In addition to this, SOAR model will be used in the report for the consultancy work as it helps in identifying the different things like strengths and opportunities for Premier Inn Beckton, along with the future planning (Saunders,2023). Consequently, a detailed evaluation of the strengths and opportunities of Premier Inn Beckton will be conducted with the help of TOWS framework. This evaluation will help in presenting some ideas through which the hotel can deal with the current challenges effectively (Park, and Min, 2020). 
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[bookmark: _Toc159877399]Describe the issue.
	The hotel management team has stated that in last few years, Premier Inn Beckton is facing the numbers of complexities. A brief overview of the reported issues by hotel are-
· Lacking in customer satisfaction- It happened so many times that customers are complaining about the services of hotel, staff, and facilities (Nangpiire, Silva, and Alves, 2022). Numbers of letters of complaint has been received by the customer service team of Premier Inn Beckton which is creating the concern regarding the guest satisfaction and effectiveness of staff in accomplishing the basic principles of hospitality service. 
· Decreasing rate of occupancy- Guests usually check-out from hotel before the time which they planned to stay in the hotel. This is leading to difficulty in maintaining a consistent occupancy rate within the hotel (Chittiprolu, Samala, and Bellamkonda, 2021). In addition to this, the management team of Premier Inn Beckton is experiencing the issue that whether the hotel will be able to manage the comfort of the guests so that they visit here again. 
· Adverse effective on goodwill of hotel-The number of complaints that Premier Inn Beckton is receiving leading to the issue where management is facing lower occupancy rate and this is clear cut affecting the reputation against the other hotels that are operating in this location (Paulose, and Shakeel, 2022). People often choose the hotel when they listen helpful reviews from others, but in case of Premier Inn, series of complaints results in hotel getting less preference from the people. 
· Negative feedback-If consider the reviews which Premier Inn Beckton is getting from the different online sites, along with own business websites then guests are giving rating limited to 2-3 stars which is not good (Premier Inn London Beckton hotel, 2024). This kind of poor reviews which are arising because of the terrible experience of the guests at Premier inn Beckton may affect the decisions who are looking for the hotels through different online platforms. 
· Cutting down in customer loyalty- Usually, it happened that whenever guests are experiencing best hospitality at Premier Inn Beckton, the recommend the hotel to their friends, families, and colleagues (Khan and et.al., 2020). The management team of hotel often heard from the so many guests that they chose Premier Inn Beckton because it recommended by others. But currently it has been noted that hotel in dealing with issue of customer loyalty which might not in long-term. 
[bookmark: _Toc159877400]Impact on hotel
	The issues that are discussed about are consistently leading to several other internal issues within Premier Inn Beckton, because no specific action has been taken by the management till now (Padma, and Ahn, 2020). Impact which has experienced in Premier Inn Beckton because of the challenges are-
· Low booking rates- Inconsistency in providing effective customer experience and comfort to the guests is now visible in the booking of the rooms. Although, hotel is offering very affordable prices but because of the current issues related to customer satisfaction is now making it tough for the company because guests considering the reviews and opinions shares by the other people while choosing Premier Inn Beckton (Mathayomchan, and Taecharungroj, 2020). Due to this, in last few years the rate of booking for the rooms in the hotel is decreasing. The customer service team is making all the possible efforts such offering the exciting discounts, along with travelling packaged for any special occasion, but the situation is remaining same. 
· Ineffectiveness in revenue generation-As Premier Inn Beckton is not getting the booking according to the set goals for the fiscal year, it is also affecting the revenue of the hotel. The existing financial position of Premier Inn is getting extremely poor because the hotel is not able to maintain the effective rate of revenue generation which making it difficult to maintain the business profitability (Lo, and Yeung, 2020). Due to poor financial condition of Premier Inn Beckton, the hotel management team is not able to maintain the efficiency and innovativeness in presenting the hospitality services in front of the guests so that it can contribute to their effective customer experience. 
· Severely affecting the competitiveness- Poor experience of the guests with Premier Inn Beckton is resulting in the shift of their choices to the other hotels in this location. Hence, the hotel is observing the major downfall in the competitiveness in the Beckton against its rivals. In addition to this, the hotel staff team is not able to find out the appropriate strategy that can contribute the better changes in the current situation which Premier Inn Beckton is dealing with (Cheng and et.al., 2020). Therefore, the major impact which the hotel is dealing because of lack of effective customer experience is losing that competitive space in the hospitality area of Beckton. 
[bookmark: _Toc159877401]What are the causes of issue?
	Considering the challenges for Premier Inn Beckton, there are some areas within the hotel that identified as the key reason contributing to this issue. Those reason or causes for problem area-
· Outmoded facilities- Premier Inn Beckton is not able to develop those trending changes within the hotel which are effective in attracting the guests. Apart from this, there are various issues like noise problems, internet connectivity, poor parking, etc. which guests has mentioned in the online reviews of Premier Inn Beckton. This is reflecting that the hotel management is focusing on the wide range of services rather than that concentrating on making it better and high-tech for the customers (Padma, and Ahn, 2020). Additionally, ineffectiveness in changing the room services and amenities with constant evolution in technology and digital aspect within hospitality sector is resulting in such consequence like customer dissatisfaction. 
· Service standards inconsistency- Premier Inn Beckton is not able to maintain that consistency in the hotel premises. Based on the online information that are availing by the hotel about the service, the management is failing in offering that particular to the customers. This is what creating dilemma in the current customer service framework of Premier Inn Beckton (Prentice, Dominique Lopes, and Wang, 2020). The hospitality business requires to have the consistency in the work and all the facilities that management is promising to the guests from the time they check-in till check out. This creates a sense of trustworthiness towards the hotel services that they are working for the better customer services. 
· Inefficiency in offering personalized experience- based on the feedback ad reviews guest were giving through online platform; it has been identified that Premier inn Beckton is not making relevant efforts for the guests personalized experience. Guests were not happy because of the noise related issues and other problems leads to the inconvenience for them. The hotel management is not considering this as the key issues which is creating the gaps in effective customer services (Tuncer, Unusan, and Cobanoglu, 2021). It is essential to notice such key facilities for the guests because offering comfort stay experience to them will help in getting the positive reviews as well. Decreased personalization in the service offerings of Premier Inn Beckton is making the issue of guest’s dissatisfaction. 
[bookmark: _Toc159877402]Analysis of STEEPLED framework for Premier Inn Beckton
This framework is helpful to identify the varied factors in the macro environment of Premier Inn which can be threats as well as opportunity for the hotel. A brief evaluation is given below-
	Social
	As the hospitality business growing with the help of different trends, the demands of the customers are also transforming. This is because of the digitalization where it becomes too easy for the guests to collect all the crucial information about the hotels. This shift in the guests’ choice is not effective handling by Premier Inn Beckton as management is not offering what customers are looking for like personalized services with the help of digital enhancement. 

	Technological
	There are various digital and technological changes like implementation of IoT, augmented reality, virtual reality, AI, etc. which are making the hospitality business more effective and customer centric. Premier Inn Beckton is facing the difficulty in implementing such technological changes because of the financial inconsistency. Virtual reality helps in providing better view of the hotel premises while they are planning to do bookings. 

	Economic
	In the last few years, there are various issues like pandemic, high inflation rate currency fluctuation, etc., that has affected the monetary position of the people in the market. This leads to lower disposable income for the people which also affect their travelling decision.

	Environmental
	Being a part of largest hotel chain in the hospitality sector, Premier Inn Beckton has diverse set of policies and regulation to ensure the sustainable practices. For instance, hotel minimizes the wastage of water and energy and convey to the guests. However, Premier Inn Beckton must focus on identifying the more innovative and creative way to contribute to the ecological safety to manage the market competition. 

	Political 
	Continuous changes in the policies and regulation by the Beckton local administration would have the direct impact on the operations and decisions of Premier Inn Beckton. Managing the hotel offerings and services according to such administrational changes becomes important. Negligence to government instruction would impact the effectiveness in running the hotel in Beckton. For instance, not considering the regulatory framework which are designed for convenience of customers would affect effective operation of Premier Inn

	Legal
	Premier Inn Beckton is bound to all the customer protection and safety related the policies within the hospitality. Along with there are various legal compliances which require that hotels within needs to provide all the services and facilities that they are promising to the customers. 

	Ethical 
	Premier Inn Beckton should provide the pay and wages to the staff according to their performance. In addition to this, there are some ethical frameworks which Premier Inn Beckton needs to fulfil like inclusion and diversity, equality, fair opportunities to the employees for the growth, along with no discrimination in the services for the customers based on their region, culture, race, and tradition.

	Demographic
	The services portfolio designed by Premier Inn Beckton is for the leisure travelling as well as business meet ups. Therefore, it is necessary for Premier Inn Beckton to understand the demand of specific demographic and customers who are arriving to hotel. 
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	Strengths
	The site of the hotel is very tactical for Premier Inn Beckton close to DLR station of Beckton. This can allow the company to promote its effective services to the people who are travelling for business meetings as well as family travel (Koc, and Yazici Ayyildiz, 2022). 
Furthermore, Premier Inn Beckton does not have same type of rooms, the diversity is helpful to offer both executives as well as luxurious suites. 

	Opportunities
	Current, the major challenge that Premier Inn Beckton is facing is about the customer dissatisfaction for this management can opt the trending about the supported by advance technology in the hospitality (Ozdemir, Dogru, Kizildag, and Erkmen, 2023). 
In addition to this, Premier Inn Beckton has the chance to make the services more personalised based on the guests from different demographics. 

	Aspiration
	There are some future goals that Premier Inn Beckton is planning to attain-
· To stimulate the customer services by working on customer satisfaction.
· Emphasising on revenue generation to enhance the better services in the future. 
· Additionally, to work to increase the hotel’s goodwill by achieving more positive feedback from the customers on online platform. 

	Results
	Based on the strengths and opportunities, along with future goals, Premier Inn Beckton will be able to receive the positive outcomes increment in the rate of occupancy, guests recommend hotel for this location more to others, improvisation in the financial aspect of the business. 
In addition to this, achieving competitive advantages against other hotels operating in Beckton. 
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	Threats
	If consider the location of Premier Inn then there are other hotels like Holiday Inn, ibis, Hampton, Travelodge, etc. operating as well. This is resulting in high competition in that area for Premier Inn (Khaliq, and et.al, 2022). 
As it has been analysed above in the context of the issues that has been highlighted by Premier Inn Beckton, online poor image of the hotel because of the negative reviews is also major threat. 

	Opportunities
	As it has been discussed in SOAR analysis as well that Premier inn Beckton has the possibilities to enhance its customer services with the help of digitalization approach, along personalized designing of hotel services (Guix, and Font, 2020) 
. 

	Weaknesses
	There are some weak points that has been reflected for Premier inn Beckton by evaluating the challenges. There are about the outmoded services in the room for the guests, mismanagement in handling the effectiveness in offerings during the guests stay, along with no concentration on customer personalization (George, 2021). 

	Strengths 
	Main qualities that are helpful for Premier Inn Beckton while dealing with the identified challenges is the location of the hotel, along with choices in rooms that management is offering (Seidu, and et.al, 2022). 
Lastly, Premier Inn, the whole brand is known for the effective customer service in the hospitality sector which is helpful in managing the trust of the guests. 
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[bookmark: _Toc159877406]Steps that Premier Inn Beckton can take to deal with the challenges along with implementation.
· Transformation and reformation of services-To deal with the issue of outmoded hotel facilities of Premier Inn Beckton, the crucial step that hotel management can take is to focus on redecoration of the executives as well as other rooms for the hotel (Lima, 2021). It is necessary to install modern services or facilities which are high-tech and capable of resolving the key problems such as noise issue, variation in services. To deal with this issue, Premier Inn Beckton must partner with the suppliers who are good in redesigning of the hotel interior and plan the time for the action. 
Training for staff to improve customer service- Next, to tackle the issue which is about the customer service of the hotel, it is necessary for the hotel administration to focus on the skills and professional etiquettes of the staff who are currently working with them (Paulose,  and Shakeel, 2022). this can implement with the training and development programs for them where they can learn about the new ways through which it gets easy to work on existing performance (Garvey, 2022). To ensure that this step implement successfully, it is important to connect with the experts and professionals of customer services in hospitality (Majeed, and Kim, 2022). 
· Boosting personalization- Premier Inn Beckton should work on the guest’s personalization as it is the key ingredient that supports the customer service of the hotel. To work on this, it is necessary for the hotel staff to know about the preferences and demands of the customer which is possible with the help of tracking system (Lombarkia and et.al., 2022). For the implementation, Premier Inn Beckton concentrates on gathering the data about the guests and maintain a proper database for the same. Based on that, hotel can plan the training and technological enhancement within the hotel. 
· Advancing technological uses- Digitalisation and technological advancement is the current trend of hospitality. Therefore, it is in high demand by the customers as well (Chi, Wen, and Ouyang, 2020). Therefore, investing in such technological changes like IoT, making the booking procedure easy by introducing hotel app for the Beckton location which can help in tracking the activities of the guests as well (Manh Cuong, and Hung,2020). To adopt this in the hotel. it is important for Premier Inn to hire the staff who can maintain the performance of business with digital usage. 
· Improvising online presence- Finally, it is important that Premier Inn Beckton boosts its status on different travelling and hotel review sites. This is the key requirement for the hotel at the present time as it will allow in changing the booking decision of the customers (Goodyear, 2022). Again, to work on this recommended point, Premier Inn Beckton must develop a team of professional who will manage and organize the online performance of the hotel. 
[bookmark: _Toc159877407]Change management practices and procedures which will be required.
	Change is the part of the business as it helps in developing those areas that can allow the management to convert the challenges into opportunities for the hotel (Rodríguez-Plate, 2023). Each of the recommendation that are stated about will expect some change practice that Premier Inn Beckton should perform to implement it successfully- 
· While planning for the modernization of facilities, it is important that hotel management must discuss same with the staff. As it will be staff within Premier Beckton who might help in enhancing the entire process with the continuation support in the reformation activities within the current service portfolio (Seo and et.al., 2023). It is not possible for Premier Inn Beckton to get the expected results of the change without informing the staff about it. 
· The change which will be demanding the idea of training program for the employees will be engagement of the hotel staff while designing the activities (Babu, Junaid, and Bagri, 2022). It is necessary that management team of Premier Inn Beckton must inform the staff about the professional as well as personal advantages that they will be embracing through such program. 
· The key action required to manage the change during implementation of personalization services for customers is with the help of concentration upon the positive experience of the guests (Park and et.al., 2021). In addition to this, Premier Inn Beckton should work for attaining the loyalty in the market which is possible when staff understands the need of personalization for the better customer services. 
· Changes where customer services are combining with the technological upgradation might create the stress among the staff. This is because they might not be aware of the necessary skills and competencies required to manage own performance during the technology implementation (Soliman and et.al., 2023). In this situation, Premier Inn Beckton might see the continuous opposition of the staff towards the change. Here, the management practice that can adopt by hotel team is informing the staff about the advantages that they will be receiving such as boosting professional expertise within hospitality supporting by technology (Gonzalez, Gasco, and Llopis, 2020). 
· To work on collecting positive reviews of the staff, it is necessary that Premier Inn Beckton first make the staff aware about the current issues which hotel is facing because of this. A complete set of knowledge is required where staff are aware that a positive presence of the business on different online platform is especially important (Phosphoryl and et.al., 2022). These are some key aspects which are required to follow by the management of Premier Inn Beckton. 
[bookmark: _Toc159877408]Measurement of Success
· Taking surveys- It is the most effective way through which Premier Inn Beckton can reach to its guests to take the reviews about their experience with hotel through survey forms. These survey reports will help Premier Inn Beckton to look the changes in the customer satisfaction based on the things they are writing in the form (Steinberg, and Boettcher, 2023). Additionally, these survey reports are also useful in continuous improvisation in the process that has been planned by Premier Inn Beckton for the customer services (Peng and et.al., 2022). 
· Observing the online activities- The next way to evaluate the success in the constant interaction of the IT team of hotel with the customers who are reviewing the services through online platforms (Chen, 2021). Though, the hotel cannot force the customers to the give the positive feedback neither can ignore the issues that are highlighting by them (Hwang, Wang, and Pașamehmetoġlu, 2021). Therefore, this consistency in communication will help in presenting the potential way to deal with the issue. 
· Change in the hotel revenue-Currently, the financial positioning of Premier Inn is not that effective. Therefore, another effective way to assess the hotel success after the change implementation will be the increment in the business revenue. The financial team of Premier Inn Beckton must set a specific timeline and till that time, the hotel needs to focus on developing the business revenue (Ghosh, and Jhamb,2022). In addition to this, the use of revenue for the effective changes in hotel will reflect the success of Premier inn Beckton. 
· Shifts in the rate of occupancy- Premier Inn Beckton is facing the low occupancy rate since exceptionally long which is the key hurdle in the financial positioning of the business (Canziani, and Nemati, 2021). Therefore, to evaluate the success based on the proposed recommendation, Premier Inn Beckton will be experiencing the changes in occupancy rate with the improvisation. 
· Taking the feedback of staff- To maintain the effectiveness in the change process and identifying the success in more detailed manner, it will be the staff of Premier Inn Beckton which can help the hotel staff in the same (Ramakrishnan and et.al., 2023). Therefore, the management of the hotel must conduct discussion meetings with the staff of the hotel to know about the changes that are required, along with the areas that are going well. 
[bookmark: _Toc159877409]Potential benefits for Premier Inn Beckton
	Based on the criteria that has been set to measure the success, along with the recommendation stated for Premier Inn Beckton to deal with the challenges, there are some advantages that hotel will be experiencing-
· As the hotel works on customer service and in result the positive changes within the online reviews. This will indicate that Premier Inn Beckton is successfully reach to the point where the staff as well as efforts of management team helps in increasing the guest satisfaction with the hotel services (Asadpourian, Rahimian, and Gholamrezai, 2020). This positive changes in the hotel and mindset of the customers will help in earning the loyalty of the targeted demographic of Premier Inn Beckton. 
· Premier Inn Beckton will get the opportunity to strengthen its positioning and goodwill in that area with its improved customer services which will also be helpful in increasing the occupancy rate (Brown Epstein, 2022). It is one of the effective ways through which Premier Inn Beckton will be able to attract the potential customer in Beckton to stay in the hotel during their family or business travelling. In addition to this, it will be helpful for Premier Inn Beckton to bring that efficiency in its practices that the level of competition which is currently becoming the threat to the hotel will get easy managed by presenting the diversified set of strategies (Yang, Wang, and Yang, 2020). 
· Through such changes that are designed for Premier Inn Beckton, the hotel will also get the chance to improve its poor financial working. This is because of the other potential changes that management will be implementing for the customer satisfaction (Banik, and Mukhopadhyay, 2020). Moreover, financial assistance that Premier Inn Beckton will be getting through this financial stability will also help the management to bring the potential improvisation in the technological framework which can bring more effectiveness in the current hotel services (Gip and et.al., 2023). The constant stability in the business revenue will also help the hotel management team to experience the shifts in the profitability of the business as well. 
· The hospitality sector of London is growing effectively (Kuo and et.al., 2021). Hence, the changes which Premier Inn Beckton will be bringing in its current practices will be helpful in identifying the frequently changes in its presence which is supported by the unique proposition to the hotel in the market. 
[bookmark: _Toc159877410]Cost requirement to implement the recommendation.
	There are some key recommended points for the customer satisfaction process and for the effective implementation of these steps so that Premier Inn can earn the promising results, the management will have to bear the cost in the following areas-
	Activities
	Cost

	Restructuring and reformation of services
	£50000

	Training and development program for staff 
	£35000

	Technological enhancement 
	£60000


[bookmark: _Toc159877411]Action Plan 
	Problem
	Solution
	Desired Outcome
	Timescale
	Completion Date
	Planned Budget

	Lacking in customer satisfaction 
	Improvising current outdates amenities that Premier Inn Beckton is providing to the hotel and making it more aligned with emerging trends (Sarkar, Sarkar, and Sreejesh, 2021).
	Customers will share their good experiences and effective facilities that they received during their stay in Premier Inn Beckton in the form of online reviews and feedback (Baker, and Kim, 2020). 
	3 months
	25-5-2024
	£45000

	Decreasing rate of occupancy
	To make relevant efforts for the improvisation of the current skills and understanding of the staff working in Premier inn Beckton (Padma, and Ahn, 2020). This is required to make the effective in the customer service practice. 
	People will consider Premier Inn as their first choice whenever they are travelling or staying in Beckton (Nguyen, Goh, and Murillo, 2023). 
	5 months
	2-9-2024
	£30000

	Outdates hotel facilities
	To invest on the advance technologies and focusing more on the digitalized approach to enhance the quality of the services (Min, and Joireman, 2021). 
	Guests are enjoying comfort stay at Premier Inn Beckton supporting by all the high-tech facilities in their rooms (Fliess, and Volkers, 2020). 
	3 months
	4-10-2024
	£35000

	Lacking in personalized experience
	Emphasizing more on the customer choices and demands so that Premier Inn Beckton can present the services according to their choices (Koc and et.al., 2023). 
	Customers are recommending more Premier inn Beckton to other people (Kim, and Baker, 2020). 
	2 months
	23-7-2024
	£35000



[bookmark: _Toc159877412]CONCLUSION 
From the above report, it has been analysed that hospitality industry is one of the most growing sectors with different changes supporting with several trends. There are different issues which are facing by hospitality organisation in accomplishing their objectives and creating value for their customers. The challenges involved, lack of customer satisfaction, adverse effect of goodwill of hotel, negative feedback Omaa, because decreasing rate of occupancy, cutting down in customer loyalty. Customer service is one of the most difficult challenges which is faced by the organisation and that leads an enormous impact on the overall performance and long-term growth of the company. The companies should focus on factors which causes of poor customer service issues for the company includes outmoded facilities, inefficiency in offering personalized experience, service standards inconsistency and many others. Also, it has been discussed about the STEEPLED framework which allows business organizations in identifying the varied factors in the macro environment that acts as both threat and opportunity for the organization. Also, framework provides knowledge of varied factors such as social, technological, economic, environmental, political, ethical, demographic, and legal factor which companies should consider while conducting their business practices. 
In addition to this, TOWS analysis has been discussed for better understanding of the threats, opportunities, weakness, and strength of the company. Transformation and reformation of services, boosting personalization, and training for staff to improve customer service and advancing technological uses and improvising online presences are key factors which companies should undertake in their customer services practices for better customer satisfaction and creating value for the organization. Organizations should provide appropriate financial and non-financial incentives to the employees of the organization so that they conduct the new change properly and give their best efforts towards achieving the set of objectives. Also, it is necessary to install modern services or facilities which are high-tech and capable of resolving the key problems such as noise issue, variation in services so that good customer services outcomes can be obtained. Measuring success of new change should be performing for assessing the areas which needs improvement and new approaches for better practices. The companies can involves observing the online activities, change in the hotel revenue, taking surveys and shifts in the rate of occupancy for measuring the new change success. Survey reports should be following as it is useful in continuous improvisation in the process for the customer services and constant interaction of the IT team of hotel with the customers who are reviewing the services through online platform. In the end of the report, it has been discussed that business organizations must set appropriate budget in accordance with nature of business activities and performing the tasks in proper manner. 
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