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Executive Summary
This executive summary explores the following work that I did and my research about Premier Inn strategic management and how to implement a new landscape for customer care. An introduction is provided with a description of customer landscape and my point of view about how important the customers are in the marketing strategy and a definition of strategic management is also provided. External and internal analysis is also discussed in the introduction section. The main body section gives a more detailed analysis about Porter’s Five Force analysis and how Premier Inn can apply them, an analysis about premier Inn’s strategic management and the main body also covers the conclusion and recommendations that I have for the organisation. A reference list is also provided to support my research and in appendix section cover a background of the organisation. 
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A. Introduction 
Customer landscape refers to an environment which keep changing with time according to customers’ needs and is used to maintain better marketing results for future. This concept helps a business to make good changes to meet customers’ needs successfully and achieving sustainable business growth in the targeted marketing. (Bubble, 2024)
In my point of view, customer landscape involves understanding various aspects of customers and are extremely important for the success of s business. By analysing these aspects, business can understand their customers needs, preferences, and behaviour which leads to growth and success. These aspects are:
· Analysis customer behaviour: this provides a clear picture about how customers view and interact with a product, and this analysis refers to studying everything that refers to customer purchase, their preferences, and factors that will influence their decision to buy. It is crucial to understand customers behaviour because it leads to customers satisfaction and help the business improve their offers and products. 
· Customer segmentation: buy segmenting the customers criteria, a business can reach with their products many kinds of customers. 
· Customer feedback and satisfaction is essential for a business to understand how well they are doing and what are the areas that need improvement. It is ideal that businesses make informed decisions using customer’s feedback and analysing their satisfaction levels. 
· Customers retention and loyalty is another important step for business sales and good customer feedback. A business can achieve this by implementing customer loyalty programmes, special offers, but also excellent customers service is essential to keep existing customers loyal. 
· Competitive landscape: understating competitors’ products is essential for the business well being so the business can bring on the market products that make the difference between them and the competitors. They can do that by analysing competitor’s products, price, customers satisfaction, marketing strategy. 
The growth in the customer experience management market is a direct reflection of the changing business landscape. Some companies can recognise the importance of value in ensure the positive customer experience, which can lead to an increase demand for tools and solutions. As a result of this, 73% of customers rank customers experience as their primary decision-making criteria, and other factors remains on second and third criteria. Of course, businesses have noticed this customers behaviour, and they are working more and more on customers feedback ratings. (Chaudhri, 2023)
The organisation that I will do the research of my assignment is Premier Inn. Premier Inn is a successful hotel business with the largest number of properties and rooms across the United Kingdom which offers customers the opportunity to book their stay directly, 97% of guests are booking their stay this way. Premier Inn is a hotel chain that is addressed to both leisure and business travellers all around the year period. This chain is lived by their customers because is known to offer good quality services for good money and in 2018 Premier Inn has been voted being the top hotel chain in United Kingdon for 4 years in a row. To introduce my research about the organisation, I will conduct in the following a strategic analysis, including external and internal factors, followed by an evaluation of strategic options for a more personalised customer care. 
· Strategic management
In definition, strategy is a detailed plan for achieving success for long or short term in certain situations or the skills of planning for marketing strategy for the product involved obtaining as much publicity as possible. (dictionary, 2024)
Strategic management is a process that help an organisation determine the most efficient way to achieve the goals on a long term or short period of time. The resources can include technology, employees, financial resources, and machinery. A good strategic management plan improve decision making in the organisation, provide better organisation performance, better collaboration, increase customer satisfaction, and bring effective resource allocation. Is essential for an organisation to have strategic management plan to be able to achieve long time goals. (Razorpay, 2023)
For an organisation like Premier Inn is essential to have a good management strategy in place to be able to achieve long term objectives. There are some benefits that Premier Inn have because of their chosen strategic management:
· Competitive advantage: in this way Premier Inn can identify their strengths, weakness, opportunities, and threats (do a SWOT analysis) so in this way the organisation can maintain their strengths an opportunity, and in the meantime mitigate weaknesses and threats. 
· Clear direction: Premier Inn has a clear vision, mission, and set of goals and their employees and working following a road map. In this way, they make sure that everyone in the organisation knows what the direction and aim is. 
· Resource allocation: This helps Premier Inn a lot managing and allocating resources like human resources, capital, and technology with the aim to support the organisation’s strategic objectives.
· Enhanced decision making is a way of being able to make informed decisions across all levels in the organisation. By aligning decisions with the organisation’s strategic objectives, Premier Inn can ensure that its actions contribute to its long-term success. 
· Innovation and adaptation: Premier Inn identify new opportunities for growth and stay in front of competition by aligning decisions with the organisation’s strategic objectives. 
· Performance evaluation: KPIs enable Premier Inn to identify which areas needs improvement, monitor progress, and make necessary adjustments where needed. 
In other words, strategic management plays an important role in Premier Inn’s success and growth in hospitality industry and help the organisation spot opportunities, minimise risks, and achieve sustainable growth for long term period. 

I. External analysis
a. Industry analysis:
Premier Inn was in 2017 one of the ‘world’s biggest hotel chain now. Based on an analyse of marketing investment, Premier Inn was given a Brand Strength Index 88.7 out of 100, beating competitors like Hilton and Holiday Inn. At that time, of the organisation’s trends was familiarity and customers confidence by using high profile celebrities on TV spots and instilling the sense of confidentiality in customers and this has made the difference between this organisation and its competitors. Another trend for this organisation is value for money and employee focus which has a direct influence on customer satisfaction, and employee satisfaction and corporate satisfaction contributes to brand strengths. (Gilliland, 2017)
Looking at market growth, Premier Inn has over 800 hotels with more than 77.000 room around the United Kingdom and the brand has expanded internationally, also in Germany, Asia, and Middle East. (Story, n.d.)
b. PESTEL analysis 
-Political factors: different political issues can affect Premier Inn, issues like government’s policies and regulations that change quickly can affect decisions made by the hotel management.
-Economic factors: these factors that can affect the hotel can include the utility costs, business rates, building rates, and so on. As an example, lately utility and cost of living has gone up which will also impact on the organisation’s pricing. 
-Social factors: this kind of factors relates to customers satisfaction, needs, and requirements, and the service that the organisation provides. Looking few years behind, since people has started to travel more especially abroad, customers’ needs and satisfaction levels have gone high, and these depends on the ability of the organisation to serve food and beverages that are high in quality, provide guests with amenities in rooms, the level of cleaning in rooms and across the hotel, and an overall impression of the hotel. 
-Technological factors: premier Inn is using technology to improve customers satisfaction and reduce the cost of operation with a digital key system that is very secure. However, this can lead to economic impacts because this type of system is not cheap. 
-Environmental factors: This type of factors that affect Premier Inn can be waste and carbon emission, 
-Legal factors: under this section can be considered factors like building regulations and town planning, health and safety rules, minimum wage for employees. 
(Rahman, 2022)
c. Porter’s five force analysis 
Looking at competitive pricing, price is low comparative to luxury hotels, but Premier Inn room process is higher than budget competitors. (Turtor, 2014)
Analysing competitors and similar companies, hotels like FabHotels, Gloria Hotels and Resorts, Hotel Management and Hotel One are the most competitors of Premier Inn. (Craft, 2024)
II. Internal analysis 
a. SWOT analysis 
-Strength analysis: occupancy rate, locations, strong presence in the United Kingdom, brand image, and sustainability and considered strengths of Premier Inn.
-Weakness analysis: limited global presence, refund issues, and big issues with hygiene are the weaknesses that have been reported especially coming from the customers. 
-Opportunity analysis: new markets, further growth in other countries, new décor, are the opportunities that Premier Inn has ahead. 
-Threats analysis: competitors, legal issues, and past lockdowns are the problems that Premier Inn have faced in past and are likely to face them in future also. But the solve of them will only depend of how the management learned from this situations and how they were managed. (Gowrea, 2023)
b. Resource and capability analysis 
The capability analysis shows that Premier Inn is a leading hotel operator in the United Kingdom and has competitive advantages of sustainability in the hospitality industry. This enables Premier Inn to grow faster than its competitors deliver a high-quality customer experience and generate strong capital. The organisation’s advantages allow it to access locations where opportunities are available and leads to locations where customers want to stay. (University, 2023)
Premier Inn define their strategic direction being very strong it is what enable them to become the number one hotel chain in the United Kingdom and helped them to expand their services in Germany lately. 

B. Main body
A strategic direction of an organisation refers to the ideas and actions that help the organisation to achieve consistency in their marketing strategy over time and it helps the company achieve its vision and fulfil goals. It is essential for a company to have strong good stability in future. When an organisation has a strategic direction, it helps to put in place a set of objectives and have a plan about how to achieve them, finding out what resources they must use to find the success. (Team, 2022)
There are few key components that an organisation must follow to put in place a strategic direction:
· Vision: is a picture of the organisation’s future goals and it provides a clear picture of what the organisation desire to achieve during a certain period
· Mission: is the purpose of the organisation, the reason why they are on the market and what they want to offer to the customers. This has to be answer at the question “What do we do?”
· Values: this is the principle that the organization follows when they must make decisions regarding the individuals or employees in the organisation. This is influenced by the company’s culture and has an impact on how the business and managed.
· Objectives or goals: this is what the organisation aim to achieve within a defined period. Goals provide direction, and objectives provide the steps that the organisation needs to take to achieve those goals. 
· Strategies: this refers to the plans that the organisation must achieve the goals and objectives. And outlines how the organisation will make use of the strengths, resources, and deal with opportunities and challenges.
· Tactics: are the actions and initiatives that the organisation has taken to follow the strategies that they out in place to achieve ethe organisation’s goals and are more detailed than strategies, often referring to decisions and activities that take place daily. 
· KPIs (Key Performance Indicator): is the way used to measure the progress of strategic goals and to check and effective the organisation’s activities are. It also provides information about organisation’s performance levels and highlight if there are any changes that must be made in the strategy. 
Analysing the list of the steps that I provided above, the strategic direction of an organisation works like a map to drive the organisation in the write direction, providing changes that must be done for the organisation do get to that achievement. Also, it provides clarity to the direction and the purpose of the organisation, guiding to decision-making process to achieve the sustainable growth and success. 

· Michael Porter five force strategic management 
Porter’s Five Force is a good tool to use to identify the main source of competition in your industry. It helps improve the strategy, boost profitability, and stay ahead of the competition. This strategy tool has five forces that represents the key source for competition in an industry: 
· Competitive rivalry
· Supplier power
· Buyer power
· Threat of substitution
· Threat of new entry 
Porter stated that it is important not to confuse these five factors with more fleeting factors like industry growth rate or government interventions because these examples are temporary factors, and the five forces are permanent parts in the industry’s structure. (Team, 2024)
Because Premier Inn is such a big organisation in hospitality industry, can benefit a lot from implementing Porter’s Five Force strategic management tool to assess competition and implement effective strategies. This is the way that Premier Inn could implement Porter’s Five force strategic management tool:
· Threat of new Entrants (competition): Premier Inn is an organisation that has made a well-known presence in the industry and has properties across various locations. However, there are other competitors that can enter the industry and the threat still exists especially from the new hotel chain entering the market. But Premier Inn can maintain their presence by leveraging the economies of scale, brand recognition, and operational efficiencies. Apart from this, continuously innovation in technology and services and keep them away from competitors. 
· Power of suppliers: Premier Inn’s suppliers cover providers for food and beverage, technology services, raw materials, or furnishings. Because the organisation has such a big impact in the industry it gives them the power to negotiate favourable terms with the suppliers and help the organisation maintain a string supplier relationship and assess more alternative sourcing options. 
· Power of buyers: Premier Inn is an organisation addressed to both leisure and business travellers and that means that the power of buyers is very strong. Premier Inn can different itself with value added service superior customer experience, loyalty programme, to reduce the bargaining power of buyers. Pricing strategies will also help gain revenue while meeting customer expectations. 
· Threat of substitutes: This threat means to Premier Inn alternative accommodation options such as hostels or other hotel chain. Premier Inn can minimise this threat by focusing on consistent quality, affordable pricing, and good locations. 
· Competitive rivalry: Premier Inn has faced competition from large hotel chains and smaller hotels. Competitive rivalry can lead to war price, innovation in service offering, and aggressive marketing factors but Premier Inn can make the difference from the competition by taking advantages of its strengths such as extensive network, customer loyalty and brand reputation. Continuing investing in sustainability, technology, employees training can also make the difference between Premier Inn and competition. 
By implementing Porter’s Five Force marketing strategy Premier Inn can anticipate competitive threats and formulate effective strategies to maintain the leading position that it has in the hospitality industry across the United Kingdom. 

I. Strategic management that Premier Inn has
Being a leading hotel chain, Premier Inn has implemented several strategic management strategies to deliver best customer experience and keep competitors away like:
a. Expansion: Premier Inn focuses on expanding across the market by continuously adding new services, new locations, and brand visibility. 
b. Cost leadership: Premier Inn aim to provide good accommodation for good prices that can be affordable for everyone and at this moment in time Premier Inn offers competitive room rates to attract travellers with low income. 
c. Brand differentiation: Premier Inn is a low-income brand, however, emphasises the quality of the accommodations guest experience and service standards by delivering reliable guest service and delivering customer loyalty programs. 
d. Technology: Premier Inn deliver online booking platforms, mobile apps for check in services and reservations, and digital service. By providing this type of technological service, Premier Inn improves efficiency for its guests and reduce operational costs. 
e. Customer approach: for Premier Inn customer satisfaction is very important and is their most important point when it comes to product delivery. They get positive feedback by providing personalised service, comfortable accommodation, and efficient process. 
f. Sustainability: they pay attention when providing their service to energy efficiency, waste reduction programmes, responsible practices, and take various environmental initiatives. By doing this Premier Inn not just reduce the costs of the organisation, but also increase the brand reputation and attract customers that are environmentally conscious. 
g. Improvement and innovation: Premier Inn has a culture of continuous improvement and innovation that makes the brand stay in the customers preferences and industry trends. To be on top of improvements the company always request feedback from customers and invest in research and development, identifying improvements opportunities and adapt to market demands. 
h. Employee satisfaction and training: one of the most positive when it comes to Premier Inn is that they value their employees, they invest in them and make sure that they have good equipment and are skilled to provide the bets service to the customers. This investment leads to guest satisfaction and personalised service. 

II. Strategic management recommendations for Premier Inn 
a. Technology integration for Seamless Guest experience: it would be a good point for guest satisfaction to continue to invest in technology to aim guest experience and seamless experience. As recommendations, digital key rooms, mobile check in and check out will provide flexibility and better experience to guests. 
b. Customer personalisation: investing in further guest personalization like analysing guest feedback, preferences and behaviour will provide even better customer relationship and loyalty. Personalised marketing strategies, room recommendations, and service providing based on customers feedback and preferences is one of the customer personalisation recommendations. Front desk staff can be trained to anticipate guests needs, provide recommendations, and assist them during their stay for a more familiar experience. 
c. Green practice initiatives: Implementing energy-efficiency practices, reducing waste even more, and promote responsible resource through the chain will bring even more customers that like sustainability. Let the guests know how the organisation operates its sustainable initiatives to increase the brand reputation and attract new guests. Implement eco-friendly materials and renewable energy through the property developments. 
d. Expansion in the new market segments: consider strategic partnerships to join the new market in this industry. Identify new opportunities for the growth in new geographic markets or customer segments. 
e. Keep on top of innovation and improvement: find out new way to get continuous feedback from employees, customers, stakeholders with the aim to always identify new way of improvement and innovation. Always review competitor’s performances in the industry and adapt to this to maintain competitiveness in the market. Having a culture of innovation and experimentation in the organization will bring new service offering and improve guest experience. 
f. Employee value and engagement is always room for better and investing in employees training programmes will enable them to deliver a service with better skills acknowledge for better personalised guest experience and exceptional service. Having in the organisation a culture of employee engagement and recognition will bring customers and employees loyalty and will keep staff motivated and loyal, retaining them in the organisation. Another way to keep employees loyal in the organisation is to provide them with career opportunities and professional development which will lead to employee support and satisfaction. 
g. Community engagement: this kind of engagement build support from local communities and contribute social welfare. There are opportunities for this type of engagement like collaborating with local charities, non-profit organisation, and advertising the organisation on local events, opportunities which will increase economic revenue and strength the organisation’s chain and reputation. Communicate these initiatives to stakeholders and customers to gather reputation. 
By implementing these marketing strategies, premier Inn can gather even more difference from the competition in the hospitality industry build up better customer loyalty and satisfaction and achieve better success and growth. 
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Appendix 
Premier Inn is a British budget hotel chain and is one of the largest hotel brands in the United Kingdom. Here is some background information about this chain:
The organisation has more than 800 properties, with over 72.000 rooms and the competitors that the organisation has are Travelodge and Ibis hotels. The company was founded as Travel Inn in 1987 with the aim to be a competitor for Travelodge. In 2004 Whitbread brought on the market Premier Loadge and merged it with Travel Inn to form the current business under the name Premier Travel Inn and in 2007 the name of the business was shortened to Premier Inn. 
In 2006 the organisation purchased 11 hotels from the organisation Holiday Inn across England and Wales and at that time Premier Travel Inn adapted to a new bedroom design so the business could make a difference of Travel Inn and Premier Loadge. 
In 2007 the organisation expanded by purchasing six Golden Tulip hotels in United Kingdom and in 2008 the company brough 21 Express by Holiday Inn hotels. In 2011 the company has opened the 600th hotel in the portfolio in Stratford upon Avon and in 2015 the 800th hotel was opened in Kingston upon Thames in London. (Wikipedia, 2024)
Premier Inn has a significant stable growth since the brand has been funded and because of its affordable prices and high-quality standards it has become a model in the budget hotel sector. The organisation has a business model of focusing on providing comfortable high standards accommodation at affordable prices at good quality standards offering rooms with amenities like comfortable bed and bedding, on site dinning options, and free Wi-Fi. 
Lately Premier inn has expanded location outside the United Kingdom in countries and territories like Germany, Ireland, India, Southeast Asia, and united Emirates and like many other modern hotels, Premier Inn pay attention to sustainable environment as well making effort to reduce energy consumption, promoting sustainable practices, and minimising waste. 
In other words, Premier Inn has made itself known as a leading budget brand hotel who is known and loved by its consumers for the affordability, accessibility, and consistent high quality. To keep the high standards and be on top of the customers preferences, the organisation continues to adapt to the consumer’s needs marketing dynamics. 
