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	Project


	Heathrow/Windsor Marriott  – Annual Internal Audit 




	1-Project Definition 



	1- Purpose 
  Windsor Marriott is a four-star hotel located on the London road within a few minutes drive from the Windsor airport. As we know that Marriott is a worldwide name so to maintain its standards you have to conduct an early audit through which you will confirm that the guests are having the same facilities in your hotel which they think they will have there. so to provide the guest all those facilities you will have an audit and for that our company ANDONOVA & CO  CONSULTANCY is the best option that you will have in the country. We will provide all the detailed reports of Windsor Marriott and will conclude the possible solutions regarding those reports.
   The project outlined in the following pages will explain some possible gaps in your current auditing      process and ways by which we can fill those possible gaps .we will search  for the faults due to which the standards of the hotel are affected and ranking is also affected

2- Purpose Objectives
ANDONOVA & CO will make sure that everyone is honest with his profession in the hotel. Hotel management has a big role in the performance of the hotel so if they are doing well then the hotel will have good quality standards. To calculate these measures we will spend 12 weeks with the staff and we will note their work (good and bad ) .we will also conduct a survey from the guest in which they will remark the hotel staff work. 
3- Project Scope – 
Windsor Marriott is just on a few minute's drive from Windsor airport and also it's near to the main M4 road so it on the best location we have in the city.
But we are also having some competitors like Copthorne hotel, pinewood hotel, holiday in express, holiday in slough Windsor, etc . so we will discuss the effect of the competitors on Windsor Marriott.
All the above-mentioned competitors are providing low rates to the guests and are having good grip on the online customer so Windsor Marriott should have a better view of all this after our report and you will have a great boost in the number of guests after following the points of our consultants and we will provide you the best methods of how to gain guests more than those competitors and through this report, we will have a better impact on future guests and customers.
4- Deliverables: 
Analysis that our team would conduct are :
	We will direct an overview from visitor and will perform examination of Windsor Marriott from a visitor viewpoint 

•	In-profundity examination of the exhibition of Windsor Marriott contrasted with rivals in the zone 

•	We will give suggestions to build visitor fulfillment and reliability 

•	We will lead a preparation program with materials that can be used for future students

5- Constraints: 
Constraints of our audit are as follows :-
Front Work area: how to create visitor associations, how to  handle  administration recuperation, provide  tips to upsell. 
Kitchen: provide an imaginative approaches to utilize 'scraps' as gourmet dishes, sanitation, cleaning procedures 
Housekeeping: we would observe how they clean and propose potential approaches to either make it simpler for the maids or take into consideration a snappier yet still clean procedure 
Procedural reviews in all territories will permit us to check whether there are chances to expand cleanliness and profitability

6- Assumptions: 
ANDONOVA & CO  is the company of trust that you can trust blindly that will appoint the best for this field for the Windsor Marriott. Before starting our process we perform a SWOT analysis in which the ANDONOVA & CO provide the strengths, weaknesses, opportunities, and threats to the Windsor Marriott which will help them to recognize the SWOT in their hotel and after that, we will help you to perform well to increase the good features and to decrease the bad effecting things for the Windsor Marriott.
We assume SWOT analysis by keeping in mind the strength, weaknesses, opportunities and threats.
Strength: The strength of the hotel is their passionate staff and the reputation of the hotel in the city. As we know that Marriott is a worldwide name of trust for the guests believe that they will be provided with the best there so we will not have to break their trust.
Weaknesses: weakness of the Windsor Marriott is the advertising team of the hotel and the poor online website management As we  know that its era of the internet so you must have to focus on the website and provide the whole detail on the site ANDONOVA & CO provides a facility of the website also which we will deliver to you after the full report from our team.
Opportunities: we need the hotel to provide the pick and drop facility to the guest so many employers can get opportunities to earn through this. 
Threats: threats are the new hotels that are trying to make their place in the community by strong online advertisement and websites also the non adoption of the new culture of the internet and mobile phone is also a big threat to Windsor Marriott.

	2- Confidence in the Audit Team 



	
ANDONOVA &Co is known best for their work all through the world we have numerous different inns which are picking up and improving step by step with our consultancy you are additionally having an extraordinary chance to acquire clients through our review and through an itemized review we will have the option to furnish a fair and intensive report with significant proposals that will at last increase the value of the lodging just as feature territories of incredible achievement. While there are a predetermined number of direct contenders for the inn itself there are an assortment of ways we can help improve territories with more rivalry, for example, the food and drink office which has countless contenders only minutes away in the downtown area and on wine road. 

Our review will be of 12 weeks subsequent to leading that we will give a point by point report to the head supervisor of Windsor Marriott and in that report, we will give complete data about your lodging and will reveal to you the strategies that how to improve your principles.
Cost and benefit analysis :
cost is not that much in front of the benefit as we discussed below the benefits of this audit it will help you to gain more customers which will help you a lot in the revenue of the hotel so our audit fee is just a less amount in front of that benefit so you must have not to think that your money is just wasting but in future it will help you a lot to gain more and more after applying this audit conclusions.
    
Audit cost : 
To check all the administrations we should check each and everything which will cost a ton of food costs, transport costs, and only a couple of long stretches of room administration use. review cost is £3500 for finishing of the report, in addition to costs which will incorporate one dinner for each move for each colleague, travel costs, and an assigned gathering space each Friday for 2 hours. These costs will be insignificant in contrast with the dependable prizes the lodging will profit by its culmination.

Benefits :
Upgrades in rankings (Marriott places 22 out of 30 as best work environments, and so on.) 

•	Improved online nearness (administration recuperation, Marriott doesn't put high on movement sights, for example, TripAdvisor and Booking.com) 

•	Improved maintenance of key workers just as strengthening 

•	Improved visitor administration and quality in all regions
Risk analysis :
we comprehend there are dangers after endeavor this task, ANDONOVA &Co. accept the precision of our experience is instrumental to the achievement of our discoveries and proposals and we, in this way, recommend an individual from your staff is doled out to screen the conduct and experience we are having. We comprehend there is an opportunity staff will 'be behaving as well as possible' and that this will influence the dependability of our discoveries, we would like to take out this by being available for an all-inclusive period.

	
3-The Audit Team and the Project Plan


	Project Manager: I will be the project manager keeping an eye on my team and having time to time report from that about the ongoing process of the project that we will discuss before the starting that how we will find more and more defects in the services .i am having an experience of about five years with this company and performed many audits for more than 100 hotels worldwide so you don’t have to be worry from my side
· Project Team: 
 
My team is a collection of the best according to this field and they are honest and responsible for their work and they are with my company for almost 4 years.

Members of the team would be a secret for everyone but here I will tell u about there services :
•	One member will rotate in the hotel to keep an eye on everything and to check that everyone is doing his work with honesty or not.
•	One member will stay in the room to check the room services provided 24 hours to the guest  and to point out the defects in the services.
•	One member will be appointed as a staff member for a week to keep an eye on the staff about their work.
The team members will give feedback to the project manager from time to time about what's happening and what defects they found there in the hotel management and hotel services.
•	Project Control – we will communicate with Bluetooth connectivity hidden mike inside the tie and a small earphone which will be hidden inside the ear. we will have proper detailed stored voice recordings and sheets of every work .
•	Quality Control –we will start our process on Thursday and will be continued till Sunday in those four days we will configure out the weekday's process and the holiday's process also which will help us to find the defects in both sequences. 
•	Start Date for Audit commencement
starting of the audit will be as informed by the general manager of the Windsor Marriott.it will be of 12 weeks and on  completion we will submit it to general manager .
•	Completion Date for Audit
The completion date will be after 12 weeks of the starting date.





	Project Manager 


___________Zheni Andonova_______________________


Date:
31/07/2020
_________________________________








Consultancy report
We are really thankful to the Windsor Marriott for giving ANDONOVA & CO the opportunity to perform the audit for Windsor Marriott and we are really glad to tell you that Windsor Marriott achieved 90 %  points in all categories related to the services they are providing we will discuss the brief details of everything in this report.
	Department
	Points Available
	Points Achieved

	Front Office/ Lobby Arrival
	45
	45

	Arrival Experience
	15
	15

	Check-In
	135
	125

	Lobby Bar
	205
	135

	Room Service
	150
	125

	Restaurant 
	265
	165

	General Bedroom
	320
	290

	Bathroom
	220
	220

	Lobby
	50
	50

	Public Restroom
	80
	80

	Elevator
	20
	20

	Corridors
	50
	30

	Fitness Centre/ Swimming Pool
	100
	90

	Meeting
	80
	80

	Back of House
	110
	100

	Food Safety
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	Points Available
	Points Achieved

	45
	45



1- Front Office: 
The staff was very good in welcoming they were providing a very warm welcome to everyone also when the guests arrive the staff was having a very good posture of standing and always greet with a  smiling face so that guests feel comfortable, and were listening very attentively to the guests throughout the interaction. The staff members were well-groomed and were wearing a very neat and clean uniform, well maintained.    There was always one person available at the front desk but at the time of duty changes, there was some gap in the time management due to which the guest arriving at that time were suffering a lot so the management must have to make sure that the new associates must be available before leaving of the previous ones. The staff was offering very well assistance to the staff so that they feel comfortable there in Windsor Marriott.

	Points Available
	Points Achieved

	15
	15


2- Arrival experience :  
The general exterior was looking good but it also needs some modifications like all the mats and carpet should be of the same color like charcoal grey so they would follow the color code of Windsor Marriott. The flags were very looking very nice standing just in front of the hotel. The Marriott logo used to look very nice at the night having those red lights.  There should be a person for the pickup of the luggage of the guests and the guests.
	Points Available
	Points Achieved

	135
	125


3- Guest check-In : 
On check-in the guests will have to stand in a queue for check-in which was wasting the time of the guest and was appointing a bad impression on the guests so there should be more than one staff member there to save the time of guests. A warm welcome was provided which was imposing a good impression. The uniform of the staff was well maintained and the brand logo and the tag used to look very nice but the name tag should only have the first name of the employee. This should be avoided to ask the online customers that “are you here for checking in?”, also the room numbers were provided non verbally which was not a good thing to be done. The employee asked for the payment method and provided directions to the elevator and guided guests to their rooms. The system of check-in was very good and was error-free and was meeting the brand standards of the hotel. The employee was mentioning the guests by his name which was a great experience to have staff like that. Every time the host created a personal connection with the guest so that he can guide the guest and the guest can easily ask questions or something else from the host. The checkout time was also confirmed from the guests so they can provide services to the guests at the time of checkout and also assign the room to the next guest within that time interval.  
	Points Available
	Points Achieved

	205
	135


4- Lobby bar : 
There could be an alternate method to welcome individuals to make it sound more genuine other than "are you OK." Even "Welcome to the Windsor Marriott what would I be able to begin for you?" sounds more good from a visitor point of view. The employee used to ask for food on every arrival, and also provided suggestions regarding the best service they were having. Beverages were not provided on time except cocktails, and there was not any refill system when the drinks were 1/3 full. The employee used to check back for a better experience for the guests. The plate presentation and the temperature of the food were not looking good sometimes, like the food was not hot and the presentation used to be miss lead by some manners sometimes. In the bar, the music was good enough for the daytime. At times getting visitors to open up drives them to remain longer which could prompt higher income. The lounge was neat and clean but the furniture was having dust or it was old that’s why was not looking that much good with other things.
	Points Available
	Points Achieved

	150
	125


5- Room service : 
On ordering the room service for the first time it was good to be greeted with the name of the guest like ‘‘hello it’s room service Mr.John what can I help you, it was very good to hear that also the room number and order was properly asked to the guests. The order was offered in time with a good decoration and correct order which was ordered by the guest.  Entering the room service was always asking permission before entering the room but somehow the personal connection between the guest and the person was missing because the new guest was to be asked for something they want of any idea about where to visit and how to get somewhere the guest want to be that thing was missing. The check was always presented in a branded cover along with a branded pen which was an amazing thing to notice. The staff was not aware of how to handle children and how to be verbal and to provide things regarding the culture of that guest so the staff needs to be trained about that. Almost everything was perfect in-room service except for some things which are mentioned above.
	Points Available
	Points Achieved

	265
	165


6- Restaurant :	
The restaurant was also having a queue in which the guest will have to follow for the food. The host used to escort the guest to the table where they feel comfortable and have a great experience of the restaurant the menu card used to available on the table so the guest can easily select the food they want to eat. Servers were having a good posture and well-maintained dressing code and were good at making eye contact with the guests throughout the interaction. The host also offered the guests cold drinks on the first interaction also. The tea used to be hot and the presentation of every food was very nice and all the food was very fresh. The check was very reasonable and was presented very well to the guest. The host always made a personal interaction with the guest offering them the best of their restaurant which was a good point. The host always used to mention the guests by their name so that they can feel friendly and also replied very well to the cues of the guests. The food presentation and the presentation of the beverage was very good. There was a kids menu also available on each table. The overall experience of the restaurant was very good but the cleaning system of the restaurant was somehow not meeting the brand standards and also the condition of the floor and the furniture was old which was a very bad thing to notice.
	Points Available
	Points Achieved

	320
	290


7- General bedroom :
Laundry and dry clean service were available for 5 days a week. The recycling of the things was good arriving the room everything was ok and well settled. Neat and clean rooms were used to offer to the guests. 
Bedroom : 
There was almost everything available at the room which a guest should need to be in a room like electric kettle, mugs, napkins, plastic stir sticks, coasters, etc. The one thing that was inappropriate was the ice bucket and the coffee items which were present in one tray which was unacceptable because some guests prefer hot coffee also so which was a bad sign for the guests to be put those two things in one tray. The directory of the room service was in alphabetical order which was a good sign for guests so he can easily find any number easily. The ironing of the cloths was very good and was meeting brand standards. The television was 32 inches in every room which was ok according to the size of the room. Alarm clocks were also present in the room. There were also some books available in each room so the guests who love to read books can enjoy their free time. There was also a notepad and a pen having the Windsor Marriott logo available there. The telephone was also new and was kept in a good place which was reachable from the bed also.. The pillows used to be very soft and of high quality which never disappointed the guests.  

	Points Available
	Points Achieved

	220
	220


8- Bathroom : 
The amenities of the bathroom were of a very high standard. Things that were available at the bathroom were shampoo, conditioner, shower gel, and lotion. The wastebasket, hairdryer, bath tissue, tissue cover box, and facial tissue was also available. The bathterry also was meeting brand standards: Bathterry must minimally be/include: 
• Bath towels 
(2) in a room with (1) bed 
(3) in a room with (2) beds 
• Hand towels  
(2) in a room with (1) bed 
(3) in a room with (2) beds 
• Washcloths  
(2) in a room with (1) bed 
(3) in a room with (2) beds 
Bathroom cleanliness was very nice everything was neat and clean, and everything( doors, walls, floor, ceiling, shelves, faucets, lighting, sink, toilet, vents ) was in good condition and neat and clean. Bathroom equipment ( towel bars, hairdryers,  waste can, tissue holder, toilet tissue holder ) were in good condition and neat and clean. Bathtubs, showers, doors were also neat and were in good condition.


	Points Available
	Points Achieved

	50
	50


9- Lobby :
Everything in the lobby was almost good, the computer access and printing access was also available and was imposing a very good impression on the guests. The condition of the Walls, Doors, Ceiling, Vents, Lighting, Windows, Treatments, furniture, luggage carts was very good and everything was neat and clean in the lobby so that’s why everyone was spending most of their time there.
	Points Available
	Points Achieved

	80
	80


10. - Public restroom: 
The supplies of the public restroom were meeting standards because everything of daily use was available there like (Hand soap, Bathroom tissue, Facial tissue, Single-use paper hand towels & Trashcan  ) also the cleanliness and the condition of toilets, sinks, vanity, mirrors was very good and each and everything was very well maintained by the staff. The decoration of the restroom was very nice and the furniture was also in good condition.
	Points Available
	Points Achieved

	20
	20


11. - Elevator : 
Elevator was neat and cleaned and well maintained but sometimes when the main elevator was out of order so visitors have to use the stairs which were very hard for some visitors so there should be more than one elevator which can be used in replacement of other.
	Points Available
	Points Achieved

	50
	30


12.  - Corridors :  

Corridors were almost neat and clean and there was no such issue be seen there the property signboards in the guest's corridor and the stairwells should be professional, well maintained, and in good condition. The condition of the floor, walls, vents, windows there was not good but it was clean in that situation so the administration needs to change many things in the corridor.  

	Points Available
	Points Achieved

	100
	90


13.  - Fitness center and pool :

The timing of the fitness center was very low it should be open 24 hours a day and 7 days a week. The anti-bacterial wipes, clock, magazines, soiled towel disposal, and wall-mounted telephone were also missing at the gym. The walls, doors, ceiling, vents, windows, were of a very good condition because it was new and everything also was neat and clean there. The pool area was also very well decorated and the pool was clean and the walls, fencing, ceiling, furniture was of good condition and was neat and clean.

	Points Available
	Points Achieved

	80
	80


14.  - Meeting room :
In the meeting room, there is no need for carpet because the cleanliness of the carpet is not easy so the flooring must be of tiles so it should be cleaned easily. Everything ( walls, doors, windows, furniture, vents, decoration items was in good condition and also was neat and clean.
	Points Available
	Points Achieved

	110
	100


15. - Back of house :
The brand identity and the hotel logo were used in everything thing which was a great sign of advertisement and marketing. The internet speed provided inside the hotel was very good, and also was responding very quickly to the guest voice alerts and also on trip advisor was responding to every guest within 48 hours. Hosts were not having a brilliant card which is the sign of the host and hard work which was missing there, hosts attend their department regularly and have a check on each and everything, the host must have a card for recognition method and they must dress according to the theme and also provide information about the hotel and the things happening around the Windsor Marriott. The associate was explaining each and everything to the host regarding the usage of red coat through which they can directly connect to the meeting planners. The associate can also tell about the loyalty and the benefits of the silver elite, gold elite, platinum elite, titanium elite and the ambassador elite and there services.  
16. - Food safety : 
The refrigerator and the freezer temperature logs were stored in the database for 90 days. Also the temperature data of the cooking, holding, reheating food items were also on file for the past 90 days. The personal hygiene protocol was not followed it should have to be no eating, no drinking, no smoking, food contact in the places where food is exposed. All the hand washing sinks were not dedicated separately and the soap detergents were also available in the food area which is not acceptable. All associates should not have to direct contact after washing hands with the face, food. No associate will be working if he shows the signs of illness. Ice machines were not clean they were dirty and were having, fungus on-ice contact areas, rust on the inside. The food safety protocols were very poor as there was no proper cleanliness as they walk through the facility they contact with the food and there were signs of pests also in the food area so that is not tolerated able. The dishwashing machines were also not working well they were not cleaned and were not properly working like it was not activated for the high-temperature cleaning and also was not working well in cold water also. The hotel was having no proper testing machine to test the dishwasher so that’s why it was not functioning well. White cutting boards were used for cutting which was good because on the whiteboard you can see the dust or un-cleaned parts easily. Cross-contamination was also not happening because every kind of food was kept separately so that’s why no contamination was occurring.
The quarterly Global Food Safety Audit (GFSA) was completed and documented.
17.  - Sales and marketing :
 Having a ranking of 4/5 on trip advisor Windsor Marriott is doing well but there are some things that should be kept in view like the online bookings should be looked after very well to increase the sale and the Windsor Marriott should upload the latest pictures of the hotel and services provided to the guest on the website which will catch more attention of the guests and that will impact highly on the sales of the Windsor Marriott. A simple method to help deals has incremented the sum and manners by which the colleagues upsell. An approach to upselling is through persistent preparing ensuring that item information is in the middle. The more that is thought about an item, the simpler it becomes to sell.
18.  - Guest service delivery :
 Guests were not served by drinks well in the lounge which was very bad to notice.
Lack of warm greetings on the reception unless a large event takes place, this was inappropriate because the receptionist must welcome everyone. Room service was not making good connections with the guests which were opposing a bad impact on the guests. As discussed earlier that the staff in the bar was not paying proper attention to the guests which were not a good thing at all.
19.  - Financial management :
 On controlling the finances we should have to decrease the quantity of waste of the hotel. We should have to decrease the food waste, as well as the other wastes, like the food, was wasting in meetings and other events, because there was more than enough food available in the dishes so there should be a check and balance on that the food should be available as regards to the need of the guests if dishes are going to be empty before that pour some more in that but don’t waste it so it should have a great impact on the finances. Other than that if a guest does not want to eat something from the menu and he ordered that so you must utilize that food somewhere else not to put that food directly in the trash.
The staff must not be paid on hourly cleaning rooms they should be paid according to the rooms they have cleaned so it will decrease the expenses

20.  - Employee Engagement; Training; Creative Development:
For having good employee engagement and to keep them active you must should arrange a 30 days wellbeing day and the employee having good work all the month should be given by a prize so that will motivate the employees to do hard work and everyone should work with proper focus. The employees must be given proper classes of décor every month so they should décor everything properly because the first impression of everything is its décor so if the first impression would be nice so guests would be happy to be there. Staff must be provided guidance with every culture and religion and also proper guidance with worldwide news which will help them to interact with the guests of every religion and then they will treat them according to their culture and religion.
21.  - Leadership : 
 Although leadership was good somehow in some places, it needs to be improved. Leaders are the persons on which all the responsibilities of the hotel are imposed but if they do not work properly everything gets rushed. We noticed that some of the staff leaders were not working honestly like they were just giving orders to the staff rather than checking on them and were using their mobile phones so the mobile users must be restricted in their working hours so they should focus on their work rather than watching football matches on the phone. Group building may likewise be important to fuse the inn in general rather than singular divisions just as making more grounded connections inside the offices. A case of how this could function could be it might diminish the quarreling by front work area relates before visitors.

22.  - Green hotel : 
The hotel recycles its wastes of food and plastic every night which further has no bad effect on the environment. Bleach wastes should not be added to be drained to the river which will harm the sea species so we have a proper drainage system that further proceeds to the overall recycling system which recycles all the wastes from the water wastes and the solid wastes.

23.  - Property maintenance facilities :
The overall property does not require any new changes but there are some weak points regarding the gym facilities, as we have mentioned that the carpet should be repaired and there should be more equipment to be brought to the gym to facilitate the guests. There was a very low area spared for the lounge so the lounge must be large so that the guests should take clean air sitting there and there should be a tea and coffee stall there so guests will have a good time there. The maintenance team schedule should be of 7-days so that they can overview everything with a deep view. Staff should be trained according to the software updated. Staff should be given health and safety training in any kind of inappropriate situation before the rescue team the staff should also take care in any situation like that to protect the guests. There should be kept a proper view of the building that if the weather effect something so the staff should repair it at that time urgently.
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