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Project initiation document


	Project definition
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The project is about providing Quality Assurance Audit services for Marriott Sheraton Skyline Heathrow. Marriott brand is been auditing annually and usually the audit is lasting one day. 
Our project is to conduct a “brand auditing”, which it means an outlook of a brand from different perspectives, to make sure that the company is still relevant in the market and that it corresponds with emerging technological advancements. We will conduct the audit in 12 weeks. The brand standard audit is for make sure that the standards are conform in every hotel of the Marriott Brand, in each hotel is possible examine the strength and weaknesses of the brand and opportunities and new developments.
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	Purpose



Sheraton Skyline Hotel London Heathrow is a 4 star hotel, build in 1971, near Heathrow Airport, in the town of Hayes, in the London Borough of Hillingdon, England. It is located just a few minutes from the Heathrow terminal of London with easy access to central London. There are 3 floors with 350 guest rooms including club rooms with access to the Sheraton club Lounge, where is possible have complimentary breakfast and high-speed internet access. The rooms have feature soundproof walls. They have the Madhu’s restaurant with Indian cuisine, comedy nights and American burgers at the Bar Sports and events like the poolside cinema at the Sky Garden which is an indoor pool with a cocktail bar with tropical plants. Also there are 17 meeting room Conference with natural daylight. There is complimentary Wireless in the lobby and public areas, parking area with 15 GBP daily, Continental breakfast, fee from: 15.50 GBP, Buffet breakfast, fee from: 17.50 GBP, Hot breakfast, fee from: 17.50 GBP. There are different type of rooms: executive room (Queen with Club Lounge access), Classic room (double, king, queen), family room (2 double), and suite (club lounge). Marriott has an annual inspection of every property as part of quality Assurance compliance policy. The Brand Standard Audit gives at the company the opportunity to inspect the brand from different perspectives and understand the current position in the market compared to competitors. In each hotel is possible examine the strength and weaknesses of the brand and opportunities and new developments.
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	Purpose objectives



The outcomes achieved will be determine if cleanliness, condition, operations, service, financial performance, employee engagement, facilities management and leadership are meeting the standards and we will measure these outcomes with a points awarded system.

	Project scope 



[bookmark: _Toc46663569][bookmark: _Toc46663601]The Sheraton Skyline Heathrow is situated on the A4 bath Road, 2 minute drive from the M4 motorway. Terminals 4 and 5 of Heathrow Airport are a 10 minute drive, and Windsor is just 8 miles away. Hence, Sheraton Skyline connects to flights, local landmarks and central London. Is possible a short trip from the hotel for local area highlights like Windsor castle and Kew garden. Hoppa Bus is the most convenient way to go from Sheraton to Heathrow Airport terminals. This service is by Hallmark and they serve all the hotels at Heathrow Airport. The bus is available for everyone for 5.00 GPB. Sheraton skyline is the crew hotel for Qatar airways at Heathrow, and they have 6 daily flights between Doha and London, so they accommodate more or less 100 crew every day. There are many hotels in the area and the competition is high especially because there are some hotels like the Hilton garden Inn London Heathrow terminal 2 that is connecting the hotel by walk to the terminal, or the Aerotel t3 London Heathrow offering less luxury but inside terminal 3. Other competitors that are in the same road (Bath road) are Park Inn Heathrow, Novotel Terminals 2and 3, Leonardo Hotel and Holiday Inn Ariel, they are cheaper but still four star hotels.
According to booking.com the Sheraton Skyline Heathrow is ranked 8.3 out of 10, and according the reviews, business people and families love to stay in the hotel, however there are some gaps in the cleaning and in the services that need to be adjusted, as is reported in some posts on booking reviews.
	Deliverable





For 12 weeks I and my team of consultants will conduct an audit with final report covering all the objectives to the Hotel General Manager and Senior Leadership.
This report will include:
· Department audited: food and beverage, kitchen, front office, housekeeping, leisure, sales and marketing, finance, human resources and maintenance.
· Recommendations: will be a list of recommendations for action and resolution
· Points: there will be calculation of points awarded for every department 
· Pass/fail: food safety items bring pass/fail. Fail involve an action plan with 30 days of Audit.
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	Constraints



1. Technological impact: new discoveries.Technology can have a huge impact on hotel business. A new discovery is online rental, example “Airbnb”.
2. Brexit: problem with recruitment, hiring skilled workforce and employee engagement.
3. Covid: there could be present a risk analysis due the restriction and particular attention at the disinfestation and cleaning that the Covid is bringing.
4. Social media: social media are really influencing in the hotel, through the feedback.
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· Airbnb hosts can cut hotel rooms rates due the fact that they can avoid expenses like hotel taxes and fire regulation. “Airbnb” is a threat for the company and can negatively impact on the profits. The audit can help the hotel to overcome this gap about profit. Competition is not always bad, with this the hotel can find always new creatives ways to compete, like add experience packages to offer to its customers.
· Brexit: lack of skilled workers, with a problem for recruitment, can cause an issue with the audit. With the audit we can make recommendation for help to overcome this gap.
· Covid: Covid is bringing in the hotel more particular clining measure and attention, this could be a risk for the audit especially about cleaning department. The risk is that the housekeeping department is following cleaning standard just because of the period and not always. Me with my company, we need to make sure that the standards for the cleaning are not followed just for covid reason.
· Social media: review and feedback are really important in hotels, negative especially need to be used for improve the quality of the hotel. Negative review on social media can create an issue for the hotel and for the audit. We want to help to build up a professional Hotel reputation Management that check it out the property’s reputation in the website. 
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Aston Hospitality Experts offer a service specialising exclusively in the hospitality industry. The consultancy team will be using an integral strategy for audit the hotel. We believe that a successful hotel audit goes beyond the financials. Our will be a results-driven program that will dig deep and we will follow different elements.
We will look at culture of the company because this plays an important role in how workers will treat the guests. Usually, during audits this area of operations is overlooked because is considered subjective. Instead is really important because a positive company culture relates to employee retention. We will observe the customer experience like if we are guests. The way employees are handling interactions are the way we would like to be treated? We will look at the way employees treat with customers at dining, elevators, hallways and the risk is that the employees would see the audit like a “one-off” experience and their behaviour can be perfect, however we will be there for 12 weeks and it is very difficult don’t find out the real behaviour. We will give strong recommendation to be competitive in the local market that is plenty of hotel and restaurants, improving with financial performance, cleanliness and service delivery.
The upfront costs is 50% of the fee with the completion of the payment after the end of the audit. The cost of the project will be 1,500 GBP plus expenses that will be two meal for every day for each member of the team and a room meeting for all the 12 weeks available for the team. A plus will be a refund for all the travel expenses. In general the expected returns will be overcome the expenses that the hotel is facing for the consultancy.





	The audit team and the project plan
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Project manager: the project manager will be my person. I have gained experience in hospitality industry and with my team I will complete the tasks in 12 weeks. I will develop the audit plan, with the audit objectives, scope and criteria, confirming requirements for the audit like for example transport, access and resources, and also the communication with the team and the hotel. I will conducting meeting and update the General Manager.

Project team: there are two other people in the team with me, one person has experience in food and beverage, and housekeeping, and this person will be attentive with the details of these department and the other person has experience with finance , and is working in hospitality consultancy like organizational development. They will report me every day.




	Project control  





We will stored the information on secure files, and stored in adherence to the GDPR practices. My team will monitor progress on a Gantt chart and utilize weekly e-mails in order to update Sheraton Skyline general manager with any progress.



	Quality control 




For have a full understanding of the hotel, the audit will be lasts 12 weeks, and me and my time will be shadowing the members of the team in every kind of shift, in order to understand all the services offered in all the departments.



	Start date



The project will start on 7th of August



	Project Manager 

Genny Angelozzi
__________________________________


Date:

_________________________________

















image1.png
ANTON

HOSPITALITY EXPERTS





