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Introduction
    The term ‘guest’ in this context is synonymous to customers, while guest service management is a concept used to refer to hospitality services provided by hotels. The hospitality industry consists of a wide range of services such as theme parks, cruise lines, lodging, transportation, food/drink service, and event planning. To ascertain the smooth running of the operations, hotels have an organizational structure that helps in attaining the desired goals and objectives of the hotel. Generally, the organizational structure of a hotel is constant despite the complexity of the hotel. They follow a similar structure of chain-of-command and departmental roles and responsibilities. However, the purpose of this report is to provide a comprehensive discussion and critical analysis of the Premier Inn Hotel. 
[bookmark: _Toc24811023]Overview of Premier Inn Hotel
	Premier Inn is one of the biggest hotel brands located in the UK. Premier Inn has approximately 72,000 rooms and about 800 hotels. It has been under the ownership of Whitbread since its inception in 1987. The premier Inn provides approximately 70% of the total revenue in the group of companies. The acquisition of Premier Lodge in 2004 led to an additional 141 hotels. From a historical point of view, it is rare to find premier inn hotels along motorway service regions. They are mainly located on major A-roads or in city centers. The company is the fastest-growing and the UK’s largest hotel brand. Their bedrooms are characterized by a free view TV, Wi-Fi internet access and en-suite bathroom. Customers are normally guaranteed a comfortable environment and friendly service. The idea that Premier Inn was the first hotel brand to sign up with the National Tourist Board Visit Britain indicates that the company is under a new quality assessment scheme especially for its accommodation budget (Brotherton, 2004).
[bookmark: _Toc24811024]Discussion/Evaluation and Critical Analysis
[bookmark: _Toc24811025]Strategic Plan
	Strategic planning is normally determined by organizational culture, size, complexity, the expertise of the planners, and leadership style. There are different strategic planning techniques that Premier Inn Hotel can apply such as SWOT Analysis and PESTLE, to achieve the intended sustainability. Its benefits include communicating effectively organizational objectives & goals, defining the purpose, and developing a sense of belongingness and ownership (Ginter, Duncan, & Swayne, 2018). Advancement in technology and increased guest demands, as well as the desire to optimize hospitality services using scarce resources, calls for an effective strategic plan. 
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SWOT Analysis
	It is an acronym for strengths, weaknesses, opportunities, and threats facing an entity. The method is used to create awareness regarding decision making and deciding areas to prioritize. An exhaustive assessment of the external and internal resources provides a directive to organizational goals and objectives. SWOT analysis, therefore, provides a holistic picture of the current state of the organization as well as the discovery of key areas to capitalize on as far as sustainability is concerned.
Strengths 
· Strong brand image 
· A strong partnership with stakeholders and suppliers 
· An ever-increasing market share 
· Has a huge chain within the hospitality industry 
· Has a wide range of innovative ideologies regarding hospitality management 
· Extensive experience in advertisement techniques 
· Eco-friendly 
Weaknesses 
· Insufficient brand awareness 
· Sudden expansion might impact the company’s sustainability 
· Susceptibility to political conditions 
· Launch of a new product resulted in a situational problem 
Opportunities 
· Newmarket e.g. Germany and the Republic of Ireland 
· New décor 
· Additional strategic tie-ups
· Establishing brand value via customer experience 
· Investment in digital marketing 
Threats 
· Competitors such as Backpackers Hostels, Easy Hotel, Marriott and Holiday Inn
· Legal threats from safety executives and the Unite trade union. 
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	It is a framework or methodology used by most marketers to monitor and analyze macro-environmental aspects that tend to affect an organization. The framework is composed of six elements, namely, political, social, economic, environmental, technological, and legal. It assists in determining whether the organization, in this case, Premier Inn Hotel, is ready for any change.
Political
	The pragmatic and positive collaboration with the government of the United Kingdom has resulted in the extensive economic development of the Hospitality Industry in the UK. The industry provides direct employment and earns the government a substantial amount of revenue through taxation. Petitions forwarded by Premier Inn can be influenced by the decrease or increase of the national, provincial, or indigenous taxes such as Alcoholic Beverage Taxes, VAT, or General Sales Tax Rate. As an international corporation, Premier Inn is subject to a variety of national government policies and is vulnerable to terrorist activities. 
Economic
	Economic conditions tend to impact on the company’s capacity to achieve profitability and success. There economically oriented activities such as international sporting events that promote visitor numbers and hence guaranteeing a boost to the hospitality sector. Premier Inn usually takes advantage of such events by establishing a hotel near an international stadium.  
Social Factors
	Social factors such as lifestyle, living conditions, and income distribution tend to impact on the development of hotel enterprises. An improvement in living conditions and an increase in income results in need to enjoy life at the high-end hotels. The ability of the hotel to satisfy customer demands coupled with the domestic social conditions determines whether the potential customers will seek such services locally or internationally. Premier Inn has adopted a marketing strategy that is more focused on the external market rather than focusing on social conditions. 
Technology
	Technological applications offer a competitive advantage. The utilization of up-to-date technology results in amazing results. Premier Inn has taken advantage of the inherent technologies such as Wi-Fi internet access.  Besides, most of the management activities of Premier Inn are automated. For instance, customers can access the company’s website, select a service of their preference and pay for the services via online payment approaches. 
Environment
	The company’s management strives to adhere to the energy-saving policies as well as implemental policies. It is a super compliance organization that strictly follows the regulatory law requirements in the UK. Premier Inn management possesses in-depth knowledge regarding the impact of environmental factors on the hospitality sector. The company is dedicated to minimizing pollution and other environmental hazards.   
Legal
	Premier Inn observes inherent employment regulations, such as the national minimum wage requirements. Besides, it honors key regulatory measures such as remitting taxes on time and other government regulations and rules. 
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	Feature 
	Premier Inn
	Holiday Inn
	Verdict 

	Breakfast 
	No Free Breakfast.
	No Free Breakfast 
	Both do not provide free breakfast services. 

	Hotel locations 
	United Arab Emirates (UAE), England and Germany. 
	U.K, Canada, Africa, Asia, Central America, USA, Middle East. 
	Holiday Inn has a huge global presence compared to Premier Inn.

	Payment Options 
	Visa, Whitbread Leisure Vouchers, Master Card, Diners Club, Cash, American Express, Premium Inn Business Account, Maestro.
	Visa, Diners Club, JCB, Master Card, Discover, Carte Blanche, Business Advantage, American Express. 
	Premier Inn has a wide range of payment options. 

	Loyalty program 
	No Loyalty program. 
	IHG Rewards Club which is free to join.
	Premier does not offer any loyalty scheme. 
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Service Provision and Quality Management
	According to Ghandour, Jebai, & Hussain (2015), customer satisfaction plays an important role in increasing market share and increased profitability. Advancement in technology has redefined customer’s expectations concerning the quality of services offered. The quality of services offered by Premier Inn includes prompt responsiveness, a show of empathy, and reliability.  The employees of Premier Inn are usually willing to satisfy the demands and needs of the customers while paying exclusive attention to the complaints forwarded by the customer regarding their safety and transactions (Felix, 2015). The reliability of the hotel is reflected in the way the management keeps accurate records, the honor of promises and the provision of accurate bills. The company offers conventional services such as ascertaining the safety of the guests, customer information security and any other legitimate corporation requirement. 
	Service quality management is conducted through quality measurements, such as customer feedback. Premier Inn utilizes customer feedback as a benchmark for quality service provision. A quality management system is normally essential for monitoring the services provided and the opinions forwarded by the guests (Murasiranwa, 2012). The Premier Inn’s service quality conceptualization indicates that a general management orientation is resulting from quality discourses. The hotel’s organizational behavior is quality-oriented. It aligns guest priorities, has a price-setting and control mechanism, and satisfaction of the guests is culturally deemed unconditional. 
[bookmark: _Toc24811030]Consumer Preference
Evaluation How the Hotel Adapts To the Changing Consumer Preferences
	Theoretically, consumer preferences play a greater role in determining the nature of the luxury hospitality market as well as the provision of luxury goods. The major consumer (guest) features such as word-of-mouth intentions and the need for status influence consumption rate and experiences. For over two decades, the premier Inn Hotel has experienced extensive technological changes that have directly changed consumer behavior. Fluctuations of consumer preferences have affected how hoteliers such as Premier Inn operate. Consumer preferences tend to be subjective in terms of utility and tastes. Most of the premier Inn Guests prefer to order for a combination of service bundles, which will guarantee optimal utility (Felix, 2015). The hotel adapts to the changing consumer preferences by using internet-based marketing strategy, availing relevant information online for the guests to view, ascertaining guest awareness, and using current technology such as social media and the internet to understand customer needs and wants.  
Outline of the Impact of the Changing Consumer Preferences on Guest Service Management
The changing consumer preferences impact guest service management in several ways as discussed below:
i. Originality/authenticity- the ability to establish a unique picture and authenticity is one of the key issues impacting the Premier Inn Hotel service management system. Authenticity is an elusive concept whose existence is subjective and affected by changes in consumer preferences. For instance, the millennial demographic derives its authenticity from organic or local sources and the provision of independent services/products. The hotel strives to offer creative services such as customized menus and cocktails in a bid to establish a strong bond with guests, which is impactful and authentic. 
ii. Personal experience - there has been extensive changes in consumer behavior over the years. Aesthetics and décor have been replaced by personalization. Most high-end hotels such as Premier Inn strive to provide personalized, engaging and interactive experience/environment which ascertains that guests are fully satisfied while fostering an all-important and indelible sense of belongingness. 
[bookmark: _Toc24811031]The Influence of Brexit
	The Brexit uncertainty has resulted in extensive losses for several businesses. According to an article published by ‘The Guardian,’ the owner of Premier Inn suffered approximately 40% decline in annual profits after the Brexit uncertainty discouraged business travels and bookings outside London. The premier Inn’s bookings declined acutely because of the declining business confidence and high level of uncertainty. Pre-tax profit declined by 7.1% because of the high industry-wide inflation and weak UK travel market. Sales obtained from accommodation dropped by 0.6% while the share prices increased by 1.1% after the London money market opened (Kollewe, 2019). 
[bookmark: _Toc24811032]Future Plans
Premier Inn Hotels plans to expand the number of rooms extensively to cover the current gap in the UK's hospitality industry. It intends to venture into the overseas hotel market in the near future. The company strives to be the largest hotel with the biggest budget in London and the hospitality industry at large.



[bookmark: _Toc24811033]
[image: ]

Advantages and Disadvantages of Premier Inn Hotel
Advantages
· Avails comfort to leisure and business travelers 
· It has an effective quality management system which guarantees guests a unique experience 
· Has caused a decline in value of the sterling pound while increasing dollar earnings through investments initiative by investors 
· Earns government revenue through taxation 
Disadvantages
· The hotel is vulnerable to hackers. Information from guests stolen through hacking can result in severe damage. 
· The hotel can be subjected to temporary closure if it fails to adhere to health, safety, and hygiene standards. 
[image: ]
   The purpose of this report was to provide a comprehensive discussion and critical analysis of the Premier Inn Hotel.  Based on the evaluation and discussion provided above, the premier Inn Hotel strives to ascertain high-quality service provision. To understand the hotel’s environment, the report has provided both SWOT analysis and PESTLE analysis, a comparison between the hotel and Holiday Inn, a discussion of its quality management system, the influence of Brexit on its operations,  ways it has adopted to consumer preference, and a forecast of where the hotel wants to be in the future. This report provides a detail critical analysis of the hotel that can help the management and other potential investors to identify existing loopholes in order to achieve 100% customer satisfaction.
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