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[bookmark: _Toc48413187]Front Office/Arrival Experience
[bookmark: _Toc48413188]Front Office – 45/45 – 100%
There were times when a portion of the front work area partners would nearly quarrel before visitors. It was difficult to discern whether they were kidding or not and furthermore prompts an amateurish standpoint from the visitors see. There were times when visitors needed to stand by longer than a moment to be welcomed in view of absence of focusing on the cameras if all partners are in the back office. This underlying welcome is vital to the remainder of the visitor's understanding. More correspondence could be used here to cure this circumstance. For instance, building up a type of framework where in any event one individual is out front, particularly when the time is moving towards top hours.
[bookmark: _Toc48413189]Arrival Experience – 15/15 – 100%
Norms were completely met in the zone nonetheless; future redesign might be essential in the near future.
[bookmark: _Toc48413190]Guest Check-In – 125/135 – 93%
There is a lack of recognition of visitors who keep order. Open correspondence with the visitor, whether they have to hold a few more minutes, will generally increase the overall performance of the visitors. The partners were really able to perceive portable checks, taking into account a consistent transmission and confidently saying "we were expecting you". They have been, however, saying "Are you here to register?" Several times. Partners need to know how to pronounce room numbers so everyone can hear, as there have been several times during my review. The prices in the room were clarified, the breakfast meal was inevitably made for breakfast; It was a clever idea to realize the cash prize for the most morning meals served; related to this part of the registration. There are almost no places for redesign in the office. The awards were released at this time in these premises, if it was possible, whether it is, now and again they are not ready to achieve what is not reflected in the group. They were adamant that they invited visitors to come back the way Bonvoy people perceive each time, as well as trying to enroll new visitors with the program without fail. In case there were inquiries about what was around the night, everyone pulled out a manual that the visitor was allowed to continue to demonstrate potential destinations to see or places to eat. The partners also mentioned during this procedure that food was available on site to seek to expand the establishments in the establishment. Everyone made visitor associations when they were ready and expressed sympathy if there was a problem. There were, as far as possible, times when doing this seemed inventive and readable from content, rather than treating all the circumstances in an unexpected way. There seemed to be no inn scent.
[bookmark: _Toc48413191]Lobby Bar – 135/205 – 66%
Once again, there was no effort to identify the visitors who were queuing. There may be an alternative method of greeting people to make them sound more serious than "you're fine." Even "Welcome to Project Iron, what can I start for you?" sounds more intriguing from the point of view of visitors. Usually, the barquep was not behind the bar, making them unable to meet the welcome time for a moment. This did not happen just a few times, but usually. There were times when they really did something different that was important anyway, not the situation as a whole. However, there have been times when recommendations have been made, and the expansion of this is becoming more common, which may lead to more revenue. He could look for visitors more often, especially after the barbecue offered a mixed drink that the visitor had never had. The visitors' association is not built consistently, which could also reduce the number of prompts the banqueter has to work with. Sometimes attracting visitors makes them stay longer, which can lead to higher revenue. All barkers used the liver, which suggests predictable ratings and textures in the drinks. The music and television had the right amount of sound and stations for the time of day and various factors, for example, a little louder for rugby.
[bookmark: _Toc48413192]Room Service – 125/150 – 83%
In any case, the telephone reception was warm and sounded true, with the names used once the room number was available. Extra attention was paid to repeat visitors with their own catch on the computer. This particular visitor could simply say that he needed a number, and those numbers were explicit dinners that he routinely required, so he didn't have to sit down to go through the menu again, suggesting a more significant level of satisfaction. visitors. It can be useful to ensure that the speed rack settings are straight intermittent. I saw that from time to time a colleague hurried to grab these plates. Other colleagues would think that they are completely in the mood and generally do not check, for example, some lack cutlery or salt and pepper. The administration in the room was handed over efficiently and on schedule; it should be noted that these specific rooms have a space for administration of the premises. Colleagues should be aware that there may be a sign in the aisles that suggests a confused view of the inn by different visitors. Permission was constantly sought before entering the visitor's life with a warm welcome. The creation of an individual association seemed to be lacking. When asked to enter the room, they could ask for something they consider to be guides and see if they need help to make sense of where to go at the Marriott. This shows a lack of understandable signals that could have an incredible effect on the overall understanding.
[bookmark: _Toc48413193]Restaurant – 165/265 – 62%
The overall participation in the cafe satisfied the guidelines, but it was not striking to stretch the imagination. A region to focus on is during the main reception to recognize visitors who are keeping in line. The host / entertainers were educational when they took visitors to their seats, demonstrating where things were so as to encourage faster administration of breakfast. Workers rushed to clear the tables as well as clear under the tables, making the cafe generally better. An area that could benefit from the improvement is fried eggs. They did not look attractive as they were extremely watery. Building a visitor assistant happened quite consistently, whether he was collaborating with the children or curious about what design the visitor had for the day. It may be prudent for future administrations to clear the entire table or remove location settings to coordinate the number of visitors in the collection. If not, this could lead to cross-contamination with the possibility of visitors being deleted.
[bookmark: _Toc48413194]General Bedroom
[bookmark: _Toc48413195]General Bedroom – 290/320 – 91%
Only a few of the visitor rooms had little reuse of the boxes. The board believes that this may not be enough for any room, but because their size can go unnoticed and discarded. An approach to correct this could be "reuse" near the print rooms that the maids use. The visitor's room appears briefly in the morning timer and blurs when a poll starts if the TV has a precautionary capacity. There were debris in the boards and smears on the mirrors. In several of the visitor rooms, the impression is created that the dark merges in certain corners. There was rubbish under the beds that the vacuuming below could outrun. There was also a case where a roof with condoms was found practically on display near the bed of another visitor. Some of the windows either cannot be opened and there is also damage to the sill from moisture. There is a huge red spot on one of the floors, just like the mileage in the other visitor rooms. There was rubbish under other furniture, just as it looked worn. Several rooms are insufficient in terms of light on the head of the beds. The windows look damaged by spills and several blinds have all the hallmarks of a gloomy or moldy cover. Some central air units were not working and others were dusty. Some hair was found on the bed. Several pads are restored on them.
[bookmark: _Toc48413196]Bathroom – 220/220 – 100%
Some of the toilets need washing machines. If this is likely to be due to burglary of visitors, charge visitors for missing towels. There was still significant hair in some of the bathtubs or on the floor after "additional" cleaning. There are two or three sinks that are separated. There were several brands or repainting of toilets that convinced that the toilet seats were really messy. One part of the specific concern is the procedure in which they are cleaned. At many events, I saw that the cups were simply rinsed with water, not transplanted or cleaned. Additionally, there was a time when a disinfectant was used, a similar cloth that was used to clean various surfaces, for example, toothpaste from counters or toilet seats, was a similar cloth used on glasses. The capacity of the handkerchief is additionally in an indistinguishable compartment of various synthetic compounds, as well as front brushes. Arranging insulating elements to clean or replace glasses that have been washed, rinsed and sterilized in the kitchen could alleviate this concern.
[bookmark: _Toc48413197]Lobby – 50/50 – 100%
Care is crucial, especially in the lobby, where early introductions are made. Seen different colleagues are pressed to take small pieces of garbage on the ground in the hallway, keeping it clean. There is no way to get to a computer, but work area partners can print things for visitors.
[bookmark: _Toc48413198]Public Restrooms – 80/80 – 100%
The toilet towel is driven into the holder. The moment this happens, as opposed to being able to take out a pair of pieces, or get smaller pieces, or an abundant surplus with excess flooring. This waste could be reduced by less filling the holders, but more normal monitoring. Some of the toilets do not look red. These can be convenient solutions through maintenance, relying on the seriousness of the procedure.
[bookmark: _Toc48413199]Elevator – 20/20 – 100%
It seems that the elevator was basically cleaned and maintained, in any case there were moments when it was damaged. The moment this happens, visitors are forced to use the administrative lift.
[bookmark: _Toc48413200]Corridors – 30/50 – 60%
The lid in the aisles has been looted at the edges, especially around some of the visitors' entrances. There were circumstances because for the vast period of time there was a sign for visitors in the halls. A partner in the front work area went for a visitor to walk in a room and had to apologize profusely for the congested floors. This can be fixed without much stretching by placing a dry wipe board in the kitchen, where the room administration is collected. Write down the room numbers and possibly clean them when their plate is assembled. A star near the room suggests that it has been checked, but the accepted sign is still inside the room. Stair flights can use more frequent cleaning, for example when partners in the work area are in front.
[bookmark: _Toc48413201]Fitness Centre & Pool – 90/100 – 90%
The wellness and pool community is generally in good working order and complies with the guidelines. It is very small, without the ability to recover, without going through a significant amount of money. It can be investigated if there is a future redesign.
[bookmark: _Toc48413202]Meetings – 80/80 – 100%
Under the table at many corners of the boardrooms before business hours was a floating jet. There were also a lot of debris on the blinds. These corners can be arranged without much stretching with additional cleaning by colleagues. Any other view of the cleanliness and condition of both the meeting room and the meeting rooms was in accordance with the rules. At the moment when the occasions meet, there is a large amount of innovation and details that go into the jewelry, which includes the feeling just in case. They are effective in knowing which case occurs and when it can be adaptive, so you can maximize your income, for example, by quickly changing rooms to appreciate an excellent result in the number of people who can serve at once. .
[bookmark: _Toc48413203]Back of House – 100/110 – 91%
The vocal reactions of the visitors are timely and to some extent sufficient. They seem to be more screenwriting, losing the ability to have a real vibe. Changing part of the wording can build a recovery of the administration and increase not only the current performance of visitors, the pace of arrival of this visitor. This can also help increase new visitors as they see the level of care placed on the web. The stage of entertainment for visitors is everything else, but it is not difficult to use not only for representatives and visitors, which allows you to surpass the upper hand when booking events and happenings. A test can be where the nearby setting opens, they will have meeting places. That would be receptive, but realizing what improvements Marriott might consider to keep its profits or increase them from events and happenings.
[bookmark: _Toc48413204]Food Safety – 7 Pass/4 Fail – 64%
Sometimes the hand washing regions have both a cleaning and a blue roller. This can be extended without much, by urging colleagues to do everything themselves or to make a sign in which region is responsible for this angle. It can be crucial to activate the double flush system when colleagues leave the toilet. Touch the handle at the entrance to get out now and then head straight for work, possible food delays or different areas. The dishwasher worked with several problems. In the event that this cannot be remedied by maintenance, external suppliers must be used. Concern in the kitchen is the wayside towels are used. It seems that some colleagues use a similar cloth to wipe their cutting sheets with various objects. This can encourage cross-contamination. A simple correction for this is to ensure that the blue roll is available and to talk to colleagues about the risks of this procedure. Eating on the line gave the impression that this was a standard problem that could be cured without much stretching and through discussion.
[bookmark: _Toc48413205]Sales and Marketing
A simple method of supporting transactions is to increase the amount and the way colleagues overestimate. The approach to upsell is through constant preparation, ensuring that product information is in the middle. The more you think about an item, the easier it becomes to sell. It can also be helpful for the promotional group to audit some of the sites that help Marriott ensure that there is accurate information about items available to visitors. For example, several sites precede the inn as a seating area or tennis, which is not available at the hotel.
[bookmark: _Toc48413206]Guest Service Delivery
[bookmark: _Toc48413207]Financial Management
One control in the means that could be used more is the wasteful control. There is a huge amount of paper in the front office, whether it's booking cards for visitors or colleagues who make notes on a significant number of small pieces of paper. Food waste could be reduced by using tasty pieces of food that are regularly discarded, for example, broccoli stalks, and make them look exceptional, such as roasted rice. This could add "greening" to the premises by reducing their carbon footprint. Also, the loss of food for gatherings, gatherings and occasions of the Huns affects the complete loss of food for the khan. Promoting to people through advertising that a particular area is trying to reduce food waste can be beneficial for many things, such as expanding visitors by reducing the necessary food measures. In case the food needs to be depleted, clear, easy to use dishes so that there is a reduced chance of plentiful food.
[bookmark: _Toc48413208]Employee Engagement; Training; Creative Development
Worker engagement is used throughout the inn, despite the fact that there are constantly open doors for development. The 21-day challenge was used with the participation of many colleagues for every occasion, which also contributes to innovative improvement. Another angle to improve the invention, which also integrates with employee engagement and possibly transactions and budgetary control, is to play safe games at work. For example bingo. 25 squares on the board, the middle is a free gift. This leaves 24 spaces to fill with possible sales, food that may need to be discarded, or various things, such as a positive remark from the visitor to the administrator. Another game that could be used all the time is the return of the dollar, despite the fact that for this situation it would be a pound. Choose something (this may be a new item that people need to learn, or an item that will arrive in his useful life) and the one who sells it first gets the chance to gain weight. The moment another person sells this thing, it is passed on to the next individual, and so on. Towards the end of the move that holds the money, he gets a chance to keep it. It is also helpful to prepare to become more familiar with the items that could eventually lead to stable sales affecting transactions and financing.
[bookmark: _Toc48413209]Leadership
Generally for the hospitality organisation of Marriott International, there are some solid heads inside the property, just in case there are a few open doors for development. Connecting and communicating with colleagues and visitors turned out to be a problem in the end. The director watched almost a whole circle of football on their phone at the hosts' stand. To address this, it would be useful to simply allow the use of PDAs where visitors are not allowed, such as the kitchen or workplace. It seems that several bosses were separated, who reached colleagues who withdrew further, which can be identified with a lack of enthusiasm. Group building works, for example, for games, and it makes sense how to evaluate the filling, instead of spotlights on the negative parts of the work, may be able to expand the energy. Building groups can also be important for the maintenance of the inn in all rather than individual offices, just as making more grounded connections inside offices. The case of how this could work could reduce the hassles of the front workplaces in front of the visitors. In some associations there is a program to increase the initiative, which can guide the pioneers in their turn of events. They could use the Grain Foundation for professional practice and research collection to give two or three seminars on the initiative of events. In general, Marriott Swansea does a lot of things right. In any case, by organizing several preparatory programs, changes in strategy, and representative engagement, they can get one of Marriott's best entertainers.
[bookmark: _Toc48413210]Green Hotel
In light of the climate in the United Kingdom (as a rule) is that of steady downpour, it might be advantageous to make sense of a potential water gathering. This could decrease the water being utilized from the nation just as flexible the inn. There could likewise be a few executions to the network, for example, food gifts or seashore clean ups.
[bookmark: _Toc48413211]Property Maintenance/Facilities
At some points, when the projects set up to document a work request were pointless. This was on the grounds that the upkeep group promptly did what was important to discover an answer for the issue. It does, be that as it may, appear as though a decent measure of time is squandered being non-gainful here.
[bookmark: _Toc48413212]Appendices
Brand Standard Audit

	Date:
14th July 2020

	Consultancy Company Name:



	Lobby Arrival  
Heathrow Windsor Marriott 




	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:











	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
	0

	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 property 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 guest (e.g. if the guest is in a hurry, act with a sense of purpose) • Offering extra towels to guests (e.g. traveling with families) • Paying special attention to children (e.g. kid's key to the hotel, sending milk and cookies to the room) 

Mark NO if the Host did not Respond to Cues during interaction

	5
	Service
	5

	Further assistance offered to the guest

	5
	Service
	5

	Warm and sincere closing offered, and appreciation demonstrated

	10
	Branded Feature
	10

	All Loyalty Members are recognized at check-in:
Members must be verbally acknowledged at check-in 
 
Examples include: 
• "I see you are a Platinum Elite Member" • "Thank you for being a Gold Elite member” • Thank member for loyalty 

Mark NO if the above criteria is not met

	10
	Branded Feature
	10

	Platinum Elite, Titanium Elite, and Ambassador Elite members’ check-out time confirmed at check-in:
Hotel must verbally confirm check-out time with Platinum Elite, Titanium Elite, and Ambassador Elite members at time of arrival.  
Platinum Elite, Titanium Elite, and Ambassador Elite members receive a guaranteed late check-out as late as 4pm as part of their Elite benefits

	10
	Branded Feature
	10

	Comments: Almost every time the room number is provided verbally.  











	Total Points: 135


	

125

	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
	0

	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

	[bookmark: _Hlk45631366]The employee acknowledged the guest within one minute of their arrival

	10
	Branded Feature
	0

	The employee offered to take a food order
	5
	Service

	5

	The employee offered to make suggestions
	5
	Service

	0

	Beverages, except for cocktails, were delivered timely and refills were offered when drinks were 1/3 full

	10
	Branded Feature
	0

	The employee checked back with the guest, ensuring satisfaction  

	5
	Service
	5

	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 Personal Connection during interaction

	5
	Service
	5

	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
	5

	Guest name used during the experience, when known

	10
	Branded Feature
	10

	Further assistance offered to the guest  

	5
	Service
	5

	Warm and sincere closing offered, and appreciation demonstrated

	10
	Branded Feature
	10

	Food and beverage contents and plate presentation meet standard

Plate presentation; food quality and temperature

Mark NO if any of the above criteria is not met
	5
	Service
	0*

	The music was appropriate for the time of day:

The music must be appropriate for the time of day:
 
mark NO if any of the above criteria is not met 
	10








	Branded Feature








	10

	Lounge Cleanliness - Floor  

	20
	Cleanliness
	20

	Lounge Condition - Floor  

	20
	Condition
	20

	Lounge Cleanliness - Wall/Doors/Ceiling/Windows/Treatments/Furniture  

	20
	Cleanliness
	0

	Lounge Condition - Wall/Doors/ Ceiling/Windows/Treatments/Furniture

	20
	Condition
	0

	Comments:
According to my observations, the temperature of food is not always what it should be, especially the fruit, they are always warm and do not look good! I do not think the presentation of the food is 100%.

The condition of the chairs, as well as some of the tables, was also not as it should be! I think there is a need to replace them with new ones!











	Total Points: 205


	135 

	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
	0

	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 about 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
	0

	Delivery - 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: 

• Paying special attention to children • Offering personal reflections, recommendations related to request for local area or hotel information • Modelling behaviour after the guest (e.g. if the guest is in a hurry, match their sense of urgency) • Mentioning hotel/area details unique to the guest
 
Mark NO if the Host did not Respond to Cues during interaction

	5
	Service
	0

	Delivery - Guest name used during the experience, when known

	10
	Branded Feature
	10

	Delivery - Further assistance offered to the guest  

	5
	Service
	5

	Delivery - Warm and sincere closing offered and appreciation demonstrated

	10
	Branded Feature
	10

	Food and beverage contents and plate presentation meet standard:

Presentation; Food Quality & Temperature and correct

Mark NO if any of the above criteria is not met

	5
	Service
	0

	Room Service menus are available:

	5
	Service
	5

	Comments:

The names of the clients are never used during a telephone conversation, only the number of the reserved room!













	Total Points: 150

	125

	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
	0

	Host - Warm welcome/greeting provided

	10
	Branded Feature
	0

	Good posture, smile, eye contact, and attentive listening maintained throughout the interaction
  
	5
	Service
	0

	Well-groomed and professional, wearing a uniform

	10
	Branded Feature
	0

	 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
	10

	Guest name used during the experience, when known

	10
	Branded Feature
	10

	Further assistance offered to the guest

	5
	Service
	0*

	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
	0

	Server - Warm welcome/greeting provided

	10
	Branded Feature
	0* not from waiter, yes from manager 

	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
	10 

	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 
	0

	Server - Name tag meets standard


	10
	Branded Feature
	10

	Server - The Host offered to take beverage order and to Brand Standard

	10
	Branded Feature 
	10

	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
	0

	Server - Service at the table during breakfast meets Brand Standard 
	10
	Branded Feature
	0

	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
	0

	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, following 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
	5

	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
	0

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

	5
	Condition
	0

	Comments:

The uniforms of the employees in the restaurant are not neat, clean, and ironed!
Further assistance it is not offered to the guest every time!
Breakfast table setting does not meet standard, they are not clean and in good condition!

Waiters do not wear professional-looking uniforms, especially at breakfast.
Service at the table during breakfast does not meets Brand Standard.

In general, the restaurant is not always kept clean and tidy! Quite often there are dirty areas, uncleaned tables, dirty floors, etc. There are stains and dirt on the walls and floor of the restaurant!




















	Total Points: 265


	165 

	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 have 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

	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
	0

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

	10
	Cleanliness
	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

	Bedroom Condition - Case Goods - Dresser/Nightstands/End Coffee Tables Telephone/Clock/Audio 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
	0

	Bedroom Cleanliness - Windows/Window Treatments HVAC/Ventilation

	10
	Cleanliness
	10

	Bedroom Condition - Windows/Window Treatments HVAC/Ventilation

	10
	Condition
	0

	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
	20

	Total Points: 320


	290

	Bathroom 
	Points
	Category/Area to Address
	Points Awarded 

	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
	10

	Bathroom amenities meet standard:

Wastebasket 
Hairdryer
Bath tissue 
Tissue box cover 
Facial tissue

	10
	Branded Feature
	10

	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
	10

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

	10
	Cleanliness
	10

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

	10
	Condition
	10

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

	10
	Cleanliness
	10

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

	10
	Condition
	10

	Bathroom Cleanliness - Vents/Exhaust Fans

	5
	Cleanliness
	5

	Bathroom Condition - Vents/Exhaust Fans 
 
	5
	Condition
	5

	Bathroom Cleanliness – Toilet

	20
	Cleanliness
	20

	Bathroom Condition – Toilet

	20
	Condition
	20

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

	10
	Cleanliness
	10

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

	10
	Condition
	10

	Bathroom Cleanliness - Linens/Terry

	20
	Cleanliness
	20

	Bathroom Condition - Linens/Terry

	20
	Condition
	20

	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:










	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:












	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/ Walls/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
	10

	Public Restrooms Condition - Furniture/Equipment/Decoration

	5
	Condition
	10

	Comments:











	Total Points: 80

	80

	Elevator 



	Elevator
	Points
	Category/Area to Address
	Points Awarded 

	Elevators Cleanliness - General
	10
	Cleanliness

	10

	Elevators Condition - General
	10
	Condition

	10

	Comments:










	Total Points: 20


	20

	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/Stairways Condition – Floor/ Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

	10
	Condition
	0

	Corridors/Stairways Cleanliness - Furniture/Equipment/Decoration Items

	10
	Cleanliness
	10

	Corridors/Stairways Condition - Furniture/Equipment/Decoration Items  

	10
	Condition
	0

	Comments:

I do not think the stairs in the corridors are in good condition, as are the carpets in some places! The railings on the stairs are peeling and unpainted in places!




	Total Points: 50



	30

	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
	NO

	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 Room 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:

The fitness centre does not provide antibacterial towels, as well as newspapers and magazines! Many of the appliances are dusty and not cleaned regularly, the walls are worn out, unmaintained and unpainted for a long time!



	Total Points:100



	90

	Meeting/Function Rooms


	Pre-function

	Points
	Category/Area to Address
	Points Awarded 

	Pre-Function Cleanliness – Floor
Walls/Doors/Ceiling/Windows/Treatments

	10
	Cleanliness
	10

	Pre-Function Condition – Floor
Walls/Doors/Ceiling/Windows/Treatments

	10
	Condition
	10

	Pre-Function Cleanliness - Furniture/Equipment/Décor Items

	10
	Cleanliness
	10

	Pre-Function Condition - Furniture/Equipment/Décor Items

	10
	Condition
	10

	Meeting Room Cleanliness – Floor
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments
  
	10
	Cleanliness
	10

	Meeting Room Condition – Floor
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments
  
	10
	Condition
	10

	Meeting Room Cleanliness - Furniture/Equipment/Decoration Items  

	10
	Cleanliness
	10

	Meeting Room Condition - Furniture/Equipment/Decoration Items

	10
	Condition
	10

	Total Points: 80



	80

	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

	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

	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
	0

	
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 Member 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 services 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 availability) • 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
	10

	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 contact 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 contact 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
	Fail

	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
	Fail

	Cold potentially hazardous foods maintained 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 storage 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
	Fail

	Dishwashing machines properly 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
	Fail

	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 requirements 
• 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-inspection 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:

The rules without eating, drinking, and smoking in places where there is contact with food are not observed!
Quite often there is a problem with the ice machine, almost every day! It needs to be replaced with a new one, it is quite old. Facility is not clean and in good condition. The dishwasher is not cleaned and disinfected regularly!



















	10 Areas
Pass / Fail:


	Enter number of Pass & Fail Items 
	Pass
7
	Fail 
4

	Audit Report Results: 

	
	
	

	Final Points Awarded All Sections: 
1845 Total Points Available 
	Total Points 
	1570

	Food Safety - Pass  

	Number of Pass 
	7

	Food Safety – Fail 
-Action Plan Required 
	Number of Fail 
	4

	Final Comments:












	General Summary of Property
Observations

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






























	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 








































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




































	Management & Organisational Behaviour 
Leadership 

















	Sustainability Objectives & initiatives
Green Hotel 











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













	Signed: 






Date: 
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