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Consultancy report of the Windsor Marriott Hotel
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Windsor Marriott Hotel is one of the most prominent organisations that provide hotel and lodging services in Windsor, employing hundreds of employees. The hotel is preferred for its ability to provide services to corporate clients, tourists, and leisure travellers. Its rooms are spacious and tailored to meet the needs of the customers (World Travel Awards, 2020). At the hotel, you will find deluxe and junior suites that are fitted with modern facilities such as direct dialling for both local and international calls. The hotel offers conference facilities, room services, health, and recreational facilities such as fitness centre and swimming pools which make it one of the most attractive facilities in the city (Morch, 2018). It further offers banquet services for both small and big meetings in business centres.
The customers of the hotel always leave positive reviews. The reviews are all over the social media while others leave comment on the guest books. The remarks have been encouraging to the company because they have helped in making an adjustment in certain areas that the customers may feel dissatisfied (World Travel Awards, 2020). Overall, the hotel has been doing great in its customer experience.  
When some of the customers were sampled by calling them, they admitted to getting great service from the hotel. Some named specific employees to have met their needs. Generally, 90% of the customers indicated that the employees were hospitable (Morch, 2018). They also commented on the uniforms. 70% of customers reported that the waiters looked presentable (World Travel Awards, 2020). One of the customers said while leaving the hotel that the employees looked, executive. 
Also, the fact that most of the employees smile whenever they attend to the customers was another critical aspect that attracted the consumers. Most customers admitted to having gotten value for their money when asked about their level of satisfaction.
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Great customer experience is essential for any organisation, especially in the hospitality industry. A happy customer is likely to remain loyal to an organisation. The best way to drive loyalty is by providing a high-level experience. Marriott Hotel struggled at the lower end of rankings due to unsatisfactory customer experience sitting 121st place out of other major brands. Still, in the last 12 months, it soared in the UK with an exceptional CEE score of 7.83 showing a shining example of the progress that can be achieved (Engage Employee, 2019).  Marriott has dramatically improved in the pillar of personalisation, and this is due to its core values which include putting people first and pursuing excellence. The hotel embraces change to challenge the status quo, and the attitude has been essential in ensuring that the organisation meets the needs of the customers (Morch, 2018).  Marriott is likely to remain a top brand in the industry if it continues to improve its customer experience. Currently, it has gained more loyal customers who have also been able to bring in more potential customers. 
[bookmark: _Toc46845038]Brand Management
Windsor Marriott Hotel has several departments that work together to ensure that they enhance customer satisfaction. The various departments include finance, sales, engineering, HR, housekeeping, among other departments that provide essential services to the hotel (Morch, 2018). Every department is headed by qualified people with vast experience in the hospitality industry. 
The high number of customers is because of a sales department which works tirelessly to bring business to the hotel. The department works alongside other departments to achieve efficiency in service delivery (Serve 360 Report, 2019). For instance, when a room is booked, the customer sends money which is accounted for by the sales department while the housekeeping department ensures that the rooms are always clean. 
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This is one of the most crucial sections in the Windsor Marriott Hotel because it attracts customers to the organisation. The department has been at the forefront of championing for an increase in customers in the hotel. They have organised meetings with corporate clients and convincing them that the hotel is the best place to hold their meetings (Brand Finance, 2017). Within the department, there is also a marketing section that has fought hard to attract new clients by organising promotional activities. They have shown their resilience and innovativeness in both the print and electronic media campaigns which so far have been successful (Brand Finance, 2019). The marketing section has also been able to use social media to attract more clients. The social media campaign is one of the innovations that the hotel adapted by posting the images of the facilities and amenities offered as well as short videos of the conference rooms and other services provided. All these have been critical in attracting more customers.
The hotel's advertising is a new age one which has been critical in revolutionising its marketing practices. It has improved its focus to the new generation traveller by launching a creative & Content studio and a Buzz marketing practice. 
The hotel has also established a consumer public relations group as well as M life, which provides real-time marketing that augurs well with the new generation (World Travel Awards, 2020). The hotel understands well its customers and what impresses them. Marriott has strived to reach out to potential customers who are the real spenders in the hospitality industry. It reaches out to potential customers through Facebook, Instagram, and Twitter where there are many users not only in Windsor but also internationally. It is, therefore, easy to get clients from different parts of the world.
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Windsor Marriott Hotel's success squarely lies with the high number of clients it receives per day. It has done well in ensuring that even amid economic challenges, it attracts as many clients as possible. Thanks to the sales department that has put serious effort into ensuring that the hotel receives several visitors' check-ins and that the conference rooms are ever busy. The department has done exceptionally well in achieving this. The hotel gets customers from different parts of the world. Some of which have used Marriott facilities in other countries. Marriott hotels are all over the world. They are found in almost 72 countries globally (Brand Finance, 2019). What is interesting is that the services offered are virtually similar standards.
[bookmark: _Toc46845041]Areas that Need Improvement
Areas that the hotel's sales department can focus on is social media and ensuring that online booking is made accessible amongst customers. The social media platform proves to be one of the most important marketing platforms. The increase in the use of the platform by several young people, especially the millennials makes it an essential tool for marketing. 
Windsor Marriott Hotel should employ tech-savvy individuals who can ensure that it achieves a 24/7 online presence on social media platforms. The response to the customers must be quicker than it is now. Many people own a smartphone these days. Taking advantage of the increased online presence is the way to go for various brands in the hospitality industry.
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The finance department plays a significant role in the organisation by ensuring that the money received from sales is well recorded and accounted for (Brand Finance, 2019). The department deals with the receipt of revenue and expenditure. The hotel records daily, weekly, monthly, quarterly, and annual sales as well as spending. The department also puts in place internal controls that prevent fraud and theft within the hotel. There is a financial policy for the hotel that highlights the role of all the people working within the department, including those who are authorised to sign cheques and approve payments (Brand Finance, 2019). Besides, the department plays a critical role in preparing financial information that is used by various stakeholders. If the financial statements are presented correctly and justly, the hotel is likely to reduce problems from its stakeholders. The several years of experience for the hotel gives it an upper hand in the preparation of financial statements.
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The sound role that the finance department has put in place has helped in promoting efficient reporting and establishing internal control systems. The expenditure has also been closely monitored by the department to avoid wastage. The success of the Marriott Hotel primarily depends on budgeting and prudent expenditure of the finances. 
The hotel has been able to pay competitive remuneration to the employees because of well-advised expenditure. Significant issues such as accounting principles and significantly related party transactions have been appropriately taken into consideration.
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The Finance Director should strive to get the latest changes in international accounting and reporting standards. It should further ensure that they are up to date with the UK standards.
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While at placement, the hotel was doing quite well. Being one of the top brands in the world, the company does well. The audit will evaluate the hotel, its procedures, operations and makes recommendations on what should be done to make the company perform better and maintain its competitive edge in the hotel industry (Brand Finance, 2019). The audit report will focus on specific areas which include housekeeping, front desk, food and beverage, HR, administration, and leisure club. 
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Housekeeping is an essential department in Windsor Marriott Hotel. It deals directly with the customers. At Marriott, this is one of the departments that are known to execute excellence in the way the rooms are designed (Brand Finance, 2019). The housekeepers are committed to keeping the rooms in prime and proper shape to ensure the comfort of the guest in a clean and pleasant ambiance. Housekeeping involves cleaning of guest rooms and other functions such as cleaning the public areas ensuring that the staff uniforms are clean.
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There are necessary registers that the hotel maintains in the housekeeping department, and they include log register, attendance register, departure register, duty register, principal issue register, and lost and found record. The log register has the details put by the shift supervisor while the attendance register is for the staff working at the department while the departure register is where the expected departures for the day are mentioned. Another vital entry is the duty register which records the details of the work done by the employees such as the rooms cleaned. In contrast, the critical issue register contains the record of room keys issued to staff. Finally, the lost and found entry includes the guests' lost items.
The audit will check whether the registers are maintained and regularly updated and whether it is easy to trace who did what in which place. Also, the review verified if the uniforms are placed in their right shelves and that the shelves are also labelled. At the Marriott hotel, all the registers are adequately maintained, and the stock-taking of uniforms is done regularly. When uniforms are issued to the staff, the HR approves the release. Besides, the cleaning supplies are made available for the chambermaids to clean the rooms and premises, and a register is kept for supplies released.
There is a safe place where lost and found items for the guests are kept, and in case the clients' contacts are found, they are called to come and pick their items. Any person claims the things; the proper verification is carried out before releasing the details.
The hotel values customer feedback and when the feedback analysis was carried out from the feedback registers and reports. It is important to note that the management has taken necessary measures to address negative feedbacks (Brand Finance, 2019). Ideally, the housekeeping department is doing exceptionally well. There are many positive customer feedbacks and very few complaints. The hotel should, however, put more effort to address all the claims by the customers. From the register, some customers give recommendations on how the hotel can make some improvements. However, almost 90% of the entry shows that customers are satisfied with the services and the ambiance in the hotel. Some indicate that the organisation has exceeded their expectation
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At the front desk, there are lots of activities taking place, including the welcoming of the guests. The impression at the front desk is quite essential in giving a client perception of what to expect from the hotel (Brand Finance, 2019). The front desk is ever occupied by at least two staff members who are always ready to respond to questions that are raised by the guests. They play an integral role in coordinating communication between guests and the porters. As the face of the hotel, these employees are well dressed in executive uniforms that are quite attractive. 
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While carrying out auditing, various registers are verified. One of the entries is the duty register that entails the activities carried out by front desk staff, such as recording the guest details (Brand Finance, 2019). Also, there is the departure register that indicates the time when teams left work and the officers, and they left to take over from them. There is also an attendance register that is verified against the biometric record. All the entries showed that the front desk staff is doing a great job in ensuring that the department is never left unattended. 
The CCTV camera showed that there is no single day, for the past three months that the front desk has ever remained unattended and that the customers have never complained about the same.
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Food and beverage form a vital part of the Windsor Marriott Hotel. There are always food and beverages for residential customers, and the other one is for walk-in customers. At the Cast iron Bar & Grill, there are different menus which include A La Carte, Dessert menu, drinks menu, bar menu, kids' menu, and young diners (Cast Iron Grill, 2020). There is also a lunch menu. The F&B offered at the hotel are fresh with seasonal ingredients. They also have traditional flavour combinations, and the food is tasty. Marriott hotel prepares a perfect steak that is matured on the bone and selected from an accredited South West farm (Cast Iron Grill, 2020). Chefs are well trained to ensure that clients get quality food that exceeds their expectations. Expect an indulgent finish from the hotel if you order a meal. There are also different types of beverages, such as coffee and tea with a variety of flavours (Cast Iron Grill, 2020). Customers are sure of getting the beverage of their choice. 
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During the audit, it was established that the hotel gets lots of revenues from the food and beverages department. An analysis of the combined bill and cash receipt revealed that there are many walk-in customers that the hotel receives daily. The examination of the kitchen order ticket further proved that the hotel sells lots of food and beverages both to the residential customers and the walk-in and the same was found from the minibar attendant check. 
Ideally, the audit revealed that the hotel is doing exemplarily well in the sale of F&B. However, the sales reduced in the wake of the Covid-19 pandemic. The reduction in sales is caused by the lockdowns and the public fear regarding the pandemic. The problem has generally affected the hotel and hospitality industry.
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The brand is known for its flavoured and tasty food and beverages. The hotel's massive number of loyal customers is because of well-prepared food and beverages by experts who are trained to prepare food as per the customer needs. Customers are sure of not only enjoying their stay at the hotel but also enjoy quality food. The unique preparation of food gives the hotel a competitive advantage in the industry. The loyal customers are also likely to attract potential customers who may take positive reviews about the food prepared.  The diversity of food and beverages attracts customers from different cultures. 
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Windsor Marriott Hotel should establish itself as a multicultural hotel that serves different kinds of food. Even though it does this, the marketing campaigns do not primarily focus on the cultural diversity in food prepared in the hotel. The hotel should assure travellers that they can always feel at home even when they are away from their homes. 
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HR is another department in Windsor Marriott Hotel that plays a vital role to ensure that the hotel has a sufficient workforce that can run the operations. The department recruits, trains, and promotes workers (Chisman & Dietl, 2019).
 It has done well in establishing proper employee training and development mechanisms (Chisman & Dietl, 2019). There are several pieces of training offered at the Marriott hotel, such as the new hire orientation program which ensures that all the staff has the necessary skills required to execute their duties. Currently, the hotel has organised a post-COVID-19 training that is intended to train the employees on the new guest experience after the pandemic outbreak. HR has focussed on how the employees can inspire guest confidence by assuring them that the staff is committed to adhering to WHO regulations (Chisman & Dietl, 2019). The employees are also expected to guarantee the guests that the hotel is safe and clean as a way of winning them back. The hotel's orientation program is necessary for ensuring that the new employees understand the culture and brand, which are critical in promoting the values of the organisation through employees.
Another form of training that the department engages employees in is hourly training which is usually 15 minutes each day to inculcate essential skills and knowledge in different areas such as rooms operation (Chisman & Dietl, 2019). These pieces of training seek to ensure that the employees master their jobs well. It further uses a gateway program that is directed to hourly non-management employees to train them on discipline-specific skills necessary to individual positions to those in finance, HR, IT, loss prevention, and PR.
HR also organises training for the management team. There are over 20 different pieces of training of this kind, and certified trainers and experts teach them in various fields (Chisman & Dietl, 2019). The department also offers self-directed learning, which is internet-based that includes extensive group interaction and hands-on activities.
The HR department also acts as a disciplinary department. There is an HR policy that defines the roles of employees and the code of conduct (Chisman & Dietl, 2019). Employees that breach the conduct are subjected to disciplinary issues.
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The audit examined samples of employees' reporting time from the biometric, and in the last three months, almost 80% of employees reported earlier than expected. A few employees were also interviewed on whether they are motivated to work for the hotel, and the result showed that 74% are driven because the management recognises their efforts. There are awards given to the employees. The salaries paid are also reasonable, thus making the hotel one of the best places to work in the hotel industry in Windsor. The audit also examined how the junior employees perceive their supervisors, and it was established that there is a cordial relationship between the staff and the management. However, the review sampled 100 employees' files and noted that there were few disciplinary cases in the last one year.
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HR is the backbone of every organisation. A motivated employee in the hospitality industry is likely to increase the quality of service. Guests are generally sensitive to how the services are delivered to them. The ability of the Marriott hotel employees to remain presentable and neat has wowed many guests who feel that they get value for their money.
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In as much as the HR department is doing well in executing its duties, a lot must be done to address a few disciplinary cases. Employees should be free to air their grievances to cool them down in case of anything. 
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The administration department directs the hotel's operations and ensuring that everything is in order. They oversee the activities of every department and make strategic decisions such as the direction that the hotel should take to remain competitive in the industry. The administration includes the sales executive (Carys Spencer), Sales Manager (Rhiannon Boyce-Coles, and Sara McEwan-Green, who is the executive secretary and HR coordinator (Cast Iron Grill, 2020). The administration team consists of individuals with a strong background in the hospitality industry. They understand corporate client management. They ensure that other employees deliver excellent services and address challenges that may arise in the hotel (Brand Finance, 2019). Besides, the administration team involves people who are passionate about their work and express management competencies. They must also possess' great skills for working with other stakeholders. The administration links the hotel with other organisations to spearhead SCR activities (Cast Iron Grill, 2020). The inspiration of the employees is quite significant, and it is a good leadership through the administration that can achieve this. Windsor Marriott Hotel is where it is because of the excellent administration that executes its duties efficiently. The administration department is the face of the Marriott hotel.
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The administration audit involves high-risk elements that are essential in achieving the business goal. Windsor Marriott Hotel's internal management audit evaluated the administration department's necessary planning, personnel, sales, marketing, advertising, and promotions. The review revealed that essential planning in the hotel is quite effective with a clear mission statement, pricing policy, and sales plan, amongst other vital programs (Seidel, 2019). It also revealed that the staff's expectations are communicated. The business operations audit also revealed that there are proper inventory controls and quality-control standards put in place as well as contingency plans that identify alternate sources of raw materials such as food.  Windsor Marriott hotel has also complied with various measures such as safety standards which can be reviewed against safety records and accident reports. The internal financial audit also revealed there is accuracy in the financial statements (Seidel, 2019). The bank also balances to reconcile, and the cash flow is adequate as per the internal financial audits. Business systems audit also revealed that all the systems are in place and interconnected while more frequent checks are routinely documented.
[bookmark: _Toc46845060]Impact
Efficient administration has a positive impact on the smooth operations of the hotel. There is also prudent management of resources at the Windsor Marriott hotel. Therefore, the administration plays an integral role in ensuring that all the activities in the organisation run well and that employees are also motivated.
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At the leisure club, several activities are going on that are vital for the hotel in attracting guests. The leisure club department gives clients an experience of its kind by making the customers stay active as they enjoy their stay in the hotel (Cast Iron Grill, 2020). There is a fitness centre, a swimming pool, and a sauna. People at the leisure club ensure that if guests want somewhere to stay and feel comfortable, then it is Windsor Marriott hotel (Cast Iron Grill, 2020). The amenities at the leisure club are well maintained. Facilities are clean, and there are always staff around to take care of any emergency.
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The guests' feedback file was examined, and it was ascertained that most clients are satisfied with the amenities. Some clients appreciated the fitness centre because of the range of physical activities and the professional trainers available in the organisation.
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The leisure club attracts many customers to the hotel because of their state-of-the-art nature. Proper maintenance is critical in ensuring that the customers do not get injured due to slips or falls. 
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The audit reveals that Windsor Marriott Hotel is doing well and is still a strong brand in the hospitality industry. 
· In the wake of the Covid-19 pandemic, the hotel must ensure that all its employees practice the recommended guidelines by WHO such as keeping social distance and wearing masks.
· It should also strive to be ahead of the industry by investing heavily in R&D. Investment in R&D can help the organisation to come up with innovative technologies that can be used in the future.
· It should also come up with proper training and nurturing of talents to ensure continuity and sustainability of the brand. When abilities are nurtured, the hotel is likely to benefit from a crop of new leaders who will ensure that the quality of leadership is maintained.
· Windsor Marriott Hotel should also pay close attention to the industry changes and needs and ensure that they put in place proper strategies that encourage flexibility. 
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The brand audit concluded that Windsor Marriott Hotel is well-positioned in the hotel and hospitality industry. It offers quality services which have made it stand out as one of the customers' favourite. The hotel's leading position is mostly contributed by the fact that it is part of Marriott International, Inc. which is known for delivering exceptional services. If the hotel can adopt the recommendations highlighted, it will remain a top brand in Windsor.

[bookmark: _Toc46845066]References
· Heathrow/Windsor Marriott Hotel (2020). Available at: https://www.marriott.com/hotels/travel/lhrsl-heathrow-windsor-marriott-hotel/ (Accessed: 28 July 2020).
· Hotels, S., Staff, H., Hotels, S., Hotels, S., Hotels, S., Managers, H., Harassment, H., Staff, H. and Staff, H.
Hotels, S. et al. (2020) 11 Departments In a Hotel, Setupmyhotel.com. Available at: https://setupmyhotel.com/train-my-hotel-staff/securityandloss/765-departments-that-make-a-hotel.html (Accessed: 28 July 2020).
· Anon
(2020) Howandwhat.net. Available at: https://howandwhat.net/operational-functional-departments-hospitality-business/ (Accessed: 28 July 2020).
· Scenario Planning Consulting (2020). Available at: https://www.ey.com/en_gl/strategy-transactions/forecasting-scenario-planning?WT.mc_id=10805577&AA.tsrc=paidsearch (Accessed: 28 July 2020).
· Consulting Young Entrepreneurs – Bettering Education (2020). Available at: https://betteringeducation.org.uk/2020/06/consulting-guidance-for-young-entrepreneurs/ (Accessed: 28 July 2020).
· 19 Consulting Report Templates That Every Consultant Needs - Venngage (2020). Available at: https://venngage.com/blog/consulting-report-template/ (Accessed: 28 July 2020).
· Marriott Hotels \u0026 Resorts (2020). Available at: https://en.wikipedia.org/wiki/Marriott_Hotels_%26_Resorts (Accessed: 28 July 2020).
· Anon
(2020) Cte.sfasu.edu. Available at: https://cte.sfasu.edu/wp-content/uploads/2012/11/Presentation-Notes-Working-Together-Hotel-Departments.pdf (Accessed: 28 July 2020).

image1.png
CONSULTANCY

LIMITED





