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[bookmark: _Hlk48347055]1.0. Project Initiation Document
1. 1. Project Definition
1.11. Purpose
The Windsor Marriott hotel in UK is one of the top leading luxurious hotels that attract lot of guests due to the tourist destination spots such as the Windsor Castle and Thames River. The hotel offers a perfect location with spacious rooms, deluxe bedding, smart televisions, leisure clubs, well-equipped gymnasium, indoor pools, and Wi-Fi services that makes the hotel to compete with the other hotels. The room types available are deluxe double room, deluxe double room with two double beds, executive king room with lounge access, deluxe double room with sofa bed, and executive junior suite. Marriott owns a total of around 30 brands with more than 7400 properties with its branches in 134 countries (Marriott International, 2018). 
A Brand Standard Audit (BSA) is referred to as a methodology where a certified auditor conducts an audit according to the requirements of the company.  A BSA is known to identify the strength and weaknesses of the hotel to enable the business to grow towards its betterment and innovative developments by preserving the brand standards of the company (Rajagopal, 2019). By performing an annual BSA, the areas which comply with the standards and the areas which require improvement to maintain the standards are evaluated. A Project Initiation Document (PID) acts as a baseline that describes the various aspects of the project to be used to assess the performance of the company (Mulder, 2017). Here, PID assists Marriott Windsor to improve its services through a various scope and directions to pass the BSA.

1.12. Purpose Objectives
The basic outcomes such as cleanliness, financial management, front and back-office services, food and beverage, housekeeping, leisure club, leadership management, operation services, facilities, and employee performances are all measured to evaluate if the outcomes achieved are met with the brand standards by using a score point system. The major objective is to focus on these departments to improve the quality of hotel services by excelling in its BSA.

1.13. Project Scope
The hotel built in 1973 is situated in Slough central station, UK, and is primarily designed to provide the guests with a pleasant and comfortable stay for both the leisure and business travels. It is exactly located three miles from Windsor and five miles from Heathrow airport. Windsor Marriott known for its customer satisfaction services owns spacious rooms with various room amenities, meetings and business room services facilities, and other recreational activities. The hotel with 5 floors and 382 rooms was renovated in 2008. There are various other good hotels such as the Skyways hotel and the Airport Guesthouse that are present in the vicinity of the Windsor Marriott hotel at a cheaper price. Promoting the brand amidst the pandemic Covid-19 crisis among the other hotels is a major factor that requires to be considered through this auditing. This is accomplished by bringing in rapid turnaround with superior work quality within the budget and improving the efforts and compliance of brand management by sharpening the brand awareness marketing.

1.14. Deliverables
A twelve-week placement program will be conducted by the consultant team to obtain insights on the hotel services and standards. A detailed report with the action plan and recommendations will be submitted to the general manager of the hotel and the senior leadership with Marriott International. The departments audited are food and beverage, kitchen, front office, housekeeping, leisure, sales and marketing, finance, and human resource management. Every criterion under the standards will be evaluated and the points allocated will then be calculated for improving the services. 
The recommendations suggested upon auditing are focused on contactless safety measures through social distancing adoptions with concerning Covid-19 preventive measures (Chaturvedi, 2020). One recommendation regarding the cleanliness standards is the use of electrostatic sprayers, which is a hospital-grade disinfectant to meet the novel hospitality norms on health and safety challenges in guest rooms, gym, doorways, and in public spaces of the hotel thereby minimizing the risks of the pandemic and enhancing the safety of the customers and hotel associates. 
1.15. Constraints
The pandemic emergence is found to widely affect the travel and tourism industry. As a result, аround 25% of the Mаrriott hotels havе tеmporarily bеen shut down in to control the sprеаd of thе virus and the Revenue per Available Room (RevPAR) was declined by 60% resulting in financial impacts on the industry (Global Data, 2020). The external environment we will analyze by using the business analysis tool. The emergence of the Covid-19 pаndemic crisis hаs tremendously аffected thе hotel sector. The major political factor considering the circumstances Brexit will be affecting the development of Marriott is the political climate in the tourist destination location. The economic factor identified in the Covid-19 crisis is the reduction in the economy of the country that resulted in economic turmoil in business. An increase in the demand for updated technology is also identified as a constraint.
1.16. Assumptions
The internal environment is analyzed by using the SWOT analysis tool where the strength identified is the hotel’s growing reputation and the threat is the pandemic situation affecting the development of the business. A rate value assessment is thus created by comparing the strength and weaknesses of the hotel using pricing models to position the hotel with that of its closest competitor in the market (Nordmeyer, 2019). Since the pandemic crisis is uncertain, recommendations will be made by offering training services for the employees to serve the customers. Opportunities to increase the revenue and upgrades to maintain the hotel competitive among other hotels are recommended during the start of the project.
1.2. Confidence in the Audit Team
Millennium LTD management consulting service is a leading service provider across the globe that protects the brand quality of a business organization and offers customer measurement services to different multinational companies. The company with its more than 30 years of experience in brand standard audit evaluation, consulting services, field examination, brand health management, and quality assurance inspection services have assisted various clients in establishing a congruent customer experience. The brand operation service of the company is widely useful in measuring and improving the customer service of the client organization by increasing their organization’s customer satisfaction, profitability, development, and advocacy through various consulting solutions based on the standard guidelines. Millennium LTD services are known for their exceptional customer experience management and services. 
The booking trends of Windsor Marriott were found to be stabilized with limited services causing the operational expenses to increase and the growth of the industry to be restricted. Hence, effective auditing must be conducted to overcome the risks and challenges faced during the pandemic crisis (Prowle & Lucas, 2016). Our consultancy offers cutting edge strategic research plans and recommendations through strategic review auditing, accounting, and reporting to evaluate the pandemic risks. Through this auditing, the cleanliness and hospitality standards can be elevated and steps to retain the liquidity are carried out to mitigate the negative impacts caused by the pandemic crisis in the business (Schalk, 2020).
            Concerning our audit cost, we request the hotel management to pay us with a 25% amount as an advance fee to start our project and the remaining amount shall be remitted after completion of our task. Our services require a contested cost of £1500 for the detailed consultancy report plus the other expenses such as travel, a lunch every daily shift for еаch of our teаm members, аnd a dеsignаted meеting room every Mondays for two hours. Our cost expenses are very minimal when compared with the other consultancy services and the results we bring in for the Windsor Marriott are far worthy and effective for the cost paid. To inspire confidence in the accuracy of the results, we suggest you appoint a dedicated staff member to monitor our works for reliability. 

The advantages of choosing our Consulting services include excellent services provided by professionally qualified experts, excellent quality recommendations, and cost-effective full-time audit service. The proposed plan offers identification of risk strategies that provides revenue management plans along with a safe and caring hygienic environment to the customers during the pandemic crisis. The benefits that the hotel gains through our services are that the customers will be able to notice the inclusion of higher standards of cleanliness in the hotel that focuses on surface area cleanliness, guest contact awareness, and food safety practices (Marriott International Inc., 2020). 

1.3. The Audit Team and the Project Plan
1.31. Project Manager
I, P. Peev, with my experience of more than 20 years in this field will be the Project Manager for this project. It is my responsibility to carry out thorough and successful auditing by working sincerely with my team members through proper investigation and analysis for each department in the hotel. I also take up the responsibility to provide the management with an exceptional report regarding the action plans and recommendations that need to be made for improving the services and maintaining the brand reputation. 
1.32. Project Team
My team will comprise three members including myself. The other two members are Barry Williams and Mathew Jones. Barry Williams is the senior Organizational Development Consultant with 17 years of experience in this field. Mathew Jones is the senior Risk Control Consultant with 18 years of experience in the hospitality sector. A project is considered successful when all the required information is communicated effectively to the respective authorities (Woodcock & Francis, 2017). I will be responsible and personal who will report to the General manager every week will discuss the findings and I will be preparing the final report with the action plans and recommendations for the improvement of services.
1.33. Project Control
The findings made during the audit will be communicated safely and the progress will be monitored on a Gantt chart. I will be colluding the results obtained and will be sharing the details with the general manager on weekly intervals through emails. 
1.34. Quality Control
To gain a thorough understanding of the hotel standards and services, we follow a weekly schedule on a shift basis during both day and night by accessing and carefully monitoring all the departments of the hotel.
1.35. Dates 
The start date for the audit commencement is proposed to be on 25th August 2020 and is proposed to be completed on 17th, November 2020. 
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[bookmark: _Toc48348708]Introduction 


      This check up on your document we will expand the issues concerns and positive experience identify with the brand standard audit (BSA: Appendix-1) at Marriott Windsor hotel. The report will evolve on the points made from the audit and we will suggest insight into how the venue can resolve or capitalise on the specified areas.

Generally, the audit report has given a score of 1570 out of 1845 points which are 85.09%. We will summarise the audit findings and recommendations below.




[bookmark: _Toc48348709]Front office and Lobby Arrival  


Note: The overall satisfaction level within this section is 100%






       Arriving at the Marriott Windsor, I was welcomed kindly and warmly from the receptionist on the front desk. All associates were well-groomed and wearing clean uniforms, and additional help was offered to me during check-in. All associates welcomed me with a warm smile and strong eye contact, with patient and very good listening and understanding of my needs. The associates also provided additional information about the local public transport, as well as sightseeing in the area. 






[bookmark: _Toc48348710]Exterior and Arrival Experience 

Note: The overall satisfaction level within this section is 100%







        Within this section, the property was in great condition and clean, and I can say the appearance of the hotel looked amazing. Even on the way to the venue, I was clearly able to notice the clean flag from a distance. Approaching the Marriott Windsor from the traffic lights, I was easily able to identify the Marriott logo.


[bookmark: _Toc48348711]Guest Check-in 

[bookmark: _Hlk48004332]Note: The overall satisfaction level within this section is 92.59%







        A high result was also awarded in this section, which met, but did not exceed the brand standard. The associates succeeded with ease in creating personal and friendly connections by enquiring about my visitations, how my flight went, and whether I needed extra help or had special needs. My name was used from the beginning of the conversation, however, whilst I was queueing for check-in the receptionist did not attempt to acknowledge me in a prompt fashion, nor was I provided my room number in a discreet fashion.


My suggestion is to organise refresher training for the whole department in the next two weeks and believe this would provide a positive result as regards improving the overall service.



[bookmark: _Toc48348712]Lobby Bar

[bookmark: _Hlk48004440]Note: The overall satisfaction level within this section is 65.85%






      There are several areas offering opportunities for improvement within this section, such as taking a long time to acknowledge a guest and offering refills of drinks when glasses are 1/3 full. Besides, I had the chance to observe the lobby bar and found that the food quality and presentation were not of a high standard. Presentation could be better if associates used a little creativity during the service process, and delays during service meant food was not the optimum temperature.


It also stood out to me that glass doors and windows were not properly maintained at high levels of cleanliness, and routinely showed fingerprints and smudges.


As we can see by the points awarded, the percentage of 65.85 is low compared with other areas. The Lobby Bar needs many improvements to be accomplished and to also meet the brand standards.


My suggestion is that the Food and Beverage department of the hotel needs in-depth training, explaining, and reinforcing the standards that Marriott prides itself on as a world hospitality leader.
[bookmark: _Toc48348713]Room Service

Note: The overall satisfaction level within this section is 83.33%






     Moving to the room service division I found that hosts never use guest names during deliveries, and subsequently there was no personal connection between the associate and the guest of the hotel.

Upon room service delivery, the host shows a nice and warm attitude to the guest which accords well with the Brand standard. However not using the guest's name stood out, as did the host ignoring children within the room. The room service tray also lacked condiments such as salt and pepper. It was also noted that the staff do not present the food or offer the guest additional care during the room service experience. These mistakes, which are readily rectified, could impact negatively on the guest's stay and once again leads back to insufficient training within the Lobby Bar. This deficiency should be addressed promptly. By building up rapport and good relationships with the customers, Marriott will be able to improve guest's gratification which in turn improves the chances of follow-on bookings.

[bookmark: _Toc48348714]Restaurant (Breakfast)

[bookmark: __DdeLink__812_2775135942][bookmark: _Hlk48005320]Note: The overall satisfaction level within this section is 62.26%




     Obviously, an initial comparison with the previous sectors in this sector shows that there is a big difference and there are several discrepancies which merit immediate attention in order to meet the expectations of the Marriott brand.

It was determined that management was meeting brand standards as regards warm customer interactions, however, it was not seen consistently from the associates.

Opportunities for improvement by the associates include:

Acknowledgment of the guest, warm welcome, good posture, and presentation. Maintaining eye contact, making a personal connection, offering further assistance.

Breakfast service: Settings did not keep to the same style and standard, and levels of cleanliness for the tables and setting were not up to the standards of the brand. During breakfast service, hosts were not effective and failed to meet the brand standard.


Given the low level and indicators (165 out of 265 points), I recommend immediate two-week staff training and familiarisation with all standards of the brand.


[bookmark: _Toc48348715]General Bedroom

Note: The overall satisfaction level within this section is 90.63%





Overall satisfaction from the bedrooms was high, however, there were small but significant exceptions.

    The bedrooms were in very good condition when taking into consideration that the last renovation of the hotel was in 2008. Overall, the rooms are well maintained, however, there were a few exceptions where I noticed minor cosmetic repairs were needed. These were spread across doors, desk chairs, windows, walls, ceiling, and carpets. Therefore, a 4-week plan is advised below, to be fulfilled by the hotel Maintenance team.


  • Week one: Inspection of all places in need of repair by enrolling in a special protocol plan.
  • Week two: Order all necessary materials at the best and most up-to-date offers on the market.
  • Week three: Verification/delivery of the materials, and creation of a schedule of works for the repairs.
  • Week four: Carry out repairs on all required doors, windows, walls, carpet, etc.


The cost of purchasing the materials required for the works should not exceed £3,000.


The matrix, bedding, and protectors, television, alarm clock, and kettle were all in good condition. The in-room provisions for coffee were highly satisfactory, as was the room service menu available via the television.


[bookmark: _Toc48348716]Bathroom

[bookmark: _Hlk48005437]Note: The overall satisfaction level within this section is 100% 






    Surprisingly well-arranged, again considering that the last renovation of the hotel was 12 years ago, bathrooms were clean, and I have no further remarks regarding cleanliness, branded bath amenities, hairdryer, bath towels, tissue box cover, bathmat, etc.


Assumption: Given the new hygiene requirements and the global situation due to the epidemic from Covid-19, it is suggested each bathroom includes a hand-sanitizer for additional protection.



[bookmark: _Toc48348717]Lobby

Note: The overall satisfaction level within this section is 100% 





    First impressions when entering the Marriott Windsor are provided by the lobby. This area meets all brand standards, offering good cleanliness, a business center, and printing facilities. Next to the lobby is located the Executive Lounge room, providing all Bonvoy members a well-kept, clean area with a relaxing atmosphere.

Given the excellent impression provided upon entry, our recommendations simply relate to pandemic-specific items, namely providing hand sanitizing stations at the main entrance, elevator, and the corridors located on the ground floor.


[bookmark: _Toc48348718]Public Restrooms
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    Once again, this section meets all Marriott brand standards, and I have no notes or observations. Public restrooms were in a very good and clean condition, with suitable single-use paper, hand soap, facial tissue, bathroom tissue, hand towels, and disposal facilities.


[bookmark: _Toc48348719]Elevator

Note: The overall satisfaction level within this section is 100%





    Once more this section meets Marriott standards completely. The cleanliness and condition of the elevators were at a good level. Regarding pandemic-specific actions, our suggestion is that room service hosts should use staff elevators instead of guest elevators for maximum safety.


[bookmark: _Toc48348720]Corridors 

Note: The overall satisfaction level within this section is 60%





    The data in the graph above shows an unsatisfactory picture in this sector. During my stay at the hotel, I noticed that the corridors and stairs did not meet the brand   standards and requirements.

Windows were in decent condition; however, most corridors and stairs were not well cleaned all the time. I regularly found chewing gum, paper, etc when traveling through the hotel, and noticed that some lighting required changing. The floor was not swept and cleaned properly, walls looked dirty, and all doors and ceilings in corridors need repainting. Corridors usually lacked ventilation which, when combined with the old carpet, contributed to a damp smell in all corridors.

Conditional level stairways and corridors do not cover the brand standards, and a complete overhaul is recommended. Therefore, we have prepared a five-week plan for this repair by stages without closing the hotel for the guests.

• Week one; Order all necessary materials for the repair of the corridors.
• Week two; Gradual closing of the floors, starting with the first floor.
[bookmark: _Hlk48096646]• Week three: Closing and repair of corridors on the second floor.
• Week four: Closing and repair of corridors the third and fourth floor.
• Week five: Complete replacement and improvement of the ventilation system.


Repair costs could exceed more than £5 million. However, this renovation is necessary and should be carried out soon.


[bookmark: _Toc48348721]Fitness Centre and Pool

Note: The overall satisfaction level within this section is 90%






      The Leisure Club Center is one of the favourite places to visit in the hotel, both by guests and locals. A high rating of 90% shows the cleanliness, professional maintenance, and generally high-level condition of the club and the department.

There are only a few remarks, in that the facilities in the fitness center and pool areas could improve according to the brand standard. Amenities in the fitness center should include at the very least: antibacterial wipes (especially with the current pandemic), newspapers and magazines, whole seasonal fruit.

I was left with a very good impression of how much pride the associates take in the condition of the club, and the care provided for persons using it. Overall, if amenities are added to the club, I believe this could be one of the very best sectors in the hotel for both guests and locals. 

[bookmark: _Toc48348722]Meeting and Function Rooms

Note: The overall satisfaction level within this section is 100%





    Again, this section achieves a 100% rate for meeting the Marriott standards.
This department takes responsibility for 19 event rooms totalling 1,397 sq. m. of space. As we can see from the graphs, meeting rooms and function facilities score a maximum of 80 points out of 80. All staff, maintenance, and management operate at excellent levels, showing amazing organisation before and after each activity. Furniture, décor items, and equipment are always clean and in good condition. Occasionally small, insignificant remarks are reported after a meeting of the hotel guests - such as a broken chair, a dirty carpet, or window - however, I believe that the staff makes every effort to eliminate them tirelessly and are diligently following all standards of the brand.

In conclusion to this department, I would like to express my congratulations on the outstanding work of all team members.


[bookmark: _Toc48348723]Back of House 

Note: The overall satisfaction level within this section is 90.91%



    Back of house department, as we can see, meets almost all brand standards.
The primary failing was that associates were not able to properly explain what is to carry a current brilliant card, however, I believe the manager of that important department for the hotel will attend to the issue and will organise proper training in regards to it.

Checking with associates found that all were able to explain the benefits offered by the Marriott Bonvoy program.


[bookmark: _Toc48348724]Food Safety 

Note: The overall satisfaction level within this section is seven Pass and four Fail 






    Moving on to the area of food safety, from the graphic we can see seven passes and four failures. This means actions are required immediately to improve food safety for both the guests and associates.

Firstly, the individual hygiene procedures were not being properly followed by hosts. Associates were observed consuming food and drinks (some even without lids) in all kitchen areas. This must be resolved within 14 days and a re-audit will be required to confirm that this issue now meets the level of brand satisfaction.

Next, Brand hygiene levels were not met in most areas. According to brand personal hygiene standards, all dedicated hand washing basins must include soap, air dryer, disposable towels, and disposal facilities nearby. In most cases, and especially in the kitchen area, most of the components were missing. This is highly unacceptable, given that can impact hygiene safety for all guests in the hotel and all associates.  Therefore, there is proposed that urgent measures be taken to remedy the issues.

The ice machine also fails to meet brand standards. It was not in a clean condition, nor was it always in good working order. Most of the time both the interior and exterior of the machine were dirty, with rust apparent on both the outside of the ice machine and in the ice contact area. There were also days when the ice maker refused to work. It is therefore suggested that the machine is either withdrawn or exchanged with a new one.

Finally, walking through the facility I evaluated that most of the food contact surfaces were not clean, and hosts do not use the correct products during the cleaning process.

Checking the fixtures, I found that multiple cabinets, counters, baseboards, drain covers, switch plate covers, and tables require replacement. Additionally, the dishwashing machine looked dirty, old, and needed constant maintenance and created a lot of technical inconveniences during work. That is why I offer a plan of 3 weeks to buy a new one.

• Week one: Identify the best option at a good price currently on the market, providing a guarantee and maintenance for the next 10 years.
• Week two: Purchase of dishwashing machine from the best supplier, and verification of the machine components
• Week three: Removal of the old dishwashing machine and install the new one. This should be done in the evening when the machine is not in operation.


[bookmark: _Toc48348725]Sales and Marketing

Note: Satisfaction levels of Media presence 

      The sales and marketing team of Marriott Windsor is working along the right lines, with a very good score of 4 in TripAdvisor. The advertising in social media is what presents the hotel to everyone in the world from a distance, and good performance in this area leads to an increase in the popularity of the hotel.

The hotel presents itself well, with good performance in all brand requirements to this point, and the team looks to establish good networking opportunities with local businesses and the community. The team uses good incentives to the staff in order to generate potential new sales contracts, and this challenge is well received by all associates.

To further support them in this way they may have to improve efficiency.

[bookmark: _Toc48348726][bookmark: _Hlk48173483]Guest service delivery 

Note: Satisfaction levels of Guest service delivery 

     The guests have the ability to be the most powerful marketing tool. If the guests have a good time and experience in the hotel, they will share that on social media, as well as recommend the venue to their friends and family. Associates provide a very good experience to both guests and businesses, at the level promised by the brand. In many cases, they go above and beyond to impress each person, no matter the background. 

Providing guest services is a challenge that must be constantly evolving and improving. The brand depends on customer loyalty, which is impossible to achieve without a high assessment of customer satisfaction.


[bookmark: _Toc48348727]Financial Management

Note: Overall view of financial management opportunity

     The financial performance of the hotel is at a very good level. The flow of revenue together with the outstanding debts allows the hotel to remain profitable even in difficult economic times, and especially now in the circumstances brought about by Covid-19.

In sync with other hotel departments, management is trying multiple ways to increase sales. Food and beverages, front office, room service, housekeeping, and the leisure club are all working hard to improve and upsell services. In order to achieve good financial results, all aspects of waste and control are also monitored. Each department head has access to the financial condition of their own division and monitors revenues and expenses every month and improving its financial potential.


[bookmark: _Toc48348728][bookmark: _Hlk48179422]Employee Engagement and Creative Development 

[bookmark: _Hlk48265150]Note: satisfaction levels of Employee Engagement and Creative Development 


    I would like to use my observations to comment on employee engagement.

Food: Every Monday and Tuesday the food for the staff was the same, and old - sandwiches with stale and dry bread were served most days.

Amenities: The staff canteen does not meet the cleanliness standard of the Marriott brand. The coffee machine was mostly broken or empty, the furniture in the canteen was very old and worn, and there was a strange smell all the time.


The staff toilets and lockers were also not maintained to the required brand standard. Missing iron board for the hotel associates, leading to regular periods where hosts have crumpled uniforms.


With regards to activity, personnel resourcing, and staff development, there was evidence that insufficient attention is paid to this by management. Regarding cultural awareness, I can say it was very poor except for a single dashboard which was placed in the staff canteen.



[bookmark: _Toc48348729]Leadership

Note: satisfaction levels of Leadership 

     Marriott Windsor has a very good and clear management structure for each department, which should be noted. Initially, F&B and housekeeping supervisors are under-skilled, and recommendation is to organise skill improvement training to understand what their expectations are and to provide the required level of brand service. This can provide a significant improvement for the hotel services and supervisors will have greatly improved. It needs to build a better relationship between hosts and customers. Managers must have good and close contact with the hosts and demonstrate their professionalism to everyone in the hotel. This will help build a better working environment for associates.

[bookmark: _Toc48348730]Green Hotel

Note: satisfaction levels of Green hotel


    Expanding environmental and sustainable practices at the regional cultural level. Environmental friendliness and the popularity of environmental practices allow hotel guests to sacrifice bonus points, saving unnecessary resources, costs, and protecting our planet. With the establishment of energy-saving elements as LED lightbulbs, has allowed the hotel to achieve its environmental aim. Marriott Windsor follows and implements the Serve 360 ​​program for the separate collection of waste such as napkins, paper straws, bottles, and ensuring that there is specifically for food waste.


[bookmark: _Toc48348731]Property Management and Maintenance 

[bookmark: _Hlk48304650]Note: satisfaction levels of Property Management and Maintenance


    Overall, the management of the hotel's facilities and maintenance is not in good condition, given that the building is old, and the last improvements were made in 2008.
Above in this report, I mentioned the corridors that need complete repair and replacement of carpets in the hotel. Improvements must also be made in the kitchen and staff-canteen to achieve the required level and for the hotel to meet the brand standards. To achieve these improvements, I propose that the above-mentioned several action plans in the report be used. In general, the building maintenance team should be optimized in a work schedule for seven days together with external support companies.
From the aforementioned action plans, Marriott Windsor will be able to meet the standards of the brand. In order to meet the safety and health criteria,  new training of all associates in a hotel is needed to meet the necessary criteria of the company.


[bookmark: _Toc48348732]Final comments 

Note: satisfaction levels of Property level within rate of 85.09%







This is a good result and there are many sectors to be proud of, Marriott Windsor has sectors that need to be improved, as mentioned above in the audit report. By applying the opportunities within this audit, the property can expand guests and associate satisfaction, which shows a sense of new additional profit for all stakeholders.
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Brand Standard Audit 
 


Date: 
14th July 2020 


 


Consultancy Company Name: 
 
 


Lobby Arrival   
Heathrow Windsor Marriott  


 
 


Front Office / Lobby Arrival   Points  Area to Address Points Awarded 


Warm welcome/greeting provided 10 


 


Branded Feature 10 


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


 


5 Service 5 


Well-groomed and professional, wearing a uniform   
 


10 Branded Feature 10 


Host present during peak arrival times 
 


 


5 Service 5 


Further assistance offered to the guest   
 


5 Service 5 


Warm and sincere closing offered, and appreciation 


demonstrated   
 


10 Branded Feature 10 


Comments: 
 
 


 


 
 


 
 


 
 


 


Total Points: 45 


 


45  


Arrival Experience - Exterior   Points Area to Address 


 


Points Awarded 


Arrival Experience - General Exterior  5 Condition 
 


5 


Flag meets standard 


-Wear and Tear 
-Marriott Logo 


 


5 Branded Feature 5 


Walk-off mat meets standard 
All guest-facing walk-off mats must minimally be:  


• In current brand voice with current logo  
• Charcoal-grey or black in colour 


5 


 


 


 


 


 


Branded Feature 5 







 


2 


 


Comments: 
 
 


 


 
 


 
 


 


 
 


Total Points: 15 
 


15 


Guest Check-in  


 


Points Area to Address Points Awarded 


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


 


5 Service 0 


Warm welcome/greeting provided 
 


10 Branded Feature 10 


Well-groomed and professional, wearing a uniform 


 
10 Branded Feature 10 


Uniform and name tag meet standard 


Name tag must minimally contain first name, if worn 


 


10 Branded Feature  10 


Room number provided discreetly, non-verbally   


 
5 Service 0 


The employee welcomed the mobile check-in guest with 
the appropriate language 


 
It is NOT acceptable to ask the question "Are you 


checking in?" 


 


10 Service 10 


The employee reviewed the method of payment   


 
5 Service 5 


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


 


5 Service 5 


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


 
 


5 Service 5 


Gold Elite, Platinum Elite, Titanium Elite, and 


Ambassador Elite members offered room upgrade   
 


5 Service 5 


The check-in procedure met standard for time and was 


error free 
(waiting time; key accuracy) 


 


5 Service 5 


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


• Hotel offerings • Local area  
Mark NO if the employee is not knowledgeable about 


the above 
 


5 Service 5 


Guest name used during the experience 10 Branded Feature 10 







 


3 


 


 


The Host Created a Personal Connection 
   


The employee Created a Personal Connection (e.g. 


inquiring about the nature of visit, asking about travel 
experience, commenting on the guest's travel origin, 


inquiring about any special needs or requests, mentions 
something about guest's previous or future visits) 


 


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


 


5 Service 5 


The Host Responds to Cues   
 


The Host must Respond to Cues by being aware of 
guest's verbal and non-verbal cues and customizing the 


interaction appropriately without being prompted or 
asked  


 


Examples include:  
• Engaging in conversation when personal details about 


a guest are learned • Modelling behaviour after the 
guest (e.g. if the guest is in a hurry, act with a sense of 


purpose) • Offering extra towels to guests (e.g. 


traveling with families) • Paying special attention to 
children (e.g. kid's key to the hotel, sending milk and 


cookies to the room)  
 


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


 


5 Service 5 


Further assistance offered to the guest 
 


5 Service 5 


Warm and sincere closing offered, and appreciation 


demonstrated 
 


10 Branded Feature 10 


All Loyalty Members are recognized at check-in: 


Members must be verbally acknowledged at check-in  
  


Examples include:  
• "I see you are a Platinum Elite Member" • "Thank you 


for being a Gold Elite member” • Thank member for 


loyalty  
 


Mark NO if the above criteria is not met 
 


10 Branded Feature 10 


Platinum Elite, Titanium Elite, and Ambassador Elite 


members’ check-out time confirmed at check-in: 
Hotel must verbally confirm check-out time with 


Platinum Elite, Titanium Elite, and Ambassador Elite 
members at time of arrival.   


Platinum Elite, Titanium Elite, and Ambassador Elite 


members receive a guaranteed late check-out as late as 
4pm as part of their Elite benefits 


 


10 Branded Feature 10 


Comments: 
 







 


4 


 


 


 
 


 


 
 


 
 


 


Total Points: 135 
 
 


 
 


125 


Bar  
 
 


 Bar 


 


Points Area to Address Points Awarded 


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


 


5 Service 0 


Warm welcome/greeting provided 
 


10 Branded Feature 10 


Good posture, smile, eye contact, and attentive listening 


maintained throughout the interaction 
 


5 Service 5 


Well-groomed and professional, wearing a uniform 
 


10 Branded Feature  10 


Name tag meets standard 


 
10 Branded feature  10 


The employee acknowledged the guest within one 
minute of their arrival 


 


10 Branded Feature 0 


The employee offered to take a food order 5 Service 
 


5 


The employee offered to make suggestions 5 Service 
 


0 


Beverages, except for cocktails, were delivered timely 


and refills were offered when drinks were 1/3 full 
 


10 Branded Feature 0 


The employee checked back with the guest, ensuring 


satisfaction   
 


5 Service 5 


The Host Created a Personal Connection: 


 
The Host must Create a Personal Connection (e.g. 


inquiring about the nature of visit, recommending a 
wine or beer, stays focused on the guest at hand, 


following up on answers to questions) during the 


interaction 
  


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


 


5 Service 5 


The Host Responds to Cues: 
 


5 Service 5 







 


5 


 


The employee must Respond to Cues by being aware of 


guest's verbal and non-verbal cues and customizing the 
interaction appropriately without being prompted or 


asked  


 
Examples include:  


Power sources; menu suitability to guest needs/group 
dynamic; seating preferences based on customer needs 


 
Mark NO if the Host did not Respond to Cues during 


interaction 


 


Guest name used during the experience, when known 


 
10 Branded Feature 10 


Further assistance offered to the guest   
 


5 Service 5 


Warm and sincere closing offered, and appreciation 


demonstrated 
 


10 Branded Feature 10 


Food and beverage contents and plate presentation 


meet standard 
 


Plate presentation; food quality and temperature 
 


Mark NO if any of the above criteria is not met 


5 Service 0* 


The music was appropriate for the time of day: 
 


The music must be appropriate for the time of day: 
  


mark NO if any of the above criteria is not met  


10 


 


 


 


 


 


 


 


 


Branded Feature 
 


 
 


 


 
 


 
 


10 


Lounge Cleanliness - Floor   
 


20 Cleanliness 20 


Lounge Condition - Floor   


 
20 Condition 20 


Lounge Cleanliness - 


Wall/Doors/Ceiling/Windows/Treatments/Furniture   


 


20 Cleanliness 0 


Lounge Condition - Wall/Doors/ 


Ceiling/Windows/Treatments/Furniture 
 


20 Condition 0 


Comments: 
 


 
 


 
 


 
 


 


 
 







 


6 


 


Total Points: 205 
 


 


135  


Room Service 
 


 


Room Service  Points Category/Area to 


Address 


Points Awarded 


Telephone – Warm welcome/greeting provided   
 


10 Branded Feature 10 


Telephone - Guest name used during the experience, 


when known 
 


10 Branded Feature 0 


Telephone - The guest name, room number and number 


of guests being served is verified 
 


5 Service 5 


Telephone - The room service order was properly taken 


 
5 Service 5 


Telephone - The Host was knowledgeable about menu 


offerings 


 


5 Service 5 


Telephone - Warm and sincere closing offered and 


appreciation demonstrated   
 


10 Branded Feature 10 


Delivery - Room Service order was accurate and 


delivered within 45 minutes: 
 


The employee must deliver:  


• The correct order • The order within (45) minutes • 
Condiments • Service ware  


 
Mark NO if any of the above criteria is not met 


 


10 Branded Feature 10 


Delivery - The server asked permission before entering 
the room 


 


5 Service 5 


Delivery - Warm welcome/greeting provided 
 


10 Branded Feature 10 


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


 


5 Service 5 


Delivery - Well-groomed and professional, wearing a 
uniform 


10 Branded Feature 10 


Delivery - Name tag meets standard: 


  
Mark NO if any of the above criteria is not met 


 


10 Branded Feature 10 


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


   
 


10 Branded Feature 10 


Delivery - The Host Created a Personal 


Connection: 
 


The Host must Create Personal Connection (e.g. 


inquiring about the nature of visit, inquiring about 


5 Service 0 







 


7 


 


guest's stay, asking about the guest's travel origin, 


staying focused on the guest at hand, inquiring about 
any special dietary needs or requests, making 


recommendations based on selections) during the 


interaction 
  


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


 


Delivery - The Host Responds to Cues: 
 


The Host must Respond to Cues by being aware of 
guest's verbal and non-verbal cues and customizing the 


interaction appropriately without being prompted or 


asked  
 


Examples include:  
 


• Paying special attention to children • Offering personal 
reflections, recommendations related to request for local 


area or hotel information • Modelling behaviour after the 


guest (e.g. if the guest is in a hurry, match their sense 
of urgency) • Mentioning hotel/area details unique to 


the guest 
  


Mark NO if the Host did not Respond to Cues during 


interaction 
 


5 Service 0 


Delivery - Guest name used during the experience, 
when known 


 


10 Branded Feature 10 


Delivery - Further assistance offered to the guest   
 


5 Service 5 


Delivery - Warm and sincere closing offered and 


appreciation demonstrated 
 


10 Branded Feature 10 


Food and beverage contents and plate presentation 


meet standard: 
 


Presentation; Food Quality & Temperature and correct 
 


Mark NO if any of the above criteria is not met 


 


5 Service 0 


Room Service menus are available: 


 
5 Service 5 


Comments: 
 


 


 
 


 
 


 
 


 


 
 







 


8 


 


 


Total Points: 150 
 


125 


Restaurant  
 
 


Restaurant (Breakfast) Points Category/Area to 
Address 


Points Awarded 


If standing in a queue, an attempt to acknowledge the 


guest was made in a timely manner   
 


5 Service 0 


Host - Warm welcome/greeting provided 


 
10 Branded Feature 0 


Good posture, smile, eye contact, and attentive listening 


maintained throughout the interaction 


   


5 Service 0 


Well-groomed and professional, wearing a uniform 


 
10 Branded Feature 0 


 Name tag meets standard   
 


10 Branded Feature 10 


Host - escorted the guest to a table and followed proper 


seating procedures: 
 


The Host must:  
• Escort the guest to the table at a comfortable pace • 


Confirm that the table is to the guest's satisfaction • 


Explain the menu and buffet options (as available)  
 


Mark NO if any of the above criteria is not met  
 


10 Branded Feature 10 


Guest name used during the experience, when known 


 
10 Branded Feature 10 


Further assistance offered to the guest 


 
5 Service 0* 


Warm and sincere closing offered and appreciation 
 


10 Branded Feature 10 


Breakfast table setting meets standard, is clean and in 


good condition: 
Table Setting is standard  


Clean and in Good Condition  
 


Mark NO if any of the above criteria is not met 


 


10 Branded Feature 0 


Server - Warm welcome/greeting provided 


 
10 Branded Feature 0* not from waiter, 


yes from manager  


Server - The Host greeted the guest with coffee service 
within one minute of seating 


 
Coffee served within 1 minute of seating 


Acceptable if coffee machine is available 


 
Mark NO if any of the above criteria is not met 


 


10 Branded Feature 10  


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


5 Service 5 







 


9 


 


 


Server - Well-groomed and professional, wearing a 
uniform 


10 Branded Feature  0 


Server - Name tag meets standard 


 
 


10 Branded Feature 10 


Server - The Host offered to take beverage order and to 


Brand Standard 
 


10 Branded Feature  10 


Hot tea service included a selection of teas, pot of hot 


water, offer of condiments 
 


5 Service 5 


A la cart breakfast availability meets standard 


 
10 Branded Feature 10 


Server - The Host was efficient and to Brand Standard   


 


 


10 Branded Feature 0 


Server - Service at the table during breakfast meets 


Brand Standard  
10 Branded Feature 0 


Server - The check was accurate when presented to the 
guest 


5 Service 5 


Coffee “to go” cup and lid offered to Guest 


 
10 Branded Service 10 


The overall restaurant was kept clean and tidy 


 
5 Service 0 


Server - The Host Created a Personal Connection 
 


The Host must Create a Personal Connection (e.g. 
inquiring about the nature of visit, asking about travel 


experience, asking about the guest's travel origin, 


staying focused on the guest at hand, inquiring about 
any special dietary needs or requests, following up on 


answers to questions, avoids Host to Host 
conversations) during the interaction  


 


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


5 Service 5 


Server - The Host Responds to Cues 
 


The Host must Respond to Cues by being aware of 


guest's verbal and non-verbal cues and customizing the 
interaction appropriately without being prompted or 


asked  
 


Examples include:  


 
• Tailoring food and beverage offerings to the guest 


(e.g. groups, single diners, business meetings) • 
Offering personal reflections, recommendations related 


to request for local area or hotel information • Offering 
assistance with services and information unrelated to 


food and beverage • Offering appropriate condiments 


without prompting • Suggesting technology solutions 
related to guest activity (e.g. charging, printing)  


 
Mark NO if the Host did not Respond to Cues during 


interaction 


5 Service 5 







 


10 


 


Server - Guest name used during the experience, when 


known   
 


5 Service 5 


Server - Further assistance offered to the guest   


 
5 Service 5 


Server - Warm and sincere closing offered and 


appreciation demonstrated 
10 Branded Feature 10 


Food and beverage contents and plate presentation 
meet Brand Standard 


 


10 Branded Feature 10*  


Breakfast buffet cooking station meets standard 
Cooking station must include eggs and omelettes 


cooked to order  
Omelette station signage must be present and include:  


• Cured ham and aged cheddar • Local omelette, hotel 


developed • Egg white omelette, hotel developed  
The omelette station must offer the following:  


• (3) Meats • (3) Cheeses • (5) Vegetables  
 


Mark NO if any of the above criteria is not met  


 


10 Branded Feature 10 


Kids menu must be available   


 
10 Branded Feature 10 


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


 


5 Cleanliness 0 


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


 


5 Condition 0 


Comments: 
 


 
 


 


 
 


 
 


 
 


 


 
 


 
 


 


 
 


 
 


 
 


 


Total Points: 265 
 
 


165  
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General Bedroom  
 
 
General Bedroom  Points Category/Area to 


Address 
Points Awarded 


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


 


10 


Guestroom linen and terry reuse collateral is 


implemented and in use 


 
Mark NO if linen and terry reuse program is not 


implemented and in use 
 


10 Branded Feature 10 


Guestroom recycling meets brand standard 


 
 


10 Branded Feature 10 


Bedroom  Points Category/Area to 


Address 


Points Awarded 


Coffee equipment meets standard   


 


(1) Electric kettle • (2) Mugs, matching in colour • (2) 
Disposable cups with lids • (2) Napkins • (2) Coasters • 


(2) Wood or plastic stir sticks, or spoons  
It is acceptable to have ice bucket items and coffee 


items on one tray 


 
Mark NO if any of the above criteria is not met 


 


10 Branded Feature 10 


Coffee products meet standard 


 


• (2) Soluble regular coffee • (2) Decaffeinated coffee • 
(4) Tea envelopes / Variety of tea selected by hotel • (2) 


Sugar sticks • (2) Sweetener sticks • (2) Milk or creamer 
sticks 


 


10 Branded Feature 10 


Guest Services Directory meets Brand Standard 
 


10 Branded Feature 10 


Closet amenities meet Brand Standard 


 


10 Branded Feature 10 


Ironing amenities meet standards 


 


10 Branded Feature 10 


Ice bucket set-up meets standard 
 


10 Branded Feature 10 


In-room safe is present 10  


Branded Feature 
 


10 


Television meets standard: 


32 inches; remote control 
 


10 Branded Feature 10 


Alarm clock/clock radio meet standards 
 


• Time is set correctly within 5 minutes 


  


10 Branded Feature 10 
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It is acceptable for alarm clock to be on TV, if time is 


displayed and alarm operates while TV is in an OFF 
position 


 


Brand collateral and reading materials meet standard 
Bible 


Book of Mormon 
DND/Privacy Please 


 


10 Branded Feature 10 


Note Pad and Pen meet Brand Standard 
 


10 Branded Feature 10 


Telephones meet Brand Standard 


 


10 Branded Feature 10 


Pillows meet standard 


 


Pillows must be present and include:  
• King beds: (4) King size 


• Queen beds: (4) Queen size 
• Double beds: (4) Standard size 


• Twin/Super Twin: (2) Natural fill standard size  


• Pillowcases • Pillow covers/protectors  
 


All pillow fill must be natural  
 


Mark NO if any of the above criteria is not met 
 


10 Branded Feature 10 


Bedroom Cleanliness - 


Doors/Walls/Baseboards/Mirrors/Artwork 
Ceiling 


Flooring & Carpet (wash cloth test)  


 


10 Cleanliness 10 


Bedroom Condition - 


Doors/Walls/Baseboards/Mirrors/Artwork 
Ceiling 


Flooring/Carpet 


 


10 Condition 0 


Bedroom Cleanliness - Closet Area/Ironing 


Board/Iron/Safe; Coffee Set Up/Ice 


Bucket/Trays/Accessories/Refrigerator/ Microwave/Mini 
Bar/Wet Bar 


 


10 Cleanliness 10 


Bedroom Condition - Closet Area/Ironing 
Board/Iron/Safe; Coffee Set Up/Ice 


Bucket/Trays/Accessories/Refrigerator/ Microwave/Mini 
Bar/Wet Bar 


 


10 Condition 10 


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


Telephone/Clock/Audio Equipment/Television(s)/Remote 
Control/Collateral 


 


10 Cleanliness 10 


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


Telephone/Clock/Audio Equipment/Television(s)/Remote 
Control/Collateral 


 


 


10 Condition 10 
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Bedroom Cleanliness - Desk/Desk Chair/Trashcan(s) 


Lamps/Lighting 
 


10 Cleanliness 10 


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


Lamps/Lighting 
 


10 Condition 0 


Bedroom Cleanliness - Windows/Window Treatments 


HVAC/Ventilation 
 


10 Cleanliness 10 


Bedroom Condition - Windows/Window Treatments 


HVAC/Ventilation 
 


10 Condition 0 


Bedroom Cleanliness - Headboard/Bed 
Frame/Mattress/Box spring 


Bedding/Linens/Coverlets/Free of Wrinkles   


 


10 Cleanliness 10 


Bedroom Condition - Headboard/Bed 


Frame/Mattress/Box spring 


Bedding/Linens/Coverlets/Free of Wrinkles   
 


10 Condition 10 


Room/Suite is free of pests 
 


10 Condition 10 


Bedroom Cleanliness – Pillows 


 


10 Cleanliness 10 


Bedroom Condition - Pillows 
 


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


 
For pillows, some of the most common condition issues 


are: 


 
• Appears flat, lifeless • Faded or threadbare • Split 


seams • Holes, burns, rips or tears • Mildew • Stains, 
marks or graffiti  


 


Mark NO if the pillow is in poor condition 
 


20 Condition 20 


Total Points: 320 
 
 


290 


Bathroom  Points Category/Area to 


Address 


Points Awarded  


Branded bath amenities meet standard: 


 


Guestroom amenities must minimally include:  
• Shampoo - 30 ml • Conditioner - 30 ml • Shower gel - 


37 ml • Lotion - 22 ml • Soap 
 


It is not acceptable to mix product lines in guestrooms  


Mark NO if any of the above criteria is not met 
 


10 Branded Feature 10 


Bathroom amenities meet standard: 
 


Wastebasket  


Hairdryer 


10 Branded Feature 10 
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Bath tissue  


Tissue box cover  
Facial tissue 


 


Bath terry meets standards: 
Bath terry must minimally be/include:  


• White • (1) Bathmat  
• Bath towels  


(2) in room with (1) bed  


(3) in room with (2) beds  
• Hand towels   


(2) in room with (1) bed  
(3) in room with (2) beds  


• Washcloths   


(2) in room with (1) bed  
(3) in room with (2) beds  


 
Mark NO if any of the above criteria is not met 


10 Branded Feature 10 


Bathroom Cleanliness - 


Doors/Walls/Baseboards/Ceiling/Floor/ 
 


10 Cleanliness 10 


Bathroom Condition - 


Doors/Walls/Baseboards/Ceiling/Floor 
 


10 Condition 10 


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


 


10 Cleanliness 10 


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


 


10 Condition 10 


Bathroom Cleanliness - Vents/Exhaust Fans 
 


5 Cleanliness 5 


Bathroom Condition - Vents/Exhaust Fans  


  


5 Condition 5 


Bathroom Cleanliness – Toilet 


 


20 Cleanliness 20 


Bathroom Condition – Toilet 
 


20 Condition 20 


Bathroom Cleanliness - Fixtures (Towel Bars/Hair 


Dryers/Amenity Tray/Waste Can/Tissue Holder/Toilet 
Tissue Holder)   


 


10 Cleanliness 10 


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


Tissue Holder) 
 


10 Condition 10 


Bathroom Cleanliness - Linens/Terry 


 


20 Cleanliness 20 


Bathroom Condition - Linens/Terry 


 


20 Condition 20 


Bathroom Cleanliness - Shower Curtain/Shower 
Doors/Shower Rod   


 


10 Cleanliness 10 


Bathroom Condition - Shower Curtain/Shower 
Doors/Shower Rod 


 


10 Cleanliness 10 
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Bathroom Cleanliness - Bathtub/Shower 


Enclosures/Plumbing Fixtures 
 


10 Cleanliness 10 


Bathroom Condition - Bathtub/Shower 


Enclosures/Plumbing Fixtures   
 


10 Condition 10 


Comments: 
 
 


 
 


 


 
 


 
 


Total Points: 220 
 


220 


Lobby 
  


 


Lobby Points Category/Area to 


Address 


Points Awarded 


Business services meet standards: 


• Computer access • Printing services  


Front Office may provide services if not available in the 
lobby 


 


10 Branded Feature 10 


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


 


10 Cleanliness 10 


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


 


10 Condition 10 


Lobby Cleanliness - Furniture/Equipment/Luggage Carts 
 


10 Cleanliness 10 


Lobby Condition - Furniture/Equipment/Luggage Carts 


 


10 Condition 10 


Comments: 
 


 
 


 
 


 


 
 


 
 


 


Total Points: 50 
 


 


 


50 
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Public Restrooms 
 
 


Public Restrooms Points Category/Area to 
Address 


Points Awarded 


Public restroom supplies meet standard: 
 


Public restrooms must minimally provide:  


 
• Hand soap • Bathroom tissue • Facial tissue • Single 


use paper hand towels & Trashcan  
 


  


10 Branded Feature 10 


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


 


10 Cleanliness 10 


Public Restrooms Condition – Floor/ 
Walls/Doors/Ceiling/Vents/Lighting/Partitions 


 


10 Condition 10 


Public Restrooms Cleanliness - Toilets/Urinals 
 


10 Cleanliness 10 


Public Restrooms Condition - Toilets/Urinals 


 


10 Condition 10 


Public Restrooms Cleanliness - Sinks/Vanity/Mirrors 


 


10 Cleanliness 10 


Public Restrooms Condition - Sinks/Vanity/Mirrors 
 


10 Condition 10 


Public Restrooms Cleanliness - 


Furniture/Equipment/Decoration 
 


5 Cleanliness 10 


Public Restrooms Condition - 
Furniture/Equipment/Decoration 


 


5 Condition 10 


Comments: 
 
 


 
 


 
 


 


 
 


 


Total Points: 80 
 


80 


Elevator  
 


 


Elevator Points Category/Area to 


Address 


Points Awarded  


Elevators Cleanliness - General 10 Cleanliness 
 


10 


Elevators Condition - General 10 Condition 


 


10 
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Comments: 
 
 


 


 
 


 
 


 


 


Total Points: 20 
 


 


20 


Corridors  
 


Corridors Points Category/Area to 


Address 


Points Awarded 


Guest hallway/stairwell signage is professional, well 
maintained, and in good condition: 


 
The property signage in the guest corridors and 


stairwells must be:  


 
• Professional • Well maintained • In good condition  


 
Mark NO if any of the above criteria is not met 


 
 


 


10 Branded Feature 10 


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


 


10 Cleanliness 10 


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


 


10 Condition 0 


Corridors/Stairways Cleanliness - 
Furniture/Equipment/Decoration Items 


 


10 Cleanliness 10 


Corridors/Stairways Condition - 
Furniture/Equipment/Decoration Items   


 


10 Condition 0 


Comments: 
 
 
 


 


 
 


 
 


Total Points: 50 
 


 
 


30 
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Fitness Centre & Pool  
 


Fitness Centre Points Category/Area to 
Address 


Points Awarded 


Fitness Centre meets minimum hours of operation: 


 
Fitness centre must be accessible 24 hours a day, 7 


days a week (6am-11pm) 
 


Mark NO if any of the above criteria is not met  


 


10 Branded Feature 10 


Fitness Centre amenities meet standard: 


 


Fitness centre amenities must minimally include:  
 


• Anti-bacterial wipes • Clock • Newspapers/magazines • 
Towels • Water: Fountain/cooler or bottled water • 


Whole seasonal fruit (complimentary during peak times) 
• Soiled towel disposal • Wall-mounted telephone  


 


Mark NO if any of the above criteria is not met 


 


10 Branded Feature NO 


Fitness Centre/Exercise Room Cleanliness – Floor 


Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments 
 


10 Cleanliness 10 


Fitness Centre/Exercise Room Condition – Floor 


Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments 
 


10 Condition 10 


Fitness Centre/Exercise Room Cleanliness – Equipment 


Furniture/Equipment/Decoration Items 
 


10 Cleanliness 10 


Fitness Centre/Exercise Room Condition – Equipment 


Furniture/Decoration Items 
 


10 Condition 10 


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


 


10 Cleanliness 10 


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


 


10 Condition 10 


Pool Area Cleanliness - Furniture/Equipment/Decoration 
Items 


 


10 Cleanliness 10 


Pool Area Condition - Furniture/Equipment/Decoration 
Items 


 


10 Condition 10 


Comments: 
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Total Points:100 
 
 


 


90 


Meeting/Function Rooms 
 


Pre-function 
 


Points Category/Area to 
Address 


Points Awarded  


Pre-Function Cleanliness – Floor 


Walls/Doors/Ceiling/Windows/Treatments 
 


10 Cleanliness 10 


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


 


10 Condition 10 


Pre-Function Cleanliness - Furniture/Equipment/Décor 
Items 


 


10 Cleanliness 10 


Pre-Function Condition - Furniture/Equipment/Décor 
Items 


 


10 Condition 10 


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


   


10 Cleanliness 10 


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


   


10 Condition 10 


Meeting Room Cleanliness - 
Furniture/Equipment/Decoration Items   


 


10 Cleanliness 10 


Meeting Room Condition - 


Furniture/Equipment/Decoration Items 


 


10 Condition 10 


Total Points: 80 
 


 
 


80 


Back of House  
 


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


 
 


10 Branded Feature 10 


Internet bandwidth: 


Meets Brand Standard Bandwidth  
 


10 Branded Feature 10 
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GuestVoice Alert Response Rate meets Standards: 
 


Hotel must respond to guestVoice Alerts within 48 hours 


by an approved method for GSS, TripAdvisor and 
Marriott Verified Reviews (MVR)/SPG Ratings & Reviews 


 


10 Branded Feature 10 


Host has a Brilliant card: 
 


Hosts must minimally:  
• Carry a current Brilliant card  


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


smartphone) 


 


10 Branded Feature 0 


 


Art of Hosting Stand-Up meeting meets standard: 
 


• Hosts attend their department's daily Art of Hosting 
Stand-Up 


 


Mark NO if not observed or any of the following:  
 


Topics discussed in Art of Hosting Stand-up may 
include:  


• Discussion of any Art of Hosting move or moves (i.e. 


Create Personal Connection, Respond to Cues, Make it 
Brilliant)  


• Recognition of a host for Art of Hosting efforts • 
Theme of the week 


 • Hotel-specific information: - VIP's in hotel; Hotel 
Forecast; News to note; Team recognition; Birthdays, 


Anniversaries, new team members 


 


20 Branded Feature 20 


Hotel must use brand key card with key packet.  


 


10 Branded Feature 10 


Red Coat Direct usage meets standards: 
 


Red Coat Direct usage must minimally include:  
• Offer the Red Coat Direct app via custom event link to 


all meeting planners • Introduce/demonstrate meeting 


planners to use or try the app to meet 
 


10 Branded Feature  10 


Associate can explain Loyalty Member benefits: 


 
Ask associate to name (2) benefits Silver Elite members 


receive at the Brand Hotel:  
• 10% bonus points • Priority late check-out • Ultimate 


Reservation guarantee • Member rates • Dedicated Elite 


reservation line • Dedicated Elite guest services line  
 


Ask associate to name (2) benefits Gold Elite members 
receive in addition to Silver Elite tier at the Brand Hotel 


you are at:  
• 25% bonus points • 2pm late check-out (based on 


availability) • Gold Elite welcome gift • Room Upgrade 


(based on availability) • Free enhanced Wi-Fi 


20 Branded Feature  20 
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Ask associate to name (2) benefits Platinum Elite 
members receive in addition to Gold Elite tier at the 


Brand Hotel you are at:  


• 50% bonus points • Platinum Elite Welcome Gift 
Choice, e.g. breakfast or amenity or points • Access to 


concierge/club/executive lounge 
4pm late check-out 


Guaranteed Room Type 
 


Ask associate to name (2) benefits Titanium Elite 


members receive in addition to Platinum Elite tier at the 
Brand Hotel you are at:  


• 75% bonus points • 48-hour Guarantee 
 


Ambassador Elite Member Program: 


Ambassador Service   


Paper Straws, regardless of material, must only be 


provided upon request (by guest requesting or by 
associate asking):   


 


 


10 Branded Feature 10 


Total Points: 110 
 


 


100 


Food Safety  
 


Refrigerator and freezer temperature logs are completed 


and on file for 90 days 
 


Pass/ Fail Food Safety Pass* 


Temperature Logs for cooking, holding and reheating 


food items are completed and on file for the past 90 
days 


 


Pass/Fail Food Safety Pass 


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


 


Pass / Fail Food Safety Pass 


Personal hygiene procedures are followed 


 


Personal hygiene must include:  
 


• No eating, drinking, smoking, or tobacco use in areas 
with exposed food, food contact surfaces, food contact 


packaging   


 
It is acceptable if closed beverage containers (e.g., 


sports bottles, cups with lids, cups with lids and straws) 
are present if stored below or adjacent to workstations 


so they cannot contaminate the food and food contact 


surfaces  
 


• All dedicated hand washing sinks are stocked 
(disposable towel/air dryer, soap, trash can nearby), 


functional (hot water) and accessible (not blocked, used 
for food prep)  


 


Pass /Fail Food Safety Fail 
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• All associates washing hands following:   


Touching face, hair; Using restrooms; Touching raw 
food product; Changing gloves 


• No bare hand contact with ready-to-eat-foods  


• No associates working who display symptoms of 
illness:   


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


 
Mark NO if the above criteria is not met 


 


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


 


• Interior of ice machine dirty • Mould, mildew or fungus 
on ice contact areas • Rust on the inside of ice machine 


or ice contact areas • Access to inside of ice machine is 
not available   


 


Pass/Fail Food Safety Fail 


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


 
 


Pass/Fail Food Safety Pass 


Facility is clean and in good condition: 


 
As you walk through the facility evaluate the food 


contact surfaces, equipment and non-food contact 
surfaces: 


 


Check baseboards, cabinets, ceilings, counters, doors, 
drains, drain covers, floors (grout lines), equipment, 


grease traps, hardware, mats, outlet covers, switch 
plate covers, tables, vents, walls, and windows in all 


food production, food service, food storage and food 


transportation areas of the operation 
  


There should be no evidence of pests including:  
 


• Active cockroaches or rodents • (5) or more pests in a 


small area (e.g. (6) fruit flies in drain) • Evidence of 
pests breeding • Birds nesting inside building • Trailing 


ants in food preparation area • Dead pests  
 


Mark NO if any of the following:  
• More than (4) cleanliness or conditional issues are 


observed or encountered • Any evidence of pests  


 
 


Pass/Fail Food Safety Fail 


Dishwashing machines properly maintained and 


operated 
 


Mark NO if any of the following:  
• High temp machine - heat tape is not activated or 


required temperature is not achieved • Low temp 
machine - chemical sanitizer not in correct range • Low 


temp machine - hotel does not have a method to test 


the dish machine sanitizer (e.g. test strip)  


Pass/Fail Food Safety Fail 
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• Dish machine is 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 
cutting boards if both ready-to-eat and non-ready-to-eat 


food items are prepared • Using wooden boards for 
applications other than those approved 


 


Pass / Fail Food Safety Pass 


Cross-contamination prevention procedures are 
followed: 


 
Mark NO if any of the following are observed or 


encountered:  


• Raw animal products stored above or commingled with 
ready-to-eat products • Food items with higher cooking 


temperature requirements stored over food items with 
lower-cooking temperature requirements  


• Physical hazards that would present an imminent 


health hazard, such as push pins used directly above 
food prep surfaces  


• Chemicals stored above food or food contact surfaces 
• Cross-contamination or potential for cross-


contamination exist with food or food contact surfaces 
• Food stored or thawing in a dedicated hand washing 


sink  


 


Pass / Fail  Food Safety Pass 


Quarterly Global Food Safety Audit (GFSA) is completed 


and documented: 


 
Hotel must complete a Global Food Safety Audit (GFSA) 


self-inspection each calendar quarter 
 


• Quarters are as follows:   


1st Quarter: January-March  
2nd Quarter: April-June  


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


 
 


Pass / Fail  Food Safety Pass 


Comments: 
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10 Areas 
Pass / Fail: 
 
 


Enter number 
of Pass & Fail 


Items → 


Pass 
7 


Fail  
4 


Audit Report Results:  
 


   


Final Points Awarded All Sections:  
1845 Total Points Available  


Total Points 
→ 


1570 


Food Safety - Pass   
 


Number of 
Pass → 


7 


Food Safety – Fail  
-Action Plan Required  


Number of 
Fail → 


4 


Final Comments: 
 
 
 
 
 
 
 
 
 
 
 


General Summary of Property 
Observations 


Marketing Essentials 
Sales and Marketing (e.g. online visibility -social media; website) 
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Hospitality and Guest Services 
Guest Service Delivery  
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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  
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Personnel Resourcing & Development; Employee Engagement; Cultural Awareness 
Entrepreneurship 
Employee Engagement; Training & Creative Development  


 


 
 


 
 


 


 
 


 
 


 


 
 


 
 


 


 
 


 
 


 
 


 


 
 


 
 


 


 
 


 
 


 
 


 


Management & Organisational Behaviour  
Leadership  
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Sustainability Objectives & initiatives 
Green Hotel  
 
 
 
 
 
 
 
 
 


 


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


 


Signed:  
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Date:  
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