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[bookmark: _30j0zll]Introduction 
Hotel organizations are considered to be an integral part of the service and hospitality industry. It helps to boost up the local and regional economy and contribute in its betterment. Hospitality is an important section as it helps to serve the customers during their visit to a place and caters to the needs and requirements they have during the staying period. The main aim of a hotel organization in this case is to help the customer have a positive and unforgettable experience so that they can yield benefit from maximum customer retention. 
However, when operating in the service or hospitality industry, it is required for the hotel organizations to understand what the customers want or prefer so that they can serve them properly. It is the responsibility of the hotels to offer an efficient customer service so that it doesn’t scar their experience for a lifetime. Providing better and efficient customer service help the hotels to leverage customer satisfaction that in turn assist the business to grow and develop. 
The following study sheds light upon one of the biggest British hotel chain and the largest hotel brand in the United Kingdom, Premier Inn and discusses the services that are provided by it. Moreover the study illustrates the process of quality management within the organization and observes the way the hotel adapts with the change of customer preferences along with its impact on guest service management. 

[bookmark: _1fob9te]Overview of the Hotel organization
Premier Inn is a United Kingdom based hotel. The hotel group operates around 800 hotels around the country and other locations as well. In addition to this, the hotel is mainly a private hotel sector. The headquarter of the company is situated in England. The hotel was founded back in the year 1987 as a Travel Inn. The largest shareholder of the hotel group is Whitbread that established the company as a Travel Inn. The company named premier lodge was bought by the Whitbread in the year of 2004, which was later merged, with the Travel Inn that formed a recent business organisation named premier inn. The company is known for providing the best services with high quality and best value to the people in both the leisure and industrial sectors. The hotel chain is the largest hospitality brand of the United Kingdom that has more than 72000 rooms that are present in various locations of the world. 
The Premier Inn is one of the largest fastest growing hotel chains of the United Kingdom, which operates around 590 budget hotels in the United Kingdom and in Ireland. On the other hand, in the international market, it operates three main hotels in Dubai and one hotel in India. In addition to this, most of the hotel chains established by Premier Inn are new. However, only in some prior locations of the United Kingdom, the hotel has its old chains, which is redeveloped in recent times. In the year 2007, the company established its first hotel in Ireland. Moreover, to expand the business the company bought three more plots in the Docklands area. In the year of 2006, the company announced that it is going to establish a joint venture in Dubai with Emirates Group. Additionally, in 2006 it created a hotel in India with half joint with Emaar MGF. In addition to this, in 2016 the company recently launched a new hotel chain in Germany. The prime mission of the hotel group is to provide a high quality service to its customers from the moment they entered the hotel to the moment they check out from the hotel (My Premier Inn, 2019).
[bookmark: _3znysh7]Service provided
It can be observed that the hotel, which the subsidiary of Whitbread Plc., is one of the largest hotel brand of UK and serves a large number of customers in various locations worldwide. The hotel has its branches in Ireland, UAE, Germany, India and Qatar, with more than 800 hotels and 75000 rooms ("Premier Inn Franchise Overview", 2019). The hotel is well known for its customer service and has revenue more than £891 million in the global market. The hotel offers a great value rates that offers them much ease and convenience during their leisure of business travel. The main of the hotel is to serve the customers with best so that they can retain a large number of loyal and satisfied customers. It helps the organization to earn a greater value in the hospitality industry and assists in gaining a competitive edge among the others. 
The services of the hotel are basically designed in two formats which is Zip by premier and Hub by premier. The Zip by Premier is basically low priced and offers very basic or simplified services. Some of the hotel rooms in Zip do not have windows and the food and drinking facilities are extremely simplified and affordable. However, Hub by Premier is completely different and is designed in a city centre format.
The hotel offers a lot of services to the customers to visit to their hotel for stay. The rooms for the customers are huge enough with a luxurious Hypnos bed, en-suite bathrooms, free Wi-Fi and a big television with preview ("Hotel facilities | Premier Inn", 2019). The hotel also offers its customers to choose their pillow according to their comfort level and have the facility of other in-room technology like tablets. In addition to this, the hotel offers a wide range of food and drinking facilities to the customers with an attractive deal of all-you-can-eat breakfast. The customers are also offered a bar and restaurant either next door or on site ("Hotel facilities | Premier Inn", 2019). The hotel also offers facilities for then customers with disabilities and some of their branches have luggage room as well. Some of the hotels of the Premier Inn offer the customers with the facilities of hosting private events, parties and many more in their banquets. In addition to this, the hotel has front desk customer executives who are dedicated to serve the customers and their requirements with their best capabilities. 
[bookmark: _2et92p0]Quality Management
In the hospitality industry, managing quality is an important factor as it helps to assure the organisational growth and improvement. In recent years, the quality of the hotel industry is vividly discussed which is related to globalization as well. The quality management of a hotel organisation is defined as the constant presentation of high quality services to the guests according to their requirements and demands. The organisational value helps the hotel organisation to gain effective success in the market.  
The quality management of a hotel industry named Premier inn includes various factors like:
· Considering the guests who are getting served by the hotel,
· Determining the needs and requirements of the guests,
· The hotel further needs to improve the methods in which the services will be delivered,
· The hotel organisation needs to train the employees according to the customer’s need and organisational structure,
· Implementing new and innovating services can empower the staffs,
· Developing a method of delivery can increase the hotel’s quality.
In the coming years, the hospitality industry is facing issues related to the delivery of high quality services. Customer satisfaction works as an indicator of the hotel and its quality management process. Quality is mainly a service delivered regularly which further meets every demand of the hotel owners and corporate bodies. The best quality services that are delivered to its customers or guests are often rewarded in the form of loyalty towards the company and referrals (Molina-Azorínet al,. 2015). 
Premier Inn manages its quality management department in various ways such as hiring efficient employees to motivate them. Quality of a service majorly suffers in the time when the staffs fail to fulfill the organisational needs. To manage this situation the company needs to start hiring employees that are more skilled and has the ability to adopt changes. The staff of the hotel is expected that they will provide exceptional services to their guests. The quality management department ensures that in the regular feedback area the customer service review is included. With togetherness among the team members, the company can deliver a more appropriate service. 
In addition to this, there are several ways in which, customer satisfaction can be measured such as reliability, tangibility, assurance, empathy, and responsiveness. The reliability deals with the factor where the company ensures that it is delivering a consistent and high quality service. The tangible method mainly defines the organisational appearance such as its building, its employees, website structure and others. The assurance is a promise of creating the utmost trust and politeness created by the staff of the hotel industry. Empathy is a factor where the employees present personal care and attention to each individual. The responsiveness is a factor that deals offer a rapid service to the customers. 
[bookmark: _tyjcwt]How the Hotel adapts to the changing consumer Preference
In the last 20 years, the hotel industries have adopted various factors like new technologies and changed consumer behaviours and their needs. This created a major impact on the fact where it changes the process of managing a hotel business. 
In addition to this, Premier Inn also adopting various changed customers’ needs which created a direct impact on their hotel organisation. To adopt the changes the company is implementing innovative and creative technologies. These technologies help to deliver its customers with an effective service of high quality. With innovative technical support, the company is able to meet the customers’ demands and needs. Apart from this, the company presents an annual report that focuses on the new trends and ways of implementing those trends in the organisation to increase the organisational value. Further, the company appoints staffs who are skilled in new trends and has the ability to adapt to the customer’s changing demands in their service delivery. With these few methods, the company is able to, successfully adapt the customer’s preferences (Hoisington, 2017 ).
[bookmark: _3dy6vkm]How the changes impact guest service management
Every business has to go through an evident change within the market it operates and adapt with it in order to thrive longer. In hospitality industry, technology and changing lifestyle of the people has made various changes within the years. Customers are always in search of some attractive hotel deals in affordable price range. In this case, the hotels try to offer the customers with best deals so that they boost the value of customer service and help the customers to have an unforgettable experience (Ghandour, Jebai & Hussain, 2015). 
Hotels when go through changes, it focuses to improve its entire service quality so that it can get adapted to the changing preferences of the customers. This helps it to blend in with the customer requirements and customize for better satisfaction. Premier Inn is considered to be one of the strongest hotel chains worldwide and has successfully carved a mark in the industry. 
The hotel focuses to build a reliable relationship with the customers and connecting with them emotionally so that their requirements can be catered well. The hotel pays utmost importance to the strategy of value for money and employee focus has made the company to enjoy a competitive edge than the others. This change approach of the hotel has made a post impact on customer service and satisfaction. The outlook towards the guest service management has emerged out to be an unmatchable one in comparison with others which has helped it to connect with the customers in a better way and attract them to buy their services through advertisements. The guest service executives are much more committed than providing just a good night’s sleep which has helped them to establish a balance between value and quality (Gilliland & Gilliland, 2019). It has earned the company much good reputation and name, leveraging familiarity and consumer confidence. 
 
[bookmark: _1t3h5sf]Conclusion
From the above study it can be concluded that the main aim of the hospitality industry is to understand the requirements and needs of the customers and catered to them according to their preferences. However, due to the change in lifestyle and technology, change has turned to be an evident factor that helps the business to cope up with the changing market needs and establish ways to thrive longer. The preceding study illustrated an overview on the famous and largest hotel chain in UK, Premier Inn and describes the services provided. In addition to this, the study also sheds light upon the quality management to observe the way the company has adapted the changes and the way this change has laid an impact on the guest service management


[bookmark: _4d34og8]References

My Premier Inn. (2019, Nov 18). Retrieved Nov 18, 2019, from secure.premierinn.com: https://secure.premierinn.com/en/mypremierinn/home.action
Hoisington, A. (2017 , May 30). How the hotel industry has changed over the past 20 years. Retrieved Nov 18, 2019, from www.hotelmanagement.net: https://www.hotelmanagement.net/own/how-hotel-industry-has-changed-over-past-20-years

Ghandour, R., Jebai, B., & Hussain, M. (2015). Relationship between Service Quality, Customer Retention and the role of Social Media-Premier Inn Hotel (UK). JOURNAL OF ORGANISATIONAL STUDIES AND INNOVATION, 2(4), 1-12.
Hotel facilities | Premier Inn. (2019). Retrieved 18 November 2019, from https://www.premierinn.com/gb/en/faq/hotel-facilities.html
Gilliland, N., & Gilliland, N. (2019). What makes Premier Inn the world’s strongest hotel chain? – Econsultancy. Retrieved 18 November 2019, from https://econsultancy.com/what-makes-premier-inn-the-world-s-strongest-hotel-chain/
Molina-Azorín, J. F., Tarí, J. J., Pereira-Moliner, J., Lopez-Gamero, M. D., & Pertusa-Ortega, E. M. (2015). The effects of quality and environmental management on competitive advantage: A mixed methods study in the hotel industry. Tourism Management, 50, 41-54. Retreieved from https://www.sciencedirect.com/science/article/abs/pii/S0261517715000114
Premier Inn Franchise Overview. (2019). Retrieved 18 November 2019, from https://www.franchising.com/premierinn/

