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Executive Summary
The aim of this report is to vitally provide a better understanding of human resource management strategies and their overall influence on the customer service of restaurants. Here, the aim, objectives, questions, and background of the study have been provided. The company selected for this is the Premier Inn Millennium Bridge Newcastle which is located within the United Kingdom. Along with this, comprehensive literature detailing all of these aspects has also been given as well. Different kinds of objectives have also been elaborated including the one to measure the effectiveness of the HRM strategies to improve customer services in the restaurants. This highlights some outcomes of the specific HRM strategies that can be implemented.  The overall report has discussed the case study which offers a high idea of how the Premier hotel is influencing HR in strategies for customer services. The research methodology with the alignment of the case study has been implemented in the report efficiently. Data analysis and data gathering tools have been implemented with the definition of case study the benefits and limitations with other techniques such as reflective lighting and ethnography. Additionally, a theme exploration has been performed by identifying different HRM strategies and areas of improvement with real-life evidence. Furthermore the definition of the case study with the understanding of the case study and how Premier hotel stands out from others with a perfect SWOT analysis PEST analysis and Competitor analysis with pricing and quality in the cheque. Other than that, a SWOT analysis has been done to highlight the strengths such as their location and others along with the weaknesses such as interiors and infrastructure. Additionally, some opportunities and some threats of the same have been evaluated as well which they can gain and face in the future. Ultimately, some recommendations have also been provided to improve customer service in a restaurant of the chosen business entity. A detailed reflective account of the professional observations has also been presented here.
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Introduction 
[bookmark: _Toc165655528]Aim and objectives 
Aim 
To investigate the influence of human resource management (HRM) strategies on the restaurant customer service of Premier Inn Millennium Bridge Newcastle. 
Objectives 
1. To identify the major HRM strategies taken by Premier Inn Millennium Bridge Newcastle for their restaurant customer service. 
2. To assess the challenges encountered by Premier Inn Millennium Bridge Newcastle while incorporating the HRM strategies. 
3. To evaluate the effectiveness of the strategies in improving the restaurant customer service of Premier Inn Millennium Bridge Newcastle. 
[bookmark: _Toc165655529]Research questions 
1. What are the major HRM strategies taken by Premier Inn Millennium Bridge Newcastle for their restaurant customer service?
2. What are the key challenges encountered by Premier Inn Millennium Bridge Newcastle while incorporating the HRM strategies?
3. How effective are the strategies in improving the restaurant customer service of Premier Inn Millennium Bridge Newcastle? 
[bookmark: _Toc165655530]Background
Human resource management strategies play a pivotal role in the overall management of various kinds of hotel and restaurant activities (Kroon and Paauwe, 2022). Restaurant customer service is one such aspect that could be drastically influenced by HRM strategies. Premier Inn is a major corporation that operates within the hospitality sector of the United Kingdom and has a presence all over the country. One of the noteworthy branches of the firm is the Millennium Bridge Newcastle Hotel located near the Newcastle City Centre of the UK (Premierinn, 2024). There are plenty of hospitality services that the firm offers, including restaurant services, and customer service is a crucial aspect of this. Therefore, HRM strategies could also remarkably influence this unit of the firm (Harney and Collings, 2021). 
[bookmark: _Toc165655531]Scope 
Within this report, various aspects related to the HRM strategies and their overall influence on the restaurant customer service of Premier Inn Millennium Bridge Newcastle. Here, a literature review will be given in a detailed manner. Along with this, a case study as well as theme exploration will also be provided. Besides this, a reflective statement will also be made regarding the professional observations. 


[bookmark: _Toc165655532]Literature review 
[bookmark: _Toc165655533]Major HRM strategies for restaurant customer service
There are numerous HRM strategies that restaurant businesses implement for their customer service. Some of the most noteworthy ones are mentioned as follows. 
Offering training to staff 
According to Azevedo and Silva (2024), one of the most common strategies of human resource management is to offer proper training to the staff members. Usually, there are plenty of skills that might be needed by the employees in order to properly offer customer service. However, a lot of the workers might not have the skills and they could also lack the knowledge regarding thoroughly handling the customers. As a result of this, the overall customer service could deteriorate and the experience of the consumers could be negatively influenced by this. Nevertheless, with proper training, the staff members could develop the necessary skills and acquire the required knowledge. This way, they are able to offer better customer service within the restaurant. 
Rewarding good performance 
As per Gold and Smith (2022), another major HRM strategy that plenty of restaurants incorporate is rewarding the staff members for exceptional performance. Customer service can improve drastically with more engaged employees and they can interact with more enthusiasm giving an overall better experience for the clients. Typically, rewards could drastically motivate the employees and as such they could become more encouraged to improve their own performance even further. Additionally, other members might also strive to better engage with the customers in order to achieve the rewards as well. Overall, this could crucially improve the restaurant's overall customer service. 
Giving flexibility 
From the point of view of Hauff (2021), offering proper flexibility to the workers is another pivotal HRM strategy that could be useful in drastically improving customer service. For instance, with more flexibility, the employees can utilise their own creativity and manage the consumers as they see fit. This way, the staff members could ensure that proper customer service is provided to the clients and they are able to better respond to the needs and expectations of the customers. 
[bookmark: _Toc165655534]Key challenges of implementing the HRM strategies
Despite the restaurant businesses taking plenty of HRM strategies, there are certain challenges and obstacles in their implementation as well. 
Lack of communication 
As stated by Vigfússon et al. (2021), one of the biggest obstacles to adopting HRM strategies is the lack of communication between the managers of the restaurant and the rest of the employees. Typically, the process of implementing the strategies is rather very complex. As a direct result of this, all the relevant parties involved must work in a more cohesive manner to remarkably attain success. Nevertheless, due to poor communication between the parties, a lot of misunderstanding could happen and the workers might not be able to perform as expected, resulting in failure to substantially adopt the HRM strategies. 
Resistance to change
From the point of view of Wellton and Lainpelto (2021), the employees might also have plenty of concerns regarding the adoption of the HRM strategies. Here, a lot of changes are required within the operations in order to thoroughly incorporate the strategies. Nevertheless, due to the concerns the workers have, they could resist any such change and might not co-operate properly with the management. Overall, this phenomenon is referred to as resistance to change and this could also lead to failure of adopting the HRM strategies within the restaurant customer service.
Cost of implementation 
According to Misbah and Budiyanto (2020), some of the HRM strategies could be rather very costly and as such, this might prove to be another major obstacle. For instance, training employees and giving them rewards could be a very costly affair. Here, the restaurant corporations have to spend a significant amount of spending on arranging the necessary training program as well as the rewards. Henceforth, due to any shortage of cash flow within the restaurant, performing all of these tasks could become strongly difficult. 
[bookmark: _Toc165655535]Effectiveness of the HRM strategies in improving the restaurant customer service 
A hotel business usually has multiple operations and services for the customers starting from accommodation to the restaurant business. This particular section will highlight some of those restaurant services of the specific hotel song with the interrelation of the Human Resource management aspects. 
Gathering knowledge and education 
According to Papademetriou (2023), it can be seen that specific business entities try to improve their customer services in all kinds of business offerings and services. In terms of restaurant services, the specific employees are required to be provided with the proper knowledge and training on how to approach a customer or any individual in the restaurant. With respect to behavioural theory, it can be said that people also learn through interactions with the environment. Therefore, it can also be said that they should be given practical knowledge and work in restaurants in real time under the supervision of their leader. It can help them to gather the experience they need to offer a seamless service in their restaurants. 
Increasing encouragement and motivation 
As per Teo (2021), there are multiple approaches or strategies that HRM can take in order to increase employee motivation and encouragement in the business workplace. One of the ways is to reward them for their good performance in the business workplace. This can actually help in gaining some encouragement and motivation while working in a specific business. According to the equity theory of motivation, the respective employees generally compare their contributions to their jobs and the rewards they are getting for the same with other employees in the business workplace. Therefore, rewarding them for their good work can help in gaining trust among them and also encourage them to give their full potential. 
Increasing trust and creativity among the employees
Offering some flexibility to specific employees while working at the restaurant can help them bring out their inner creativity and innovations. In terms of this specific business operation such as restaurants, the employees can think of understanding the specific approaches that can please and help the respective customers for their necessary aspects (Tabrizi et al., 2023). This might ultimately help them to improve their customer attendance qualities and also improve the business conditions over the years. 
[bookmark: _Toc165655536]Literature Gap
Gaps within the literature are typically any form of missing pieces of information on the topic. There are plenty of factors that could have contributed to the gap in literature within this particular literature review. One of the most notable factors is the paywall and there are plenty of sources that cannot be accessed without a paid membership. These sources might contain various kinds of informative data, however, due to the paywall, this information could not be accessed. Additionally, sometimes the information being collected could be either outdated or even factually incorrect. However, identifying such elements is rather difficult, thus resulting in compromises in the entire accuracy of the literature review. 

[bookmark: _j1crmd60x7ee][bookmark: _Toc165655537]Methods
Definition
The case study methodology is normally stated as a research method which enables the researcher to explore and explain the process which occurs in the operating time. The case study methodology also helps to understand and explore the phenomenon in the real-life setting which is particularly suited for investigation with multiple sources of evidence. Case studies are also normally believed as the detailed structure of a specific subject which is commonly used in social educational or business research.  This case studies research inverse different types of methods to gather data and analyse them for future growth and efficiency (Collis and Hussey, 2014). 
Abilities 
The ability of case studies helps the researcher learn more about the complex situation and evaluate the best outcome with the various people responding to the situation. Conducting a case study also requires evaluation to get a better idea about the process which is offered in operation and to understand the main purpose of the event efficiently. The main and major use of case studies which help in providing advantages is problem-solving and understanding the decisions that are made in complex situations with copying the ambiguity and providing analytical tools and methods depending on the case. The case study normally also helps to read the design and define the overall strategy that will be chosen to complete the components of the study coherently and logically (Saunders et al., 2012).
Data collection ways 
Data Collection is one of the most important parts of a research method which has to improve and enhance the overall process of the case study efficiently. There are different types of Data Collection with normally help to improve and engage the research module and enhance its quality further for future efficiency. Data Collection ways such as interviews and services are normally the most efficient way to directly gain information and data from the recipient. This project with the case study will also use information and data analysis such as interviews and surveys for a better understanding. With the data collection ways data analysis is also an important process in a research method which helps to analyse the gathered data and process for future implementation (Busetto et al., 2020). 
Limitations
Limitations are normally the most common topic in any research or any part aspects of life. Limitations can cause and help to identify potential buyers in any kind of process and operation which will further be improved efficiently. In the case study research method limitations can be provided such as data collection and different generalising findings to the broader population. The limitations normally can occur in this case study to implement an issue and gather information and data from a wide range of populations which will be efficient for the case study to proceed with. Ethical considerations can also be considered as one of the limitations in a research process which can affect the research method if not maintained successfully and understood in the right order (Cottrell, 2014). 
Techniques
The case study will also use Different techniques to improve and operate their process efficiently. Techniques such as reflective writing will also be used in this process to get the most efficient amount of data and express the situation and even the most functionality. Techniques such as netnography will be also used in this process of a case study which will be used to study the sources and cases from the internet (Veal, 2006).

[bookmark: _rdbhob93a0no][bookmark: _Toc165655538]Case study Discussion
Premier Inn is one of the most popular and prestigious businesses that is running currently in the tourism industry and offers accommodation and other services to their customers. Premier in his currently regarded as one of the most popular hotels with 72000 rooms and over 900 hotels operating in various locations (Snyder, 2019). The hotel is normally based in a European country which is situated near the river themes as it is regarded as one of the most popular and attractive responses. Premier is located in various locations to attract customers and provide them with the best efficiency. The Premier hotel normally has a correct standing in the market with different Hotel locations and provides the best. Understanding how human resource Management of this hotel can help to understand and create a better operation and process. The hotels have an efficient HRM strategy which helps them to access different locations and talents of the individuals who are efficient to contribute to the industry. Premier Inn also has an efficient location landmark in Millennium Bridge Newcastle which is a high attracting point for tourists helping them to overall succeed and engage with different numbers of people. Understanding the company's computers and how they have made standing in their overall industry will enable them to understand and provide an idea about the similarity and consumer confidence in the company which is leading to their growth further.


[bookmark: _Toc165655539]SWOT analysis 
The SWOT analysis generally helps businesses as well as individuals to determine the strengths and weaknesses of the respective business organisation or the specific individual. Along with the strengths, they can also understand the type of opportunities that they can gain with the help of their strengths and the number of threats they might face in the future. This particular section will highlight different kinds of strengths and weaknesses of the business organisation where the specific student has been placed. 
	Strengths 
	Weaknesses 

	1. Services: 
One of the strengths of the specific business entity is its services despite being a 3-star hotel. According to some reviews of the specific company, it can be seen that the respective business entity offers a smooth and seamless experience and also states that they are convenient for business travel purposes (Premierinn, 2024). 
2. Location: 
The location of the specific business is also the strength of this particular business which is Premier Inn Millenium Bridge Newcastle. This is because the respective business is located in a quiet place between the Ouseburn and the Quayside. There are multiple attractions near the hotel such as Ouseburn breweries, live music places and other cultural attractions (Newcastlegateshead, 2024). Along with this, all these destinations are within walking distance from the hotels. 
	1. Infrastructure: 
One of the weaknesses of the specific business organisation is that their infrastructure such as the rooms is small and humid or hot. Some people say that there are no rooms with air conditioning in them, which makes it hot and humid during the seasons. Other than that, some people say that the corridors of the respective hotels are not clean and do not smell good (Simplyemma, 2024). 
2. Interiors: 
The interiors of the specific rooms are also an issue in this particular hotel. It can be seen that the specific hotels have their beds but no accessible sockets to connect their chargers and other things (Simplyemma, 2024). This can be termed as one of the specific weaknesses of that specific business organisation. 

	Opportunities 
	Threats 

	1. Increased number of business travellers:
The respective business can have an increased number of travellers who are coming for their business purposes. Some of the customers of the specific business have said that it is good for business tours and hence can attract some of the business travellers in the future with some improvements in their services and infrastructure (Brizek et al., 2021). 
2. Increased amount of revenue and income:
The specific business can have an increased number of tourists due to their locations and accessibility towards different live music and other cultural attractions. 
	1. Competition: 
The competition in the market in the UK is constantly increasing since there are various places and tourist attractions to travel to, in the UK. Therefore, the respective business might think of improving their interiors and other specific weaknesses to attract more customers towards them. 
2. Technological adaptations: 
The aspects of technologies are emerging and evolving in different countries and hotel businesses are also using VR and other specific technologies so as to make their operations efficient and offer a seamless experience for their customers. Hence, without the specific technological investment, the respective business might face issues and challenges in the future (Dogru et al., 2020). 




[bookmark: _ryyjbucr7jdd][bookmark: _Toc165655540]PEST analysis
Political
Government policies: Government policies are one of the most important and affecting political factor which affects the company highly in their consideration of operations. As the Premier hotel operates in different locations government policies also vary in different geographical locations. This can affect the rules and regulations to which the Premier hotel adheres and operates based on strategic stability. Considering the Premier Inn popularity they have also been affected by the government policies and regulations highly and how they are being impacted by the regulation changes effectively. The overall impact of the government policies has led the company to maintain its efficiency and become much more popular (Hatzijordanou et al., 2019).
Economical
Tax: Taxation is one of the most important economic factors which affects a company's operation effectively. Considering how the UK's economy is assessing high inflation rates in the current years the tax rate is also increasing in a high number. Premier Inn operating in a location within the UK can also impact their operations highly considering the rising inflation rate. This has also affected the company operations which impacted the overall HRM  strategy and influence of it in the customer service. There were also some challenges which are aligned with the problems which the Premier faced during the time of operations (Michael, 2024).
Social
Customer preference: The social factors mainly have to understand the company's affection with the customers and the social life of the business. Social factors such as customer preferences can help to impact the operation and the process highly which can manage their adaptation to the industry efficiently. Customer preferences can be highly affected by the HRM strategies that the company is operating with. The social factors are normally engaged with customer preferences and customer satisfaction. Impacting of the HRM in the companies Customer services can also affect the social factor of the company highly positively or negatively. 
Technological
Technology advancement: Technology advancement is one of the most important factors with the company has to adhere to and maintain to move forward in its market efficiently. With the technological advancement in the current generation companies such as Premiere Inn have also to contribute to the advancement and implement it in their operations. This can effectively enhance the overall operation process and customer service of the business. The technological advancement has also had the premiere inn hotel to manage their HRM strategies most efficiently and influence their customer service which can lead to efficient growth (Abed, 2021).

[bookmark: _mrvo1fld0mkw][bookmark: _Toc165655541]Competitor Analysis
Competitive analysis is one of the most important factors for a business to move forward successfully considering the standing they have in the market and what it needs to do to efficiently enhance it.
Malmaison Newcastle: Malmaison Newcastle is one of the most popular and commonly used hotels in the area of Newcastle located in Quayside. The company normally offers a high range of stylish rooms to the customers with an exceptionally luxurious environment for the customer to indulge in. The company's price range regarding the rooms varies from 80 pounds to 120 pounds per night with a quality rating of 4.5 stars out of 5 (malmaison, 2024).
Hotel du Vin Newcastle: Hotel du Vin Newcastle is another high competitor of Premier Inn which is known as a Boutique Hotel which is stated in the heart of the city offering an elegant number of rooms near the train stations. It offers a relaxed and comfortable atmosphere which normally ranges around from  70 pounds to 110 pounds each night. The company also has a rating of 4.5 stars out of 5 which offers a high range of completed advantages (hotelduvin, 2024).
Premier Inn on the other hand which is located on the iconic Millennium Bridge offers A comfortable and convenient room in an affordable location Which will help the customers to be attracted the most. The location can be said to have a high significance to manage the company's operations which cost around £50 to 90 pounds per night with a premium rating of 4 out of 5 stars (premierinn, 2024).
This helps to understand how the Premier Inn hotels have a comparative advantage and a high competition in the sounded location. One of the main factors which stand out the most is the price range Premier Inn stands out as the most affordable hotel around that location among their computers. This will also have them maintain their HRM strategies that can help to influence the customer services and gain them the most comparative advantage in the location most efficiently. 


[bookmark: _Toc165655542]Theme Exploration 
[bookmark: _Toc165655543]Critical analysis of the placement hotel utilising academic references 
Concept 
The Premier Inn Millennium Bridge Newcastle could be referred to as one of the leading budget hotel chains within the hospitality sector across the United Kingdom. The specific hotel is widely renowned in terms of exclusive services as well as contemporary amenities.  The hotel is highly famous among customers in terms of comfortable stays as well as exceptional dining to elevate the guest experience. Customer service is the most critical concept within the hospitality sector and HRM approaches can play a pivotal role in order to meet the diverse expectations of the customers. As per, Collings et al, (2021), potential HRM strategies could help to contribute towards hiring, onboarding, and motivating staff so as to offer exhaustive guest services. Focusing on restaurant operations, improving HRM strategies to ensure higher quality while concentrating on employee engagement, performance management could be highly effective. 
HRM approaches within Premier Inn Millennium Bridge Newcastle 
Recruitment 
The Premier Inn Millennium Bridge Newcastle generally maintains a vigorous hiring process throughout in order to ensure that all the selected candidates align with their requirements of customer service management. The hotel mainly seeks eligible candidates with potential experiences in the hospital industry and enriched with certain skills such as communication, teamwork, and adaptability in order to promote quality customer service and adhere to the current trends of the industry. 
Adequate training
The onboarding and training program within this particular hotel can contribute profoundly to the skill development of the selected employees with the aim of providing customers with exceptional hospitality services. This might involve providing training related to the restaurant menu, problem-solving availabilities, transparent communication skills along with standard of the services. According to, Stefaniuk, (2020), contemporary development opportunities could also augment the overall skills related to customer service by complying with the UK’s industry trends. 
Performance management
The performance of the employees working at the Premier Inn Millennium Bridge Newcastle Hotel is primarily measured by implementing constructive feedback sessions and rapid evaluation. Certain trending measures namely NPS and CSAT as well as peer reviews could be employed in order to address their performance level. Introducing justified incentives in terms of reward and recognition programmes and performance bonuses can also offer robust career opportunities to deliver effective services to the guest constantly. 
Employee engagement
The hotel could stimulate the concept of employee engagement by prioritising their involvement in the overall decision-making process while managing customer services as per, Byrne, (2022). Asking for continuous feedback from the employees along with acknowledging their perspectives to promote improvements could also make them feel belong from the company’s side. This particular approach might generate exclusive services while boosting the motivation level of the employees to also ensure a higher customer satisfaction rate. 
Influence of the specific HRM approaches in terms of restaurant customer service 

Service quality 
As opined by Koc, (2020), HRM approaches could play a critical role in enhancing the overall customer service quality within the restaurant. Higher employee engagement rates and informed training could offer customised services to the guests while meeting their dynamic dining expectations. Besides, potential performance management can also make the employees more accountable in terms of their own responsibilities and maintain consistency. Active participation of the employees in the overall decision-making process can also introduce innovative strategies to foster excellent customer service. 
Efficiency 
Effective HRM strategies could impact profoundly the overall customer service skills of the employees. Core recruitment processes could guarantee that the hotel possesses the appropriate staff in order to cater for the guest with higher quality services while managing their attitudes in a decent way. Their efficiency would also be increased by providing them with essential training to comprehend the deeper aspects of the best practices related to inventory management so as to perform their respective job roles smoothly. Apart from this, performance management strategies guide to outline as well as assess drawbacks within the inventory section to sustain streamlined customer service as per the views of, Cao and Rees, (2020).  
Cost-effectiveness 
Efficient HRM techniques could help in introducing a cost-saving approach within inventory management. Recruiting as well as retaining adroit employees can also guide the Premier Inn Millennium Bridge Newcastle hotel to cut down the overall onboarding budget along with turnover costs. Different training programmes could again assist the employees in understanding the effectiveness of cost control within the current inventory management so as to decrease the amount of waste index and allocate resources optimistically. Furthermore, performance bonuses might also encourage employees to handle the inventory department effectively to reduce additional costs in accordance with, Sandars, (2021).
Challenges as well as recommendations 
There could be certain challenges in terms of HRM approaches in order to implement flawless customer service in the Premier Inn Millennium Bridge Newcastle restaurant. This might involve a higher employee turnover ratio within the hospitality sector that could impact the entire consistency aspect of services. Additionally, as suggested by, Podgorodnichenko et al, (2020), the absence of proper resources so as to promote employee training could also act as an effective barrier in order to elevate customer service perception. Recommendations in order to ensure further improvements might involve concrete strategies to ensure a better hiring and retention rate and maintain an inclusive workforce culture to mitigate the upcoming challenges while serving the customers. 
[bookmark: _Toc165655544]Evidence and examples related to Premier Inn Millennium Bridge Newcastle Hotel in order to analyse the overall context and situation 
There are certain evidence and real-life examples of the placement hotel in order to analyse the overall HRM strategies and their impact on customer service management. Some of the effective instances are as follows,
Hiring process and employee training
The majority of the prominent hotels such as the Premier Inn Millennium Bridge Newcastle heavily depend on the HRM department in order to provide excellent guest service. Hence, in this context, one of the potential approaches related to HRM approaches revolves around potential employee training and development and therefore, investing adequately to elevate employee skills and industry knowledge can help to amplify the rate of customer satisfaction. According to certain evidence, approximately 95% of the total employee base generally undergoes a strict training session consisting of psychometric assessments in order to measure the capability of those candidates to meet customer expectations while maintaining higher competency (Premier Inn, 2021). Apart from this, it has also been highlighted that all the employees need to attend almost 40 hours of necessary training in this particular hotel which might also result in higher stress and dissatisfaction among the employees (Reward Strategy, 2021). The program namely ‘Hospitality Pathway’ could deliver ample opportunities to facilitate career development to the staff to improve the overall customer service quality. 
Performance management and recognition
The particular hotel optimises different systems related to performance management so as to elevate the overall performance of the employees. Aligning to the goals of the employees with the ultimate objectives of the hotel while collecting valuable feedback from them the managers outline key areas of improvement and take steps accordingly. It has also been recognised that almost 80% of the total staff of the Premier Inn Millennium Bridge Newcastle can have performance incentives on a regular basis to ensure that all of them are equipped with proper knowledge and customer service skills (Whitebread, 2024). In addition to that, this specific hotel has already implemented a highly effective recognition and reward program so as to motivate the employees and maintain higher satisfaction to bring out positive behaviours from them towards the customers. As per the market data, almost 85% of the entire employee base obtains constant recognition in terms of their excellent contribution towards the overall guest service (Reward Strategy, 2021). This comprises monthly bonuses that could boost overall employee morale while improving workforce performance and productivity. 
Employee satisfaction
The Premier Inn Millennium Bridge Newcastle as a best placement hotel prioritises their employees on a great scale in order to stimulate an optimistic work culture so as to influence the customer service operation. The HRM department plays a crucial role by executing constant feedback surveys among the employee base and according to the market data, almost 90% of the entire workforce is highly satisfied with the benefits and infrastructure of the hotel (Premier Inn, 2024). This higher level of satisfaction could also decrease the annual employee turnover rate and increase their engagement ratio many folds. Apart from this, focusing on the satisfaction score of the employees along with utilising different trending tools such as machine learning, data analytics, and artificial intelligence have also empowered the hotel with higher customer loyalty and retention rates by addressing and meeting their mercurial needs as per market trends. However
[bookmark: _Toc165655545]Areas of improvement based on the chosen theme 
HRM strategies of the Premier Inn Millennium Bridge Newcastle can influence the entire customer service aspect positively.  However, there are further robust drawbacks or areas of improvement that need to be considered by the end of the company in order to take according steps and improve the overall customer service perception. These potential gaps can impact adversely in terms of the overall efficiency and productivity of the workforce while decreasing the brand value. Therefore, it is highly essential to capitalise on emerging opportunities and introduce trending technologies to maintain a higher customer service quality. Hence, in this regard, certain drawbacks as well as their mitigation strategies have also been elaborated on below,
Poor resources 
One of the potential drawbacks regarding the HRM strategies of this particular placement Hotel deals with the higher implementing cost required for arranging proper skill development and training programs. Training programs and the onboarding phase primarily demand essential financial resources in terms of trainers, amenities and other materials that could be regarded as a potential investment. Hence, to deal with this particular challenge, the hotel can outline trending cost-efficient options for training while focusing majorly on online modules so as to decrease additional costs. Along with this, concentrating on the particular skill gaps of the employees the hotel can personalise the training sessions to achieve long-term success (Rivaldo and Nabella, 2023). 
Implementation complexity
Implementation complexities are one of the greatest issues in promoting modern HRM strategies. For instance, introducing a framework for performance management fundamentally demands proper time, essential skills, experience, employee expertise, setting goals, executing performance reviews and offering feedback. This particular complexity could be resolved by streamlining the customer service process via the integration of contemporary technologies in order to automate different administrative assignments. Therefore, the managers will be able to utilise their free time to concentrate on different strategic HRM initiatives in a better way namely employee engagement and ensuring their career growth. 
Employee resistance
The HRM department is highly accountable for managing the overall aspect of change management within the workplace to uplift the current customer service quality at the Premier Inn Millennium Bridge Newcastle. Nevertheless, employee resistance could be a familiar concept in this context while implementing new strategies for performance management and training programs. This could be also highly influenced by having a perception that the newly changed infrastructure is quite complex or even unnecessary for the company. Therefore, to eliminate this particular challenge, the hotel can facilitate a feedback session to listen to the concerns of the employees and can enhance the aspect of staff buy-in in order to cut down the rate of change resistance (Scholkmann, 2021).
Poor communication chain
The absence of transparent communication and a command chain could act as a potential barrier to disrupt the success rate of the adopted HRM strategies by Premier Inn Millennium Bridge Newcastle. The advantages and the key purpose behind these changes need to be conveyed to the employee base effectively related to the training sessions and the workforce infrastructure. Mitigating this barrier is highly important to improve the existing customer service quality. Maintaining open communication channels between the management and the employee level needs to be initiated by the hotel to also ensure regular updates in order to enrich the employees with emerging opportunities (Stafford, 2020).
Ineffective alignment between the business objectives and HRM approaches
Alignment between the business objectives and the hotel's HRM strategies could also impose a certain challenge. This could hamper the entire customer service management and therefore, mitigating this issue could involve higher collaboration between different departments to maintain flexibility and meet business goals effectively. 


[bookmark: _Toc165655546]Conlcusion 
The research has been done based on the specific topic related to a hotel and its restaurant services, which can be improved with the help of HRM strategies. It can be seen that HR plays an important role in every aspect of a business entity. Therefore, the Human Resource Department can also help the restaurant services of Premier Inn Millenium. The background of the respective topic has been provided at the start of the research. Later, some aims and objectives have also been created to break the topic into some points which can be discussed in detail and cover the research topic effectively. Some of the HRM strategies have been showcased in the above research sections such as effective strategies of HRM to improve the customer services in the restaurant division of the respective hotel. Along with that, the effectiveness of the same has also been evaluated in the above sections with some motivational theories. Moreover, some of the challenges of the same will also be discussed in the above sections such as increasing motivation, flexibility and others. Other than that, some of the specific methods that have been used by the researcher to conduct the specific study have also been highlighted with justification for choosing the particular methods. Moreover, a section of the case study has been illustrated with different kinds of frameworks such as SWOT, PEST and Porter’s Five Forces to share some knowledge about the brand and the market it operates. Multiple internal aspects have been included such as information about their interiors, location and others. Moreover, how external factors such as PEST have been affecting the specific business has also been highlighted. Later, some themes related to the topic have been created and discussed in the above sections. 


[bookmark: _Toc165655547]Recommendations 
There are different kinds of suggestions that can be provided to the specific business entity in order to improve their customer service at their restaurants. Multiple HRM strategies have been evaluated in the above sections, however, some more recommendations for the specific company will be addressed in the below section. 
Creating a workplace with open communication
According to a theory of motivation, employees learn a lot of things with the help of interaction with others. Therefore, open communication between the management and the respective employees can help to increase trust and better communication among them. This can help in understanding a lot of things for the specific employees regarding their work such as new ways to approach customers according to their needs and preferences and others (Magova and Kessy, 2020). 
Education and training 
Training the specific employees can help in reducing the stress of the respective employees regarding the things they do not know or do not have specific knowledge about. Therefore, with the help of HRM, the respective employees can be briefed about the new approaches and technologies they are implementing and also provide the necessary knowledge they would need to work with the specific approaches. This can reduce their fear and discomfort while working in a new business environment and ultimately increase their efficiency (Magova and Kessy, 2020). 
Reduce waste of money in various business functions 
The respective business can focus on creating some budgets in order to reduce their cash outflows and waste of money and funds on various business functions. There are some departments that might take up a lot of funds which might not be necessary. Therefore, they can create specific budgets so as to save some funds for the future of the business and for the training and education of the respective employees (Haldorai et al., 2022). 


[bookmark: _Toc165655548]Reflective account 
During my time working at Premier Inn Millennium Bridge Newcastle, I have experienced a lot of occurrences and also learned a lot of things. Thoroughly reflecting on my own professional observations could be vitally helpful in making future enhancements to the topic. I can also use this experience in order to thoroughly ensure that I progress through my career and make continuous improvements. 
Gibbs' reflective cycle
There are plenty of models and frameworks available that could be vitally used for the purpose of thoroughly reflecting upon any kind of experience; one such model is Gibbs' reflective cycle, and there are plenty of people who use this model for the vital purpose of reflecting upon their own previous experience (Robinson, 2022). As such, I will also be using this particular framework in order to thoroughly evaluate my own experiences within Premier Inn Millennium Bridge Newcastle. Using this particular model would also allow me to understand the exact reasons for the things that occur and become more prepared for any future endeavours. There are 6 primary phases substantially mentioned in the cycle and they include description, feelings, evaluation, analysis, conclusion, and action plan. 
Description
This is the initial stage of the reflective cycle, and here, the overview of the entire experience is mentioned (Adeani et al., 2020). While working at Premier Inn Millennium Bridge Newcastle, I have participated in plenty of tasks, especially tasks related to various kinds of restaurant operations. During this time, I have worked with a lot of other employees and also comprehensively collaborated with them on numerous tasks. Here, I have to perform a lot of tasks on a regular basis. While some of the tasks were related to the overall customer service, I also participated in certain other restaurant operations as well. For instance, I assisted others in completing inventory management. Here, I worked directly under the instructions of my other superiors such as the managers. They also pivotally assisted me in completing most of the tasks that I performed. Overall, I believe that most of the tasks that I engaged with were completed in a rather successful manner. 
Feelings 
Within this particular stage, the overall feeling of the individuals during the experience is highlighted. During the entire time of working at Premier Inn Millennium Bridge Newcastle, I have experienced a lot of feelings ranging from positive to even negative ones. For instance, initially, I was very enthusiastic regarding my work and was very eager to complete all the tasks and overcome any major challenges that could have been vitally presented during this time. However, I was also a little nervous initially as I did not know the exact intensity of the challenges that I might have to face. However, after starting the work, I became more familiar with it and all of these negative feelings were almost eliminated. While working, I was full of confidence and this boosted my overall performance during the work as well. I also strived to maintain a positive attitude towards others within this workplace. This can be attributed to my feeling of confidence as well. However, every time I faced any major challenge, I started to experience a lot of mental stress as well. Nevertheless, with the support of my other coworkers, I ensured that these feelings were totally eliminated and thoroughly concentrated on the tasks. 
Evaluation
The evaluation stage basically details the various aspects of the experience that went rather well and also the ones that were rather problematic (Markkanen et al., 2020). Within the context of my own experience, I also witnessed a lot of things that went right as well as many others that had certain problems. For instance, the collaboration between the various workers is rather smooth. Here, my own communication skills also ensured that I am able to thoroughly interact with others regarding matters of work. Moreover, the workplace also has a rather friendly culture and most of the staff members behave in a satisfactory manner. Nevertheless, there is also a lack of skill gap between many of the workers and this causes a lot of troubles from time to time. For instance, while some of the workers were well equipped to deal with the clients, many others including myself also encountered certain problems regarding restaurant customer service. However, the HRM strategy implemented by the firm did strive to address this challenge by offering proper training.
Analysis
Within Gibbs' reflective cycle, the analysis phase deals with identifying the root cause of the various occurrences and determining the exact reason for their occurrence. Here, a major reason for the overarching friendly behaviour of the employees can be attributed to the company culture. Besides this, the communication between the workers also helped significantly in achieving better collaboration. On the contrary, the major reason for the occurrence of the skill gap can be attributed to the lack of experience of some of the workers. For instance, here I lacked any major prior experience, and as such I struggled to thoroughly provide the customers with proper customer service. 
Conclusion
This particular phase of the reflective cycle deals with making final comments regarding the entire experience and highlighting the areas of improvement (Pieper et al., 2021). Here, I have showcased my own exceptional communication skills that crucially helped me to interact with the rest of the staff. On the contrary, my own lack of experience has also been illustrated here as well and therefore this needs a lot of improvement. Attending the training session arranged by the management of Premier Inn Millennium Bridge Newcastle as an HRM strategy could be very beneficial. Here, this could improve my own knowledge regarding the way to provide the most effective restaurant customer service. 
Action plan 
The action plan is basically the various steps that an individual would take in order to better handle a similar situation in the future. Here, I will continue to refine my own communication skills in order to better understand the needs and expectations of my colleagues as well as the customers. Besides this, I would also be attending various training sessions in order to garner more knowledge regarding restaurant customer service. Here, I will remain more attentive and strive to attain as much knowledge as possible. With the successful completion of this activity, I believe my own knowledge will improve drastically, resulting in progress in my own career path.
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