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[bookmark: _Toc47451072]Heathrow Windsor Marriott Hotel  
The Heathrow Windsor Marriott Hotel was born in 1973 as Holiday Inn and became a Marriott property in 1992. The property features a large parking space that covers the surrounding providing revenue. The Hotel has 382 rooms and benefits of an extensive Leisure Club that includes Gym, Pool, Sauna and Steam Room; services are available to both Hotel Guests and External Memberships. 20 meeting rooms are available for both corporate’s meetings and public or private events including Weddings. The “Market Kitchen” is open for Breakfast, Lunch and Dinner, and it offers 24h room service and Brew Bar operates from 6:00 am till 2:00 am. The proximity of the property to Heathrow Airport and Legoland attracts a variety of customers. Typical customers for the Heathrow/Windsor Marriott hotel include: Corporate Travellers, Airline Crews, Families and stop over travellers. Many services are usually included on the stay, but that may vary depending on the rate. Marriott Bonvoy Members benefits from services such as High-Speed Wi-Fi (15 £) and apple tv included on the stay. Higher membership levels, may receive a free room upgrade, access to the Executive Lounge and late check-out (until 4:00 pm). 
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Marriott currently manages more than 7000 properties across the globe in 130 countries and includes 30 brands. Providing standard experiences across the portfolio and the Brands can be ensured only with audits. The company conducts Audits on an annual basis. 
Due to the Covid-19 pandemic and implication arisen including temporary closures of most Hotels within the portfolio with reduction in staffing levels, we acknowledge that the company has temporarily suspended Audits. However, following reopening and under these challenging circumstances, it’s even more important that audits are appropriately performed as some areas do look quite outdated. In few months, Internal audits may restart and every Hotel has to reach certain standards to ensure accuracy, compliance with the new regulations and Customer Safety. 
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We will inspect your departments in order to ensure that the Hotel is compliant and will pass the BSA. We will inspect the cleanliness and conditions of operational departments (Front Office, Food and Beverage, Kitchen, Leisure Club, Maintenance and Housekeeping) including compliance with the new protocol and risk assessments developed as a result of Covid-19, the accuracy of processes and information in non-operational departments (Finance, HR and Sales) inclusive of appropriate performance. Considered that the property is outdated, we will pay particular attention to the Cleanliness and measures to implement if not compliant as we do understand that the current economy and restrictions are not promising to invest in a refurbishment. 
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Phoenix HC Ltd aims to deliver results based on the company’s internal measures, thus utilising an external critical and comprehensive vision, that providing insights on market segmentation and future developments that might be considered following accurate management strategies. We intend to measure and compare your scores, operation quality and results, in due course, with your direct and leading competitors. Current trends will be evaluated and considered as appropriate. Currently the property is ranked 6th out of 22 hotels in Slough according to TripAdvisor. This is a shame considered the company prestige and that the only direct competitor in Slough is ranked 7th (Hilton). If you’ll follow our action plan, in 6 months you’ll be ranked 1st. 
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A Team of consultants will undertake the Audit over a period of 12 weeks. We have planned to start in incognito in the first 2 weeks and gain appropriate understanding of the customer experience. The team will then undertake a 10 week “work placement” in each and every department in order to appropriately evaluate the accuracy of procedures and create a connection with your employees to provide also, feedback from the team. For departments underperforming, we will provide appropriate support, resources, trainings and action plans. Appropriate feedback will be provided even if action is not required.  
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Departments fully inspected will be the same that are part of your BSA: Leisure Club, Kitchen, Food and Beverage, Front Office, Housekeeping, Maintenance, Finance, Sales and Marketing, HR and Management. As we understand protocols and confidentiality of information, we want to add to the team one internal person. For each department, anyone of us will provide a report that will be shared in a “drop box”, so you can constantly be informed. Thus, a Final report will be Comprehensive of any area, provided within a week of completion. 
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The score will be provided through a point scoring system based on Conditions, Brand Features and Service. Health and Safety compliance will be scored with a Pass or a Fail. Areas of failure for Brand features or services will be addressed immediately and appropriate adjustments provided in a timely manner. However, should a Condition fail to comply with the standards, appropriate action plan will be provided. If we identify a “reasonably solvable issue” that merely reflects the service, this will be solved in due course. 
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· Brexit, may affect both travel and recruiting issues might be faced
· Social Media, used to attract new customers and promote the influence of some people to increase the volume of sales (social media influencers and marketers)
· Technology will be considered as integral part of the process, mobile check ins are innovative, Thus, not fully refined and apps may provide the option to go in the room without making any stops in the lobby (implemented with a small internal project team);
· Heathrow Expansion, the third runaway will bring more flights and many hotels will be demolished within Colnbrook and Poyle 
·   Redevelopment of Slough “Town Centre” may increase business as the new area may attract more visitors being also close to Eton and Windsor 
· Sustainability Focus: serve 360, implemented in most aspects, thus not performing at its most (action plan to involve more employees)
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· Brexit, may bring recruitment issues. This applies to both skilled and non-skilled workforce and recruitment may need to be revised in order to face the shortage of workforce within the industry. From EU countries reduction in travel might be experienced (promotions to be developed)
· Heathrow Expansion (third runaway) will bring more business as a result of hotels that will be taken down and more flights coming in, thus, realistically the process may not commence for about 4 or 5 years as this is the estimated recovery from Covid-19 
· The historical influence of Windsor and proximity to legoland may be used for Marketing purposes (should we acknowledge that sales and marketing team is not performing as its most, we will provide support and training in accordance with the most recent and effective strategies)
· Covid-19, appropriate analysis of new protocols and risk assessments; if not compliant, action plan to be developed 

[bookmark: _Toc47451082]Phoenix Hospitality Consultancy Ltd 
Phoenix Hospitality Consultancy has 25 years of experience in the field and provides services to the leading hospitality companies operating within the country including other Marriott Brands and Competitors. The initial evaluation that we have included in this initiation document provides knowledge of area and insights on factors that may affect the future of Operations. Whilst conducting the Audit, areas not performing will be addressed and feedback provided. The Audit itself provides a reflective and spotless report that will highlight any areas that require attention either through Conditions or Services. 
Our services have a cost of £ 9750.00 + VAT exclusive of a 10% discount available until 31st August 2020. We require a deposit deposit of the 15%, and the remaining sum will be payed 30 days after completion of the Audit. 
[bookmark: _Toc47451083]Audit Team & Project Plan
The team that will conduct the audit in your property will be made of 3 people, plus an internal verifier. We request an internal verifies to provide internal feedback, transparency and to ensure accuracy and extra peace of mind, as we do understand how stressful may be an “inspection” for 12 weeks. 
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I am Domenico Conte, the Project Leader that will ensure that our work progress smoothly. I will also provide an accurate report, and coordinate my team through planning and organisation comprehensive of daily briefings and minutes in order to have a clear view through the process. I have 15 years of hospitality operational background inclusive Managerial Roles that provides important knowledge in every aspect of operations, nonetheless, managerial procedures and Market insights.  We have solved internal issues for many companies and many other Marriott properties that are now performing better than ever. 
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John Smith – Senior Auditor – In 15 years with Phoenix, John has started as intern and make important career progress within the company. He is now an extremely precise Senior Auditor, attentive to details and provides a spotless feedback. 
Lauren Trace – Auditor/Risk Control Agent - Lauren has 10 years of experience as Auditor, and she worked with us for the last 5. She has been a great addition to the team that started as Junior Auditor. She had previous experience in Hospitality and she provides the highest standards and accuracy of information. 
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Periodical Reports will be provided upon completion of the rotation (every 3rd week Friday), and communicated weekly in the drop-box and via email. We trust you would like to have a weekly meeting to share the progress made every Friday at 15:00 pm to discuss progression and plans for the following week. 
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Project manager and Risk Control Agent will accurately review progress alongside the Team. In addition, we will cover every shift within operational departments Monday to Friday and over the weekend if relevant. The Team will rotate to cover appropriate shifts and retrieve an inclusive understanding. 
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· 7th September 2020
· 27th November 2020
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