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                                       How can we help you?
                                        Biswajit Mukherjee
                                        London internal audit 
                                                  Co ltd.
                                     Impartiality and objectivity
Purpose:  Marriott international is one of the biggest brand in the world. their main purpose is to expand their values and identity. This things also known core values. They focus always everything, which is trust or belief. Their main objectives  to keep always guest or people first priorities.
In according to Marriott “Being part of Marriott International means being part of a proud history and a thriving culture.”
                                    Marriott international has most strongest portfolio and they have 30+ brands and 7000+ properties in 131 countries.
Heathrow Marriott is one of the valuable branch in London, Uk. Their inspiration , work culture, friendly atmosphere , also remarkable.
Few years ago they renovated and they invested £3m refurbishment programme for their conference meeting room which is 1800 sqm. They created 480 people capacity and they added more 6 meeting rooms with hi-fi technology ,led tv screen, Barco Clickshare with Bluetooth sound bar. Heathrow Marriott has about 393 soundproof rooms and their guests are really glad  to stay in those rooms. As per information Marriott international has 15 percent share on base of hotel rooms in United Sates. Also they have  4 percent share outside of the U.S.
                                            our internal audit company here happy to help and care for pass the audit.  Project guidelines will explain and will resolve all the issue and take care your company to get 100% positive audit report.
                         This audit report  conducted by London internal audit company. They are trying to help the full audit process and make 100% positive and satisfactory result. The manager of the hotel was handle the business with efficiently and effectively with followed by guidelines as per auditing process.

Purpose objectives:
                         To improve audit report proper LIACL will look after most of the area for better  improvement. 
For the improvement some of the  need to follow up ,which are
Hotel net profit
Fees paid excess of management fees
Timely submit financial report
Review fixed assets
Inventory count at least once in a year
Hotel operation recommendation
Profit has to be transfer at end of the year
Fixed assets purchases need to be stop collecting.

Financial reports need to be close of each 
Each accounting year.
Need to select certified public accountant to arrange
Yearly financial statement audit.
Before established audit there is some duties need to followed by auditor .
Need to established compliance with internal procedures by examining reports ,documentation
Verifying assets and liabilities
Complete audit papers
Prepare special audit and control reports
We will look after except other departments as well as which are
Financial 
Employee engagement 
Hygiene of the hotels
Hotel operation part
Guest satisfaction
Management systems
Services of the hotel
Liacl will take care everything and after checked all the audit procedure with the following all the departments with the many similarities which we accomplish our audit. Our project contribution all sets for our project to get the right path.it is a 12 week project plan with Marriott strategy. We always try to keep our audit procedure with genuinely. Time of audit procedure our experienced team will be contacted each and every department of the hotel and they are really friendly and also will suggest best things which exactly hotel need, also our team will go through deeply. Our auditor will have capacity to discuss the situation with gently and give valuable opinion. We have a very clear plan and very efficiently we visit all the departments and work as a team. Every company has own way to complete the project and they have own concept too.
Our LIACL  also do same thing .which are :
Performance
Vision of the brand
Brand mission
Promise
Personality check
Position of the organisation 
Company core value
We always give importance to our client and we always try to build up relation with smoothly.
LIACL purpose to understand the source of brand equity, which is consumer perspective and farm perspective.

Project scope: LIACL always very carefully handle all clients audit. This projects also one of the big project for us. Audit will be  in London Marriott Heathrow . This project will be completed by our four experienced members of LIACL. They will take sources from each department and will discuss further as per situation.
London Heathrow Marriott is in near Heathrow airport and that area is very crowded by majority of tourists and also local residents and their family. They have lots of competitors, but London Heathrow Marriott  has an branding image with qualities. London Heathrow Marriott contacted with emirates airlines also. Tourist also prefer to stay LHM instead of others. Main thing is there are others big branded hotels also situated which is need to look after. Marriott international has lots of competitors .They have strong competition of both way, such as franchise and operators. We suggests  for the guests  need to give more offer about online services, need to recognise  to them as a great business model. There are many things need to follow up which is I and my team will work on behalf of this. Which are: Marriott reputation, great guest services, locations, price of the room, service quality , accommodation quality, amenities, loyalty programme plan points to check, check also bonvoy  redeem points for the guest.
As per current covid19 the things and situations all changed and lots of guidelines and changes came for all sectors but mainly hotels are really affected, but our team also will look after those things. In this competitive market other franchise business by hospitality sectors are main concern of Marriott, such as Hilton international, Hyatt hotel group, the park. They have strong brands and their appealing about guest is also very competitive.it is also concern that Marriott hotel industry every year generate high revenue for each room than their direct competitors in most of the area. We also take care about Marriott hotel quality and location of their facilities of lodging, marketing plan, procedure of reservation.
                                           As we understand Marriott has risk factors as well as. Different types of risk bring negative effects in company, the reason company can face financial difficulties. As we all aware during covid19 period Marriott business faced major difficulties and all hotels closed and started furloughing  for employees.
Due to pandemic globally guest occupancy was very low and its averagely was under 25 percent. This period also one of the important things  I and my team will look after also.
                      Due to the covid19 Marriott CEO Arne Sorenson gave massage to his all investors through conference that so many of difficult situation they are facing due to covid19., and that’s is 3rd time they are facing globally. After 9/11 and on 2009 fanatical crisis. Marriott is rescheduling all work and plan what they suppose to either complete or start on 2020, including Marriott brand standard audit for time being. This is one of the challenging issue that when organisation stop services then in future face difficulties about issue of guest service and other services also. That is very tough time for the company and it is challenging for our audit company also.
                                    Due to pandemic period we decided to change our price plan from £6000.00 to decrease £4000.00.This is offer is for limited period only.
                         There is one recommendation for Marriott which is about holding time.as per our research Marriott email  replying time is very longer than normal and social media accounts also very quiet and unresponsive. Many customers they already tried to communicate through Marriot phone line for solving the issue but they were not successful and that’s reason they frustrated. Incorrect pricing issue also one of big hurdle for Marriott. many people don’t get  price promise through online correctly. The reason is Marriott didn’t give rights even to solve the issue to Marriott agents. That’s why they can fine the mistake but they cannot solve.
During the time of audit my team and I will divide weekly basis plan .
Deliverable  
LIACL as an audit company will take 12 weeks to complete 
           Audit.

Increase service standards 
Top level of guest satisfaction
Full details of audit report and with all objectives will deliver to  
Marriott   manager and top level of leaders.   
Audit will explain in details about all the departments in hotels.
Brand standard audit points will be divided and total points will be calculated and full report will be provide.
Department wise we will go through and mentioned pass or fail and on the basis of pass or fail need to be work on those section. Also we will make and action plan to resolve those area.
Department audited:
Kitchen
Food and beverage
House keeping
Leisure club
Front of house
Sales and marketing
Human resource
Finance 
Maintenance 
Project team:
Myself Biswajit Mukherjee (audit manager)
Samuel Adams 
Samantha Bufford
Angela D’Costa 

Project control:
All information will keep securely 
Project will be monitored by digital report
Arrange weekly meeting
Progress report will be emailing, and we will send to
Manager of the Heathrow Marriott.

 Dates :  
                         Start date: 14th august 2020
                         Audit Completion :  30th of October 2020.   
             
                           Some of the sources from web.              


References : 
                               point guy uk This has been one of the most frustrating problems, as many people intelligently utilized Marriott’s Points Advance booking feature to lock in lower award rates at properties that were going up in pricing after the merger, only to find that their reservations are now showing the new elevated prices

wrote a review Mar 2020, If you're looking for a comfortable hotel to stay in, this is not it. I am here very often. Chillers are definitely off and only air blowing from AC. Room temperature above 26. It's always the same in this hotel.
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Consultancy report:
London internal audit company ltd like to revenue this opportunity to thank the London Heathrow Marriot for permitting us to work in conjunction with them. The hotel scored pass overall, the following pages break down the score into departments and emphasis areas providing applicable approvals to upsurge the score further at future audits and provide plans for any food safety items that achieve a fail.
 
Front office/lobby arrival: scored 45/45
Warm welcome/greeting provided at the main reception of hotel. Heathrow Marriott front office team always careful about their guest satisfaction. There was always an attendant at the receptions.  They are very friendly and very helpful with  good posture, smile, eye contact, and attentive listening maintained throughout the interaction with the international customers by the receptionist. Well-groomed and professional, wearing a uniform that is neat and clean. Host present during peak arrival times that is most important for any international hotel. Further assistance offered to the guest as helping hand for the newcomer customers. Warm and sincere closing offered, and appreciation demonstrated nicely about the service provided by hotel. Heathrow Marriott front office team always carful about guest waiting in lobby and they always think about less guest waiting time. Our audit  team noticed that Emirates collaborate with Heathrow Marriott and this is one of the challenging issue for them when emirates crew do check-in and check-out and that time also other guests also waiting for their check-in. this things very important to manage guest within same time and they are all very experience and they know how to manage people.
Areas of opportunities:
As an international prospect, if they have 2 or more than reception attendant that’s will be great service as there will be no queue at the main reception. They need to provide written brochures to the customers so that they don’t need to explain and that will save the time as well. They should have travel and tour guide information for the newcomers. 

Arrival experience: 15/15
Arrival Experience - General Exterior is clean and tidy. Good parking spaces available for visitors and customers in staying. Flag meets standard
-Wear and Tear
-Marriott Logo is visible from far distance as it is very helpful for new customers. 
Walk-off mat meets standard clean and tidy. 
All guest-facing walk-off mats must minimally be: 
• In current brand voice with current logo 
• Charcoal-grey or black in colour.
Area of opportunities:
Exterior is clean and tidy. Logo is visible but if they have more bright colours on the logo, it will be more visible from more far distance. 

Guest check-in: 130/135
If standing in a queue, that should be do in timely manner. So that discipline should be maintained throughout. Warm welcome/greeting provided all time from the entrance to reception and lobby. Well-groomed and professional, wearing a uniform neatly and name tag should be worn all the time with their first name. Uniform and name tag meet standard:  Room numbers weren't offered unnoticeably, recommend changing training protocols to assure discreet exchange of sensitive information. There seems to be a lack of acknowledging the guests that are waiting in line. Open communication with the guest, even if they must wait a few more minutes, tends to increase the overall guest satisfaction. The associates are very good at recognizing mobile check in’s allowing for a seamless delivery and consistently saying “we’ve been expecting you”. They did, however, say “are you here to check in?” a few times. Associates should be aware of saying room numbers out loud as it did have a few times over the period of my audit. Gold Elite, Platinum Elite, Titanium Elite, and Ambassador Elite members offered room upgrade available. The check-in procedure met standard for time and was error free. The employee was knowledgeable about property offerings and the local area. Guest name used during all process to make them comfortable. Asking some personal questions about travelling or origin of the customers make the circumstances more reliable. Our audit team found that they meet their uniform standard and always they ware name batch which is covering Marriott standard. Our audit team noticed that room number was not number-wise sequence. This is the things need to be improve and guest also will be happy and will not feel disturb.
Ares of opportunities:
 Room numbers should be in order number so that customers can find it easily. 

Bar: 85/205
Warm welcomed by attendant, well-groomed attendant, good body language, eye contact, listening skill maintained, name tag standards meet, but queue standards do not meet at all as no one is at the door of the bar to welcoming guests. The employee took the food order properly, given suggestions to the customers, all ordered drinks and foods are served on time with right temperature. The employee was also concern about the satisfaction of each customers. Food and plates presentation standards meet, the music and lighting make the environment perfect. But the main concern is lounge: the space is fine for customer, but the cleanliness is very bad as the wall tiles windows doors are not clean properly. 
Ares of opportunities:
Variety of foods need to be added, need concern for international customers. Cleanliness is more concern than anything as the reputation is depends on overall features. 

Room service: 150/150
Warm welcome provided at the reception; guests are welcomed by their name. room service given professionally by the hotel. Key handled properly to the guests. All room service was accurate, and service given within 45 minutes, offers were given to the guests. Delivery also happening in professional manner like entering room before asking, good posture, smile, eye contact maintained, well groomed, uniform worn with name, conversation happened in comfort manner so that guests can enjoy their holiday as their hometown. Food delivered in correct temperature and amount in proper time. Room service menu also available. 
Ares of opportunities:
More attendants need to be present at the reception to avoid the que.

Restaurant: 195/265
Warm welcomed and well-groomed attendant present all time at the restaurant, name tag standards meet, customer service activities meets standards, customers are taken to their table and offered good buffet options and good discounts for regular customers. Asking my customers name to make them comfortable, further assistant are asked to the customers. Breakfast table standards meets, good quality food is served, breakfast hot tea is served within 1 minute of siting, various of selection available. Server standards meets, good and clear communication made while taking order and serve food to the table. The server had all the idea and offer of menu. The hot drinks to go option available and lid and to go cup offered to the customers. Kids breakfast options available with various options. Personal experiences are sharing to make them comfortable, technology service provided to the customers, food and beverage presentation and plate presentation brand standards meets. Restaurant and buffet section cleanliness matters and brand standard meets. 
Areas of opportunities:
Hot drinks served but there is no machine for hot drinks so table service could be delay because of this. Breakfast area should be big for customers. Breakfast area should have kid activities area. 

General bedroom and bathroom: 220/220
Laundry service and dry-cleaning service available for the customers, guestroom recycling meets standards. Coffee equipment meets standards. Electric kettle, cups, disposal cups spoons knives available in the counter, ice bucket and coffee service kept separately. Coffee products meet standard: Soluble regular coffee, Decaffeinated coffee, Tea envelopes / Variety of tea selected by hotel, Sugar sticks, Sweetener sticks, Milk or creamer sticks and brand standards meets. Room service available for hot drinks, television standards meets, internet standards meets. Radio service and clock service brand standards meets. Telephone service available in the room, reading materials available in the room service according to customers choice. Pillow standards meets as the hotel has double, king, single, twin, super twin bed choices and pillowcases available as per bed choices. Bedroom condition like ceiling, door windows, mirror, artworks, baseboard all standards meets. Bedroom cleanliness service available every day. Coffee set up table, ironing, accessories, trays, fridge, microwave service standards meets. Bedroom furniture such as coffee table, lamp, desk chair all condition and cleanliness standards meets. Windows doors ventilation condition brand standards meets and clean in daily basis. Headboard, beds mattress, linen, covers, all changed in daily basis with clean and tidy condition. Pest control available in service. Bathroom condition brand standards meets, shampoo conditioner bodywash toilet tissue all fill up during the day. Bathroom cleanliness available all time. In additional hair dyer, facial tissue bath tissue is available in the room. In the toilet, bathmat, hand towel, bath towel available according to bed size.  Bathroom cleaning standard meets, the tiles, walls, ceiling, bathtub, sink is clean when the room service is done. The condition is up to the date and well working, the ventilators is working well. Shower curtain, rod and shower is clean. Shower enclosure and plumbing fixtures is well maintained. Housekeeping team always working hard to clean each and every room. Each room allocate 20 minutes to clean full room.  
Areas of opportunities:
Bedroom service is well maintained but the supply of pillow service is low standard as covers has stain, appears flat, fade in colour. 

Lobby: 50/50
Hotel lobby brand standard meets, internet service, printing service available. If lobby service is unavailable, front service help the customer. Lobby walls ceiling vents lighting furniture equipment windows meets brand standard. Luggage carts is in well maintained and cleaned properly in daily basis.
Areas of opportunities:
Luggage carts should be provided at the door steps so that the customer can freely enter the hotel and fill up their form.

Public restrooms: 80/80
Public restrooms brand standard meets, facial tissue, wash towel, one time used tissue are provided all time. Cleanliness maintained throughout the day and restocked if necessary. The floor, walls, doors, glass, windows, ventilation and the sinks and the partition is all in good condition and well maintained and cleaned by professional cleaner and they have chart at the reception.  The urinals and toilets in the restroom are also cleaned and well maintained and meets brand standard.

Elevator: 10/20
Elevator cleanliness in maintained but the condition is not in good condition as the elevator is not faster as used to be and its making sound while its rolling upside. 
Areas of opportunities:
The condition needs to be improved and technically need to be improved.
Corridors: 50/50
Guest hallway and stairway signage is well maintained and have professional look and cleaned every day. Staircase is covered by carpet and cleaned. The doors windows walls ceiling and handle is cleaned and professionally maintained. There is no stains or marks on the stairs or handles. The lighting on the stairs and corridors is well enough. And it also well decorated and professionally maintained. The furniture and equipment are well decorated and well maintained by professionals. 
Areas of opportunities:
The stairs should be little be less though they have lifts for customers. 

Fitness centre and pool:  100/100
Fitness centre has limited hours of operating system. Fitness centre amenities meets brand standard. Anti- bacterial wipes are provided to every customer, the water cooler is fitted with mineral water, the clock is provided, the magazines are there to relax for the customers and towel and hand towel is there all time. Fresh fruits are supplied at the counter. Telephone service is provided for the customers. Fitness centre, exercise room, sauna rooms, exercise equipment, walls windows mats, pool area, doors handles, ceiling: everything cleaned and well maintained and professionally handled. The trainers are also internationally trained and always at the service to help. Kids activities area is also there, pool area is well maintained and always observed by professional manners. 
Ares of opportunities:
The fitness hours should be 24/7, 7 days a week. But the hours is limited in the hotel as 6am to 11pm.

Meeting and function rooms: 50/80
Meeting rooms condition is well maintained and well decorated, equipment is well maintained with modern design, furniture is well cleaned and made with modern design, normal decoration is there but decoration can change according to customers choice. But the question is cleanliness, as the walls mats carpets windows are not clean enough. Another issue is pre meeting arrangements, the walls windows doors area is not clean properly, pre function arrangements is not professionally handled, so the condition is also affected because of mis management. Lighting ventilating is maintained well.
Areas of opportunities:
Pre meeting rooms need to be well maintained and professionally handled as the cleanliness is an issue. The equipment is not cleaned so its professionally not maintained.

Back of house: 100/110
Brand identity material meets brand standard as brand is the main concern of any business. Internet access is available with good condition and meets brand standard. Guest Voice Alert Response Rate meets Standards: Hotel must respond to guest Voice Alerts within 48 hours by an approved method for GSS, TripAdvisor and Marriott Verified Reviews (MVR)/SPG Ratings & Reviews. Host are carried by brilliant card and its also available as digital version and as paper. Art of hosting stand up meets standard as hosts attend their department daily art of hosting meets standard. Discussion of moves including asking personal connection to make them comfortable, recognition of the hosting as VIP's in hotel, Hotel prediction, News to note, Team recognition, Birthdays, Anniversaries, new team members. Red coat direct usage meets professional standard. Offer the red coat card available as an app, introduce meeting planners to use or try the app meets standard. Associate can explain well the benefits of loyal members as Ask associate to name, ask benefits of Silver Elite members to receive at the Brand Hotel: 10% bonus points • Priority of late check-out • Ultimate Reservation guarantee of the members • Members special rates • Dedicated Elite reservation line • Dedicated Elite guest services line, benefits of gold elite members, 25% of discount benefits for them, 2pm late checkout available for them, welcoming gifts, free WIFI systems, they have all same benefits for platinum holders, 40% discounts for them, access to lounge, club, 4pm late checkout system. They can systems for titanium members benefits, 75% discount benefits, 48 hrs guarantee, ambassador service available for them.
Areas of opportunity:
Paper straws, other catering materials are arranging upon request of the customers. Those are not available at the counter all time. 
Food safety:
Food safety is one of the important and very delegate things for Heathrow Marriott. members are very careful when they work in kitchen. Every day they check and clean their refrigerator. They do routine check and record temperature in temperature log book. This record need to keep up to 90 days and they never miss .cooking temperature for food, hot and cold food holding procedure and all this important  things they follow every day and record it in their log book also they keep for 90 days. Beside food safety hygiene is one of the main important things to keep safe food. They always use their PPE such as chef uniform with maintain cleanliness. Every day  9.am chef dresses housekeeping department made ready. They have different colour chopping board, every chef and kitchen team use their own sets of knife. They always ware gloves and also they are careful when they use chopping board after finish they straightaways send for wash, and also when they use the place for cutting and chopping that place after use they clean by D10 disinfected liquid. Marriott kitchen team are very conscious about hygiene and that’s the reason inside the kitchen they never  do eating and  drinking. Marriott made a separate place for smoking zone, which is very good initiative for their staffs. Marriott kitchen team even don’t give permission to enter anyone from outside or different department if they try to enter into their kitchen. They have staff canteen and they decided if kitchen team or any members of the Marriott wants to drinks and need coffee then they need to go staff canteen. everyday they check their freeze and freezer and they check also temperature of the freeze and freezer. They are very conscious about food contamination between food and non-food items. Marriot kitchen sinks always keep clean and kitchen team always careful about blockage free. Kitchen brigade always make sure availability of hot and cold water. Marriott  Kitchen is big enough and they keep soap for hand wash beside wash basin, hand towels, and electric dryer and they always careful by this things not block food preparation. It is also concern that with hand wash not to touch face, hair. Jewelleries not allowed to ware in time of cooking and it is also part of contamination and hygiene. Cover head to avoid hear fall, also after touch raw meats, fish need to remove gloves and ware new gloves. Marriott kitchen always follow this procedure. Illness for kitchen department very big issue and if vomiting, fever, diarrhoea any kitchen staff feel then by official guidelines have to take 3 days straight ways off and Marriott kitchen team are following  every time. Ice machine Marriott clean every day and maintain proper hygiene. Inside the machine no dirty ,no mould, no fungus didn’t found. Well maintained cold food which are hazardous 41F or 5c.our audit team check that food surfaces ,equipment of cooking, and also non-food surfaces. Audit team also checked whole kitchen interior sights. Heathrow Marriott kitchen team are really very passionate to look after their kitchen and they no only do cleaning kitchen surface or cooking surface , they clean cabinet, clean dust from top ceiling surface, kitchen drainage system they clean because after cooking all types fats straight goes to drain and reason can be block so they clean everyday basis. Everyday they check greasiness in kitchen area. Kitchen team also check food quality and the longevity of the food and they use dates each and every food , which is not more than 2 days .audit team checked also pest control system. Kitchen has lots of issue because of food. Cockroaches , mouse, always give trouble. The kitchen wall area and basically food transportation area but the bigrade always take care of it. Dishwashing machine kitchen porter always check and clean. Everyday all  utensils they clean by the machine. Audit team check for  machine temperature and right temperature and is correct. Kitchen team use right chemical for right place and also they keep in secure place because of food, beside that Marriott has test strip. This test strip they use everyday to check machine function and they get current status of the machine and they recorded . Marriott kitchen team are very strict about usage of chopping board. They separated each chopping board for different kind of food. Cross-contamination also very important part . kitchen team divided ready to eat products and non- ready to product. Non ready to eat and ready to eat both should be same chopping board and kitchen team always give clear instruction about chopping board. Wood board is the main priority. Commercial kitchen where make food there is always risk of contamination and that’s why in the time of food making need to be more extra precaution always. Everyday clean uniform, use gloves, less jewellery , always use hat .
So quarterly global food safety audit is completed and documented. Hotel responsibility to inspection every quarterly .
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Brand Standard Audit    

Date:      Consultancy Company Name:      

Lobby Arrival        

 

Front Office / Lobby Arrival    Points   Area to Address  Points Awarded  

Warm welcome/greeting provided  10    Branded Feature  10  

Good posture, smile, eye contact, and attentive listening  maintained throughout the interaction    5  Service  5  

Well - groomed and professional, wearing a uniform      10  Branded Feature  10  

Host present during peak arrival times      5  Service  5  

Further assistance offered to the guest      5  Service  5  

Warm and sincere closing offered, and appreciation  demonstrated      10  Branded Feature  10  

Comments:                      

Total Points :  45    45  

Arrival Experience  -   Exterior    Points  Area to Address    Points Awarded  

Arrival Experience  -   General Exterior   5  Condition    5  

Flag meets standard   - Wear and Tear   - Marriott Logo    5  Branded Feature  5  

Walk - off mat meets standard   All guest - facing walk - off mats must minimally be:    • In current brand voice with current logo    • Charcoal - grey or black in colour  5            Branded Feature  5  

Comments:                      


image3.emf
Total Points: 15    15  

Guest Check - in     Points  Area to Address  Points Awarded  

If standing in a queue, an attempt to acknowledge the  guest was made in a timely manner      5  Service  5  

Warm welcome/greeting provided    10  Branded Feature  10  

Well - groomed and professional, wearing a uniform    10  Branded Feature  10  

Uniform and name tag meet standard   Name tag must minimally contain first name, if worn    10  Branded Feature   10  

Room number provided discreetly, non - verbally      5  Service  0  

The employee welcomed the mobile check - in guest with  the appropriate language     It is NOT acceptable to ask the question "Are you  checking in?"    10  Service  10  

The employee reviewed the method of payment      5  Service  5  

The employee handed the guest his/her key card packet  and provided directions to the elevator or guestroom      5  Service  5  

The employee executed payment and key delivery  components for mobile check - in to brand standard      5  Service  5  

Gold Elite, Platinum Elite, Titanium Elite, and  Ambassador Elite members offered room upgrade      5  Service  5  

The check - in procedure met standard for time and was  error free   (waiting time; key accuracy)    5  Service  5  

The employee was knowledgeable about pr operty  offerings and the local area, as applicable     • Hotel offerings • Local area    Mark NO if the employee is not knowledgeable about  the above    5  Service  5  

Guest name used during the experience    10  Branded Feature  10  

The Host Created a Personal Connection        The employee Created a Personal Connection (e.g.  inquiring about the nature of visit, asking about travel  experience, commenting on the guest's travel origin,  inquiring about any special needs or requests, mentions   something about guest's previous or future visits)     Mark NO if the Host did not Create a Personal  Connection during interaction     5  Service  5  

The Host Responds to Cues       The Host must Respond to Cues by being aware of  guest's verbal and non - verbal cues and customizing the  interaction appropriately without being prompted or  asked      Examples include:    • Engaging in conversation when personal details about  a guest are learned   • Modelling behaviour after the 5  Service  5  
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Total Points: 135          130  

Bar       

  Bar    Points  Area to Address  Points Awarded  

If standing in a queue, an attempt to acknowledge the  guest was made in a timely manner      5  Service  N/A  

Warm welcome/greeting provided    10  Branded Feature  10  

Good posture, smile, eye contact, and attentive listening  maintained throughout the interaction    5  Service  5  

Well - groomed and professional, wearing a uniform    10  Branded Feature   10  

Name tag meets standard    10  Branded feature   10  

The employee acknowledged the guest within one  minute of their arrival    10  Branded Feature  N/A  

The employee offered to take a food order  5  Service    N/A  

The employee offered to make suggestions  5  Service    N/A  

Beverages, except for cocktails, were delivered timely  and refills were offered when drinks were 1/3 full    10  Branded Feature  N/A  

The employee checked back with the guest, ensuring  satisfaction      5  Service  N/A  

The Host Created a Personal Connection:     The Host must Create a Personal Connection (e.g.  inquiring about the nature of visit, recommending a  wine or beer, stays focused on the guest at hand,  following up on answers to questions) during the  interaction       Mark NO if the Host did not create a Perso nal  Connection during interaction    5  Service  N/A  

The Host Responds to Cues:     The employee must Respond to Cues by being aware of  guest's verbal and non - verbal cues and customizing the  interaction appropriately without being prompted or  asked      Examples include:    Power sources; menu suitability to guest needs/group  dynamic; seating preferences based on customer needs     Mark NO if the Host did not Respond to Cues during  interaction    5  Service  N/A  

Guest name used during the experience, when known    10  Branded Feature  N/A  

Further assistance offered to the guest      5  Service  5  

Warm and sincere closing offered, and appreciation  demonstrated    10  Branded Feature  10  
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Total Points: 205      85  

Room Service      

Room Service   Points  Category/Area to  Address  Points Awarded  

Telephone  –   Warm welcome/greeting provided      10  Branded Feature  10  

Telephone  -   Guest name used during the experience,  when known    10  Branded Feature  10  

Telephone  -   The guest name, room number and number  of guests being served is verified    5  Service  5  

Telephone  -   The room service order was properly taken    5  Service  5  

Telephone  -   The Host was knowledgeable about menu  offerings    5  Service  5  

Telephone  -   Warm and sincere closing offered and  appreciation demonstrated      10  Branded Feature  10  

Delivery  -   Room Service order was accurate and  delivered within 45 minutes:     The employee must deliver:    • The correct order • The order within (45) minutes •  Condiments • Service ware      Mark NO if any of the above criteria is not met    10  Branded Feature  10  

Delivery  -   The server asked permission before entering  the room    5  Service  5  

Delivery  -   Warm welcome/greeting provided    10  Branded Feature  10  

Delivery  -   Good posture, smile, eye contact, and  attentive listening maintained throughout the interaction    5  Service  5  

Delivery  -   Well - groomed and professional, wearing a  uniform  10  Branded Feature  10  

Delivery  -   Name tag meets standard:       Mark NO if any   of the above criteria is not met    10  Branded Feature  10  

Delivery  -   The check was presented in a check cover  and accompanied by a branded pen         10  Branded Feature  10  

Delivery  -   The Host Created a Personal  Connection:     The Host must Create Personal Connection (e.g.  inquiring about the nature of visit, inquiring about  guest's stay, asking about the guest's travel origin,  staying focused on the guest at hand, inquiring ab out  any special dietary needs or requests, making  recommendations based on selections) during the  interaction       Mark NO if the Host did not create a Personal  Connection during interaction    5  Service  5  

Delivery  -   The Host Responds to Cues:  5  Service  5  
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Total Points: 150    150  

Restaurant       

Restaurant (Breakfast)  Points  Category/Area to  Address  Points Awarded  

If standing in a queue, an attempt to acknowledge the  guest was made in a timely manner      5  Service  N/A  

Host  -   Warm welcome/greeting provided    10  Branded Feature  10  

Good posture, smile, eye contact, and attentive listening  maintained throughout the interaction       5  Service  5  

Well - groomed and professional, wearing a uniform    10  Branded Feature  10  

  Name tag meets standard      10  Branded Feature  10  

Host  -   escorted the guest to a table and followed proper  seating procedures:     The Host must:    • Escort the guest to the table at a comfortable pace •  Confirm that the table is to the guest's satisfaction •  Explain the menu and buffet options (as available)       Mark NO if any of the above criteria is not met     10  Branded Feature  N/A  

Guest name used during the experience, when known    10  Branded Feature  N/A  

Further assistance offered to the guest    5  Service  5  

Warm and sincere closing offered and appreciation    10  Branded Feature  10  

Breakfast table setting meets standard, is clean and in  good condition:   Table Setting is standard    Clean and in Good Condition      Mark NO if any of the above criteria is not met    10  Branded Feature  10  

Server  -   Warm welcome/greeting provided    10  Branded Feature  N/A  

Server  -   The Host greeted the guest with coffee service  within one minute of seating     Coffee served within 1 minute of seating   Acceptable if coffee machine is available     Mark NO if any of the above criteria is not met    10  Branded Feature  N/A  

Server  -   Good   posture, smile, eye contact, and attentive  listening maintained throughout the interaction      5  Service  5  

Server  -   Well - groomed and professional, wearing a  uniform  10  Branded Feature   10  

Server  -   Name tag meets standard      10  Branded Feature  10  

Server  -   The Host offered to take beverage order and to  Brand Standard    10  Branded Feature   N/A  

Hot tea service included a selection of teas, pot of hot  water, offer of condiments    5  Service  5  
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Server  -   The Host greeted the guest with coffee service  within one minute of seating     Coffee served within 1 minute of seating   Acceptable if coffee machine is available     Mark NO if any of the above criteria is not met    10  Branded Feature  N/A  

Server  -   Good   posture, smile, eye contact, and attentive  listening maintained throughout the interaction      5  Service  5  

Server  -   Well - groomed and professional, wearing a  uniform  10  Branded Feature   10  

Server  -   Name tag meets standard      10  Branded Feature  10  

Server  -   The Host offered to take beverage order and to  Brand Standard    10  Branded Feature   N/A  

Hot tea service included a selection of teas, pot of hot  water, offer of condiments    5  Service  5  

A la cart breakfast availability meets standard    10  Branded Feature  10  

Server  -   The Host was efficient and to Brand Standard        10  Branded Feature  10  

Server  -   Service at the table during breakfast meets  Brand Standard   10  Branded Feature  N/A  

Server  -   The check was accurate when presented to the  guest  5  Service  5  

Coffee “to go” cup and lid offered to Guest    10  Branded Service  10  

The overall restaurant was kept clean and tidy    5  Service  5  

Server  -   The Host Created a Personal Connection     The Host must Create a Personal Connection (e.g.  inquiring about the nature of visit, asking about travel  experience, asking about the guest's travel origin,  staying focused on the guest at hand, inquiring about  any special dietary needs or requests, follo wing up on  answers to questions, avoids Host to Host  conversations) during the interaction      Mark NO if the Host did not Create a Personal  Connection during interaction   5  Service  5  

Server  -   The Host Responds to Cues     The Host must Respond to Cues by being aware of  guest's verbal and non - verbal cues and customizing the  interaction appropriately without being prompted or  asked      Examples include:      • Tailoring food and beverage offerings to the guest  (e.g. groups, single   diners, business meetings) •  Offering personal reflections, recommendations related  to request for local area or hotel information • Offering  assistance with services and information unrelated to  food and beverage • Offering appropriate condiments  without   prompting • Suggesting technology solutions  related to guest activity (e.g. charging, printing)      Mark NO if the Host did not Respond to Cues during  interaction  5  Service  N/A  
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Server  -   The Host Responds to Cues     The Host must Respond to Cues by being aware of  guest's verbal and non - verbal cues and customizing the  interaction appropriately without being prompted or  asked      Examples include:      • Tailoring food and beverage offerings to the guest  (e.g. groups, single   diners, business meetings) •  Offering personal reflections, recommendations related  to request for local area or hotel information • Offering  assistance with services and information unrelated to  food and beverage • Offering appropriate condiments  without   prompting • Suggesting technology solutions  related to guest activity (e.g. charging, printing)      Mark NO if the Host did not Respond to Cues during  interaction  5  Service  N/A  

Server  -   Guest name used during the experience, when  known      5  Service  5  

Server  -   Further assistance offered to the guest      5  Service  5  

Server  -   Warm and sincere closing offered and  appreciation demonstrated  10  Branded Feature  10  

Food and beverage contents and plate presentation  meet Brand Standard    10  Branded Feature  10  

Breakfast buffet cooking station meets standard   Cooking station must include eggs and omelettes  cooked to order    Omelette station signage must be present and include:    • Cured ham and aged cheddar • Local omelette, hotel  developed • Egg white omelette, hotel developed    The omelette station must offer the following:    • (3) Meats • (3) Cheeses • (5) Vegetables      Mark NO if any of the above criteria is not met     10  Branded  Feature  10  

Kids menu must be available      10  Branded Feature  10  

Restaurant & Buffet Area and Equipment  –   Cleanliness   Including Floor; Walls; Doors and Ceiling    5  Cleanliness  5  

Restaurant & Buffet Area and Equipment  –   Condition   Including Floor; Walls; Doors and Ceiling    5  Condition  5  

Comments:                                    
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Total Points: 265      195  

General Bedroom       

General Bedroom   Points  Category/Area to  Address  Points Awarded  

Laundry/Dry Cleaning Service available at least 5 days    10  Branded Feature    10  

Guestroom linen and terry reuse collateral is  implemented and in use     Mark NO if linen and terry reuse program is not  implemented and in use    10  Branded Feature  10  

Guestroom recycling meets brand standard      10  Branded Feature  10  

Bedroom   Points  Category/Area to  Address  Points Awarded  

Coffee equipment meets standard       (1) Electric kettle • (2) Mugs, matching in colour • (2)  Disposable cups with lids • (2) Napkins • (2) Coasters •  (2) Wood or plastic stir sticks, or spoons    It is acceptable to ha ve ice bucket items and coffee  items on one tray     Mark NO if any of the above criteria is not met    10  Branded Feature  10  

Coffee products meet standard     • (2) Soluble regular coffee • (2) Decaffeinated coffee •  (4) Tea envelopes / Variety of tea selected by hotel • (2)  Sugar sticks • (2) Sweetener sticks • (2) Milk or creamer  sticks    10  Branded Feature  10  

Guest Services Directory meets Brand Standard    10  Branded Feature  10  

Closet amenities meet Brand Standard    10  Branded Feature  10  

Ironing amenities meet standards    10  Branded Feature  10  

Ice bucket set - up meets standard    10  Branded Feature  10  

In - room safe is present  10    Branded Feature    10  

Television meets standard:   32 inches; remote control    10  Branded Feature  10  
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Television meets standard:   32 inches; remote control    10  Branded Feature  10  

Alarm clock/clock radio meet standards     • Time is set correctly within 5 minutes       It is acceptable for alarm clock to be on TV, if time is  displayed and alarm operates while TV is in an OFF  position    10  Branded Feature  10  

Brand collateral and reading materials meet standard   Bible   Book of Mormon   DND/Privacy Please    10  Branded Feature  10  

Note Pad and Pen meet Brand Standard    10  Branded Feature  10  

Telephones meet Brand Standard    10  Branded Feature  10  

Pillows meet standard     Pillows must be present and include:    • King beds: (4) King size   • Queen beds: (4) Queen size   • Double beds: (4) Standard size   • Twin/Super Twin: (2) Natural fill standard size    • Pillowcases • Pillow covers/protectors      All pillow fill must be natural      Mark NO if any of the above criteria is not met    10  Branded Feature  10  

Bedroom Cleanliness  -   Doors/Walls/Baseboards/Mirrors/Artwork   Ceiling   Flooring & Carpet (wash cloth test)     10  Cleanliness  10  

Bedroom Condition  -   Doors/Walls/Baseboards/Mirrors/Artwork   Ceiling   Flooring/Carpet    10  Condition  10  

Bedroom Cleanliness  -   Closet Area/Ironing  Board/Iron/Safe; Coffee Set Up/Ice  Bucket/Trays/Accessories/Refrigerator/ Microwave/Mini  Bar/Wet Bar    10  Cleanlin ess  10  

Bedroom Condition  -   Closet Area/Ironing  Board/Iron/Safe; Coffee Set Up/Ice  Bucket/Trays/Accessories/Refrigerator/ Microwave/Mini  Bar/Wet Bar    10  Condition  10  

Bedroom Cleanliness  -   Case Goods  -   Dresser/Nightstands/End Coffee Tables  Telephone/Clock/Audio Equipment/Television(s)/Remote  Control/Collateral    10  Cleanliness  10  
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Bedroom Condition  -   Case Goods  -   Dresser/Nightstands/End Coffee Tables  Telephone/Clock/Audi o Equipment/Television(s)/Remote  Control/Collateral      10  Condition  10  

Bedroom Cleanliness  -   Desk/Desk Chair/Trashcan(s)  Lamps/Lighting    10  Cleanliness  10  

Bedroom Condition  -   Desk/Desk Chair/Trashcan(s)  Lamps/Lighting    10  Condition  10  

Bedroom Cleanliness  -   Windows/Window Treatments  HVAC/Ventilation    10  Cleanliness  10  

Bedroom Condition  -   Windows/Window Treatments  HVAC/Ventilation    10  Condition  10  

Bedroom Cleanliness  -   Headboard/Bed  Frame/Mattress/Box spring  Bedding/Linens/Coverlets/Free of Wrinkles      10  Cleanliness  10  

Bedroom Condition  -   Headboard/Bed  Frame/Mattress/ Box spring  Bedding/Linens/Coverlets/Free of Wrinkles      10  Condition  10  

Room/Suite is free of pests    10  Condition  10  

Bedroom Cleanliness  –   Pillows    10  Cleanliness  10  

Bedroom Condition  -   Pillows     Condition issues are generally defined as something that  needs to be repaired, replaced, or renovated      For pillows, some of the most common condition issues  are:     • Appears flat, lifeless • Faded or threadbare • Split  seams • Holes, burns, rips or tears • Mildew • Stains,  marks or graffiti      Mark NO if the pillow is in poor condition    20  Condition  10  
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Total Points: 320      

Bathroom   Points  Category/Area to  Address  

Branded bath amenities meet standard:     Guestroom amenities must minimally include:    • Shampoo  -   30 ml • Conditioner  -   30 ml • Shower gel  -   37 ml •  Lotion  -   22 ml • Soap     It is not acceptable to mix product lines in guestrooms    Mark NO if any of the above criteria is not met    10  Branded Feature  

Bathroom amenities meet standard:     Wasteb asket    Hairdryer   Bath tissue    Tissue box cover    Facial tissue    10  Branded Feature  

Bath terry meets standards:   Bath terry must minimally be/include:    • White • (1) Bathmat    • Bath towels    (2) in room with (1) bed    (3) in room with (2) beds    • Hand towels     (2) in room with (1) bed    (3) in room with (2) beds    • Washcloths     (2) in room with (1) bed    (3) in room with (2) beds      Mark NO if any of the above criteria is not met  10  Branded Feature  

Bathroom Cleanliness  -   Doors/Walls/Baseboards/Ceiling/Floor/    10  Cleanliness  

Bathroom Condition  -   Doors/Walls/Baseboards/Ceiling/Floor    10  Condition  

Bathroom Cleanliness  -   Sink/Counter/Shelves/Faucets/  Mirrors/Lighting/Light Fixtures    10  Cleanliness  

Bathroom Condition  -   Sink/Counter/Shelves/Faucets/  Mirrors/Lighting/Light Fixtures    10  Condition  

Bathroom Cleanliness  -   Vents/Exhaust Fans    5  Clean liness  

Bathroom Condition  -   Vents/Exhaust Fans       5  Condition  

Bathroom Cleanliness  –   Toilet    20  Cleanliness  

Bathroom Condition  –   Toilet    20  Condition  

Bathroom Cleanliness  -   Fixtures (Towel Bars/Hair Dryers/Amenity  Tray/Waste Can/Tissue Holder/Toilet Tissue Holder)      10  Cleanliness  

Bathroom Condition  -   Fixtures (Towel Bars/Hair Dryers/Amenity  Tray/Waste Can/Tissue Holder/Toilet Tissue Holder)    10  Co ndition  

Bathroom Cleanliness  -   Linens/Terry    20  Cleanliness  

Bathroom Condition  -   Linens/Terry    20  Condition  
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Bathroom Cleanliness  -   Shower Curtain/Shower  Doors/Shower Rod      10  Cleanliness  10  

Bathroom Condition  -   Shower Curtain/Shower  Doors/Shower Rod    10  Cleanliness  10  

Bathroom Cleanliness  -   Bathtub/Shower  Enclosures/Plumbing Fixtures    10  Cleanliness  10  

Bathroom Condition  -   Bathtub/Shower  Enclosures/Plumbing Fixtures      10  Condition  10  

Comments:                    
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Total Points: 220    220  

Lobby        

Lobby  Points  Category/Area to  Address  Points Awarded  

Business services meet standards:   • Computer access • Printing services    Front Office may provide services if not available in the  lobby    10  Branded Feature  10  

Lobby Cleanliness  -   Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments    10  Cleanliness  10  

Lobby Condition  -   Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments    10  Condition  10  

Lobby Cleanliness  -   Furniture/Equipment/Luggage Carts    10  Cleanliness  10  

Lobby Condition  -   Furniture/Equipment/Luggage Carts    10  Condition  10  

Comments:                        
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Total Points: 50        50  

Public Restrooms      

Public Restrooms  Points  Category/Area to  Address  Points Awarded  

Public restroom supplies meet standard:     Public restrooms must minimally provide:      • Hand soap • Bathroom tissue • Facial tissue • Single  use paper hand towels & Trashcan         10  Branded Feature  10  

Public Restrooms Cleanliness  –   Floor/  Walls/Doors/Ceiling/Vents/Lighting/Partitions    10  Cleanliness  10  

Public Restrooms Condition  –   Floor/  W alls/Doors/Ceiling/Vents/Lighting/Partitions    10  Condition  10  

Public Restrooms Cleanliness  -   Toilets/Urinals    10  Cleanliness  10  

Public Restrooms Condition  -   Toilets/Urinals    10  Condition  10  

Public Restrooms Cleanliness  -   Sinks/Vanity/Mirrors    10  Cleanliness  10  

Public Restrooms Condition  -   Sinks/Vanity/Mirrors    10  Condition  10  

Public Restrooms Cleanliness  -   Furniture/Equipment/Decoration    5  Cleanliness  5  

Public Restrooms Condition  -   Furniture/Equipment/Decoration    5  Condition  5  

Comments:                      
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Total Points: 80    80  

Elevator       

Elevator  Points  Category/Area to  Address  Points Awarded   

Elevators Cleanliness  -   General  10  Cleanliness    10  

Elevators Condition  -   General  10  Condition    0  

Comments:                    
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Total Points: 20      10  

Corridors     

Corridors  Points  Category/Area to  Address  Points Awarded  

Guest hallway/stairwell signage is professional, well  maintained, and in good condition:     The property signage in the guest corridors and  stairwells must be:      • Professional • Well maintained • In good condition      Mark NO if any of the above criteria is not met        10  Branded Feature  10  

Corridors/Stairways Cleanliness  –   Floor/  Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments    10  Cleanliness  10  

Corridors/St airways Condition  –   Floor/  Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments    10  Condition  10  

Corridors/Stairways Cleanliness  -   Furniture/Equipment/Decoration Items    10  Cleanliness  10  

Corridors/Stairways Condition  -   Furniture/Equipment/Decoration Items      10  Condition  10  

Comments:                  
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Total Points: 50        50  

Fitness Centre & Pool     

Fitness Centre  Points  Category/Area to  Address  Points Awarded  

Fitness Centre meets minimum hours of operation:     Fitness centre must be accessible 24 hours a day, 7  days a week (6am - 11pm)     Mark NO if any of the above criteria is not met     10  Branded Feature  10  

Fitness Centre amenities meet standard:     Fitness centre amenities must minimally include:      • Anti - bacterial wipes • Clock • Newspapers/magazines •  Towels • Water: Fountain/cooler or bottled water •  Whole seasonal fruit (complimentary during peak times)  •  Soiled towel disposal • Wall - mounted telephone      Mark NO if any of the above criteria is not met    10  Branded Feature  10  

Fitness Centre/Exercise Room Cleanliness  –   Floor  Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments    10  Cleanliness  10  

Fitness Centre/Exercise Room Condition  –   Floor  Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments    10  Condition  10  

Fitness Centre/Exercise Room Cleanliness  –   Equipment  Furniture/Equipment/Decoration Items    10  Cleanliness  10  

Fitness Centre/Exercise Roo m Condition  –   Equipment  Furniture/Decoration Items    10  Condition  10  

Pool Area Cleanliness  -   Floor/Deck/  Walls/Fencing/Doors/Ceiling/Windows/Treatment    10  Cleanliness  10  

Pool Area Condition  -   Floor/Deck/  Walls/Fencing/Doors/Ceiling/Windows/Treatment    10  Condition  10  

Pool Area Cleanliness  -   Furniture/Equipment/Decoration  Items    10  Cleanliness  10  

Pool Area Condition  -   Furniture/Equipment/Decoration  Items    10  Condition  10  

Comments:                        


image19.emf
Total Points: 80        50  

Back of House     

Brand Identity logo's use with marketing materials  meets standard:      10  Branded Feature  10  

Internet bandwidth:   Meets Brand Standard Bandwidth       10  Branded Feature  10  

GuestVoice Alert Response Rate meets Standards:     Hotel must respond to guestVoice Alerts within 48 hours  by an approved method for GSS, TripAdvisor and  Marriott Verified Reviews (MVR)/SPG Ratings & Reviews    10  Branded Feature  10  

Host has a Brilliant card:     Hosts must minimally:    • Carry a current Brilliant card      An electronic or digital copy is acceptable (e.g.  smartphone)    10  Branded Feature  10  

  Art of Hosting Stand - Up meeting meets standard:     • Hosts attend their department's  daily Art of Hosting  Stand - Up     Mark NO if not observed or any of the following:      Topics discussed in Art of Hosting Stand - up may  include:    • Discussion of any Art of Hosting move or moves (i.e.  Create Personal Connection, Respond to Cues, Make it  Brilliant)    • Recognition of a host for Art of Hosting efforts •  Theme of the week     • Hotel - specific information:  -   VIP's in hotel; Hotel  Forecast;  News to note; Team recognition; Birthdays,  Anniversaries, new team members    20  Branded Feature  20  

Hotel must use brand key card with key packet.     10  Branded Feature  10  

Red Coat Direct usage meets standards:     Red Coat Direct usage must minimally include:    • Offer the Red Coat Direct app via custom event link to  all meeting planners • Introduce/demonstrate meeting  planners to use or try the app to meet    10  Branded Feature   10  

Associate can explain Loyalty Membe r benefits:     Ask associate to name (2) benefits Silver Elite members  receive at the Brand Hotel:    • 10% bonus points • Priority late check - out • Ultimate  Reservation guarantee • Member rates • Dedicated Elite  reservation line • Dedicated Elite guest servic es line      Ask associate to name (2) benefits Gold Elite members  receive in addition to Silver Elite tier at the Brand Hotel  you are at:   20  Branded Feature   20  
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Associate can explain Loyalty Membe r benefits:     Ask associate to name (2) benefits Silver Elite members  receive at the Brand Hotel:    • 10% bonus points • Priority late check - out • Ultimate  Reservation guarantee • Member rates • Dedicated Elite  reservation line • Dedicated Elite guest servic es line      Ask associate to name (2) benefits Gold Elite members  receive in addition to Silver Elite tier at the Brand Hotel  you are at:    • 25% bonus points • 2pm late check - out (based on  availability) • Gold Elite welcome gift • Room Upgrade  (based on avai lability) • Free enhanced Wi - Fi     Ask associate to name (2) benefits Platinum Elite  members receive in addition to Gold Elite tier at the  Brand Hotel you are at:    • 50% bonus points • Platinum Elite Welcome Gift  Choice, e.g. breakfast or amenity or points •   Access to  concierge/club/executive lounge   4pm late check - out   Guaranteed Room Type     Ask associate to name (2) benefits Titanium Elite  members receive in addition to Platinum Elite tier at the  Brand Hotel you are at:    • 75% bonus points • 48 - hour Guarantee     Ambassador Elite Member Program:   Ambassador Service    20  Branded Feature   20  

Paper   Straws, regardless of material, must only be  provided upon request (by guest requesting or by  associate asking):        10  Branded Feature  N/A  
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Total Points: 110      100  

Food Safety     

Refrigerator and freezer temperature logs are completed  and on file for 90 days    Pass/ Fail  Food Safety  Pass  

Temperature Logs for cooking, holding and reheating  food items are completed and on file for the past 90  days    Pass/Fail  Food Safety  Pass  

Food Cooling Logs are completed and on file for the past  90 days    Pass / Fail  Food Safety  Pass  

Personal hygiene procedures are followed     Personal hygiene must include:      • No eating, drinking, smoking, or tobacco use in areas  with exposed food, food conta ct surfaces, food contact  packaging       It is acceptable if closed beverage containers (e.g.,  sports bottles, cups with lids, cups with lids and straws)  are present if stored below or adjacent to workstations  so they cannot contaminate the food and food con tact  surfaces      • All dedicated hand washing sinks are stocked  (disposable towel/air dryer, soap, trash can nearby),  functional (hot water) and accessible (not blocked, used  for food prep)      • All associates washing hands following:     Touching face, hair; Using restrooms;   Touching raw  food product; Changing gloves   • No bare hand contact with ready - to - eat - foods    • No associates working who display symptoms of  illness:     Diarrhoea; Vomiting; Fever; Sore throat with fever  Jaundice (yellowing of the eyes)      Mark NO if the above criteria is not met    Pass /Fail  Food Safety  Pass  
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Personal hygiene procedures are followed     Personal hygiene must include:      • No eating, drinking, smoking, or tobacco use in areas  with exposed food, food conta ct surfaces, food contact  packaging       It is acceptable if closed beverage containers (e.g.,  sports bottles, cups with lids, cups with lids and straws)  are present if stored below or adjacent to workstations  so they cannot contaminate the food and food con tact  surfaces      • All dedicated hand washing sinks are stocked  (disposable towel/air dryer, soap, trash can nearby),  functional (hot water) and accessible (not blocked, used  for food prep)      • All associates washing hands following:     Touching face, hair; Using restrooms;   Touching raw  food product; Changing gloves   • No bare hand contact with ready - to - eat - foods    • No associates working who display symptoms of  illness:     Diarrhoea; Vomiting; Fever; Sore throat with fever  Jaundice (yellowing of the eyes)      Mark NO if the above criteria is not met    Pass /Fail  Food Safety  Pass  

Ice Machines are clean and in good condition   Mark NO if any of the following:      • Interior of ice machine dirty • Mould, mildew or fungus  on ice contact areas • Rust on the inside of ice machine  or ice contact areas • Access to inside of ice machine is  not available      Pass/Fail  Food Safety  Pass  

Cold potentially hazardous foods maint ained at 41F (5C)  or below in all cold holding devices        Pass/Fail  Food Safety  Pass  

Facility is clean and in good condition:     As you walk through the facility evaluate the food  contact surfaces, equipment and non - food contact  surfaces:     Check baseboards, cabinets, ceilings, counters, doors,  drains, drain covers, floors (grout lines), equipment,  grease traps, hardware, mats, outlet covers, switch  plate covers, tables, vents, walls, and windows in all  food production, food service, food sto rage and food  transportation areas of the operation       There should be no evidence of pests including:      • Active cockroaches or rodents • (5) or more pests in a  small area (e.g. (6) fruit flies in drain) • Evidence of  pests breeding • Birds nesting inside  building • Trailing  ants in food preparation area • Dead pests      Mark NO if any of the following:    • More than (4) cleanliness or conditional issues are  observed or encountered • Any evidence of pests       Pass/Fail  Food Safety  Pass  
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Dishwashing machines pro perly maintained and  operated     Mark NO if any of the following:    • High temp machine  -   heat tape is not activated or  required temperature is not achieved • Low temp  machine  -   chemical sanitizer not in correct range • Low  temp machine  -   hotel does not have a method to test  the dish machine sanitizer (e.g. test strip)      •   Dish machine is not functioning or out of order      Pass/Fail  Food Safety  Pass  

Cutting board policy meets standards       Mark NO if any of the following:    • White cutting boards not used for ready - to - eat  products • Preparing non ready - to - eat  and ready - to - eat  food on the same cutting boards • Using only one - color  cutting boards if both ready - to - eat and non - ready - to - eat  food items are prepared • Using wooden  boards for  applications other than those approved    Pass / Fail  Food Safety  Pass  

Cross - contamination prevention procedures are  followed:     Mark NO if any of the following are observed or  encountered:    • Raw animal products stored above or commingled with  ready - to - eat products • Food items with higher cooking  temperature requirements stored over food items with  lower - cooking temperature requir ements    • Physical hazards that would present an imminent  health hazard, such as push pins used directly above  food prep surfaces    • Chemicals stored above food or food contact surfaces  • Cross - contamination or potential for cross - contamination exist with  food or food contact surfaces   • Food stored or thawing in a dedicated hand washing  sink     Pass / Fail   Food Safety  Pass  

Quarterly Global Food Safety Audit (GFSA) is completed  and documented:     Hotel must complete a Global Food Safety Audit (GFSA)  self - insp ection each calendar quarter     • Quarters are as follows:     1st Quarter: January - March    2nd Quarter: April - June    3rd Quarter: July - September    4th Quarter: October - December       Pass / Fail   Food Safety  Pass  

Comments:                          
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Comments:                                      

Fail   

 

 

10  

0  

Final Comments:                        

General Summary of Property   Observations  

Marketing Essentials   Sales and Marketing  (e.g. online visibility  - social media; website)                                            


image25.emf
Hospitality and Guest Services   Guest Service Delivery                                                                                       

Financial Management:    Observations for Revenue Opportunities (e.g. F&B Upsell or Controls for Waste),  attendance in Finance workshop and observations                   


image26.emf
Personnel Resourcing & Development; Employee Engagement; Cultural Awareness   Entrepreneurship   Employee Engagement; Training & Creative Development                                                                         

Management & Organisational Behaviour    Leadership                                   
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Sustainability Objectives & initiatives   Green Hotel                       

Property Maintenance    Facilities Management   (e.g. General cleanliness & condition of property; Preventative  Maintenance)                           
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Property Maintenance    Facilities Management   (e.g. General cleanliness & condition of property; Preventative  Maintenance)                           

Signed:  B iswajit  M ukherjee               Date:  20/08/20                           
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How can we help you?


 


                                        


Biswajit Mukherjee


 


                                        


London internal audit 


 


                                                  


Co ltd.


 


                                     


Impartiality and objectivity


 


Purpose


:  


Marriott international is one of the biggest brand in the 


world. their main purpose is to 


expand their values and identity. This things also known core values. They focus always everything, 


which is trust or belief. Their main objectives  to keep always guest or people first priorities.


 


In according to Marriott “


Being part of Marriott International means being part of a proud history 


and a thriving culture


.”


 


                                    


Marriott international has most strongest portfolio and they have 30+ brands 


and 7000+ properties in 131 countries.


 




  Biswajit  mukherjee   1815040   Efua  Adams   University  of wales trinity Saint David                                                            How can we help you?                                            Biswajit Mukherjee                                            London internal audit                                                       Co ltd.                                         Impartiality and objectivity   Purpose :   Marriott international is one of the biggest brand in the  world. their main purpose is to  expand their values and identity. This things also known core values. They focus always everything,  which is trust or belief. Their main objectives  to keep always guest or people first priorities.   In according to Marriott “ Being part of Marriott International means being part of a proud history  and a thriving culture .”                                        Marriott international has most strongest portfolio and they have 30+ brands  and 7000+ properties in 131 countries.  

