Management & Organisational Behaviour


BA International Hotel Management
Module Title: Management & Organisational Behaviour
Module Number: BMIH5004
Assignment Title: Hotel Organisational Audit
Lecturer’s Name: Robyn Griffiths
Student Name: Mihaiela Violeta Bugarschi
Student ID: 2107140





Executive Summary
A comprehensive business report of the UK hotel chain Premier Inn has been highlighted thoroughly. Charles Handy’s organisational culture model has been followed by this hotel chain along with focusing on the power culture. A tall or hierarchical structure has been followed by this hotel chain while operating their business and making business decisions. Curt Lewin’s change management model has been described in this report following the unfreeze, freeze and refreeze process. Sustainability and customer satisfaction have been considered their major strategic goals. In order to manage those goals they have been providing training sessions to their staff. Along with this, their annual revenue, market share, as well as customer feedback, has been considered as their current performance matrices.
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Introduction
A business report is associated with providing a comprehensive overview of the culture, structure and major operations of that business. This report will be highlighting the organisational culture, structure and major goals of the Premier Inn hotel chains in the UK. Handy’s culture theory along with power culture has been followed by the Premier Inn hotels as their organisational culture will be demonstrated in this report. The hierarchical structure will also be formulated within the organisation. Various business goals including customer satisfaction and sustainability will also be mentioned here. Furthermore, various change programs taken by this Premier Inn hotel chain will also be discussed including their effectiveness. The strategic direction of this hospitality firm will also be described along with depicting their current business performance. 




[bookmark: _Toc137755461]Brief Overview of Premier Inn Hotels
One of the leading and largest hotel chains in the United Kingdom, Premier Inn Hotels was founded by Whitbread in the year 1987 followed by offering welcoming and affordable lodging. Premier Inn Hotels are famous for their premium quality and top-rated customer service. It has been operating with 800 hotels all over the UK (Premier Inn, 2023). This hospitality service brand desires to make its clients feel at home during their staycation by providing a cosy and warm environment. Due to their convenient hotel locations in both famous tourist areas and central areas of the city, Premier Inn hotels allure both businesses as well as leisure travellers. The lodgings are well-designed, contemporary facilities, with cosy beds, complimentary breakfast and Wi-Fi. An amount of 1186.9 million in revenue was generated by the Premier Inn Hotels in the fiscal year 2021-2022 and these were generated mainly from the accommodation segment (Statista, 2022).
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Organisational Culture, Structure and its goals
[bookmark: _Toc137755463]Business Structure
Premier Inn Hotels of UK make its organisational operations and is managed under the global hospitality service provider entity Whitbread PLC. Along with various other brands in the UK, Whitbread has owned the functions of the well-known hotel chain of UK Premier Inn (Whitbread, 2023). A hierarchical organisational structure is followed and applied by Premier Inn Hotels with various levels of staff and management. At the top level of the hierarchy structure, there remains The Whitbread PLC board comprising the Chief Executive Officer along with other major executives who stays at the top of the structure. They have the responsibility of setting Premier Inn's comprehensive strategy as well as goals.  Several organisational units and departments including finance, marketing, operations, property and infrastructure development and human resources fall under the Whitbread PLC board. The senior manager and director supervise each departmental unit and is responsible for administering the outputs and operations of each team and associated team members. On the contrary, Inter-Continental Hotels Group of the UK has been following the matrix organisational structure in order to efficiently manage their workforce, and business activities and encourage diverse hotels (Global Data, 2023). According to Mullins (2020), the dual reporting time facility has been provided by adapting and formulating a matrix structure within business organisations.
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(Source: Mullins, 2020)
Advantages of hierarchical structure- There are various advantages of formulating a hierarchical organisational structure. This structure has provided a clear chain of a command followed by enabling effective communication and decision-making under the Premier Inn Hotels. Along with that, this hierarchical structure is responsible for smooth and streamlined business operations within the organisation followed by equivalent resource allocation among the various business departments. According to Brown et al. (2021), the various policies and regulations suitable for this hospitality business have been implemented by this specific tall organisational structure assuring the best guest experience and customer service. 
Disadvantages of hierarchical structure- The employees are debarred from participating while making any decisions regarding the business’s betterment. On the contrary, Samuel et al. (2021) has stated that restricted flexibility and rigidity of this structure play a major role in hindering fast decision-making based on contemporary market demand and analysis.
[bookmark: _Toc137755464]Business Culture
According to Han (2021), the business culture is associated with the beliefs, perceptions, ideas, values and behaviours projected by the company along with influencing its workforce, and management team while handling their performance and various business decisions. As opined by Handy (2020), various businesses have been widely formulating Charles Handy’s organisational culture model comprised of four types of culture including power culture, person culture, role culture and task culture. Premier Inn Hotels owned by Whitbread PLC has been following the philosophy of power culture within their organisation. As per the power culture, all decision-making power regarding the management and employees for the betterment of the organisation remains in the hands of the head authority or the CEO of the board. For example, the entire operational decisions regarding finance, human resource, management and production have been made by the CEO of the Whitbread board (Whitbread, 2023). This person holding the top position in the company has been provided with a huge number of privileges within the workplace followed by disallowing employees to take their stand while making any company-related decisions. On the other hand, one of the major competitors of Premier Inn, Hilton Hotel & Resorts has been following the philosophy of people-centric culture and they have shown dedication towards workforce development and employee engagement. In order to keep their employees upskilled and engaged, this hotel chain arranges various training and upskilling initiatives and fosters a supportive work environment (Hilton, 2023). As opined by Handy (2020), a people-centric culture is associated with placing a huge emphasis on workforce enhancement, engagement and empowerment. 
[bookmark: _Toc137755465]Business goals
Premier Inn Hotels have various major goals regarding customer satisfaction, market expansion and maintaining environmental sustainability and these goals have been illustrated below.
Customer satisfaction and feedback- The major objective of Premier Inn Hotels owned by Whitbread PLC is to assure customer satisfaction (Whitbread, 2023). This leading hotel brand strives to provide cosy, welcoming, well-equipped lodging services, top-notch consumer service, and a memorable experience at each of its hotel locations. Feedbacks from Guests and assessments are very crucial in assessing and uplifting their hospitality services.
Environmental Sustainability- Premier Inn Hotels is highly committed to decreasing its negative impacts on the green environment and positively assisting sustainable behaviours. They have set sustainable goals for reducing the utilisation of water, energy and waste products all over their hotel chains. For instance, the hotel chain has made a commitment to reduce its carbon emissions by 50% within the year 2025 (Premier Inn, 2018). Furthermore, Premier Inn Hotels puts major importance on assisting local communities, purchasing environmentally sustainable materials, and funding projects on renewable energies.
Expansion of Market Expansion- Premier Inn Hotels wants to enhance its share in the market both regionally and globally. They desire to establish and locate new hotels in various locations where there is a huge and high demand for affordability priced, premium-quality accommodation. Premier Inn Hotels hopes to increase its overall brand awareness and market share along with this enhancement. 



[bookmark: _Toc137755466]Recent Change Initiatives, their Impacts and the Ways of Managing these.
[bookmark: _Toc137755467]Change initiatives and their impacts.
1. Digital transformation- Hotels in the hospitality industry often frequently implement digital transformation initiatives to enhance their associated streamlined operations, and guest experience, and enhance effectiveness in the contemporary digital age. According to Perdana and Wang (2023), such digital initiatives might have a great influence as they may attract tech-savvy customers and accelerate operational effectiveness and satisfaction of customers. The hotel Chains of Premier Inn has introduced and launched various measures of digital transformation in order to enhance their customer experiences followed by increasing their brand reputation. For example, in the middle east region, the director of Premier Inn Hotels has won the award “Cloud Transformation Champion of the Year” in the hospitality sector among other rivals existing in the hospitality industry (Premier Inn, 2021). These hotel chains have introduced cloud services involving the structure as a service data provider followed by using cloud software as serviceability in the core business operations. Along with this, an adaptation of this cloud service within the business enables it for providing flexible, scalable and agile information technology services in order to focus on business goals.
Application of Curt Lewin’s change management model within the business
According to Boddy (2014), the change management model by Kurt Lewin is associated with three phases and which are Freeze, refreeze and unfreeze. Premier Inn Hotels have also formulated this model of change developed by Kurt Lewin while introducing the digital transformation initiative within its business operations in order to streamline business operations and enhance consumer satisfaction. 
Unfreeze- Premier Inn has initiated by increasing awareness of the requirement for a digital transition and a sense of emergency. They have drawn attention to contemporary market trends, consumer needs, and the feasible benefits of embracing digital technology. The major goal is to establish a readiness for digital change inside the entity and to unfreeze the ongoing viewpoint.
Freeze- Premier Inn has introduced and conducted digital transformation initiatives all over this time period. This entails integrating the check-out and check-in process, updating the systems of online booking, and delivering tailor-made guest offerings through mobile applications (Premier Inn, 2023).
Refreeze- During the refreezing phase, Premier Inn has consolidated the adjustments and embraced them into the organisational culture and operational processes. This has entailed the accelerated utilisation of digital technology as a mainstream process, integrating them into regular operations, and identifying achievements made feasible by the digital transformation initiative.
2. Sustainability Programmes- In order to reduce the environmental effect Premier Inn Hotels, is placing a huge importance on sustainability initiatives. This is associated with utilising energy-efficient tools, taking precautions in water conservation, embracing waste-reduction programmes, and purchasing regionally and sustainably manufactured goods. These initiatives provide advantages to the environment followed by saving expenditures and enhancing the hotel's standing among all consumers that are environmentally aware. For example, the hotels resided in the UK and other operational sites of Premier Inn hotels have been using electricity that is renewable (Premier Inn, 2018). Furthermore, this hospitality chain invested highly in energy-saving devices such as LED lights and heaters and placed them in the bathrooms of this hotel chain. Approx. 113 hotels under this Premier Inn chain have been utilising solar panels within their hotels in order to produce and supply electricity. In addition, the hotel chains have taken the initiative to cut half of the amount of carbon emitted through their business operations by following the approval of the Science-Based Carbon Target. 
[bookmark: _Toc137755468]The Premier Inn Hotel’s strategic direction and current business performance
[bookmark: _Toc137755469]Strategic Directions of Premier Inn Hotels
The strategic basis of Premier Inn Hotels is on being a famous and reputed hospitality brand in the United Kingdom. They place a lot of attempts into providing clients with great amenities, luxurious yet affordably priced accommodations, and sustaining premium standards throughout all of their services and amenities. 
Customer-Centric Approach- Premier Inn Hotel prioritises guest satisfaction and operates to make each and every client feel like they are at home and cosy (Premier Inn, 2023). The emphasis on understanding visitor needs, preferences and formulating their solutions to cater to client wants.
Environmental Sustainability- Environmental influence deduction and environmental sustainability are major focus for Premier Inn Hotels (Premier Inn, 2020). In order to satisfy its sustainability goals, Premier Inn Hotels might concentrate on initiatives such as water conservation, reduction of food wastage, energy efficiency, wastage reduction, and acquiring sustainable products. They have taken an initiative under the Real Junk Food Project in order to reduce food wastage (Premier Inn, 2023). 
Digital Transformation- Premier Inn Hotel chains continue to participate in various digital transformation initiatives and programs as it identifies the technological effectiveness in the sector of hospitality. In order to increase the rate of streamlining operations, this involves introducing online booking systems, cloud-based software, mobile booking procedures, and tailormade client services via their associated mobile applications (Premier Inn, 2023).


[bookmark: _Toc137755470]Contemporary Business Performance
Revenue Growth and market share- The Authority of Whitbread has reported that Premier Inn Hotels has generated a revenue of 1.7 billion British pounds in the past period of 2011 to 2022 (Statista, 2022). This revenue growth is due to its affordably priced facilities and premium quality accommodations. The market share of the hotel rooms of Premier Inn Hotels in the UK market is of 11% in the year 2021 (Statista, 2021).

Guest Satisfaction- Customer happiness is a focus for Premier Inn hotels, which puts a strong emphasis on offering outstanding guest service. According to the reports of Dailymail (2015), positive and satisfactory customer reviews and feedback demonstrate that they managed their customers effectively. Premier Inn hotel chain has been awarded as the best hotel chain among all other hotel chains in the UK. It has got 83% ratings from consumers on its guest service and top-notch accommodation facilities. 
[bookmark: _Toc137755471]Recommendations to Premier Inn on the ways of managing their change initiatives.
Premier Inn Hotels have to take some measures in order to manage these aforementioned initiatives taken by them and they are discussed below.
1. The higher management of Premier Inn Hotels would advise staff members of the essentiality of digital transformation, offer various training programmes and seminars to teach them the worth of digital technology in the hospitality industry and solve any complexities that might come up (Siebel, 2019).
2. The employees at Premier Inn Hotels would obtain the equipment, proper instruction, and help they require to adjust to the contemporary digital processes and tools. In order to assure that everybody is conscious of the changes and their engagement in the digital transformation, clear interaction channels will be established.



[bookmark: _Toc137755472]Conclusion
This report has highlighted the organisational culture, structure and goals of the Premier Inn hotel chains in the UK. The power culture has been followed by the Premier Inn hotels as their organisational culture. The hierarchical structure has been maintained within the organisation. Various business goals such as customer satisfaction and sustainability have also been demonstrated here. Several change initiatives taken by this Premier Inn hotel chain have also been demonstrated including their impact. A few ways in which Premier Inn has been managing all these initiatives have also been illustrated critically here. The strategic direction of this hospitality firm has also been mentioned along with depicting their current business performance with various suitable statistical instances. 
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