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[bookmark: _Toc111842423]Introduction
Kotler and Armstrong (2018) define marketing as a set of activities that include selecting probable customers, addressing their demands, conducting market research and advertising to retain existing customers and acquire new ones, promoting a product or service, and finally supplying that product or service to customers (Kotler and Armstrong, 2018). The hotel business in the UK is considered part of the hospitality industry, and Premier Inn is one of the largest hotel chains in the UK. During the pandemic of COVID-19, the hospitality industry was adversely impacted. External analysis usually deals with factors that affect an industry or organisation at a macro level. Supply chain, strategic groups, competitive analysis, industry life cycle, PESTLE analysis are the components of external analysis(Ibrahim and Harrison, 2019). Internal analysis usually deals with factors that affect an organisation at a micro level. Strengths, weaknesses, problems, and constraints are the components of internal analysis(Črnjar, Dlačić and Milfelner, 2020).
[bookmark: _Toc111842424]Analysing External Factors of Marketing of Premier Inn
External factors explore the perspective of industry, economy, country or internationally where factors like supply chain, strategic groups, competitive analysis, industry life cycle, PESTLE analysis are examined to identify the probable opportunities and threats. 
[bookmark: _Toc111842425]Supply Chain
It is the total process starting by procuring raw materials to converting and handing over the final product to its customers or final consumers. Supply chain is the burning issue to analyse a company’s external factors of marketing. All types of logistic facilities and services are included in supply chain(Tiawon and Supartha, 2021). 
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[bookmark: _Toc111841984]Figure 1: The Essential Elements of a Supply Chain for Service Industry (Source: Hussain et al., 2016)

Suppliers and service management: Premier Inn is the largest hotel chain in the UK. It owns 800 hotels and 75,478 rooms across the UK. It operates hotel businesses in different demographic areas, including city centers, suburban areas, airports, and tourist-oriented spots. To overcome the losses in supply chain management in the hospitality industry due to the COVID-19 pandemic, Premier Inn should follow health safety measurements strictly to avoid health hazards and government rules regarding health safety regulations to avoid restrictions and punishment measurements by the government. The hospitality industry has to manage a reasonable rate of funds to invest in so that they can reclaim the lost business. They can provide a discounted service offer so that customers show their interest and come back to the hotel and tourist-oriented spots with enthusiasm. Rethinking policy and strategy in response to new challenges in the hospitality industry to attract, reclaim, and grave customers. They should place more emphasis on and patronise health, fitness, and well-being-oriented services. In the hospitality industry, the hotel business owner is the prime supplier of services. It provides bedrooms, wine, food and other necessary services. According to the Office for National Statistics website ons.gov.uk (2022), there are 9955 hotels and similar accommodation. In 2020 and during 2019, it was 9930 (Statistics, 2022). According to statista.com (2022), the other top hotel brands are Travelodge, which has 41,876 rooms, Holiday Inn, which has 20,529 rooms, Holiday Inn Express, which has 17,411 rooms, Hilton, which has 14,215 rooms, Britannia Hotels, which has 10,221 rooms, Double Tree, which has 10,188 rooms, ibis, which has 9,557 rooms, Best Western, which has 8890 rooms, and Marriott, which has 8490 rooms.COVID-19 has also impacted the hotel industry in the UK. According to commonslibrary.parliament.uk (2022), in 2019, the hotel industry in the UK contributed around 3% of the total economy, which fell to 2% in 2020 and 2021. The hotel industry's overall revenue fell by 42% in 2020 compared to 2019, and revenue fell by 21% in 2020 (UK, 2022).
Customer Relationship Management: The interaction between service receiver and service provider to ensure both parties' interests are maximised could be defined as customer relationship management. After the COVID-19 pandemic, for Premier Inn and also for the hospitality industry of the UK, it has become more important to ensure prompt and efficient service. Customer feedback is very crucial in the hospitality industry. It enables tracking the vacancy and occupancy of hotel rooms and facilitates advance booking by using software or website services. It helps to manage all data related to business centrally. The contribution and customer base of the hospitality industry are huge. From the economic perspective, a general glimpse can be realised. The hospitality industry contributes around 3% of GDP during 2019, which is equivalent to £59.3 billion. In 2020 and 2021, the amount stated is 2% of GDP. According to statista.com (2022), the number of customers in the hotel business in 2021 was 23.04 million. It was 17.18 million in 2020. The number was 46.15 million in 2019, 45.6 million in 2018 and 45.06 million in 2017. Every task is heavily dependent on ICT, or information and communication technology(Wang, 2012).
[bookmark: _Toc111842426]Competitor Analysis
Competitors are any entities who are going to create contests and challenges in the same business line or industry (Chakhmachyan, 2022). When a business is operated in a competitive market where the same type of new business can enter and exist whenever they want, then it will be a very competitive market. But, when there are some formalities, rules, regulations, and requirements that have to be met to operate a business, then the competition remains moderately low compared to a fully competitive market. In the UK, hotels and the same type of accommodation facility under the hospitality industry can be considered under a monopolistic market. From the perspective of economics, it is a type of market where entry barriers exist and products or services are identical, but branding, promotion, and advertising differentiate one from another. As Premier Inn is a hotel chain business, its business strategy is being designed by keeping in mind that they are running their business in a monopolistic market. Premier Inn follows a value pricing strategy where they try to create brand value in the minds of their customers by providing them with competitive services. Premier Inn also follows a price discrimination pricing strategy to create lucrativeness among all types of customers. They offer special discounts on their rooms every Friday, Saturday, and Sunday. The COVID-19 pandemic creates new challenges for Premier Inn to sustain in the industry by facing the strategy of competitors. In graph-2, the major competitors of Premier Inn have been displayed.
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[bookmark: _Toc111841985]Figure 2: Competitor Analysis of Premier Inn (Source: Chen and Whittle, 2017)
This is a competitor analysis of Premier Inn in the landscape where geographic coverage in the horizontal axis and benefit/quality of services in the vertical axis have been shown. There are four sectors in this square box, namely: leaders, challengers, contenders, and laggards.
In this figure box, the upper right sector is called "leaders" because they are ensuring high geographical coverage and high benefit/quality of services compared to other competitors of the Premier Inn. Travelodge has 41,876 rooms. The Holiday Inn has 20,529 rooms; the Holiday Inn Express has 17,411 rooms. So, they are standing with Premier Inn in the same box. The box is called "market leaders and direct competitors" of Premier Inn.
In this figure box, the lower right sector is called "challengers" because they are ensuring high geographical coverage but low benefit/quality of services compared to other competitors of Premier Inn. Hilton has 14,215 rooms; Britannia Hotels has 10,221 rooms. However, they are not standing with Premier Inn in the same box. The box is called "market challengers" and is not a direct competitor of Premier Inn.
In this figure box, the upper left sector is called "contenders" because they are ensuring high benefit/quality but low geographical coverage of services compared to other competitors of Premier Inn. Best Western has 8890 rooms and Marriott has 8490 rooms. But they are not standing with Premier Inn in the same box. The box is called "market contenders" and is not a direct competitor of Premier Inn.
In this figure box, the lower left sector is called "laggards" because they are not able to ensure either high benefit/quality of services or large geographical coverage of services compared to other competitors of Premier Inn. Double Tree has 10,188 rooms and Ibis has 9,557 rooms. However, this category doesn’t have the ability to create any competition for Premier Inn. The box is called "market laggards" and is not a direct competitor of Premier Inn.
[bookmark: _Toc111842427]Industry Life Cycle
Industry life usually refers to four stages of an industry, namely: introduction (startup), growth, maturity, and decline(Yin, Tsai and Wu, 2015). In modern theory, there is one more addition known as shakeout, which is in the third position among five steps. That means it comes after the growth stage. The first modern commercial hotel was launched in 1768 in the UK. Since then, this industry has been contributing to the UK economy significantly, and in 2021 it was 3% of the total GDP of the UK. Premier Inn was established in 1987. From the beginning to today, they have successfully overcome a long path. According to Yin, Tsai and Wu (2015), in the introduction stage of a hotel business, the average efficiency will be less than the industry average (AVaverage efficiency <IAindustry average). In the growth stage, the difference will be reduced constantly until the business reaches the growth stage. When a business reaches its maturity stage, the average efficiency will be greater than the industry average (AVaverage efficiency>IAindustry average). To transfer from maturity stage to decline stage, the same situation will repeat here with a decline in positive difference. In the end, the positive difference will turn into a negative difference. That’s how a business can go bankrupt or if any new capital injection, acquisition, bail in or bail out facilities are provided, then there will be a hope of recovery.
. 
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[bookmark: _Toc111841986]Figure 3: Hospitality industry and premier inn annual hotel room occupancy rate(Source: Statista, 2022)
Premier Inn currently in maturity stage as we can see that from 2011 to 2021, their hotel room occupancy rate is above the industry average. That means Premier Inn AVaverage efficiency>IAindustry average. So, they are in a very good position. Although COVID-19 has incurred £1 billion loss for Premier Inn but they are recovering very fast with an additional investment of £350 million to refurbish the hotel chain.
[bookmark: _Toc111842428]PESTEL Analysis
It is the most popular method to analyse the external factors of a business, where six external factors are thoroughly examined, namely political, economic, social, technological, legal, and environmental factors(Aleksushin, 2022). When a business operation is spread over a large area and the operational activities are also humongous, then there will be a greater impact of external factors on business. As Premier Inn is the largest hotel chain business in the UK and one of the largest hotel chain businesses in the world, it will definitely have a gigantic amount of external influence on their business.
Political: Political stability is the precondition of a healthy and prospective environment for business. In the ranking of the ease of doing business, the UK stands at 18 with a score of 83.5. Also, due to COVID-19, there are several travel restrictions and precautions have been imposed on tourists from abroad. This type of precautionary measure will reduce or discourage foreign tourists from visiting the UK. It will have a serious impact on the economy of the UK. So, the ruling political party or parties and the government should work together to make the process easier(Jackson, 2006).
Economic: The hospitality sector is estimated to contribute 3% of the GDP in 2019, or £59.3 billion, and 2% of the GDP in 2020 and 2021, respectively. The number of hotel guests was 23.04 million in 2021, 17.18 million in 2020, 46.15 million in 2019, 45.6 million in 2018, and 45.06 million in 2017, according to statista.com (2022). So, this is a huge industry with many employment opportunities. But, from the perspective of business, it is highly competitive. The other major players are also trying to grave the market. In addition to Premier Inn, statista.com (2022) lists Travelodge with 41,876 rooms as one of the top hotel brands, Holiday Inn with 20,529 rooms, Holiday Inn Express with 17,411 rooms, Hilton with 14,215 rooms, Britannia Hotels with 10,221 rooms, Double Tree with 10,188 rooms, ibis with 9,557 rooms, Best Western with 8890 rooms, and Marriott with 8490 rooms (Statista, 2022).
Social: The UK has a long history of being a diverse nation. They reside in many racial, caste, religious, and ethnic groups. For instance, North Americans, South Americans, East Asians, and Southeast Asians; Muslims, Hindus, and Jews; and here, a large number of Middle Eastern, Eastern European, and Scandinavian ethnicities coexist peacefully. The hotel industry can adopt standardised conduct and practises to treat clients according to their beliefs and sentiments in order to draw in a more diversified clientele in the hospitality sector. For example, becoming a vegan is a fashionable topic. For instance, Premier Inn may provide vegan tourists with a customised meal selection. Halal food is a concern for Muslims, and Premier has the same options. Many Hindus are worried about eating only vegetarian (no beef) food, so they can give them food that is specially prepared. Additionally, a lot of tourists come to the UK frequently to explore its historical and architectural sites. The UK is a popular travel destination in large part because of its friendly locals and sense of safety. Although the COVID-19 pandemic has caused restrictions, the hotel sector and the varied city have been affected. But now that the epidemic is over, it is going back to how it was before(Jackson, 2006).
Technological: In the UK, the hospitality industry is heavily dependent on digitalised platforms like CRM, websites, mobile apps, information and communication infrastructure, etc. Customer relationship management software might be defined as the medium of interaction between the service recipient and the service provider to ensure the optimisation of both sides' interests. After the COVID-19 outbreak, timely and effective service has become even more crucial for Premier Inn and the UK hospitality business. In the hospitality industry, customer opinion is extremely important. By employing software or internet services, it is easier to keep track of the number of vacant and occupied hotel rooms and make advance reservations. All business-related data can be managed centrally with its assistance. The hospitality industry has a sizable client base and contribution. A broad view can be achieved from an economic perspective. Nowadays, ICT, or information and communication technology, is significantly reliant on every job(Hart, 2006).
Legal: In 2010, the UK government enforced a new act regarding the digital economy, which restricts illegal file sharing and copyright strictly monitored on digital platforms. Usually, hotel businesses attract customers by adding additional features like Wi-Fi or hotspots for free to their customers. However, if a customer violates the Digital Economy Act-2010, the owner or hotel business will be held primarily responsible. The other renowned acts are the Employment Rights Act 1996, the National Minimum Wage Act 1998, the Companies Act 2006, and the Insolvency Act 1986, etc. (Brack, 2005).
Environmental: In order to operate a hotel business in the United Kingdom, an organisation must follow certain rules. It is one’s ethical obligation to save our environment from pollution and further damage due to environmental pollution. Typically, hotel businesses dispose of a wide range of waste, including leftover food, packaging waste, cleaning or dirty water, and so on. In the UK, to ensure pollution soundness, there is the Environment Act 2021, the Environment Protection Act 1990, Waste Act 59 of 2008, and many other acts to protect the environment(Brack, 2005).
[bookmark: _Toc111842429]Analysing Internal Factors of Marketing of Premier Inn
Internal analysis usually deals with factors that affect an organisation at a micro level. Strengths, weaknesses, problems, and constraints are the components of internal analysis. Usually, when an organisation like Premier Inn operates their business, they incur a huge amount of operating costs as well as operating profit. A huge difference can be created by balancing these two factors.
[bookmark: _Toc111842430]Strengths of Premier Inn
In 2021, the average industry occupancy rate was 72% and Premier Inn average room occupancy rate was 68.3%. Premier Inn is the largest hotel chain business in the UK. It owns 800 hotels and 75,478 rooms across the UK and different location of Europe(Statista, 2022). From 2011 to 2020, their average room occupancy rate was constantly higher than industry average.Premier Inn follows value pricing strategy where they try create a brand value in the mind of the customers by providing them with competitive services. Premier Inn also follows price discrimination pricing strategy to create lucrativeness among all type of customers. They offer special discount on their rooms in every week at Friday, Saturday and Sunday.Premier Inn attracts customer by adding additional features like Wi-Fi or hotspot free for their customers, customised food menu and sophisticated room services.
[bookmark: _Toc111842431]Weaknesses of Premier Inn
Usually, when an organisation like Premier Inn operates their business, they incur a huge amount of operating costs. COVID-19 and high inflation as a result of the Russia-Ukraine war are making it difficult to sustain heavily service-based businesses such as Premier Inn. Their global presence is very low compared to their competitors like Marriott International. The refunding issue is causing bad words and reputation loss for Premier Inn. They should have a flexible and customer-friendly refund policy to overcome these limitations. Lack of hygiene at the Premier Inn hotel has come to light and made news headlines in 2018. It is a post-COVID-19 world. Hygiene and health safety are the top priority of each and every person, organisation, government, or overall world to tackle health hazards(Premier Inn, 2022).
[bookmark: _Toc111842432]Conclusion
[bookmark: _GoBack]The hospitality business has a large client base and a significant financial impact. From an economic standpoint, a broad viewpoint is available. The warm natives and general sense of safety in the United Kingdom contribute greatly to the country's attractiveness as a vacation destination. Despite the limitations imposed by the COVID-19 epidemic, the hotel business and the country as a whole have suffered. The COVID-19 epidemic provides new hurdles for Premier Inn to maintain its industry position by competing on strategy. However, now that the virus has ended, things are returning to normal.
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