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[bookmark: _Toc201303734]Executive Summary
This consultancy report has evaluated the current business dynamics of Premier Inn County Hall Hotel by Finance Consultancy. It is a section of the renowned hotel chain Premier Inn, powered by the Whitbread Group, the leading business in the hospitality industry. It has been revealed that the hotel offers diversified services to its consumers, including a wide range of rooms. Also, it includes complementary offers, including Wi-Fi, a comfortable mattress and various breakfast, lunch and dinner options, which can make the travel journey of the consumers joyful. Alongside this, it has customised the services according to the affordability and preference of the travellers to increase their engagement and interest. Despite being located in the prime location of London, this organisation needs to deal with poor consumer reviews and a lack of qualified employees. Most of the consumers have highlighted that the organisation has an inconsistency in its service quality, which conflicts with the preferences of the consumers. Also, its values indicate a mixed quality that might not be sufficient for the consumers. It is required to note that poor consumer reviews and inconsistency in Service delivery can interrupt the hospitality industry and reduce consumer engagement because of the negative public perception and reduced organisational values. 
The consumers have highlighted that the organisation has a lack of focus on cleanliness, which directly conflicts with the product safety policy of the hospitality industry. On the other hand, some of the consumers have highlighted that the organisation lacks employees, which is causing inconsistency in its service and reducing consumer engagement. In that case, the evidence has shown that the parent organisation of Premier Inn is facing a lack of employees, a high turnover rate, supply chain management issues and financial loss due to the pandemic. After the pandemic situation, the perceptions and needs of modern employees and consumers have changed, which is causing trouble for Premier Inn County Hall Hotel. Additionally, the consumers face a lack of availability in its product delivery, which has also reduced their engagement with its services. According to the perception of Premier Inn. The supply chain issues are reducing the availability of its products in every branch, including the London County Hall hotel. From this perspective, it has been highlighted that based on supply chain management issues and a lack of skilled employees has been reduced consistency and quality in its services and contributed to poor consumer reviews. 
From the external and internal environment analysis of Premier Inn. At County Hall Hotel, it can be stated that the organisation has various abilities that can effectively reduce the challenges associated with service inconsistency. The most potent strength of this business it is backed by the resources of Whitbread Group, which can be a potential support in any uncertainties. On the other side, the organisation has integrated many technical solutions that have increased pressure on the employees to work more with reduced resources. Based on these factors, it has become extremely challenging for Premier Inn. County Hall Hotel to keep all its employees and provide the best services. Negative public perceptions can significantly impact the brand value of the hospitality industry that can be mitigated by modifying the employee management Strategies and adopting innovative solutions. In order to remove the barriers and ensure a strong employee engagement, the organisation might consider using the digital learning platforms and resources of Whitbread Group so that it is possible to increase the employees skills. In that case, Whitbread LMS can work as a great resource for providing employees with learning and development opportunities. It will also help to measure the progress of the employees and ensure the continuous development of the business. 
The second recommended strategy includes the implementation of reward and recognition programs to celebrate every success of the employees. It can be measured by assessing the employee satisfaction score and their progress to understand the success of this initiative. In that case, the leaders can establish short-term goals for the employees and encourage them to achieve in order to receive rewards and recognition. On the other side, it has been suggested to increase flexibility in the operations to support the employees in getting job satisfaction. After the pandemic, flexibility has become a great concern for employees who can ensure their engagement and detachment from any business. In order to enhance employee engagement, it has been suggested to provide employees with flexible working opportunities. Apart from that, by modifying the housekeeping protocols and work arrangements, it will be possible for the business to prevent the chances of burnout. It will also ehance work-life balance and reduce stress among employees for better productivity and employee engagement. In that case, Kotter's 8-step change model can be implemented to apply the changes in a structured way. This model significantly influences businesses to focus on urgency and clear communication to ensure the engagement of every employee in the change management initiatives. Adaptation of this model will help the business to maximise the benefits and develop strong Strategies and visions which will make the initiative worthwhile and support in understanding its progress. 
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[bookmark: _Toc201303735]Introduction 
It is required to understand that the Consultancy organisation Finance Consultancy is situated in the UK and offers the best services to its consumers. In this regard, the consultancy organisation will demonstrate a consultancy report for Premier Inn. County Hall hotel so that the business can overcome the challenges. London County Hall Hotel is one of the most promising properties of Premier Inn, which is part of the Whitbread group. In London, Premier Inn entered during the early 20th century and has established this property. Premier Inn County Hall Hotel is in London and includes multiple facilities for consumers, including excellent rooms and complimentary services. It is important to note that the London County Hall hotel does not include any onsite parking area, but the chargeable parking area can be booked online (Premier Inn. (2025). On the other side, it has enhanced room design, complimentary wi-fi service, a great view and an updated workspace. In that case, it has multiple packages including Premier Plus, Premier Plus with a view, standard double and standard double with a view. Each of the rooms has its benefits according to the affordability of the clients. Along with premium design rooms, it offers the consumers excellent breakfast, lunch and dinner with great deals. Based on these strategies and complementary services, this organisation has become the flagship property of Premier Inn. For the hospitality industry, diversified and high-quality services have become the cornerstone that increases consumer engagement (Fatma and Kumar, 2024). Apart from that, the County Hall Hotel of Premier includes standard twin rooms that include a double bed and a sofa bed and the family rooms include a range of standard family and standard family with a view. Additionally, the standard accessible room includes a huge space and a comfortable mattress and accessible features for people with disability. 
Despite offering affordable and accessible services to consumers, Premier Inn London County Hall needs to deal with multiple challenges associated with consistency in service quality and employee retention. In relation to the consistency in service quality, the lack of parking area and cleanliness has been encountered as the most potential challenge for the organisation. In that case, the consumer reviews highlight that even if the hotel atmosphere is welcoming, but the service is inconsistent, and its cleanliness, value and noise level are mixed. It indicates that the organisation needs to focus on enhancing the quality of its service so that it is possible to meet the consumer demand. On the other side, employee retention has become the most significant challenge for Premier Inn, which has impacted its County Hall hotels as well. Depending on labour shortage and supply chain issues, it can be challenging for the tourism industry to evaluate the market demand and retain its employees to provide the consumers the best services they are looking for (Liu-Lastres et al., 2023). In that case, the inconsistency in its services occurred because of the labour shortage and the supply chain management issues. Following the challenges, Premier Inn has dealt with intense challenges while recovering from the pandemic era.
The challenges highlight the need for enhancing the employee management strategies of Premier Inn to enhance the services of its County Hall hotels. Depending on the issues, this report will evaluate the impact on the brand by considering its income and reputation. In that case, it will include a STEEPLED analysis, SWOT analysis and TWOS analysis to understand the dynamics of the hospitality industry and the future direction for the chosen hotel (Buttrick, 2009). Based on the evaluation, it will provide recommendations and Strategies for implementing change management initiatives so that it is possible for the business to address the issues and maintain a strong competitive advantage among the competitors. Additionally, it will include an action plan so that the business can implement the changes and regain its brand value by meeting all the consumer demands. It is important to note that the recommendation will also include the key performance indicators so that the success rate of the change management initiative can be evaluated (Burnes, 2014). These key performance indicators will consider the external and internal forces that can be helpful to compare the current dynamics of the hotel and the possible outcomes that can contribute to success. Overall, this consultancy report will focus on the current performance management efforts of the chosen organisation and the possible ways to improve them for better consumer and employee retention. 


[bookmark: _Toc201303736]Analysis 
[bookmark: _Toc201303737]Identified issue and its impact 
Firstly, inconsistency in service quality has been identified from the consumer reviews of Premier Inn County Hall hotels. In that case, most of the consumers have reported that the rooms of Premier Inn County Hall hotels are not clean enough and the employees are comparatively low not enough for assisting the consumers effectively. It has significantly impacted the consumer reviews of the organisation, which can influence other people while considering the hotel for accommodation. Also, the unavailability of food and other products has been highlighted in the consumer review, which indicates a lack of focus on consumer demands (Tripadvisor, 2025). It is important to note that the decoration of the Premier Inn County Hall hotel is outdated, which has influenced the negative reviews of the organisation. From this perspective, it can be stated that inconsistent service in the hospitality industry works as the most significant challenge that reduces consumer demand (Järvi et al, 2020). In relation to Premier Inn. County hall hotels reduced consumer demand can create significant barriers in enhancing innovation and introducing new services for a better market range. Additionally, the lack of focus on cleanliness can also conflict with the safety regulations for the hospitality and tourism industry and introduce legal obligations. 
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Figure 1: Customer review 
(Source: Tripadvisor, 2025)
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Figure 2: Summary of Consumer reviews for Premier Inn. County Hall Hotel
(Source: Tripadvisor. 2025)
In relation to the hospitality industry, consistent service with cleanliness works as the primary success criterion that can ensure legal stability and great revenue generation. In that case, the regulatory policy of the hospitality industry includes great hygiene policies that can ensure the safety of its services or products (Rodríguez and Puertas, 2023). The lack of focus on hygiene, cleanliness and safety of the hospitality services can significantly introduce legal obligations, and it can be challenging for tourism businesses to overcome the reputation (Achmad and Yulianah, 2022). From this perspective, it can be stated that poor consumer reviews for cleanliness and consistency of services can significantly reduce the brand perception of Premier Inn County Hall Hotel. It can also reduce consumer engagement and hinder the opportunity for enhancing employee skills and the service quality. Based on inconsistent and unsafe products, it might be challenging for Premier Inn County Hall Hotel to ensure profitability and focus on the areas of development because of the lack of financial and human resources. Additionally, it can negatively influence the brand reputation and reduce the competitive advantage among potential competitors. Overall, the Premier Inn County Hall hotel needs to concentrate on enhancing its consistency in service by integrating all the required regulatory policies to maintain a great and safe Service delivery. 
[bookmark: _Toc201303738]Causes of the issues 
The primary reason behind inconsistent service is labour shortage and supply chain management issues. In 2021, Premier Inn declared that Whitbread is facing supply chain management issues and labour shortage, which is impacting its entire Hotel chain, including Premier Inn.  In order to address the challenge, it has concentrated on offering different financial benefits to its existing employees and hiring new people with competitive benefits (Ambrose, 2021). It has also been uncovered that Premier Inn and Whitbread have faced losses for more than 26 weeks, which has significantly impacted their revenue generation. After the pandemic, labour shortage has become very relevant for the hospitality and tourism industry because of the need for a convenient and flexible working schedule (Dempster and Zimmer, 2020). In that case, it has become challenging for Premier Inn to evaluate the needs of modern employees and ensure great service in every segment. Similarly, the consumer reviews for Premier Inn County Hall hotel have also revealed that the organisation has reduced employees, which has impacted its service quality. Additionally, the unavailability of the products indicates supply chain management issues, which can impact the service delivery of the hospitality industry (Aigbedo, 2021). From this perspective, it can be stated that employees work as the key stakeholders for the hospitality business, which can measure the consumer engagement and profitability. 
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Figure 3: Influence of Inconistent service in the Hospitality industry
(Source: Sann et al, 2022)
Apart from that, the lack of focus on market demand can lead to inconsistency in service quality, which can significantly reduce the user reviews. For the hospitality industry, it is extremely required to focus on market demand for sustainable accommodation with all the safety concerns (Legrand et al, 2022). In that case, Premier Inn County Hall Hotel has a lack of implementation of sustainable accommodation service, which has become challenging to meet consumer demands. Also, this hotel does not have an on-site parking area and includes off-site areas for parking, which are chargeable, which can conflict with the affordability concerns of its consumers. From this perspective, the County Hall Hotel of Premier Inn needs to work on its infrastructure to enhance its convenience and affordability for better consumer engagement. 
[bookmark: _Toc201303739]STEEPLED Analysis 
	Factors 
	Impact 

	Social
	The changing employee demands for flexible and diversified work opportunities have influenced the entire hospitality and tourism industry to adopt an innovative employee management approach (Davidescu et al., 2020). In that case, the failure of Premier Inn London County Hall Hotel to meet this need has reduced employee engagement. Also, during the pandemic, it has become challenging for Premier Inn to ensure the availability of skilled employees within the workplace, which has reduced its community development and consumer engagement. 

	Technological
	Premier Inn has implemented automation in the check-in and check-out process, which has improved its efficiency (Giousmpasoglou and Hua, 2020). On the other hand, it has increased pressure on the employees to work with reduced resources, including insufficient technical skills. In that case, the lack of digital skills can cause delays in the service delivery and reduce consumer satisfaction. 

	Economic
	In London, the cost of living has increased due to its enhanced infrastructure and technical integration (Hayes, 2024). In that case, it has become challenging for every employee to find affordable accommodation near their workplace. The lack of affordable accommodation for employees is one of the most significant challenges for employee retention. Based on this challenge, Premier Inn County Hall Hotel has faced reduced employee engagement and poor reviews from consumers. 

	Environmental
	In the hospitality industry, it is required to implement adequate measures to follow all the sustainability protocols, including eco-friendly cleaning (Prakash et al., 2023). In that case, the eco-friendly cleaning protocols in the hospitality industry can be time-consuming and might require a great human resource (Hussain and Soni, 2025). For the Premier Inn County Hall hotel, the lack of skilled employees has hindered its potential to address environmental concerns and has led to inconsistent service. 

	Political
	Post-Brexit immigration policies have reduced the availability of hospitality employees from the European Union (Taylor et al., 2020). In that case, the hospital industry in the UK needs to heavily depend on under-trained and temporary employees, which can impact its consistency. It has also influenced the services of the Premier Inn County Hall Hotel and has reduced its consumer engagement. 

	Legal 
	The changes in the employment regulations can significantly impact the hospitality industry of the UK and interrupt the operations of the Global organisations, including Premier Inn (Ioannou and Dukes, 2021). In that case, the changing employment regulations have influenced Premier Inn to cut off the existing employees from its every hotel, including Premier Inn County Hall Hotel. This cause cutting initiative can increase stress among its employees and affect the quality of service. 

	Ethical 
	In the hospitality sector, ethical labour practice has become one of the most important success criteria because of consumer awareness (Franzoni et al, 2021). In that case, the cost-cutting initiative for the existing employees can damage the branding and hinder the opportunity to collaborate with the highly performing employees. 

	Demographic
	The workforce of London’s hospitality industry is becoming diverse because of cultural sensitivity and inclusive training opportunities (Mistry et al., 2023). In that case, the High turnover of the Premier Inn County Hall hotel indicates less experienced employees, which can significantly provide consumers with poor quality and inconsistent service. 


Table 1: STEEPLED Analysis of Premier Inn London County Hall Hotel
(Source: Self-Created)
[bookmark: _Toc201303740]SWOT Analysis 
	Strengths
· Situated in prime locations with iconic landmarks. 
· Resources from Whitbread Group. 
· Integration with artificial intelligence and automation. 
	Weakness 
· Labour shortage. 
· High turnover rate. 
· Inconsistent service. 

	Opportunities
· Expansion of flexible working hours. 
· Investment in the upskilling programme.
· Improvement of consumer engagement. 
	Threats
· Lack of long-term employment.
· Unavailability of skilled employees.
· Damaged brand reputation. 


Table 2: SWOT Analysis
(Source: Self-Created)
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Figure 4: Elements of SWOT Analysis
(Source: LinkedIn, 2021)
Premier Inn County Hall Hotel is a part of the international hotels in Premier Inn hotels, backed by Whitbread Group, its parent organisation, which has increased its resources and supported in establishing a strong place. Also, this organisation is situated in prime locations with iconic landmarks such as the London Eye and Westminster. Apart from that, Premier Inn has implemented automation and artificial intelligence into its process, which has increased its efficiency (Huang et al., 2022). In comparison, the Premier Inn County Hall hotel needs to deal with a high turnover rate, which has increased its labour shortage. Depending on the lack of skilled employees, the organisation fails to provide consumer-based services, resulting in inconsistent service quality (Kleisari and Markaki, 2020). The opportunities of the Premier Inn County Hall hotel include expansion of the flexible working hours that can be implemented by evaluating the strategies of the Whitbread group. Also, the resources obtained from its parent organisation can support investing in the upskilling programs to enhance the ability of its employees. Depending on highly qualified employees, it will be possible for the hospitality business to improve its consumer engagement and reviews (Chen et al., 2021). In comparison, the rising living costs in London can highlight the lack of long-term employment in its hospitality industry. Additionally, it can reduce the availability of skilled employees and damage the brand reputation with poor consumer reviews. 
[bookmark: _Toc201303741]TOWS Analysis 
	Strengths/Opportunities
· Excellent resource of the parent organisation. 
· Prime location to engage multiple consumers. 
	Weaknesses/Opportunities 
· Reduced employee engagement. 
· Lack of training and development opportunities for the employees. 

	Strengths/Threats
· Use the financial resources for employee development. 
· Interact with the consumers by using artificial intelligence. 
	Weaknesses/Threats
· Poor consumer review. 
· Lack of highly skilled employees. 


Table 3: TOWS Analysis
(Source: Self-Created)
From the above discussion, it can be stated that by using the resources of Whitbread Group, which is a parent organisation of Premier Inn, it will be possible for the business to regain its brand reputation. On the other side, the prime locations of London, including Westminster and the London Eye, can engage different consumers and enhance its financial dynamic. In comparison, the Premier Inn County Hall hotel needs to focus on enhancing its employee engagement and providing them with relevant training and development opportunities (O’Mahoney, 2021). Responsible utilisation of the financial resources can support the business in reducing its turnover by ensuring employee development (Michael and Fotiadis, 2022). Also, by interacting with the consumers through artificial intelligence, the organisation will be able to ensure consistency in its service. It is important to note that artificial intelligence has become one of the most promising media for the hospitality sector to interact with consumers and provide them with customised and affordable service (Buhalis and Moldavska, 2022). Additionally, the weaknesses of Premier Inn County Hall Hotel include poor consumer reviews because of the lack of highly skilled employees. In this regard, by upskilling the existing employees, it will be possible for the organisation to rebuild its brand reputation. 
[bookmark: _Toc201303742]Recommendation and change management  
[bookmark: _Toc201303743]Recommendation 
[bookmark: _heading=h.h07l9kr4f25h][bookmark: _Toc201303744]Strategy
In order to address the challenges, the organisation can introduce a structured internal training program to enhance the digital literacy skills of its employees (Mavridopoulou, & O’Mahoney, 2020). Depending on a training program, the hospitality industry can increase the digital skills of its employees and ensure seamless service that can increase consumer engagement (Suwanda et al., 2022). On the other side, it will help to reduce early-stage turnover for the organisation and support in establishing long-term commitment among its employees. In that case, the organisation can develop 3–6-week modular training programs by combining blended learning.
[bookmark: _heading=h.f8cyo92m64mt][bookmark: _Toc201303745]Structure
Currently, employee reward and recognition programmes have received much attention from modern employees because of their well-being outcomes. Most of the hospitality organisations have implemented reward and recognition programmes to increase the motivation of their employees (Tahiri et al., 2022). For the chosen organisation to introduce reward and recognition schemes so that they can be motivated, and it can enhance their engagement with the work process. In that case, the organisation can empower the employees by providing them the opportunities to take part in the decision-making process (Noordzife, 2014). Also, the employees must report to their line managers and team leaders to collect feedback over their performance. 
[bookmark: _Toc201303746]Systems
In order to evaluate the success of this initiative, it is recommended to implement effective feedback loops as a part of its daily activities and collect the perspectives of its employees. In recent times, online feedback loops have become the most potent tool for the hospitality industry that can help in understanding the perspectives of the consumers and employees (Narayan et al., 2022). Following this perspective, it will be possible for the business to maintain consistency in its service. It is important to note that the hospitality industry needs to ensure highly skilled and motivated employees so that it is possible to provide the best services (Ohunakin, 2020). In relation to the expense, the organisation might invest £10,000 as part of its reward and recognition programme, including bonuses and paid time off. Additionally, the organisation can celebrate the short-term successes to encourage the employees to work hard and collaborate. 
[bookmark: _Toc201303747]Shared Values
The organisation can adopt a flexible schedule to increase the motivation of its employees. Depending on a flexible schedule, the hospitality industry can support employees to maintain a work-life balance and increase their engagement (Patrick, 2023). In that case, the organisation can provide the managers, and team leads with the policy changes so that they can manage the employees efficiently. On the other hand, the organisation conducts a survey among the employees to understand their flexible schedule patterns. Also, the organisation can demonstrate the shared value of working collaboratively and increase employee motivation. 
[bookmark: _heading=h.nif9ivlyk38q][bookmark: _Toc201303748]Skills
Premier Inn County Hall Hotel can collaborate with Whitbread Group to utilise its digital sources to provide training opportunities for its employees (Whitbread PLC, 2022). Whitbread Group has implemented industry-leading training and development programmes by integrating with advanced technical infrastructure. The collaboration with this organisation will support the business to get access to the Whitbread LMS and provide the employees with the relevant training opportunities that can improve their skills. The estimated cost of this initiative might include £8,000 for trainer fees and LMS licensing. It can also include the ongoing content update in its cost and help to enhance the operational consistency with a great service. Additionally, the key performance indicators of this initiative can include the turnover rate and employee satisfaction percentage to measure the success of this initiative. 
[bookmark: _heading=h.89ig3wz6wndv][bookmark: _Toc201303749]Style
The organisation can revise the daily room allocation and the cleaning methods to reduce the chances of burnout and change its leadership style. It has been identified that excessive workload for the employees of the hospitality industry can lead to burnout and reduce employee engagement (Abd Hadi et al., 2023). In that case, the organisation can reschedule its daily allocation and adopt a transformational approach to support the employees to manage their workload. In that case, the business can offer incentives for overtime service during the seasonal time. Depending on this strategy, the organisation will be able to manage its employees efficiently and reduce the percentage of turnover. On the other side, it will contribute to a better resource allocation effort and help to manage the human capital effectively. In the hospitality sector resource allocation process works as the most important function that ensures the success and profitability of the business (Parsakia, 2023). Premier Inn County Hall hotel can evaluate the success of this initiative by evaluating the quality score, employee feedback on physical workload and the consumer feedback about their experience. Additionally, the utilisation of the technical infrastructure, including artificial intelligence, supports the hospitality industry to manage different employees effectively by customising the business strategy (Ruel and Njoku, 2021). The organisation can invest £5,000 to implement a mobile checklist app and incentives for the housekeeping employees. 
[bookmark: _heading=h.m4j23ml44vxv][bookmark: _Toc201303750]Staff
It is important to note that work-life balance has become the most relevant concern for modern employees, which can enhance the service quality of the hospitality industry (Bello et al., 2024). Also, it will increase transparency and motivation of its employees for understanding their roles within the organisation (Whittington, et al, 2020). The success of this initiative can be measured by evaluating the employee satisfaction rate and turnover. In this regard, the estimated cost might be £ 7,000 for the expenses associated with providing the employees' training and conducting an employee survey. In comparison, the organisation can transparently communicate with its employees to understand their preferences and build trust among them. In the context of the hospitality industry, transparent communication can enable collaboration and help in discovering new Strategies for managing different employees (Delgado, 2024). Following the relevance of transparent communication, the business can connect with its employees and identify the areas of development in its employee management approach. 
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Figure 5: Impact of Flexible work opportunities in the hospitality industry
(Source: Davidescu et al, 2020)

[bookmark: _Toc201303751]Change management initiative 
The above evaluation has indicated a strong need for a change management model that Premier Inn County Hall Hotel can include to modify its employee management strategies. Kotter's 8-step change model can be applied to the business to apply the modifications to its practice. In that case, Kotter's 8-step change model provides a structured approach that organisations can implement any changes successfully (Laig and Abocejo, 2021). It includes eight stages such as Create a sense of urgency, Form a guiding coalition, develop a vision and strategy, communicate the vision, remove the barriers, generate Short-term wins, build on the change and secure the changes (Trawick and Carraher, 2023). Based on these stages, the business can significantly improve its employee management strategies and increase its engagement. 
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Figure 6: Kotter's 8-step change model
(Source: Dorel Mihai Paraschiv et al, 2019)
[bookmark: _Toc201303752]“Create a sense of urgency”
Firstly, the organisation will need to understand the need for change and connect with the stakeholders to apply the changes. In that case, clear communication between the organisation and its potential stakeholders can help to implement any change successfully (Errida and Lotfi, 2021). Premier Inn County Hall hotel can conduct meetings to discuss the changes and collect their perspective for innovative solutions. 
[bookmark: _Toc201303753]“Form a guiding coalition”
After that, it is important to develop a guiding team to influence the employees to take part in the modification process to make it successful. In that case, the accumulation of multiple influential leaders can contribute to the successful implementation of any change initiative (Ford et al., 2021). Following this stage, the chosen organisation might create a separate leadership team to guide its employees about their responsibilities in this initiative. 
[bookmark: _Toc201303754]“Develop a vision and strategy”
It is extremely required to develop relevant visions and strategies connected to the change management initiative along with the goals. In that case, it is important to design the future goals and develop vision and strategies to improve the employee Management process (Paroli, 2024). This strategy will support the business to engage its employees in the process and enhance their motivation to work hard for the business. 
[bookmark: _Toc201303755]“Communicate the vision”
After developing the vision and strategy, Premier Inn County Hall Hotel needs to convey the vision to its stakeholders. For the hospitality industry, it is required to clearly define the roles and responsibilities of its stakeholders to ensure the successful incorporation of the change management initiatives (Mwakuduwa et al., 2024). In that case, the business can empower its employees to understand their perspectives on this initiative and reduce the chances of conflict. 
[bookmark: _Toc201303756]“Remove the barriers”
Premier Inn can face significant barriers in implementing the changes because of the conflict between the traditional environment and the changes. In relation to the hospitality sector, conflict management works as the most potential success criterion that supports in removing all the external and internal barriers to ensure a high-quality service to the consumers (Skordoulis et al., 2024). In this stage, the chosen organisation needs to identify the team dynamics and measure the possible challenges, including resistance from the employees and team conflict and design relevant strategies to prevent the barriers early. 
[bookmark: _Toc201303757]“Generate short-term wins”
Once the challenges are identified, Premier Inn. County Hall Hotel needs to generate short-term wins to encourage the employees to actively participate to the business success. The development of short-term goals and their celebration benefits the hospitality industry by increasing the encouragement of its key employees (Xu et al., 2020). In that case, the business will benefit by linking the short-term goals with the broad objectives. 
[bookmark: _Toc201303758]“Build on the change”
After completion of the short-term goals, the Premier Inn. County Hall Hotel needs to build strategies for improving the current dynamics and moving forward. In that case, performance management tools can support the hospitality industry to understand the progress of its change management initiative and identify the key areas of development (Fatima and Elbanna, 2023). The organisation can implement a performance management system and evaluate the performance of its employees to measure the progress of its change management initiatives. It will help the organisation to remove the current barriers and identify the possible risk factors that can impact the brand value and employee engagement. 
[bookmark: _Toc201303759]“Secure the changes”
Lastly, Premier Inn County Hall Hotel needs to secure the changes by meeting all the employees' and consumers' needs. Kotter’s 8-step change model suggests incorporating new strategies for improving the organisational culture and securing the changes for a better outcome (Burton, 2024). It is recommended for the organisation to focus on innovation by collaborating with diverse talents and identifying innovative solutions to increase employee engagement. Based on this strategy, it will be possible for Premier Inn County Hall Hotel to overcome the barriers and ensure a great engagement of its potential employees, supported by diversity and inclusion. 
[bookmark: _Toc201303760]Possible benefits 
Implementation of employee development programme, reward and recognition initiative, flexible schedule and modification in housekeeping protocols and workload will benefit the business by enhancing employee motivation. In that case, training and development programme in the hospitality industry holds the most influential place that significantly increases the engagement and motivation of their employees (Singh and Ansari, 2024). The training and development initiative also benefits the hospitality industry by providing consumers with the best quality service, along with convenience and affordability. In order to regain its employee motivation, the organisation can implement a reward and recognition initiative to celebrate its success. In relation to the hospitality industry, reward and recognition programs significantly identify the contribution of employees in business success, which encourages their loyalty (Ada et al., 2023). Additionally, the adaptation of a transactional leadership approach can enhance the quality and outcome of the reward and recognition program. It is important to note that a transactional leadership approach influences business leaders to provide rewards and recognition to their employees depending on their performance (Syaharudin et al., 2022). This approach will support the business to encourage the employees by celebrating their success and recognising their improvement. On the other side, Premier Inn. County Hall Hotel will be able to ensure an employee-friendly work environment where productivity is the priority. 
Apart from that, the implementation of flexible schedules and the changes in the workload and housekeeping protocols will support the employees in maintaining their work-life balance. After the pandemic, flexible working schedules in the hospitality industry have become very crucial as they impact the mental health of the employees (Elshaer and Azazz, 2023). In that case, by integrating this strategy, the organisation will be able to meet the concerns of the modern employees and enhance their engagement with the work process. It will enhance the organisational culture and contribute to a collaborative work environment to ensure a highly performing team according to the business objectives. Also, the implementation of flexible working opportunities will help to ensure innovation by enabling strong collaboration between different team members (Weideman and Hofmeyr, 2020). In relation to the hospitality industry, innovation contributes to business success by supporting in identifying of innovative solutions to manage different team members. On the other hand, changing the housekeeping protocols and the workloads will reduce the chances of burnout. In the context of the hospitality industry, burnout works as the most significant challenge that negatively influences the motivation of employees (Abubakar et al., 2022). In this regard, by dividing the workloads for the housekeeping employees, the organisation will be able to prevent the chances of burnout and establish a productive work environment. 
[bookmark: _Toc201303761]Action Plan 
	Number
	Problem
	Solution
	Desired Outcome
	Time-scale
	Completion date
	Planned Budget

	1 
	High employee turnover.
	Implement a virtual employee development programme. 
	Digital learning platform helps to enhance the training and development initiatives of the hospitality industry (Szpilko et al., 2021). In that case, it is expected for the Premier Inn County Hall hotel to reduce its employee turnover by 20%. It will influence the revenue generation of the organisation and support in strengthening its human capital. 
	3 months
	15.07.2025
	£8,000

	2
	Lack of employee engagement and motivation.
	Include an employee reward and recognition programme.
	Implementation of a reward and recognition system in the hospitality industry not only encourages employees but also supports in establishing a collaborative business environment (Kakarougkas and Stavrinou, 2021). Depending on this strategy, it is expected to enhance collaboration within the Premier Inn County Hall Hotel and increase productivity. 
	4 months
	10.08.2025
	£10,000

	3
	Burnout and workload.
	Adopt a flexible schedule.
	The adoption of a flexible working schedule is expected to enhance employee engagement, depending on their preference (Parveen and Rizq, 2024). In that case, Premier Inn County Hall hotel will be able to ensure flexibility within the workplace and ensure a great engagement of its employees. 
	2 months 
	12.06.2025
	£ 7,000

	4
	Inconsistent service quality and unavailability of employees.
	Revise housekeeping protocols and workload.
	This strategy is expected to reduce burnout and divide the entire work among relevant employees. It is important to note that burnout is the most significant challenge in the hospitality industry that interrupts the experience of the consumers and service quality (Grobelna, 2021). Based on this process, the organisation will be able to prevent the chances of inconsistent service and enhance the consumer reviews. 
	3 months 
	13.07.2025
	£5,000


Table 4: Action plan
(Source: Self-Created)


[bookmark: _Toc201303762]Conclusion 
In conclusion, this report has evaluated the current market dynamics of Premier Inn. County Hall Hotel. Premier Inn, which is a significant part of the Whitbread group, has established its business in different countries. County Hall Hotel is the most influential hotel for this organisation, which has the potential to enhance consumer satisfaction. Despite situating in a prime location with iconic landmarks, this organisation needs to deal with intense challenges while ensuring a great service quality because of the lack of skilled employees. The consumer reviews have revealed that the organisation has a lack of focus on providing consistent service. Also, it has a lack of cleanliness, which impacts consumer perceptions heavily. In that case, the primary reason behind this challenge is the labour shortage and supply chain management issues. In 2021, Premier Inn announced that its parent organisation is planning to hire new people and provide the existing employees with perks and financial benefits. It has also been announced that during the pandemic, the organisation has started to face supply chain issues and labour shortages, which have significantly reduced its service quality, including the services of Premier Inn. In response to this challenge, the organisation has started to enhance its employee management strategies and understand their motivational factors. 
The market analysis of Premier Inn County Hall Hotel reveals that the organisation needs to deal with difficulties because of the lack of digital skills among its employees. This organisation has integrated multiple technical solutions to increase its service, but the gap remains the same because of the lack of qualified employees. Also, this organisation has a great resource as it is a part of the Whitbread Group, which is the leading organisation within the hospitality industry. Depending on the resources of its parent organisation, it will be possible to identify the challenges and regain the trust of the market. On the other hand, it can enhance its brand value among consumers and increase their engagement. Additionally, it has been identified that the business faces a high turnover rate, which has significantly reduced its productivity and contributed to inconsistent service. In that case, flexibility and recognition work as the most potential strategies that can enhance the productivity of the business and contribute to a collaborative workplace. The recommendations for the business include the implementation of digital learning platforms to provide comprehensive training opportunities to employees. 
Apart from that, by integrating reward and recognition programs along with a flexible work environment, the business will be able to enhance its employee motivation and encourage them to take part in the success. In order to implement these strategies, the organisation can integrate Kotter's 8-step change model to create the agency of this change and continue the modification with a structured approach. The possible benefits of this strategy might include an enhancement in consumer and employee satisfaction. Additionally, it is expected that the business will be able to maintain consistency in its service by adopting flexibility and encouraging the employees by celebrating their short-term and long-term success. 
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