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[bookmark: _GoBack]Hospitality industry belongs to the service providing business which mainly focuses on offering quality services to its guests or customers. Providing maximum satisfaction through best or quality services are key components of this business for getting success in the competitive business world. This report is based on Premier Inn Hotel, which is one of the leading hotel brands of the UK that successfully provided the maximum satisfaction to its customers through its services. It was established by the in 1987 and merged with Travel Inn a subsidiary of Whitbread. Due to its management process or system, it has been operated more than 800 hotels all across the world. It offers unique services to its customers to become the leading brands of the nation. Due to its quality services and offers, it has become the best choice for many holidaymakers, event planners as well as business groups.
Thus, this report will highlight the major services provided by the Premier Inn Hotel for its customers and quality management practices adopted by it for the continuous improvement and growth. Along with this, it will also describe how this hotel is adapting to evolving customer preferences with the changes in advanced technology and development and the impact of evolution on the service management system in this hospitality business.
[bookmark: _Toc43291620]Background of Premier Hotel Inn
Premier Inn is one of the leading hotel brands of the UK which was owned by Whitbread, the British hospitality group. It was established by the in 1987 and merged with Travel Inn a subsidiary of Whitbread. It was first located at the Dunstable, UK which is headquarters of it. It is the biggest hotel in the UK having more than 72000 hotel rooms and 800 hotels across the globe. The success behind this hotel and attracting more customers or guests are due to its quality services and management. The management team always seeks to improve its quality services to its potential guests. This hotel is suitable for both visitors i.e., leisure and business visitors of London. So, for many visitors, this hotel is the trusted and best chain of choice which never let guests down. It is considered as one of the best hotels by customers however, there are multiples hotel brands which offers similar services. It is the award-winning largest company with numbers of budget chain hotels (Bower, 2018). The operating profit is rising rapidly and the rate of its occupancy has more than 80% of it. Hence, this hotel is successful in creating a strong brand image and it is the reason that it was awarded from the high-status companies. 
[bookmark: _Toc43291621]Major services provided by Premier Inn Hotel
While talking about the services provided by hospitality industries, it is necessary to have the services like; food and beverages, housekeeping, room service, event planning, and transportation and so on. In general, it can be said as taking good care of the guests and provide quality services to them. Providing good or quality service means the ability to meet customer’s expectation and needs without having to ask (Bowie et al., 2016). Similarly, the major services provided by this Premier Inn are; there are a king-size bed, family rooms available, free Wi-Fi and free view TV services in each room. It provides services like; tea and coffee making facilities, shower gel and hairdryer service for the guests. It has a restaurant and bar service as well which serves guests delicious food including breakfast, lunch, dinner, snacks and varieties of drinking services. It provides 24 hours front desk services for its customers which is one of the best parts of this hotel. In the same way, it has managed the paid parking zone and other exciting features for its customers. These are some of the major services of this hotel. Along with this, it has managed to measure the customer needs and moods and provide on-time services which have increased customer loyalty and trust (Chaturvedi, 2017). They successfully provided all the services or features that must have in hospitality industries. Thus, due to the service and facilities provided by this hotel, it is the best choices for many holidaymakers as well as business groups. 
[bookmark: _Toc43291622]Quality Management Practices
Quality management is the process of overseeing all the performance and activities that must be achieved to provide maximum satisfaction to the target customers and accomplished the desired outcomes or goals of the company. Every business and service organization should keep the focus on managing quality on their services for getting higher profits and get a competitive position in the marketplace (Adam et al., 2020). Quality in the hospitality business includes constant delivery of goods and services to the guests as per their demand and necessities. Delivering quality services to customers is one of the major factors which will help in building a company's brand reputation. It is one of the major challenges for the company's managers to provide better services. Premier Inn hotel in the UK plays a vital role in supporting the country's tourism industry and economy. So, to develop sustainable business industry in the competitive marketplace in the hospitality business, it is essential to develop continuous improvement practices. The importance of quality management in the hospitality industry has been evidenced by many studies. There is a close link between quality management and business outcomes or results. Without quality management in these sectors, it is impossible to get success and goals.
There are several tools and techniques to measure and improve services. Some of them are; perceived quality service model, the critical incident technique (CRIT), the five gap model and other various tools for improvement. These tools help the manager to identify, record and understand various factors that affect customer preference and achieve continuous improvement in the tourism industry. Similarly, it has various trends that affecting the future improvement of the hospitality business such as; globalization, changes in customers preferences, increasing competition, changes in marketing and management system and the changes in technologies and so on (Sota et al., 2020). Globalization has to impact the quality management of the hospitality business. It has both positive as well as negative impacts in the business operation. Many service industries are taking globalization as the opportunity for growth and development whereas some organizations consider it as a huge threat. Many industries are reducing their investment risk by expanding their operations operation in all across the world. Similarly, Premier Inn, a leading hotel brand is taking globalization as the market opportunity for growth and expansion of their business and making a huge profit (Kasemsap, 2020). Therefore globalization has affected on providing improvement for the growth of this Premier Inn Hotel.  
[bookmark: _Toc43291623]Adapting to evolving consumer preferences by the Hotel industry
Consumer preferences are one of the major factors which affect the overall performance of the organization. Consumer preferences are expectations, likes, dislikes or tastes of the customers which drive them on purchasing decision. It is necessary to identify the changing customer preference so that an industry could provide better services as per their preferences. With the changing in developed technology, it has consistently changed the environment and evolving the consumer's demand and expectations (Ribeiro et al., 2020). This rapidly evolving consumer preference challenges many hospitality businesses to stay relevant and able to provide better services to customers. In this modern era, the customer becomes more advanced and demanding as they seek for quality and easy services to them. The modern customers are busy in their work, so they do not have enough time to search what they need and want. So, the buying process has to be as easy and convenient. 
Today, hotel industries have adopted many online services for their potential customers. Mobile devices offer many options for the holidaymakers and event planner to book a hotel by a single touch of a finger. Hotel industries are adapting to evolving consumer preferences by creating applications of the hotel and making them easy to booking and giving feedback and rating or reviews. The adaptation of digital marketing is one of the key factors that evolved the modern customer preference. Similarly, the increase in advance technology and social media by this Premier Inn has increases the visibility of the customers. By advertising about their quality services and products through online media has become a major factor for the hotel's success and growth all across the world. Along with technology development practices, this hotel has successfully adopted the strategy of market segmentation for developing consumer preferences and demands. Market segmentation is the process of dividing the customers into groups based on their characteristics, needs, wants and preferences (Zhou et al., 2020). The market segments are based on geographical, demographic, behavioural and psychological segmentation to meet the needs and want of end-users and maximize the profits. Thus, this hotel has adopted these practices intending to provide quality services to their guests as per their preferences.
[bookmark: _Toc43291624]Impacts of evolution on the guest service management system
With the evolution in the hospitality business, it has impacted the various service management process to its guests. Every business organization should change its service system or process with the changing time and demand of customers. Customers seek to get maximum quality services from the service providers. When one need fulfil, they seek for another service and the process continues. The increase in several packet-based and complexity services can create challenges to the guest service management system (Torres and Ronzoni, 2018). Delivering quality services to customers is one of the key components that help in building a company's brand reputation. It is one of the major challenges for the company's managers to provide better services with the changing demand and evolution.
The company's managers should be smarter and faster with the changing business evolution to provide quality and better services for their customers. With the change in technology, the whole employees or service providers of the hotel must change as well. With the growth and development of the business sectors, it is necessary to bring changes in the hotel industries by its members. Not only the hotel managers have to adjust to the changes but they should make everyone trained and bring positive changes to them for the success of the business. The evolution in bringing changes in service management has become the major factors of success of the hospitality business. This has impacted with lots of positive changes in the service management process. With many developed technologies and advancement, service seekers can easily take their services through online booking and many other applications or systems (Dias and Afonso, 2020). It is said that good customer service management is one of the keys to success in the hospitality business. Therefore, they should go adopt the changes or follow evolution trends in providing quality services to their guests for the more success and growth of the business.


[bookmark: _Toc43291625]Conclusion
In sum up, the quality management process is vital in the hospitality business for the growth and development in the competitive business world. To provide better services to its customers, it is necessary to understand their needs, wants, expectations and preferences. Delivering quality services to customers is one of the key components that help in building a company's brand reputation. It is one of the major challenges for the company's managers to provide better services with the changing demand and preferences. Developing a sustainable business in the competitive marketplace in the hospitality business is essential to develop continuous improvement practices.
Thus, this report discusses the major service provided by Premier Inn and the importance of providing better and quality services for future growth and expansion. It focuses on quality management practices to achieve business goals and success. With the changing in developed technology, it has consistently changed the environment and evolving the consumer's demand and expectations. So, for this, the organization should focus on adapting developed technology with the changes in modern consumers' preferences. In the same way, this organization should focus on changing business evaluation to bring changes in their service management and sustainable growth and expansion of the organization.
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