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Executive Summary 

This consultancy report presented by Hospitality expert focuses on provide exclusive analysis of challenges with different areas of operation at Premier Inn Hammersmith and provide solution in line with current trends that could benefit the proposed organisation in achieving competitive position in guest experiences.  Hospitality Experts inspect the position with two most effective management methods that are used in the hospitality industry to generate prospective analysis of situation in relation to external and internal environment of the hotel. SWOT analysis is conducted on Premier Inn Hammersmith to examine the internal environment of the hotel with the consideration of Strength, Weaknesses, Opportunities and Threat. SWOT analysis projects preferable positioning of the Premier Inn Hammersmith with strength associating with the opportunities. Strengths discovered are its convenient location in the city and its cost-efficient services with quality of services offered at clean and hygienic environment provided with Premier Inn’s CleanProtect policy and all guest stays valued with 100 % money back guarantee. Strong presence of the chain benefits the hotel to be more acknowledge and approached by the guest. These strength allow to acquire further potential opportunities for hotel through Airline and Event Group tie up, promoting and contracting restaurant services for non-staying guest, and complementing digitalisation in marketing and management operations that will allow to grow the business, reach wider audiences, and secure additional sales, revenue to hotel. Contrarily weaknesses need to be constrained to avoid threats. Premier Inn Hammersmith weakness is poor maintenance and upkeeping of the hotel that effect delivering smooth operations and guest comfort. The outsource housekeeping team and low team engagement are further shortcoming observed Absence of advance technology and marketing could further impact the competitive positioning and growth of the hotel as hotel has low global presence comparing to competition in the neighbourhood which is the risk continuing to extension of lockdown and unexpected changes in regulations  that poses a severe threat. The examination of external environment with PESTEL projects the implication of Brexit and Pandemic under political environment that affect hotel operations, financial operation and sales growth. The changes in VAT impact hotel pricing to increase however the current government support plan during pandemic benefitted Premier Inn Hammersmith to allow 90% of staff on furlough.  Similarly, Legal factors imposes the regulation relate health and safety, wages, discrimination and food safety policies. The economic factors are observed are risk of recession due to pandemic, weakened curries and low exchange rate that severely impacted hotel revenue cycle. Social factor indicates the demand of digitalisation and social media influence with current trend of personalisation and building experiences by travellers. Technological factor further amplifies the modern guest expectation with hotel that includes automation such as contactless services, in room entertainments, voice control and voice research, mobile applications and web-based services with virtual and augment reality. Environmental factor implicates the hotel to adhere green operations environmental policies by accommodating reduction of plastic use, reducing Co2 emission from the operation and reducing food waste. 
Progressing further, the report illustrates four key challenges associated with Premier Inn Hammersmith today that are implication of lockdown on hotel operations and revenue generation, maintenance and upkeep of the hotel, low promotional and social activities and pacing with technological advancement. These issue heighted urgent need for changes to enhance overall service delivery at Premier Inn Hammersmith. Due to effective planning and timely efforts in closing and reopening of the hotel, Premier Inn sales declined by 1% of with substantial drop in occupancy due to lockdown. Although hotel operations are changed dramatically to accommodate travel safety measures and social distancing norms. The Premier Inn Hammersmith is old construct due to which the maintenance and upkeeping of the hotel require immediate attention that includes air condition, elevator repair, repair of in room electricals, lighting and plumbing. Furthermore, another challenge observed is low marketing activities and social media interaction managed by the hotel.  Today fast pacing digitalised world required quick services with personalisation and staying connected and equipped all available information. However Premier Inn Hammersmith marketing and social media engagement are managed by head office and the hotel do not any prior and post check out interaction with the guest that may lack the opportunity to build customer relationship for potential future business. It is further associated with technological advances that modern guest seek in obtained hotel services where Premier Inn Hammersmith fall short to implement overall automated services for the comfort of the guest. 
The report observed critical finding from the initial review in various departments. Team at reception and F&B is attentive and profession however they lack training, support, incentives and appraisal for their growth that impact team engagement and overall hotel performance. Restaurant remains unnoticeable to non-staying guest due to lack of promotion Inadequate technology led resources at reception, rooms and restaurant could hamper the guest experience. The restyling of hotel lobby, front desk and restaurant project refreshing décor and ambience. Rooms sizes are observed to be small on most of the occasion, with basic amenities and clean and sanitized linen. Housekeeping department is outsourcing that impact the staff loyalty and knowledge with the hotel product and services. Maintenance department lacks administration and effective staffing techniques that leads to reactive work procedures. Centralised Marketing team fall short to attract business from local activities and events. 
The action plan is designed to over the challenges with short term goals and appropriate budget. The task prioritise is maintenance of air-conditioning in rooms with installing new unit and counterparts that may take up 3 months at the budget of £15000 however can efficiently quality of services and improve guest perception and guest satisfaction and increase business while retaining the guests. The strategies for marketing campaign are assigned for 6 months with £5000 budget that could enhance the business opportunities reaching wider audiences. The regular breakdown of the elevators can be improved with external profession assistance on contractual basis. Team management strategies are recommended for recruitment and development of the hotel team to reduce high turnover and retained skilled staff. 
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[bookmark: _Toc66548324]Introduction 
International hotels and restaurant chains are thriving to establish their presence in the market with many trying proliferation of their brand to reach wider audiences. It is particularly evident with larger competitor brands like Tru or Doubletree by Hilton, Courtyard or Aloft by Marriott Hotels. However Premier Inn has maintained sustainable growth on potential business and developed its strength by focusing on target audiences through quality services and valued customer experiences. Managing Brexit and current pandemic have concerned hotels and restaurants in improving operational efficiency amidst the rising competition. The contention in the hospitality sector have led organisations to evaluate their operations and sales techniques by appointing hospitality experts and consultancy groups in order to improve their resources and widen the profits.
Challenges in contemporary hospitality in United Kingdom (UK) have predominantly rose post Brexit and current Corona-virus pandemic that laid out its effect on sales growth, redundancy on international tourist, staff shortage and import and export of edibles and raw materials in hotels and restaurant sector. The report will address the major concerns of Premier Inn Hammersmith that are related to downturn of tourist and its effect on total earnings, poor maintenance practises, high staff turnover, staff shortage and poor marketing practises. The low occupancy percentage have further impacted on restaurant sales as Premier Inn Restaurant and Bar chiefly cater to inhouse guests. Furthermore, coping with technical advances and political revisions are key issues that will be discussed in the proposed report. 
The above stated issued of Premier Inn Hammersmith will be examine with the applications of SWOT and PESTEL analysis. Premier Inn chain of hotels are leader in the budget hospitality sector and have established competitive positioning over the years by delivering consistent quality products and services.  SWOT analysis on Premier Inn London Hammersmith helps to identify strength to maximise opportunities and minimise weakness to avoid threats. Consequently, PESTEL analysis reviews external environment through political, economic, social, technological, environment and legal aspects of the concerned hotel. 



[bookmark: _Toc66548325] Scope and Analysis 
Premier Inn is positioned as leader in Budget hotel segment, founded by Whitbread, it is considered to be  United Kingdom’s one of the largest hotel brand delivering 80% occupancy through 829 hotels with 78500 rooms, uniquely located around United Kingdom and expanding internationally (Whitbread, 2021). Premier Inn offer quality accommodation at affordable prices with quality product corresponding to high service standards. Premier Inn Hammersmith is one of the oldest and highly serviceable location in the Premier Inn chain of hotels. It is centrally located on Thames river near Ravenscourt park, 20 mins away from and city centre Westfields, a largest renowned mall in London. Premier Inn Hammersmith has 119 rooms elegantly furnished and equipped with modern amenities such as 24 hour reception, free WIFI, non-smoking rooms, work desk, kettle, hairdryer, luxury king-size Hypnos beds, choice of firm and soft pillows, hypoallergenic bedding, power shower, blackout curtains, Television, ironing board, cot and wheelchair access (PremierInn, 2021). It has inhouse restaurant named Thyme and bar offer exclusive choice menu from classics to grill with kids and allergic specialities. 
Premier Inn Hammersmith have gained its popularity due to exceptional services by the professional and caring staff, clean and comfortable rooms and good food choices served at budget friendly prices. Premier Inn Hammersmith offer quality accommodation at affordable prices with quality product corresponding to high service standards.  However the structure of the hotel old built against modern furnishing and customer expectations. Poor maintenance and upkeeping of  building have received negative feedback from the customers.  The high-rise structure of the hotel offer scenic view of the city however there have been numerous incidents of lift malfunction and single window disturbance. The hotel renovated its restaurant to move away from old décor and furnishing however limited spacing and menu choices affect the guest expectations. However wide spread of breakfast with taste at affordable prices is appreciated often by the guests. The hotel is convenient to business as well as family guest due to its close proximity to commercial hub as well as city centre. The SWOT analysis is performed below to examine the strength, weakness, opportunities and threat to the Premier Inn Hammersmith. 








[bookmark: _Toc66548326]SWOT Analysis
	Strength 
Centrally Located in Hammersmith 
Strong presence of brand in UK 
100% money back guarantee on quality rooms 
Clean Protect – Enhance cleaning commitment to tackle recent pandemic measures
Comfortable and accessible surrounding 
Cost efficient hospitality services 

	Weakness
Poor maintenance and upkeeping of building
Poor marketing operations 
Outsourced housekeeping 
Absence of advance technology 
Limited global presence 
Low Team engagement and trainings 


	Opportunities 
Strategic tie up for local group bookings
Airline booking agreements 
Investment in Digital marketing 
Restaurant tie up 



	Threats 
Lockdown extension
Local competition 
Legal structural amendments in policies & procedures. 




[bookmark: _Toc66516008]Table 1 SWOT analysis of Premier Inn Hammersmith
The prime location of the Premier Inn Hammersmith is key strength of the hotel. The hotel is convenient to business as well as family guest achieve valued customers through strong brand value and its presence in United Kingdom and Internationally. Premier Inn Hammersmith have effectively deliver quality services with clean and hygienic circumstances with CleanProtect policy and deliver 100% money back value to its services. Premier Inn Hammersmith is esteemed for its cost efficient services with highest customer satisfaction. The strength have development various opportunities for Premier Inn Hammersmith. The airline  and group booking contract can be great opportunity for maximise occupancy and revenue in long term Similarly, restaurant booking promotion with local event agency could generate additional income and vogue to the hotel. Digital marketing is vital tool for attracting today generation interest (Fyall, et al., 2019).Contrarily, the inferior maintenance and upkeeping of the hotel can impact first impression and build bad repute for Premier Inn Hammersmith. The low global presence with poor marketing efforts for the Premier Inn Hammersmith could influence international travellers’ decision on reservations. The hotel has old structured technology which can further disappoint new generations with advance lifestyle and expectations. Outsourced housekeeping and poor team engagement are other weakness of the hotel. Rising local competition with adoption of technology is the biggest challenge whereas the changes in political and economic policies could be threat. Furthermore, in current scenario of the extension of lockdown with considerate loss of potential business is threat for Premier Inn Hammersmith.

[bookmark: _Toc66548327]PESTLE Analysis
The important aspect of macro- environment of Premier Inn Hammersmith are examine by PESTLE analysis as detailed below

	Political 
	1. Brexit have impacted severely on hotel operation, financial outcomes and sales growth due to decrease in demand of tourist, educational groups as well as labour and vendors. 
2. Increase of Vat had negative impact on company’s appeal to increase prices 
3. Implication of Lockdown on earnings, investments and staffin
4. Government support package for  furlough employees during pandemic


	Economic
	1. Economic Recession due to pandemic 
2. Weakened currencies 
3. Low exchange rate 

	Social
	1. Influence of digitalisation and social media
2. Growth of Personalisation and experience economy

	Technological
	1. Influx of advance technology in guest services such as contactless booking and payments, digital invoices and menu, voice control machine and virtual tours of venue etc. 
2. Web and mobile based hotel reservation services

	Legal
	1. Laws and regulation with regards to wages, discrimination, health and safety
2. Taxation and Brexit impact on importing goods from EU 

	Environmental
	1. Reduction in carbon emission intensity 
2. Plastic use emission 
3. Reduction of waste Material 


Table 2 PESTLE analysis of Premier Inn Hammersmith

Uncertainty and complexity of political environment could affect decision making of the hotel. The Brexit implication have effect Premier Inn Hammersmith operations with loss of staff, vendors and supplier and low revenue generation due to decrease in demand of travellers from European countries.  The Lockdown have further impacted loss of business to closure and reopening with social distancing measures and unforeseen drop in occupancy and sales. The Premier Inn Hammersmith is budget hotels chain with room selling rate of £49- £99/ per night however the changes in Vat affect the probability of rise in pricing of the hotel. However, the hotel is benefited with government support package with paying 80% or maximum £2500 to furlough employees’ salaries per month that allowed the hotel to keep 90% of its staff on furlough. Pandemic influence the economic recession with weakened currency rate all over the world.  It further impacts the foreign exchange rates that eventually influence foreign nationals to acquire additional hotel stays or services, affecting overall earnings at Premier Inn Hammersmith (Everett, et al., 2020). Social environment of the hotel is dominated by rise in digitalisation and social media as tool to project ethical values, perception, values and beliefs, cultural aspects and attitudes towards the business (Perera, 2017).  Today customer acknowledge personalisation and customisation of services in the hospitality. Premier Inn Hammersmith need to accommodate latest trends to improve overall customer experience and adopt social media channels to stay connected to its customers as modern customer prefer travelling to gain experience rather experimenting. Technology is another environmental factor that affect the Premier Inn Hammersmith critically. Technological advances are rapidly becoming norms in the society with modern travellers expecting contactless front desk services, digitalised menu, voice control and research tools, mobile apps and web-based services with availability of virtual and augmented reality. However Premier Inn Hammersmith may fall short to keep the pace with technology ad adapt these automations in short term. Changes in Legal interactions are crucial and complex to adapt (Perera, 2017) however as a part of hospitality and to avoid legal issues and maintain high quality standards, Premier Inn Hammersmith solemnly adhere to food hygiene and safety, health & safety, laws related to wages, discrimination and other compliances. Environmental effects and concerns are acknowledged by every organisation today. With increasing climate crises, both government and environmental activist raises concerns and compel organisations to cohere with the environmental policies of the country.  Premier Inn Hammersmith contribute in saving nature by reduce Co2 emission, reducing waste and reduction of plastic use into its operations.

[bookmark: _Toc66548328]Challenges and its effect faced by Premier Inn London Hammersmith 1980 

[bookmark: _Toc66548329]Challenge 1: Lockdown implications on Operations and Revenue Generation 
The hotels and restaurant all over the world have been severely affected by corona virus breakdown and repetitive lockdowns. While the tourism and hospitality at halt to due lockdown, the booking and revenue pace in hospitality is directly impacted and further dropping that could lead to economic crises. These unprecedented times stimulate fresh competition to capture demand in market while few struggled to survive and keep cash flow running in the business (Thibault, 2021).  Despite challenging situation Premier Inn strategy for driving long term value remained compelling as the contingency plans were deployed by implementing operational actions to formulate the social distancing measures for safety and welfare of customers and staff (Whitbread, 2021). The of closure of restaurant and pub adhering government announcement were performed timely. While majority of staff at Premier Inn Hammersmith on temporary furlough, regaining operations on uplifting of lockdown was challenging keeping social distancing followed in all procedures. Travel safety guidelines were prioritised with floors marked for social distancing, hand sanitizers were provided to guest and staffs. Contactless check- in and check-out implemented at reception, staff trained on regularly washing hand and decontaminate practises.  However technological advances remained challenging, for instance, virtual reception kiosk, contactless taps, digitalised key cards for elevators that are essential to keep minimum surface contact during pandemic.  Although, sanitisation is maintained at Premier Inn Hammersmith by continuous fumigation of high traffic areas like reception, lobby, and elevator space. Rooms lines are clean and sanitise in high temperature wash. Elevators and Corridors are kept with minimum interface. Doctor is made available 24/7 for safety of guest and staff. The restaurant services gradually started in second half of year (H2), corresponding the yearly loss of F&B revenue. The demanding situations are keeping health and safety procedures at kitchen, housekeeping, front desk. Premier Inn CleanProtect policy is further enhanced by partnership with Diversey, a global cleaning and hygiene product supplier, to provide clean and protected environment for the interest of all stakeholders (PremierInn, 2021), yet the room occupancy remained below average throughout year effecting overall hotel revenue.  Although managing operation with minimum staff and implementation of sanitation limitations is challenging as well as highly priced, the lower occupancy percentage and lower revenue per available room (RevPar) have adversely impacted the earnings. With inhouse restaurant and pub being closed for longer duration it additionally impacted overall revenue with fixed cost turned greatly proportionate to bas cost at lower revenue levels.  The overall Premier Inn accommodation sales declined by 0.1% driven by weak regional market conditions, with Occupancy dropping from 77.9% to FY 2019 76. 3% in FY 2020 and statutory revenue of 76.9% (Whitbread, 2021), however London hotels including Premier Inn Hammersmith showed the growth in demand over its competitors post lifting of lockdown mainly due to early opening of services in July, August 2020  as well as its quality of services adhering to CleanProtect policy. The total revenue however subdued affecting balancing and liquidity position. 

[bookmark: _Toc66548330]Challenge 2: Maintenance and upkeeping issue of the hotel 
The general hotel maintenance includes electrical, plumbing and upkeeping of hotel exteriors as well as interiors that includes elevators, generators, room furnishing and other heavy duty electrical equipments within the hotel (Chibili, 2017). These wide range of scope of activities of maintenance require effective planning and expertise that is crucial for representing the hotel and its success in attracting guest. Although Premier Inn Hammersmith is conveniently located in the commercial hub, and established for its accessibility and quality of services, the exterior of the hotel projected outmoded structure. It could fail to drive up potential guest to the hotel as it exhibits poor first impression to hotel standards. The hotel is an old buildup with antiquated design of plumbing, air conditioning and other electricals built that may cause problem associating with the modern equipments. The hotel interiors are recently refurbished with new décor and major renovating of the restaurant. It has enhanced the hotel lobby, corridors and restaurants & bar appearance exhibiting refreshing outlook. However, maintaining internal mechanism to keep operations running smoothly, requires a effective maintenance unit.   The hotel maintenance team is liable for ensuring high quality services and process that support the business. Along with the upkeeping of rooms, restaurant and other serviceable areas, the maintenance task further includes reducing operation cost and implementing energy saving strategies that could benefit the hotel for long duration (Infraspeak, 2021). On an average busy day, the maintenance at Premier Inn Hammersmith need to take care of variety of operations that includes heating, cooling of the rooms, water boilers, lighting in rooms, guest and staff service areas, maintaining groundskeeping and other electronic equipments within the hotel. Nevertheless, there are no work order mechanism followed in the hotel.  For the great number of rooms and size of the hotel, the maintenance team at Premier Inn Hammersmith is short staffed and unregulated. The hotel witnessed the complications with air conditioning unit on various occasions that is incapable to adapt heating and cooling during different seasons. The hotel though provides supplementary services such as electric heather and coolers on request. The in-room lighting fixture are reported by guests to be unregulated to guest needs.  The electric connections and electrification are enfeebled to adapt to modern equipment, power supplies and in room accessories. Similarly, the water pressure & water heating in the bath complained to be unregulated. Furthermore, elevators functioning, and maintenance deteriorated over the time that results in constant breakage of elevator services and need instant fix and changes. However, the regular repairs and conservation of these units can keep its functions in continuation and in turn keep the customer delighted with the services. It is often noticed that small teams in the organisation struggle to implement practises to ensure preventive maintenance task (Maintainx, 2021). Due to understaffing, the maintenance team mainly work on responsive or reactive maintenance work that results customer discomfort and ultimately resulted in negative complaint or feedback.  

[bookmark: _Toc66548331]Challenge 3: Low Promotional and social activities
Hotels are required to form consolidated marketing strategy to promote brand presence and improve brand value while competing and improvising in continuously challenging hospitality marketplace to achieve sustainability. Premier Inn was campaigning thorough celebrity “Lenny Henry’, for more than a decade till 2020, who seen enjoying virtues of Premier Inn offerings while ‘good night guarantee’ remains key component of the advertisement. Followed by the tough year of pandemic, Whitbread appointed an advertising agency, Leo Burnett, as its creative partner for global promotions of Premier Inn. Although these international marketing campaign have gained Premier Inn rightful publicity to attract and retain customer for lengthy period, regional or property wise marketing and promotional effort remain negligible. Popular for budget hotel segment, Premier Inn Hammersmith focused on economic travellers consistent to brand identity. Every hotel requires strategic marketing planning based on its assets and opportunities. Premier Inn Hammersmith can be conveniently promoted to families, friends and solo traveller arriving to London or attending show at Eventim Apollo or Lyric at Hammersmith. However, it falls short of social and promotional activities to advance the business and attract new customers. Furthermore, marketing activities at property level are carry out with leaflets and banner only that are favourable to all Premier Inn hotels. The foresight to acquire business opportunities through marketing activities that could be opportune to individually to Premier Inn Hammersmith are not designed. The hotel digitalised communication is also uncertain to its customers. The marketing activities often pursued through print and digital collateral benefit to reach wider audiences (CSP, 2016). However constrained marketing activities at Premier Inn Hammersmith affect the new customer acquisition and building effective relationship with existing customers. Today, customers are more connected through social media and online technologies. Effective hotel marketing encourage guest to choose the reliable hotel whenever and however the travel is required.  The integration and impact of social media promotions have enriched the guest behaviour and expectations on business operations and marketing intentions (Christou, 2016). However Premier Inn hammersmith have no online social engagement or activities to stimulate. The hotels also do not project nearby event’s calendar on its website to entice potential guest. The seasonal offers and booking deals are not published thoroughly online and within the nearby region to captivate customer interest. Repeat and loyal customers usually extend services information to word out mouth and social media that further achieves a steady growth in occupancy and revenue for the hotels (CSP, 2016). In competitive digital age, it is crucial to stay connected with the guest and stay ahead of the competition by promoting and marketing product and services effectively. The centralised marketing model of Premier Inn accomplished the brand awareness and set a competitive positioning in the market. However, every hotel has distinct and loyal customer support based on the location wise advantages and benefits.  Direct marketing efforts through mails, social media postings, limited provincial promotional offers are require boosting the business at local level. Premier Inn Hammersmith further shows a lack of content marketing upgrading resources and assets to understand its customer insights and expectations. 
[bookmark: _Toc66548332]Challenge 4: Pacing with technological advancement
Today technology is driving at greater pace for change with advance service mechanism and associating tools that have enriched customers lifestyle. Technology proved to be a boon for hospitality by reducing workload with automation and accessibility of upgraded service features to promote and deliver product and services promptly (Fyall, et al., 2019).  However, adopting to rapidly changing technological environment and implementing changes at large in big establishment to keep up with the race have been high- cost, complex and challenging (Revfine, 2021). Premier Inn hammersmith have adapted to modern services with changing times to enhance its customer experiences and uplift the brand value. Premier Inn Hammersmith uses its own cloud-based booking software for business. Although it acquired huge first-hand investment to own the software, the effective maintenance of big data on customer profile and customer preferences have helped the organisation to design effective marketing strategies. Technological advances like Internet of things, social media, mobile applications are rapidly shifting customer behaviour and expectations. Requisite facilities like elevators, WIFI, hot baths are no longer consider to be exceptional and the modern customer experience and comfort is based on how well technology driven hotel product and services are offered (Soler, 2021) . Although services at Premier Inn Hammersmith are restyled to accommodate check-in /check- out kiosks, contactless payments, mobile apps services, latest software, the customer convenience come from more advance features.  The contemporary guest needs are voice search and control devices, in room entertainments, automated / voice control devices for operate television, lighting and curtains in the room (Comcast, 2019). These features are not planned to incorporate in the business at Premier Inn for long term. Laptops and smartphones are personalised interface for guests that they carry everywhere to stay connected virtually (Soler, 2021). Premier inn Hammersmith provide supplementary services such as international charging adaptors, phone chargers, WIFI, in-room entertainment to cater various international guests, however the WIFI connectivity and speed are inconsistent that may impact the overall guest experience. Premier Inn Hammersmith as the business hotel, customer request is for robust internet services, flexible WAN options and cybersecurity. However limited WIFI access provide by the hotel is not well appreciated by the guest most of the time. 
Although all the technology upgradation and implementation decisions are performed by head office effective to all Premier Inns across the regions depending upon the need of the region, it is important to host technology- enable experiences to offer customisation and added personalised experience. Personalised digital experiences exponentially increase overall guest experience and comfort (Soler, 2021). Technology can upgrade and enhance small start-up to compete large scale organisations in specific region (Eyring, 2017).  With effective technology Premier Inn Hammersmith services can be waken to new competitors emerging in the neighbourhood. Furthermore, chatbots, virtual and augmented reality, artificial intelligence, voice control tools and smart apps are no longer associated with luxury and are anticipated to be provide by every service provider to achieve competitive advantage. 

[bookmark: _Toc66548333]Findings & Results of Premier Inn Hammersmith 
The findings from observations of various departments policies and procedures at Premier Inn Hammersmith are listed below
	Department 
	Results 

	Reception 
	1. Courteous and professional appointed at front desk 
2. Staff followed all health and safety measure of social distancing during Covid virus outbreak
3. Availability of contactless check in/ check out services 
4. Large number of staff on furlough due to Lockdown   
5. High staff turnover that leads to higher workload on the present team
6. No incentive programme for the staff 
7. Inadequate technology- led resources at front desk 
8. Absence of concierge activities 
9. Unsatisfactory communication with other departments


	Food & Beverage 
	1. Team engagement and empowerment training is required in F&B 
2. F&B staff knowledgeable and attentive to the guest needs 
3. Newly refurbished and styled décor for restaurant and bar 
4. New Menu choices introduced 
5. No facility of digital menu
6. No facility for online restaurant booking 
7. Majorly accessible to inhouse guest only 
8. Low promotions to outside or non-staying guests. 

	Housekeeping 
	1. Team is outsourced to ISS facility services 
2. Provide cleaned and sanitised linen for rooms with CleanProtect policy
3. Low team engagement, Poor loyalty and knowledge towards the hotel product and services. 
4. Language communication barrier with other department such as reception and maintenance 

	Maintenance 
	1. No centralised platform for maintenance failure reporting to speed up the process 
2. No automate process to reporting between reception and maintenance 
3. No scheduling and calendar to allocate the task 
4. Poor Staff communication
5. Unorganised and understaffed departmental procedures

	Sales & Marketing 
	1. Centralised marketing team and activities 
2. No control over marketing decisions 
3. Absence of local promotions and social activities 
4. Poor restaurant marketing strategies 


Table 3 Finding and Results of Premier Inn Hammersmith

Reception is focal point of the hotel and communication centre of all the departments and employees as it exchanges important data with the guest needs (Barnes, 2018). At Premier Inn Hammersmith reception or front desk is the centre to provide all the information related to guest, hotel policies, promotions, discounts and audit details. The reception team is polite, informative and attentive to the guest enquiries as well as team is proactive in managing interdepartmental communication and ensure smooth operations. The front desk is equipped with modern technology for seamless operations, yet concierge services are operated by reception team. It is observed that due to high team turnover, furlough during lockdown coerce present team with additional responsibility. Team appraisals and incentive programme are inferiorly administered at Premier Inn Hammersmith. Correspondingly, F&B team performance and administration is exemplary. The restaurant and bar provide great ambience and prominent f&b choices however the adaption to modern technology is overlooked by the management at Premier Inn London Hammersmith. Premier Inn Hammersmith invested large capital in restyling the F&B outlet however the lacking in promotional and marketing activities of boost the business. The restaurant revenue is mainly concentrated on inhouse guest and low attempts to attract new or non- staying guest to the restaurants from marketing perspectives.   Housekeeping department is equally important to front desk in maintaining utmost cleanliness standard and quality services and upkeep of rooms. Premier Inn Hammersmith have achieved competitive advantage by offering hygiene, immaculate and welcoming surrounding to its guest consistently. Although department is outsourced to ISS, Premier Inn CleanProtect policy ensure the superior customer experience by ensuring its responsibility towards customers, community and environment. However, the irregularity of contracted workers in the department leads to low tea engagement. Furthermore, major team members are foreign nationals of EU to whom the communication to other departments is challenging.  Comparably, Room are aesthetically designed with all the necessity of in-room supplements convenient to business and budget travellers. However, except basic amenities, the room are moderately upkeep with latest technology and accessories lacking the contemporary advance feature in the room compare to guest expectations. Although high rise structure of the Premier Inn Hammersmith provides scenic view of the city, the size of most of the rooms are observed to be relatively small.  Similarly, the lighting arrangements in the room imperfectly mapped out due to old build-up of the hotel.  This reflect with the maintenance department deficiency in operations and administration. Maintenance department is backbone of the hotel operations to run smoothly and to provide premier guest experiences constantly (Chibili, 2017). Maintenance departmental procedures is Premier Inn Hammersmith are poorly administered primarily due to absence of automated system and low staff count. Being on old structure, Premier Inn Hammersmith require constant identifications of issues primarily with AC and elevators in the hotel and proactive working on them to resolve the problem prior to customers reporting. Preventive maintenance is important to perform regularly to avoid breakdown of systems and increase the assets or equipments resilience, further interfering normal operations of the company (Infraspeak, 2021). The inspection and prevention work orders in maintenance are usually unattended by the team while there is no scheduling and prioritisation of work order. The maintenance reports are generated through reception from the feedback of guest and employees while maintenance team mainly work on reactive reporting. The unavailability of software to report and generate maintenance request also decelerate the work orders. The team performance to low due to understaffing and repetitive work request. Advancing through the findings of other department, sales & marketing operations are observed to be inadequately functioning mainly due all marketing related planning, decision making, and implementation of promotional activities are performed at head office and Premier Inn Hammersmith do not encounter any marketing activities based on its own strength and opportunities. 


[bookmark: _Toc66515976][bookmark: _Toc66548334]Action Plan for Premier Inn Hammersmith
	Sr No
	Problem
	Solution 
	Desired Outcome 
	Time scale
	Completion Date 
	Planned Budget  

	1
	Repetitive failure of Air conditioning unit in hotel rooms and key parts of hotel 
	To implement Packaged terminal air conditioning and its counterparts for centralised cooling and heating by interposing filtration and humidity control. 
	Reducing customer complaints on the AC failures by adapting temperature control significant to different seasons and enhancing indoor quality air and leverage customer experience. 
	3 months 
	12th June 2021
	£15000

	2
	Regular breakdowns of elevators in peak hours 
	Contractualising Lift Maintenance team with outsourced industry experts to perform monthly maintenance and repairing services for elevators to operate without disturbance to guests.
	To ensure customer safety and comfort by offering progressive services adhering to health and safety of hotel guests and minimising guest complaints of elevators by improving service standard. Reduce overall maintenance cost and improve probability of the asset value. 
	15 days 
	31st March 
	£2000

	3 
	Privation of personalised or district Marketing campaign 
	Invest in advance technology Design specific marketing and social media plan to promote Premier Inn Hammersmith in highlighting its strength with rooms and restaurant to attract local visitors through events, seminars business opportunities, activities in the neighbourhood 
	Increase domestic business opportunities by leveraging brand presence and brand value to attract new customers, improve restaurant visibility and revenue with new promotional activities and to improve and personalised customer service and relationship to improve customer loyalty to the brand 
	6 months 
	20th Sept 2021
	£5000

	4 
	Shortage of skilled Staff and high staff turnover  
	Enable effective recruitment policies to attain skilled, knowledge, experience workers in all the department, invest in technology to reduce manual work load, Improvise staff wages and welfare policies to consider flexible working hours, appraisal, healthcare and pensions. Invest in employees training programme and team building activities to focus on future performance
	Employee loyalty toward the brand and hotel can be improved, with effective training, appraisal and team engagement activities will improve overall team performance and reduce staff retention.
	3 months 
	12th June 2021
	£2000


Table 4 Action Plan for Premier Inn Hammersmith

[bookmark: _Toc66515977][bookmark: _Toc66548335]Recommendations

Following are the recommendations from Hospitality experts to improve guest services at Premier Inn Hammersmith and achieve competitive advantage in guest experience. 
· Premier Inn Hammersmith is old building that require immediate actions and investment in maintenance of the building that majorly include electrical setup within the hotel and overall upkeep of the hotel
· The Air conditioning unit of the hotel need immediate replacement as the air conditioning in the rooms as well as in guest service areas fails to be associate with present weather conditions of the premises. 
· The elevators are of prime importance due to top floor structure of the building hence investment in regular repair and maintenance is obligatory at this stage.
· Premier Inn Hammersmith can contract or outsource the elevator maintenance work and arrange preventive work order to be check on functioning of the elevators and ensure customer comfort and satisfaction 
· To stay ahead of the competition Premier Inn Hammersmith could adapt to technological advances and implement in room entertainment facilities such as voice control remotes for TV, lighting, improve on WIFI connectivity to provide robust & secure WIFI with flexible WAN arrangements, online restaurant bookings and payments, concierge chatbots at the reception, digitalised key cards for elevators with accessed to assigned floor and rooms. Executing virtual and augmented reality systems to enhance the customer experience 
· Effective Marketing strategies is highly recommended to attract domestic and international business market through local event, seminars and social activities. 
· Premier Inn Hammersmith is recommended to have personalised social interaction and promotion for boost hotel strength through its product and services and improve customer relationship through personalisation and customisation techniques offered through social media and advance marketing interactions online.

· Promotion of Restaurant and Bar need to be prioritised to improve the F&B business and promote brand offers to non-staying guest that could attract new customer to the business. 
· Staff recruitment and engagement programme need to introduce to improve problems skilled staff shortage and high staff turnover. 
· New team training and team appraisal can in implemented to enrich team performance and lead the team in achieving common business goal. 

[bookmark: _Toc66548336][bookmark: _Toc66515978]Conclusion 
The complex and challenging environment of the hospitality industry intensify the competition between the hotels and restaurants to achieve competitive advantage with sustainability. To attain sustainability and maintain the competitive positioning through customer experiences it is recommend that Premier Inn Hammersmith upgrade its services in various departments. The team at Hospitality expert would like to thank Whitbread for giving opportunity to analyse and present our findings to your valuable considerations. Through this report the hospitality expert contemplates the constructive and obstructive aspects of Premier Inn Hammersmith in order to develop as strategic solution that can enhance the hotel operations, management and guest experience. Premier Inn Hammersmith significantly need to improve its maintenance procedure by amending the faulty machineries of Air-conditioning and elevator as these are essential service elements of the guest journey. To lead the competition in the market and attract potential customer, it is important to design strategic marketing plan convenient to Premier Inn Hammersmith strength and opportunities as centralise marketing activities fall short on viewing local market potential. Similarly adopting modern technological units can enrich the quality of services at Premier Inn Hammersmith with effective personalisation and customisation techniques to engage social media interactions and revamp guest relations at hotel level. The Team is the backbone of the company and appreciating team efforts with appraisal, incentive and training to grow further will increase the staff loyalty and team performance to achieve the business goals. The suggested recommendations are within the proposed budget of the report and are effectively achievable to derived proposed outcomes. Hospitality Experts will be happy to be associated with Whitbread & Premier Inn Hammersmith in its transformation and future endeavours. 
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