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I. [bookmark: _Toc48768942]Project definition

1. [bookmark: _Toc48768943]Purpose

Indy consultancy is a company oriented entirely toward the needs of its customers, placing itself entirely at the service of their business goals and needs, providing them with competitive advantages over others in the industry. Our mission and goals are to offer each of our clients an individual approach. 
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Our purpose is to assist, guide and benefit Marriott Heathrow London with the auditing process, indicating and outlining all possible flaws and respectively find their best resolution.
[image: Marriott hotel chain reveals major cyber attack - PrivSec Report]Marriott Heathrow London is hotel, conveniently located near London Heathrow airport. It is newly renovated sophisticated 4-star hotel, offering relaxing stay pre-, or post-, flight. The number of rooms available at the property are 393 which include standard rooms, business rooms, family rooms, president and junior suit. The guests are also able to enjoy the hotel’s swimming pool, gym and Leisure Club facilities including sauna, spa-pool, and steam room.
The Marriott brand sets standards globally to ensure that every guest enjoys the same service at each and every hotel in any part of the globe, by conducting an annual brand standard audit, the particular hotel may determine the areas they adhere to the brand standard as well as which areas require work to achieve or sustain the standards.
We are established company, known for its accuracy and dedication to its clients, with many years of experience behind our back. This experience allows us to use all the methods, techniques and knowledge we have, to make the best possible analysis that will give you a complete and realistic assessment of the state of your business. This would help you significantly to take your business to the next level.
Different sources should be used in obtaining audit evidence so that the evidence can be corroborated, thus making the relevant audit findings more reliable, and so it can be ensured that different points of view are considered.
· through interviews, questionnaires, focus groups, direct inspections and observations
· provided by the Hotel- information from databases, documentation, activity reports e.g. (reports of the internal audit structures, assessments of impact and ex-post evaluations).

[bookmark: _Toc48768944]2.Objectives

The process will take twelve weeks and we will dive in as deep as possible into detailed examination. This way, sufficient, relevant, and reliable evidence will be obtained in order to reach a conclusion on the audit issues and substantiate the audit findings and conclusions, ensuring that the content of the audit report will withstand critical scrutiny.
As using point system, we will decide whether the standards of the brands are met on the basis of what the cleanliness; condition; operations; service; financial Performance; employee engagement; facilities Management; leadership have scored.

[bookmark: _Toc48768945]3.Project Scope
- Heathrow Airport plays a crucial role in retaining the world's largest and most important position on the London aviation market. It offers over 70 per cent of UK long distance flights and handles more value-added freight than all the other UK airports combined. The area of the airport is densely populated.
There is a large choice of local buses that can take the guests to local towns.
Marriott Heathrow is one of the closest hotels to Terminals 2 and 3 and it is one of the finest in this area, it also has a sister hotel called Marriott Windsor / Heathrow 4 miles away, which also are used as an airport hotel. Marriott Heathrow is in a good location and unlike many hotels at Heathrow, it is easy for the guests to access the local pubs and restaurants nearby.
[image: Marriott logo]There are several attractions in the area with accessible transportation from Marriott Heathrow including Windsor Castle, Hounslow Urban Farm, Legoland Windsor UK, Hampton Court Palace etc. 
Considerable number of 4-star hotels are situated in the area, in addition to that their price per night is similar, some of them have small difference in their guest rating, in their favour, which leaves Marriott Heathrow room for improvement. Some of the brands are Novotel London Heathrow, Hilton Garden Inn, Renaissance and Radisson Blu Edwardian, have similar price per night. Worth to mention are also the nearest budget options of hotels e.g. Premier Inn and Ibis styles.

[bookmark: _Toc48768946]4. Deliverables

At the end of the 12-week assessment, complete report will be provided to the hotel general manager and it will include analysis hotel departments efficiency. The subjects of examinations are as follows: Front office; Executive club; Kitchen; Food and beverage; Housekeeping; Leisure (fitness centre and pool); marketing;
We will address the areas which are branded features or services and award them with relevant points, where afterwards the total number of points on the report with action proposals.
Food safety items will hold fail or Pass. Failed objects will require a strategic action plan, which will be finished within 30 days of completion of the examination.

[bookmark: _Toc48768947]5. Constrains

· According to government plans, the system will end dependence on the labour from Europe. Concerns about high emigration from European Union countries are one of the main reasons for concern as this may affect labour force. According to the British Migration Advisory Council, around 70% of European Economic Area citizens arriving in the UK after 2004 would not meet the new visa criteria
· Coronavirus - As more individuals fall ill, coronavirus is likely to lead to a temporary lack of workers. Whether this is due to quarantines or workers making the decision to stay home, the end result is the same: companies and governments will be pressed to find laborers. This is likely to result in reduced Economic output.

[bookmark: _Toc48768948]II - Confidence in the Audit Team

We in Indy consultancy are a team of professionals working with love and enthusiasm. Over 30 years the company established itself as a leading audit company, with high quality of the services we provide. Our goal is not only to support the business of our customers through practical and specific advice, but also to provide them with useful and valuable information and alternative solutions. This is guaranteed by our highly qualified associates who have significant experience in the sphere, as well as in the environmental area, finance and renovated properties team members. We have worked with leading hotel brands on the market. Driven by the desire to build and maintain long-term relationships with our customers, we apply a creative and individual approach, high professionalism, ethics, respect and care to all our partners. Guarantee for honest and unbiased professional opinion. To carry out our audit procedures, we use the best and proven global practices and standards in the field of auditing.
[image: Marriott logo]The audit report issued by us is a guarantee for honest professional opinion obtained on the basis of detailed and in-depth analysis through the use of approved audit methodologies. As there is more than one competitor in the area of Marriott Heathrow Hotel, we are confident that our company can help and guide you towards success and differentiation from any other hotel.
Like most of our other services, we perform entirely at fixed rates. We believe that this expense should really be negligible given the long-term benefits that the hotel will receive itself from the improved operation. Our required fees are 2300£ for the brand standard audit, thorough consultancy report plus other expenses such as accommodation, meals on shift for every team member and transportation fees.
We are committed to our clients and understand that there are risks with the undertaking of this project, as well concerns from your side. Our company, however, is unshakable in terms of the precision of our experienced team.  For your own comfort and peace of mind we offer one of your team associates to monitor the way we behave, and how we are going through. We are aware that the behaviour of most of your associates at the beginning will be at its best, due to our presence, which may affect the accuracy of the report, but we are confident that after the 12 weeks of working along with them, our assessment will be accurate.

[bookmark: _Toc48768949]Project team and audit plan

1. [bookmark: _Toc48768950]Our team 

The project manager will be me – Dayna Mehandzhiyska, and we will keep close touch to make sure that all your questions are answered in clear and precise manner. I have more than 20 years’ work experience within the Marriott hotels, as starting from their educational bachelor course program, to the position of regional manager after a long way. 
Our team will consist of two registered auditors, one assistant auditor and consultant. Over the years, our team has developed and grown, constantly expanding its knowledge and skills through various forms of training and qualification.


· Anne Lane - Our managing partner, registered auditor, and certified public accountant, Master of Economics, specialty "Accounting and Control" 
 Leading Specialist in the field of audit, with more than 20 years of experience, and background of working with numerous renovated properties from leading hotel brands.
· Martin Davies - auditor, expert Integrated solutions (business law, taxes, corporate finance, accounting, control) Master of Economics, specialty "Accounting and Control"

holds a certificate of mediator and is a leading specialist in the transformation and restructuring of companies and businesses. He specializes in the field of tourism, tax optimization, and corporate finance.
· [image: Marriott logo]Joanne Ivanova – Assistant auditor, Master’s degree in accounting and finance, passionate about customer service with background of working with hotels around the globe for over 15 years. Another way for your staff to adopt environmental practices is to start with composting. An unpleasant pile of garbage can reduce your waste and even lead to fertile soil, which you can then use for landscaping projects directly in your hotel. this fertile compost soil can even help you create your own herb garden from which your cooks can pick dill, parsley, rosemary and more. 



2. [bookmark: _Toc48768951]Project and quality control

· As part of our audit engagement, efficient communication plays a big part of the process. We will make sure that there is direct flow of information between us and we will inform you weekly about the progress, via email and schedule meetings every two weeks.
· We will make sure that all departments are covered and will schedule our shifts throughout different times of the day, as this will give us more information.

3. [bookmark: _Toc48768952]Dates

•	Start Date for Audit commencement 20th of July
•	Completion Date for Audit 21st August
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	Department
	Points available
	Achieved points

	Lobby Arrival / front office 

	45
	45

	Arrival experience
	15
	15

	Guest Check-in 

	135
	130

	Bar
	205
	85

	Room service

	150
	150

	Restaurant
	265
	195

	General bedroom
	320
	320

	Bathroom
	220
	220

	lobby
	50
	50

	Public restrooms
	80
	80

	Elevator
	20
	10

	Corridors
	50
	50

	Fitness centre and pool
	100
	100

	Meeting/function rooms
	80
	50

	Back of house
	110
	100



	Department
	Pass
	Fail

	Food safety
	10
	0
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We would like to take this opportunity to thank Marriott Heathrow London for choosing and trusting Indy consultancy, and giving us the opportunity to work alongside their extremely professional team. After thorough investigation and analysis during the weeks spent in the property, we conclude that the hotel will pass the brand standard audit with overall score of 86% for which we would like to congratulate you and your associates. The pages shown in this document divide the rating into departments and strategic areas with specific suggestions for further improvement of the score at forthcoming audits.


· Lobby arrival/ Front office
Score 45/45

Marriott Heathrow London associates are very friendly, positive and responsive. They connect with the guests from the first moment they enter the property. The main reception is never left without a team member on duty. The front office manager is monitoring the procedures during peak times and assuring that the VIP guests are being greeted personally by him. Front office’s associates are Overall, the first impression and experience on arrival are excellent. 

· Arrival experience/Exterior
Score 15/15

The condition of the hotel exterior is good and overall Marriott standards are met. The British and Marriott flags are well maintained.

· Guest Check-in
Score 130/135
A warm welcome is offered to guests on arrival at the hotel, the team is in good shape, the standards for uniforms and name tags are met. There is s problem with the discretion in providing the room number, as the associates were saying it out loud in the presence of other guests. This could be easily solved by brief team meeting where the managers and the staff can discuss the problem and find appropriate ways for the performance of the task.  The customers are greeted with appropriate language. Once the associate has reviewed the payment method and the checking procedures are done, a key card packed is handed over and clear directions to the elevator are given.

· Bar area 
Score 85/205
[image: Marriott logo]There is warm and polite greeting on arrival at M club. Good interaction exists between the associates and the guest. The uniforms and appearance of the team are excellent and customer assistance is offered at any time. The selected music is appropriate, and the food and drinks are well presented, in good quality, and meet the standards. The overall cleanliness is poor, especially during busy times, due to the weight of work carried by the remaining associates. I recommend at least one more person to be hired, as there are only two associates currently working there, and the manager cannot always be available to help. This way the team will not be so pressured and will be able to provide better service, and in the same time improve cleanliness of the workspace. 
[image: Marriott logo][image: Marriott logo]
· Room service
Score 150/150
I have no complaints regarding the room service as everything was in order. I received a warm greeting over the phone and the associate was attentive and polite. I got advised in my choice, clearly the team member was knowledgeable about the menu offerings. The food was delivered on time and the associate was polite and caring. All standards were met.

· Restaurant
Score 195/265
At breakfast I was greeted by a team member seemingly whose uniform was in good condition. The associates were polite and always ready to give further assistance to the guests. Table setting, food selection on the buffy, and hot drinks, all met the criteria. There was a whole range of different breakfast dishes. Alternatives for the guests with different dietary requirements were provided as well. M club’s manager welcomed me with my entrance with friendly approach, he made my experience more personal, as he advised me which dishes are appropriate for vegans and offered his help during my stay in the lounge.  I was offered a teacup ‘’to go’’ by an observant associate. A children’s menu was available and met the standards. With regard to the cleanliness of the workplace, as I mentioned before, I found the same problem concerning the shortage of staff.

· General bedroom 
Score 320/320
The first impression of the hotel’s bedrooms was good. Guest room recycling meets the brand standard. There is a full range of coffee equipment in the rooms and all items were in place. The rooms have good television, that also meet the brand criteria. There are closet and ironing amenities, as well as safe. It was obvious that the housekeeping department associates maintain very good level of cleanliness. No shortcomings were found in terms of the condition of the rooms, which is good and expected, considering the recent renovation of the hotel. 







· Bathroom
Score 220/220
Overall, the bathroom is in exceptional condition and, undoubtedly, the housekeeping team is taking good care of it. The products and towels available met the brand standard. The bathroom amenities such as hairdryer and wastebasket were in good shape. The condition of the toilet, fixtures, vents, shower and bathtub was very good. Regarding cleanliness all standards were met.

· Lobby
Score 50/50
Marriott Heathrow’s lobby outlook is excellent, the team members are taking care the good hotel image to be maintained. Guests can enjoy computer and printer services. The furniture is kept clean and in good condition. The team is friendly, behaves extremely professionally, offer further assistance to the guests, and makes every conversation very personal, so that the customers feel comfortable. When guests arrive in the hotel after long flights, probably nervous, and need such a warm and understanding welcome.

· Public restrooms
Score 80/80
The public restrooms were kept clean and the supplies met the standards, the responsible for the public area associates are constantly corresponding with the manager on duty and in case of occurred issue they can respond on timely manner. 

· Elevator
Score 10/20
The elevator cleanliness is generally good, however some of the service elevators were out of service which troubled the free access and flow between the floors and caused confusion between the team members in peak times. This problem should be fixed as this is causing frustration between the associates. We recommend more frequent inspections in order to avoid breakdowns and long-term complications. Problems can become significant if left untreated, putting guests and technicians at danger. That being said, the simplest way to deal with these problems is to catch them before they get any worse. To have an elevator company perform regular service on your unit will guarantee that your lift continues to remain ready for use.

· Corridors
Score 50/50
[image: Marriott logo]The guest hallway/ stairwell signage looks very professional, well maintained and in good condition, all the standards were met. The stairways, doors, ceiling and vents were in good condition. The furniture. Equipment and decoration were in good shape. When I was crossing the corridors, I noticed how well the housekeeping associates were taking care with regard to the cleanliness.
[image: Marriott logo]
· Fitness centre and pool
Score 100/100
[image: Marriott logo][image: Marriott logo]The renewed fitness centre, even though quite small sized, was well equipped and in good condition, the pool and sauna were kept tidy and met the brand standard criteria for cleanliness and condition. Reception’s associates were friendly and welcoming, they provided me with towels which were in good condition. The Fitness Centre follows the required operating hours.  


· Meeting/function rooms
Score 50/80
 The meeting and function rooms cleanliness was not up to par and stains could be seen on the carpet, dark marks left on the white furniture, old food was left from previous meetings in the fridges and dusting on the vents. Such problems can be easily worked out with some regular cleaning by members of the team. Some cables were placed all around the room which could lead to trip hazards. The rooms are well equipped for all kinds of meeting activities and have beautiful decoration in every one of them. Our recommendation is to hold a team meeting and announce that changes need to be made. With their help you can divide them into pairs where they can clean different rooms and swop their tasks in-between every week. It is important to communicate and discuss the different options for resolving of the problem with your team.

· Back of house
Score 100/110
GuestVoice alert responses were met timely, in good manner, friendly, and in personalised way, showing care and responsiveness. The hotel’s associates showed excellent knowledge regarding Marriott Bonvoy loyalty membership benefits. When Art of hosting is held the associates thoroughly discuss different engaging topics, as well as how to optimise the stay of VIP’s in the hotel, if any.  

· Food safety
Score 8 pass/ 0 fail
The personal hygiene was at a very high level and apparently the team was well trained. The food was stored in an appropriate way, and the facility was clean and well maintained. We did not find any evidence of pests. The dishwasher machines were kept in good condition, cutting board policy was followed and cross-contamination prevention procedures were followed. The friendly head chef showed us the needed documented Quarterly Global Safety Audit.

Sales and Marketing
[image: Marriott logo] Marriott Heathrow has 4/5 TripAdvisor score, and several reviews from unsatisfied guests, left without appropriate comment from the hotel’s authorities. We recommend reviewing and respond to the criticism as soon as possible, to apologize and thank, to clear up the misunderstandings and avoid excuses. At best the hotel should accept responsibility for the occurred problems and errors and show how you will optimize and fix the issue. There are also some outdated poor reviews, left before the renovation, regarding problems that are already fixed, and this easily could be solved as contacting the site’s admins. In addition, we noticed that the hotel’s social media presence is poor, and our recommendation is additional digital marketing training of the team, as this will result in sharing and creating more engaging content, which will potentially unlock opportunities for more bookings. Today, social media marketing is becoming one of the most important tools of a successful marketing strategy. Hotels around the world have already discovered ways in which social media can help grow every aspect of their company. 92% of all marketing experts indicate that their social media efforts have generated more attention to business. 


Guest service delivery
We understand that currently there is no other working policy for guest recovery system, where unsatisfied guests are given complimentary access to the M club, however, we recommend reconsidering the present strategy and redirecting to one that will not create problems with unseated guests due to the limited space in peak times and will help preserving the uniqueness of the lounge. 
Continuous quality improvement is not a cost, but a long-term contribution based on ensuring customer loyalty by meeting its needs. The quality of hotel services largely depends on the qualification and interest of human capital, on its creative abilities, the ability to master new technologies, as well as on the use of new organizational processes and forms of material base.
 During this process, consumers go through many stages in their interaction with the company's employees. For example, functional quality can improve the impression of a room that does not fully meet customer expectations. However, if the functional quality is poor, nothing else will correct the customer's dissatisfaction. That is why we recommend regular training and refreshment of the team's knowledge. 

Financial Management
To be ahead of the sustainability curve will lead to a competitive advantage. Numerous companies have reviewed their travel policies and process of selecting hotels, for that reason low carbon output score can contribute to more booking from eco-conscious travellers. We recommend implementation of more ways different to the already established practices, many hotels, for example, have invested in reusable shampoo, conditioner and soap dispensers as a way to reduce the use of plastic. In addition, you can also achieve resilience by replacing your toxic chemical cleaners with more natural products. 
 A good potential revenue opportunity for the hotel could be to open a small bar area in the lounge with new hired bartender. It could work in the happy hours between 7-9 pm, and it would have whole range of different kinds of cocktails and alcoholic beverages, unlike the current limited choices.


Employee Engagement; Training & Creative Development
There are many already established practices regarding employee engagement such as departments appreciation weeks, however, we recommend including more training programs, hosting clubs or unique committees. Associates within departments could share some common values and interests and encouraging them to pursue those interests together it would lead to improved relations. To achieve the desired commitment and motivation, it would be a great idea to combine external rewards with internal motivation. This will encourage self-motivation and responsibility.  
In addition to specialized training, various courses can be organized, such as language courses. Courses can be offered in the hotel itself, and on certain days the trainings to be led by the respective teachers. Training activities must be perceived and considered in terms of specific learning objectives, which clearly contribute to the improvement of business, regardless of the form of knowledge acquisition and the change of attitudes. This approach focuses on impact and real development rather than participation in training initiatives. The development of the staff focuses on the improvement of the conceptual and analytical skills of the employees, on their intellectual and emotional growth. In this way, people are prepared for the successful implementation of more complex and more responsible work tasks, which are characterized by a growing share of operational management functions (planning, organizing, controlling) in each position. 
Organizations are increasingly digitizing their work processes through various software solutions, a good platform is the so-called. Real-time feedback that quickly and easily systematizes information from employees and managers. Employees spend about 15 minutes a week answering questions about both their personal productivity and the company atmosphere and teamwork. The end result is presented understandably - with a graphical visualization of the processes of the organization. With this software you can easily notice the dynamics in the internal culture and react in a timely manner in case of problems.
We have outlined some of the innovative ideas for employee engagement, however, we cannot avoid the harsh reality we all face due to the Covid-19 pandemic and the challenges that every team or company faces. Associates might feel anxious, scared, and stressed, for this reason, we advise Marriott Heathrow managers to act quickly and keep their teams together and make sure they communicate regularly with the rest of the employees.

[image: Marriott logo]Leadership 
Overall, the managers in the hotel are performing extremely professional and there is very good communication between the different departments, they treat their teams with care and attention, and yet there are still opportunities for further leadership improvements. 
Nowadays, almost everyone suffers from excessive stress and some form of anxiety.  As we are aware how busy the airport hotels are most of the time are, and for leaders, the workload and responsibility are even greater, the goal is not only to reduce negative influences, but to achieve internal balance, self-control and a clear mind, even in extremely tense and unforeseen situations. Our recommendation for solution to these problems are to be conducted various forms of relaxation, yoga, meditation or more active forms such as martial arts, outdoor activities, art therapies and others.
Integrating the benefits of a variety of physical activities, spiritual practices and educational games is a new approach to more holistic impact and personal development that has become popular recently. Retiring from everyday life for a few days and joining a retreat is a challenge that can help overcome limitations and insecurities, as well as rediscover personal qualities and raise awareness.

Green Hotel
Marriott Heathrow’s team has already established yearly organised activities which contribute for the environment, such as cleaning the river, good practice in the hotel as well is the program where guests who decline housekeeping service are being rewarded with extra loyalty points, meals and drinks vouchers etc.
Society is increasingly concerned about its health and well-being, as well as the environment in which it finds itself. Topics related to sustainable development are becoming increasingly popular. This is definitely among the top trends in the hotel and business strategy of hotels. Many hotels also rely on the eco trend by using eco products and recycling materials and resources. This saves energy costs, which overall improves business results.
Hospitality is related to the relationship between staff and guests. So why not engage the people you care about as well?
An easy way to encourage your guests while allowing them to make their choices is to leave small notes (made from recycled paper, of course) in the room to give playful reminders of water and electricity consumption. In addition to the potential for savings, active participation in your processes will encourage your guests and make them feel part of your family. This is a great way to strengthen the connection between them, leaving them with the need to return again, as well as a pleasant feeling to associate your hotel. In addition, word of mouth advertising always has the highest weight among them.
Another way for your staff to adopt environmental practices is to start with composting. An unpleasant pile of garbage can reduce your waste and even lead to fertile soil, which you can then use for landscaping projects directly in your hotel. this fertile compost soil can even help you create your own herb garden from which the hotel’s chefs can pick dill, parsley, rosemary and more.

Property maintenance
Our opinion is that, Marriot Heathrow maintenance team is performing overall well, however, very often you can find big gaps throughout the day in their schedule.
[image: Marriott logo][image: Marriott logo]Our recommendation for the hotel maintenance team is to improve scheduling. Through the use of scheduling tools, you can assign tasks to yourself and others on a regular or daily basis and make the associates more organised and proactive. Creating a high-quality system includes a carefully formulated strategy and the ability to adjust to conditions, so that emergency repairs can be easily recorded. In addition to other maintenance types,  preventive maintenance is definitely an important technique for managers. Preventive maintenance is meant to predict the occurrence of incidents and thus directly leads to enhancing the experience of the guests.
Conclusion

[image: ]Indy consultancy completed the audit process within the set frame of twelve weeks on 21st August 2020.  We hope you find our mutual work useful for your company and our suggestions have inspired new ideas for improvement of your workspace. We will be glad to work again together in the future.
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Date: Consultancy Company Name:

Indy consultan

Front Office / Lobby Arrival
Warm welcorme/greeting provided

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

Well-groomed and professional, wearing a uriform

Host present during peak arrval times

Further assistance offered to the guest

Warm and sincere closing offered, and appreciation
demonstrated

Comments:

« Warm welcome.
« Assistance provided
= Overall performance is good.

Total Points: 45
Arrival Experience - Exterior
Arrival Experience - General Exterior
Flag meets standard
“Wear and Tear
~Marriott Logo
Walk-off mat meets standard
Al guest-facing walk-off mats must minimally be:

« In current brand voice with current logo
« Charcoal-grey or black i colour

Comments:

Exterior is in good consition.

10

\
10 ‘

Service

Branded Feature

Service

Service

Branded Feature

Area to Address

Condition

Branded Feature

Branded Feature

10

10
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Guest Check-in

1F standing in a queue, an attempt to acknowledge the
quest was made in a timely manner

Warm welcome/greeting provided
Well-groomed and professional, wearing a unform

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

Room number provided discreetly, non-verbally

‘The employee welcomed the mobile checin guest with
the appropriate language

Itis NOT acceptable to ask the question *Are you
checking in?”

‘The employee reviewed the method of payment.

“The employee handed the guest hisher key card packet
and provided directons to the elevator or guestroom

‘The employee executed payment and key delivery.
‘components for mobile checkin to brand standard

Gold Eite, Platinum Elite, Titanium Elite, and
Ambassador Elite members offered room upgrade.

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

‘The employee was knowledgeable about property.
offerings and the local area, as applicable.

« Hotel offerings « Local area

Mark NO if the employeze is not knowledgeable about
the above

‘Guest name used during the experience
The Host Created a Personal Connection

‘The employee Created a Personal Connection (e.0.
inquiring about the nature of viit, asking about travel
‘experience, commenting on the guest's travel origin,
inquiring about any specil needs or requests, mentions.
‘Something abouit quest's previous or future visits)

Mark NO if the Host did not Create a Personal
Connection during interaction

Points

10

10

10

10

10

Area to Address.

Service

Branded Feature

Branded Feature

Branded Feature

Service

Service

Service

Service

Service

Service

Service

Service

Branded Feature

Service

Points Awarded

10

10

10

10

10
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‘The Host Responds to Cues.

“The Host must Respond to Cues by being aware of
uest'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
2 guest are learned « Modelling behaviour after the.
guest (e.g. f the guestis n a hurry, act with  sense of
purpose) « Offering extra towels to guests (e.g.
traveling with familles) » Paying special attention to
children (.. Kd's key to the hotel, sending milk and
‘cookies to the room)

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

Further assistance offered to the guest

Warm and sincere closing offered, and appreciation
demonstrated

Al Loyalty Members are recognized at check-in:
Members must be verbally acknowledged at check-in

Examples include:
"I see you are a Platinum Elte Member” » “Thank you
for being a Gold Elite member" » Thank member for
loyalty

Mark NO if the above criteria Is not met

Platinum Eiite, Ttarium Elte, and Ambassador Elite
members’ check-out time confirmed at checicin:

Hotel must verbally confirm check-out time with
Platinum Eiite, Ttarium Elte, and Ambassador Elite
members at time of arrival.

Platinum Eiite, Ttarium Elte, and Ambassador Elite
members receive a guaranteed late check-out as late as
4pm s part of thelr Eite benefits

Comments:

Room numbers weren't offered discreetly, recommendation of changing training protocols to assure discreet exchange of

sensitive Information.

Total Points: 135

1F standing in a queue, an attempt to acknowledge the
quest was made in a timely manner

Warm welcome/greeting provided

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

Wel-groomed and professional, wearing a uniform

Name tag meets standard

10

10

10

Points.

10

10

10

Service

Service

Branded Feature

Branded Feature

Branded Feature

Area to Address

Service

Branded Feature

Service

Branded Feature

Branded feature

10

10

10

NA

10

10

10
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‘Comments:

Cleanliness is poor
‘Shortage of personnel

Total Points: 205

Room Service
Telephone ~ Warm welcome/greeting provided

Telephone - Guest name used during the experience,
‘when known

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

Telephone - The room service order was properly taken

Telephone - The Host was knowledgeable about menu
offerings

Telephone - Warm and sincere closing offered and
‘appreciation demonstrated

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 s not met

Delivery - The server asked permission before entering
the room

Delivery - Warm welcome/greeting provided

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

Delivery - Well-groomed and professional, wearing a
uniform

Delivery - Name tag meets standard:

Mark NO if any of the above criteria s not met
Delivery - The check was presented in a check cover
and accompanied by a branded pen

Delivery - The Host Created a Personal
Connecti

‘The Host must Create Personal Connection (e.9.
inquiring about the nature of vist, inquiring about
quest's stay, asking about the guests 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 ifthe Host did not create a Personal
Connection during interaction

Points.

10

10

10

10

10

10

10

10

Category/Area to
Address

Branded Feature
Branded Feature

Service

Service

Service

Branded Feature

Branded Feature

Service

Branded Feature

Service

Branded Feature

Branded Feature

Branded Feature

Service

8

10

10

10

10

10

10

10

10
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Delivery - The Host Responds to Cues:
‘The Host must Respond to Cues by being aare of
uest'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 i the Host did not Respord to Cues during
interaction

Delivery - Guest name used during the experience,
‘when known

Delivery - Further assistance offered to the guest

Delivery - Warm and sincere closing offered and
appreciation demonstrated

Food and beverage contents and plate presentation
meet standard:

Presentation; Food Qualtty & Temperature and correct.
Mark NO if any of the above criteria s not met

Room Service menus are available:

Comments:

« Good performance
« Host responds to cues
« Menus available.

Total Points: 150

Restaurant (Breakfast)

1F standing i @ queue, an attempt to acknowledge the
quest was made in a timely manner

Host - Warm welcome/greeting provided

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

Well-groomed and professional, wearing a uniform
Name tag meets standard

Host - escorted the guest to a table and followed proper
seating procedures:

10

10

10

10

10

10

Service

Branded Feature

Service

Branded Feature

Service

Service

Branded Feature

Service

Branded Feature

Branded Feature

Branded Feature

10

10

150

Points Awarded

NA

10

10

10

NA
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“The Host must:
« Escort the guest to the table at a comfortable pace »
Confirm that the table is to the guest's saisfaction »
Explain the menu and buffet options (as available)

Mark NO if any of the above criteria is not met
‘Guest name used during the experience, when known
Further assistance offered to the guest

Warm and sincere closing offered and appreciation
Breakfast table setting meets standard, is clean and in
good condition:

Table Setting s standard

Clean and in Good Condition

Mark NO if any of the above criteria is not met

Server - Warm welcome/greeting provided

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

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

Server - Well-groomed and professional, wearing a
uniform
Server - Name tag meets standard

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

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

Ala cart breakfast availabilty meets standard

Server - The Host was efficient and to Brand Standard

Server - Service at the table during breakfast meets
Brand Standard

‘Server - The check was accurate when presented to the
guest

Coffee "to go” cup and id offered to Guest

“The overall restaurant was kept clean and tidy
Server - The Host Created a Personal Connection

“The Host must Create a Personal Connection (.g.
inquirng about the nature of vist asking about travel
experience, asking about the guest's travel origi,
staying focused on the guest at hand, inquirng about
any special dietary needs or requests, following up on
answers to questions, avoids Host to Host
conversations) during th interacton

Mark NO ifthe Host did not Create a Personal
A e L

10

10

10

10

10

10

10

10

10

10

10

10

Branded Feature

Service

Branded Feature

Branded Feature

Branded Feature

Branded Feature

Service

Branded Feature

Branded Feature

Branded Feature

Service

Branded Feature

Branded Feature

Branded Feature

Service

Branded Service

Service

Service

10

10

10

10

10

10

10

NA

NA

NA

NA

NA
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Mark NO if the Host did not Create a Personal
‘Connection during interaction
Server - The Host Responds to Cues 5 Service NA

“The Host must Respond to Cues by being aware of
quest's verbal and non-verbal cues and customizing the
interaction appropriately without being prompted or
asked

Examples inclu

« Tailoring food and beverage offerings to the guest
(e:9. 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
Server - Guest name used during the experience, when 5 Service 5
known

Server - Further assistance offered to the guest 5 Service B
Server - Warm and sincere closing offered and 10 Branded Feature | 10
‘appreciation demonstrated

Food and beverage contents and plate presetation 10 Branded Feature | 10
meet Brand Standard

Breakfast bufet cooking station meets standard 10 Branded Feature | 10
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 s not met
Kids menu must be available: 10 Branded Feature | 10

Restaurant & Buffet Area and Equipment - Cleaniiness. 5 Cleanliness 5
Including Floor; Walls; Doors and Ceiing

Restaurant & Buffet Area and Equipment - Condition 5 Condition 5
Including Floor; Walls; Doors and Ceiing

« Comments:

« Good interaction between the associates and the guest
= Poor cleanliness during peak hours

« uniform was i good condition

« Table setting, food, and hot drinks all met the criteria

Total Points: 265 195
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General Bedroom
Laundiry/Dry Cleaning Service avallable at least 5 days

‘Guestroom linen and terry reuse colateral is
implemented and in use.

Mark NO iflinen and terry reuse program is not
implemented and in use.

‘Guestroom recycling meets brand standard

Bedroom
Coffee equipment meets standard

(1) Blectric kette  (2) Mugs, matching in colour » (2)
Disposable cups with s « (2) Napkins » (2) Coasters »
(2) Wood or plastc stir stcks, or spoons

Its acceptable to have ce bucket tems and coffee.
items on one tray

Mark NO if any of the above critera s not met
Coffee products meet standard

+ (2) Soluble reguar coffee « (2) Decafflnated coffee =
(4) Tea envelopes / Varety of tea selecte by hotel
(2) Sugar sticks » (2) Sweetener ticks » (2) Mik or
creamer sticks

‘Guest Services Directory meets Brand Standard
Closet amenities meet Brand Standard

Ironing amenities meet standards

Ice bucket set-up meets standard

In-room safe i present

Television meets standard:

32 inches; remote control

Alarm clock/dock radio meet standards

« Time s set correctly within 5 minutes

Itis acceptable for alarm cock to be on TV, if time is
displayed and alarm operates while TV s in an OFF
position

Brand collateral and reading materials meet standard
Bl

Book of Mormon

OND/Privacy Please

Note Pad and Pen meet Brand Standard

Telephones meet Brand Standard

Pilows meet standard

Pilows 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 il standard size
« Pllowcases « Pilow covers/protectors

Al pilow fill must be natural

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10

Category/Area to
Address
Branded Feature

Branded Feature

Branded Feature

Category/Areato
Address
Branded Feature

Branded Feature

Branded Feature
Branded Feature
Branded Feature

Branded Feature

Branded Feature

Branded Feature

Branded Feature

Branded Feature.

Branded Feature
Branded Feature

Branded Feature

Points Awarded

10

10

10

Points Awarded

10

10

10

10

10

10

10

10

10

10

10

10

10
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Mark NO if any of the above criteria s not met

Bedroom Cleanliness -
Doors/Walls/Baseboards/Mirrors/Artwork
Celling

Flooring & Carpet (wash doth test)

Bedroom Condition -
Doors/Wals/Baseboards/Mirrors/Artwork
Celling

Flooring/Carpet

Bedroom Cleanliness - Closet Area/Ironing
Board/lron/Safe; Coffee Set UplIce
Bucket/Trays/Accessories|Refrigerator/ Microwave/Mini
Bar/Wet Bar

Bedroom Condition - Closet Area/Ironing
Board/lron/Safe; Coffee Set UplIce
Bucket/Trays/Accessories|Refrigerator/ Microwave/Mini
Bar/\Wet Bar

Bedroom Cleaniiness - Case Goods -
Dresser/Nightstands/End Coffee Tables
Telephone/Clock/Audio Equipment/Television(s)/Remote.
Control/Colateral

Bedroom Condition - Case Goods -
Dresser/Nightstands/End Coffee Tables

Telephane/Clock/Audio Equipment/Television(s)/Remote.
Control/Collateral

Bedroom Cleaniiness - Desk/Desk Chair/Trashcan(s)
Lamps/Lighting

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

Bedroom Cleaniiness - Windows/Window Treatments
HVAC/Ventiation

Bedroom Condition - Windows/Window Treatments
HVAC/Ventiation

Bedroom Cleaniiness - Headboard/Bed
Frame/Matress/Box spring
Bedding/Linens/Coverlets/Free of Wrinkles.
Bedroom Condition - Headboard/Bed
Frame/Mattress/Box spring
Bedding/Linens/Coverlets/Free of Wrinkles.
Room/Suite s free of pests

Bedroom Cleaniiness ~ Pilows

Bedroom Condition - Pilows

‘Condition issues are generally defined as something that
needs to be repaired, replaced, or renovated

For pilows, some of the most common condition issues
are:

« Appears fla, lfeless » Faded or threadbare » Spiit
‘seams « Holes, burns, rips or tears « Midew » Stains,
marks or graffit

Mark NO ifthe pillow is in poor condition

Total Points: 320

10

10

10

10

10

10

10

10

10

10

10

10

10

10

20

Geanliness

Condtion

Geanliness

Condiion

Geanliness

Condtion

Geanliness

Condtion

Geanliness

Condtion

Geanliness

Condiion

Condtion

Geanliness

Condtion

10

10

10

10

10

10

10

10

10

10

10

10

10

10

10
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Bathroom
Branded bath amenities meet standard:

‘Guestroom amenities must minimally include:
« Shampoo - 30 mi » Conditioner - 30 m » Shower gel -
37mi + Lotion - 22 mi » Soap

Itis not acceptable to mix product lines in guestrooms
Mark NO if any of the above criteria s not met

Bathroom amenities meet standard:

Wastebasket
Hairdryer

Bath tissue:
Tissue box cover
Facil tissue.

Bath terry meets standards:
Bath terry must minimally befinclude:
- 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

« Washdoths

) in room with (1) bed

() in room with (2) beds

Mark NO if any of the above criteia is not met
Bathvoom Cleanliness -
Doors/Wealls/Baseboards/ Celing/Fioor/

Bathroom Coniton -
Doors/Walls/Baseboards) Caling/Fioor

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

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

Bathroom Cleanliness - Vents/Exhaust Fans
Bathroom Condition - Vents/Exhaust Fans

Bathroom Cleanliness ~ Tollet

Bathroom Condition — Tollet

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

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

Bathroom Cleanliness - Linens/Terry

Bathroom Condition - Linens/Terry

Bathroom Cleanliness - Shower Curtain/Shower
Doors/Shower Rod

Bathroom Condition - Shower Curtain/Shower
Doors/Shower Rod

Bathroom Cleanliness - Bathtub/Shower
Enciosures/Plumbing Fxtures

Points.

10

10

10

10

10

10

10

20

20

10

10

20

2

10

10

10

(Category/Area to
Address
Branded Feature

Branded Feature

Branded Feature

Geanliness

Condtion

Geanliness

Condtion

Cleanliness
Condion

Cleaniiness
Conditon

Geanliness

Condtion

Geanliness
Condtion

Geanliness

Geanliness

Geanliness

Points Awarded

10

10

10

10

10

10

10

10

10

10

10

10
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Bathroom Condition - Bathtub/Shower. 10 Condition
Enciosures/Plumbing Fxtures

Comments:

= products and towels available met the brand standard citeria
= The conditon of the toflet, ixtures, vents, shower and bathtub was very good

Total Points: 220

Lobby Points Category/Area to
Address

Business services meet standards: 10 Branded Feature
+ Computer access « Printing services
Front Offce may provde servicesif not avallabe in the
Iobby
Lobby Cleanliness - 10 Geanliness,
Walls/Doors|Celing/Vents/Lighting/Windows/Treatments
Lobby Condition - 10 Condition
Walls/Doors| Celling/Vents/Lighting/WindowsTreatments
Lobby Cleanliness - Furniture/Equipment/Luggage Carts ‘ 10 ‘ Cleanliness

‘ Condition

Lobiy Condiion - Frniur/Equpment/Luggage Carts ‘ 10

Comments:

« the team members are taking care the good hotel image to be maintained
« furniture s kept clean and in good condition

Total Points: 50

Public Restrooms Points Category/Area to
Address

Publc restroom supplies meet standard: 10 Branded Feature

Publc restrooms must minimally provide:

= Hand soap « Bathroom tissue « Facial tissue « Single

use paper hand towels & Trashcan

Public Restrooms Cleaniness — Floor/ 10 Geanliness

Walls/Doors|Celing/Vents/Lighting/Partitions

Public Restrooms Conditon — Fioor/ 10 Condition

Walls/Doors|Celling/Vents/Lighting/Partitions

Public Restrooms Cleanliness - Toilets/Urials, 10 Ceanliness

Public Restrooms Conditon - Tollets/Urinals 10 Condition

10

220

10

10

10

10

10

10

10

10

10

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

Public Restrooms Condition - Snks/Vanity/Mirors ‘ 10 ‘ Condition

Pubic Restrooms Cleaniiness - 5 Geanliness,

Furiture/Equipment/Decoration

Public Restrooms Condition - 5 Condition

Fumiture/Equipment/Decoration

Comments:

public restrooms were kept clean and the supplies met the standards

Total Points: 80

Elevator Ponts Category/Area to
Address

Elevators Cleaniness - General ‘ 10 ‘ Cleanliness.

Elevators Condition - General ‘ 10 ‘ Condition

Comments:

some elevators were out of service which troubled the free access between the floors -
perform regular service on the unit will guarantee that the lifts continues to remain ready for use.

Total Points: 20

Corridors Points. Category/Area to
Address
‘Guest hallwayjstairwell signage is professional, well 10 Branded Feature

maintained, and in good condition:

“The property signage in the guest coridors and
stairwells must be:

« Professional « Well maintained « In good condition

Mark NO if any of the above criteria s not met

Corridors/Stairways Cleanliness ~ Foor/ 10 Geanliness
Walls/Doors/Celing/Vents/Lighting/Windows/Treatments

Corridors/Stairways Condition  Floor/ 10 Condition
Walls/Doors|Celing/Vents/Lighting/Windows/Treatments

Corridors/Stairways Cleaniiness - 10 Geanliness
Furniture/Equipment/Decoration ltems
Corridors/Stairways Condition - 10 Condition

Furniture/Equipment/Decoration Items

10

10

Points Awarded
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Comments:

well maintained and in good condition

Total Points: 50

Fitness Centre
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 s not met
Fitness Centre amenities meet standard:

Fitness centre amenities must minimally include:

« Anti-bacterial wipes » Clock » Newspapers/magazines »
Towels » Water: Fountainjcooler or bottied water »
Whole seasonal fruit (complimentary during peak times)

« Solled towel disposal » Wall-mounted telephone

Mark NO if any of the above criteria is not met

Fitness Centre/Exercise Room Ceanliness — Floor
Walls/Doors|Celing/Vents/Lighting/Windows/Treatments.

Fitness Centre/Exercise Room Conition — Fioor
Walls/Doors| Celing/Vents/Lighting/Windows/Treatments.

Fitness Centre/Exercise Room Cieanliness — Equipment
Furniture/Equipment/Decoration Items

Fitness Centre/Exercise Room Condition — Equipment
Furniture/Decoration Items

Pool Area Cleariiness - Fioor/Deck/
WallsFencing/Doors/Celing Windows/Treatment

Pool Area Condition - Foor/Deck/
WalsFencing/Doors/Celing Windows/ Treatment

Pool Area Cleaniness - Fumiture/Equipment/Decoration
Items

Pool Area Condition - Fumiture/Equipment/Decoration
Items

Comments:

well-equipped and in good condition

Total Points:100

10

10

10

10

)

10

10

10

)

10

Category/Area to
Address
Branded Feature

Branded Feature

Cleanliness

Condition

Cleanliness

Condition

Cleanliness

Condition

Cleanliness

Condition

Points Awarded

10

10

10

10

10

10

10

10

10

10

100
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Pre-function

Pre-Function Cleanliness — Fioor
Walls/Doors/Celling/Windows/Treatments

Pre-Function Condition ~ Foor
Walls/Doors|Celing/Windows| Treatments

Pre-Function Cleanliness - Furniture/Equipment/Décor
Items

Pre-Function Condition - Furniture/Equipment/Décor
Items

Meeting Room Cleaniiness — Fioor
Walls/Doors/Celing/Vents/Lighting/Windows/Treatments

Meeting Room Condition ~ Fioor
Walls/Doors|Celing/Vents/Lighting/Windows/Treatments

Meeting Room Cleaniiness -
Furniture/Equipment/Decoration Items

Meeting Room Condition -
Furniture/Equipment/Decoration Items

Total Points: 80

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

Internet bandwidth:
Meets Brand Standard Bandwidth

‘GuestVoice Alert Response Rate meets Standards:

Hotel must respond to guestVoice Alerts within 48 hours.
by an approved method for GSS, TripAdvisor and
Marrott Verified Reviews (MVR)/SPG Ratings & Reviews

Host has a Brilant card:

Hosts must minimally:
« Carry a current Brillant card

An electronic or digital copy is acceptable (e.g.
smartphone)

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
Briliant)

« 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,
ke Hew i rambers

Points.

10

10

10

10

10

10

10

10

10

10

10

10

Category/Area to
Address

Geanliness

Condiion

Geanliness

Condtion

Geanliness

Condition

Geanliness

Condition

Branded Feature

Branded Feature

Branded Feature

Branded Feature

Branded Feature

Points Awarded

10

10

10

10

10

10

10

10

10
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Hotel must use brand key card with key packet.
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

Associate can explain Loyalty Member benefits:

sk associate to name (2) benefits Siver Eite members
receive at the Brand Hotel:

+ 10% bonus points » Prioriy late check-out » Uttimate
Reservation guarantee » Member rates » Dedicated Elite
reservation line » Dedicated Elte guest services e

sk associate to name (2) benefits Gold Elite members.
receive in addition to Silver Elite tier at the Brand Hotel
Youare at:

+25% bonus points » 2pm late check-out (based on
avallabity) « Gold Elite welcome gift « Room Upgrade
(based on avallability) « Free enhanced WI-Fi

sk associate to name (2) benefits Platinum Eite
members receive in addition to Gold Elite ter at the.
Brand Hotel you are at:

« 50% bonus points » Piatinum Elte Welcome Gift
Choice, e.g. breakfast or amenity or points » Access to
condierge/club/executive lounge

4pm late check-out

‘Guaranteed Room Type

sk associate to name (2) benefits Titanium Elte:
members receive in addition to Platinum Elte ter at the
Brand Hotel you are at:

« 75% bonus points = 48-hour Guarantee

Ambassador Elite Member Program:
Ambassador Service

Paper Straws, regardess of material, must only be
provided upon request (by uest requesting or by,
associate asking):

Total Points: 110

Refrigerator and freezer temperature logs are
‘completed and on file for 90 days.

Temperature Logs for cooking, holding and reheating
food items are completed and on file for the past 90
days

Food Cooling Logs are completed and on fil for the
past 90 days

10

10

2

10

Pass/ Fail

Pass/Fall

Pass / Fail

Branded Feature

Branded Feature

Branded Feature

Branded Feature

Food Safety.

Food Safety.

Food Safety.

10

10

N/A

100
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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 contact surfaces, food contact
packaging

It acceptable If closed beverage containers (e.g.,
ports bottles, cups with lids, cups with lids and straws)
are present f stored below or adjacent to workstations
50 they cannot contaminate the food and food contact
surfaces

« Al dedicated hand washing sinks are stocked
(disposabie towelar dryer, s0ap, trash can nearby),
functional (hot water) and accessibe (not blocked, used
for food prep)

« Al 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
finess:

Diarrhoea; Vomiting; Fever; Sore throat with fever
Jaundice (yellowing of the eyes)

Mark NO if the above criteria is not met

Ice Machines are clean and in good condition
Mark NO if any of the following:

« Interior of ce 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 s
not available:

Cold potentially hazardous foods maintained at 41F (5C)
or below in all cold holding devices

Fadilty is clean and in good condition

s you walk through the facllty evaluate the food

contact surfaces, equipment and non-food contact
surfaces

Check baseboards, cabinets, cellings, counters, doors,
drains, drain covers, floors (grout ines), equipment,
grease traps, hardware, mats, outet 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 ina
small area (e.9. 6) rut fles in dain) » Evidence of
pests breeding » Birds nesting inside buiding » Tralling
ants n 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

Pass/Fail

Pass/Fail

Pass/Fail

Food Safety

Food Safety.

Food Safety.

Food Safety.
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Dishwashing machines properly maintained and
operated

Mark NO if any of the following:
« High temp machine - heat tape s not activated or
required temperature is not achieved » Low temp
machine - chemical sanitzer ot in correct range » Low
temp machine - hotel does not have  method to test
the dish machine sanitizer (.. test strip)

« Dish machine s not functioning or out of order

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
utting boards if both ready-to-eat and non-ready-to-eat
food items are prepared = Using wooden boards for
applications other than those approved

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

Quarterly Giobal Food Safety Audt (GFSA) is completed
and documented:

Hotel must complete a Global Food Sty Audt (GFSA)
selfinspecton each calendar quarter

-« Quarters are as follows:
15t Quarter: January-March

2nd Quarter: Apik-June

3rd Quarter: uly-September
4th Quarter: October-December

Pass/Fail

pass / Fail

pass / Fail

pass / Fail

Food Safety

Food Safety

Food Safety

Food Safety
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General Summary of Property
Observations
Marketing Essentials
Sales and Marketing (e.g. online visibility -social media; website)

Marriott Heathrow has 4/5 TripAdvisor score, and several reviews from unsatisfied guests, left without
appropriate comment from the hotel’s authorities. We recommend reviewing and respond to the
riticism as soon as possible, to apologize and thank, to clear up the misunderstandings and avoid
excuses. At best the hotel should accept responsibilty for the occurred problems and errors and show
how you will optimize and fix the issue. There are aiso some outdated poor reviews, left before the
renovation, regarding problems that are already fixed, and this easily could be solved as contacting the
site’s admins. In addition, we noticed that the hotel’s social media presence is poor, and our
recommendation is additional digital marketing training of the team, as this will result in sharing and
creating more engaging content, which will potentially unlock opportunities for more bookings. Today,
social media marketing is becoming one of the most important tools of a successful marketing
strategy. Hotels around the world have already discovered ways in which social media can help grow
every aspect of their company.
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Hospitality and Guest Services
Guest Service Delivery

We understand that currently there is no other working policy for guest recovery system, where
unsatisfied guests are given complimentary access to the M dub, however, we recommend
reconsidering the present strategy and redirecting to one that will not create problems with unseated
guests due to the limited space in peak times and will help preserving the uniqueness of the lounge.
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Financial Management:
Observations for Revenue Opportunities (e.g. F&B Upsell or Controls for Waste),
attendance in Finance workshop and observations

We recommend implementation of more ways different to the already established practices, many
hotels, for example, have invested in reusable shampoo, conditioner and soap dispensers as a way to
reduce the use of plastic. In addition, you can also achieve resiience by replacing your toxic chemical
cleaners with more natural products.

A good potential revenue opportunity for the hotel could be to open a small bar area in the lounge
with new hired bartender. It could work in the happy hours between 7-9 pm, and it would have whole
range of different kinds of cocktails and alcoholic beverages, uniike the current fimited choices.
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Personnel Resourcing & Development; Employee Engagement; Cultural Awareness
Entrepreneurship
Employee Engagement; Training & Creative Development

There are many already established practices regarding employee engagement such as departments
‘appreciation weeks, however, we recommend including more training programs, hosting clubs or
unique committees. Associates within departments could share some common values and interests.
‘and encouraging them to pursue those interests together it would lead to improved relations.

In addition to specialized training, various courses can be organized, such as language courses.
Courses can be offered in the hotel itself, and on certain days the trainings to be led by the respective
teachers.

Management & Organisational Behaviour
Leadership

Integrating the benefits of a variety of physical activities, spiritual practices and educational games is a
new approach to more holistic impact and personal development that has become popular recently.
Retiring from everyday life for a few days and joining a retreat is a challenge that can help overcome
limitations and insecurities, as wel as rediscover personal qualities and raise awareness.
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Sustainability Objectives & initiatives
Green Hotel

Marriott Heathrow's team has already established yearly organised activities which contribute for the
environment, such as cleaning the river, good practice in the hotel as well is the program where guests
who deciine housekeeping service are being rewarded with extra loyalty points, meals and drinks
vouchers etc

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

Marriot Heathrow maintenance team s performing overall well, however, very often you can find big
gaps throughout the day in their schedule.
Our recommendation for the hotel maintenance team is to improve scheduling

Signed:
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