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[bookmark: _Toc137249376]Introduction
[bookmark: _Toc137249377]The Premier Inn Bracknell Central is a budget-friendly hotel. Day trips may be taken to Downtown Bracknell city and the Coral Reef waterpark (Akgunduz, Alkan, and Adan, 2022). This project proposal main purpose is to conduct research on my work placement at Premier Inn Bracknell Central hotel in the United Kingdom, in order to acquire a deeper understanding of hotel management and it’s all departments. This proposal provides the project aim, objectives, and research questions of the hotel placement project at the Premier Inn Bracknell Central. The proposal also provides the hotel management strategy and methods that will be implemented to ensure the success of the work placement project.
Project Title
[bookmark: _Hlk136977632]The main title of this project 
“The impact of customer services on the performance of Premier Inn Bracknell Central hotel in UK”.
[bookmark: _Toc137249378]Project Aim:
[bookmark: _Toc137249379]The main aim of this project is to examine how the Premier Inn Bracknell Central Hotel may better serve its customers through integrating the work of its various departments to deliver enhanced service to its guests.
Project Objectives: 
The main objectives of this project are as follows:
· To determine how hotel management can improve customer satisfaction through superior services of various departments. 
· To assess the level of services and facilities provided by Premier Inn Bracknell Central hotel management to guests.
· To determine the changes in customer attitudes and preferences regarding Premier Inn Bracknell Central hotel management.
· To determine whether customers are satisfied with the Premier Inn Bracknell Central hotel management.
[bookmark: _Toc137249380]Research Questions
Q1. What types of services and amenities do Premier Inn Bracknell Central hotel provide to its customers?
Q2. How satisfied are Premier Inn Bracknell Central hotel customers with the services and amenities it offers?
Q3. How have customers' perceptions of Premier Inn Bracknell Central hotel changed over time?
Q4. What are the areas where the hotel customer service and experience should be improved?
[bookmark: _Toc137249381]Research Problem:
This research will help to analyse the influence of several hotel management departments on customer service in the Service Industry, specifically at Premier Inn Bracknell Central hotel (Rutherford, 2021). The challenges that the management of Premier Inn Bracknell Central hotel must deal with will be highlighted in the research. It will also investigate how this problem impacted the staff management's capacity to give the greatest quality services to their customers (Shin, Perdue and Kang, 2019). This will also assist in understanding how hotel management tackled the issue in order to solve the challenges. The hotel may use the research findings to develop more effective strategies for enhancing customer service by identifying any service supply gaps (Venkatesh, 2017).
[bookmark: _Toc137249382]Rationale (reasons):
The fundamental reason for choosing this project area is to examine the vital role of Hotel Management in providing better customer services to enhance Premier Inn Bracknell Central hotel’s performance (Venkatesh, 2017). It investigates how exceptional customer services contribute to customer satisfaction, which leads to customer loyalty and overall economic success in the hotel sector, via the successful coordination of several departments, including front desk, back office, and high-level management. The research examines the factors that contribute to excellent customer service across all departments and how those factors affect key performance indicators such as occupancy rates, revenue, and brand reputation (Martín and Román, 2017).
[bookmark: _Toc137249383]Literature Research:
The literature review will examine extant consumer satisfaction research at Premier Inn Bracknell Central hotel. Evaluations of the hotel's services and amenities, as well as enquiries into the brand's customer satisfaction levels, are only two examples of current research on the customer experience at Premier Inn Bracknell Central hotel. (Venkatesh et al. 2017). 
According to Viswanathan et al. (2017) evaluated the customer service and experience at London's hotels. According to the survey, the majority of customers were satisfied with the hotel services, and the hotel enjoyed a positive reputation. However, the report did identify areas for enhancement, such as customer service training and facility hygiene in general (Maslowska, Malthouse and Viswanathan, 2017).
Another study conducted by Flockhart et al. (2020) the author conducted research study in which they evaluated customer satisfaction with Premier Inn hotels in the United Kingdom's services. The hotel's services and amenities were perceived favourably by the majority of visitors. Nevertheless, the survey revealed that hotel restaurant customers were dissatisfied with the cuisine quality and the availability of staff (Flockhart, 2020).
Similarly, according to Wardaya Puspokusumo et al. (2021) the author emphasises the significance of hotels making personal ties with tourists via personalised service (Wardaya Puspokusumo, Claudia Aristya and Meiryani, 2021). According to Bennett and Molisani (2020) the author supports this point that the hotels utilise the technology solutions to enhance their customers' experiences, such as allowing mobile check-in, offering customisable lodgings, and offering digital concierge services (Bennett and Molisani, 2020).
These studies demonstrate that Premier Inn hotels generally provide a high level of consumer satisfaction. Regarding customer service and the calibre of amenities, there appears to be room for enhancement (Sayin and Karaman, 2019).
[bookmark: _Toc137249384]Methodology
This section explains the research method approach that will be used in this proposal. 
[bookmark: _Toc137249385]Qualitative Approach: 
The research will employ a qualitative interview-based methodology. The qualitative information gathered via interviews and field notes will be analysed using the theme analysis technique. The research investigates patterns in customer satisfaction, feedback, and proposed changes in order to enhance the services specifically in the Premier Inn Bracknell Central Hotel. Most of the main research will be done through Interviews with Premier Inn managers, leaders, and customers. This is to obtain first-hand observations and opinions that will provide additional insight from Premier Inn's Bracknell Central Hotel (Priyo, Mohamad and Adetunji, 2019).
[bookmark: _Toc137249386]Research Philosophy
[bookmark: _Toc137249387]The interpretative philosophy that will drive this investigation prioritizes relevance above accuracy. This method examines both the behaviour of hotel management and the perspectives and experiences of hotel customers. It is essential that the interpretive technique used in this study allows the author to capture meanings rather than establish a singular reality, given the research's focus on the experiences of customers of the Premier Inn Bracknell Central Hotel in the United Kingdom (Priyo, Mohamad and Adetunji, 2019).
Data Collection:
In this research, in-depth interviews were the most acceptable qualitative method for data collection. The semi-structured interviews will be conducted using a framework designed to aid in the identification of critical questions for the literature review participants. The Premier Inn Bracknell Central Hotel will undertake 10 semi-structured interviews with young hotel visitors aged 25 to 35 to gauge customer satisfaction. In addition, semi-structured interviews with hotel staff, especially front-desk agents, will be undertaken to learn about customer service strategies and challenges.
[bookmark: _Toc137249388]Data Analysis
[bookmark: _Toc137249389]A thematic analysis will be performed to interpret, evaluate, and comprehend the collected data. This method of data analysis was chosen because it aids and facilitates the researcher in achieving the research objective by employing relevant theory concepts associated with the work placement at the Premier Inn Bracknell Central Hotel. Therefore, the received information was organised by topic, and the literature review was used to formulate interview questions for this research (Priyo, Mohamad and Adetunji, 2019).
Research Benefits:
Benefits of the research include the identification of customer services in hotel management that have a significant impact on customer perceptions, satisfaction, and susceptibility to return or recommend the hotel. Positivity in customer service may result in increased occupancy rates, recurrent business, positive word-of-mouth, and an enhanced brand reputation. Poor customer service, on the other hand, can result in dissatisfied consumers, negative evaluations, and ultimately business failure. In the current digital era, where customer ratings and reviews bear so much weight, it is more important than ever to provide exceptional customer service. Premier Inn Hotel must focus great customer service to maintain a solid online image in this era of instantaneous information sharing through internet platforms and review sites (Ali et al., 2021).
[bookmark: _Toc137249390]Ethical Considerations:
Ethical standards will be adhered to throughout the research process. Participants will provide informed consent while their privacy and confidentiality are protected. In order to safeguard the rights and safety of all participants, the research will adhere to ethical standards (Xu, Stienmetz and Ashton, 2020).
[bookmark: _Toc137249391]Limitations:
This research may be limited in its generalisability due to a small sample size and the fact that it was conducted in a single setting (Premier Inn Bracknell Central Hotel). There is also the possibility of response bias in self-reported survey measurements. The research report will include an acknowledgment and discussion of these restrictions (Vujić, ĐorĎević and Lakićević, 2019).
[bookmark: _Toc137249392]Project Timeframe: 
The duration of the research project will be for ten weeks. The survey and interview guide will take four weeks to create, three weeks to gather data, and another three weeks to review and report the results.
	Task details
	Week 1
	Week 2
	Week
3-4
	Week
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	Week
7-8
	Week
9-10

	Considering the topics to do research
	
	
	
	
	
	

	Refinement of the Topic and writing
	
	
	
	
	
	

	Submitting Thesis proposal
	
	
	
	
	
	

	Amendments to the proposal
	
	
	
	
	
	

	Conducting the Secondary research data
	
	
	
	
	
	

	The implication of the research software
	
	
	
	
	
	

	Analysing the Data
	
	
	
	
	
	

	Concluding data and results from information
	
	
	
	
	
	



[bookmark: _Toc137249393]Conclusion
It is concluded that this research proposal explains an in-depth analysis of the customer experience and satisfaction levels at Premier Inn Bracknell Central Hotel in the United Kingdom. The research results will help determine the level of consumer satisfaction with Premier Inn's services and amenities. The data could assist businesses in identifying areas of vulnerability and developing solutions to better serve customers specifically in Premier Inn Bracknell Central Hotel. This research aims to contribute to the body of knowledge in the hospitality industry by conducting a comprehensive analysis of customer service and its effect on the performance of the Premier Inn Hotel. This information may be used to enhance our service delivery methods, the quality of our visitors' experiences, and our market competitiveness. This research will aid Premier Inn Hotel in attaining success in the competitive hospitality industry, which is dependent on their ability to consistently provide excellent customer service.


[bookmark: _Toc137249394]References:
Akgunduz, Y., Alkan, C. and Adan Gök, Ö., 2022. How are the exchange relationships of front office employees reflected on customers? The Service Industries Journal, 42(9-10), pp.798-821.
Ali, BJ, Gardi, B., Othman, BJ, Ahmed, SA, Ismael, NB, Hamza, PA, Aziz, HM, Sabir, BY, Anwar, G.(2021). Hotel Service Quality: The Impact of Service Quality on Customer Satisfaction in Hospitality. International Journal of Engineering, Business and Management, 5(3), pp.14-28.
Bennett, M. and Molisani, A. (2020) “Customer Experience Quality surpasses NPS in correlation to financial performance, customer loyalty and customer satisfaction.” Available at: https://doi.org/10.31235/osf.io/7bfe4.
Flockhart, G 2020, Premier Inn owner Whitbread plans to cut up to 6,000 jobs as pandemic hits demand, The Scotsman, The Scotsman, viewed 6 June 2023, <https://www.scotsman.com/health/coronavirus/premier-inn-owner-whitbread-plans-to-cut-up-to-6000-jobs-as-pandemic-hits-demand-2979193>.
Martín, J.C. and Román, C., 2017. Measuring service quality in the hotel industry: The value of user generated content. Tourism: An International Interdisciplinary Journal, 65(4), pp.390-405.
Priyo, J.S., Mohamad, B. and Adetunji, R.R., 2019. An examination of the effects of service quality and customer satisfaction on customer loyalty in the hotel industry. International Journal of Supply Chain Management, 8(1), pp.653-663.
Rutherford, D.G., 2021. Hotel management and operations.
Sayin, O.G.K. and Karaman, A., 2019. Communication and productivity with guests at front office; A qualitative study on hotels. Journal of International Management and Social Researches, 6(11), pp.186-196.
Venkatesh, D.N., 2017. STUDY ON IMPACT OF EMPLOYEE TRAINING & DEVELOPMENT ON ATTRITION–“HOSPITALITY INDUSTRY, GOA”. International Journal of Research in Business Management, 5(6).
Vujić, M., ĐorĎević, S. and Lakićević, M., 2019. Service quality and customer satisfaction in the hotel industry in Serbia. Менаџмент у хотелијерству и туризму, 7(1), pp.61-70.
Wardaya Puspokusumo, R.A., Claudia Aristya, N. and Meiryani, . (2021) “The effect of customer experience and service quality on customer satisfaction on customer loyalty,” Proceedings of the 2nd International Conference of Mental Health [Preprint]. Available at: https://doi.org/10.5220/0011243000003376.
‌Xu, S., Stienmetz, J. and Ashton, M., 2020. How will service robots redefine leadership in hotel management? A Delphi approach. International Journal of Contemporary Hospitality Management, 32(6), pp.2217-2237.
Shin, H., Perdue, R.R. and Kang, J., 2019. Front desk technology innovation in hotels: A managerial perspective. Tourism Management, 74, pp.310-318.
Maslowska, E., Malthouse, E.C. and Viswanathan, V., 2017. Do customer reviews drive purchase decisions? The moderating roles of review exposure and price. Decision Support Systems, 98, pp.1-9.


