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	Marriott International – Annual Internal Audit 




	1-Project Definition 



	The purpose of this analysis and its content is outlined as follows. The pages that are done according to this topic examine gaps in the auditing process that has been provided with the help of students and tutors regarding organisational performance in a given business hospitality venture. The key focus of this brief report will be Marriot International Hotel.
My team and I are preparing an audit which will analyse and evaluate the performance of the Marriot International Hotel, whilst ensuring that we keep an unbiased preparation of data.
Analysis of the brand is highly required in order to be able to tailor each department to the standards that we aim for and how all of those may align well within the chosen market, especially a specific customer segment. There is an establishment of high level of guest satisfaction for the individuals who visit Marriot International. What this can help with is enhancing guest loyalty.
It is interesting to point out the fact that the brand standards and the approach we had undertaken to execute the audit, respective to it, are appearing to be similar. The time we invest for the completion of the audit, nevertheless, is what sets apart us from the process. For this purpose, we have organised the following – this is a six week audit, with verses focused entirely on the initial strategy of Marriot International and how this will change throughout those weeks. The audit that we have created is extensive and, therefore, allows for a scope which is broader and enhances interaction between multiple members of the team simultaneously. We need to be able to know how guests perceive the establishment that serves them. 
In order to provide more detail and separation between activities that are conducted within those 6 weeks, they are categorised into three main sections, 2 weeks each, respectively. After discussion with my team, the first two weeks are to be focused on splitting time between the property and the competition. There are 25 night stays on average which are between the property and its competitor and depending on the circumstances there may be more attention to this. It is not suitable for me to visit the property as I am known in the area and can create an environment of bias. The experience is based on mystery or secret shopper, which is a lot more effective – the names of my team remain a secret. For this purpose, this document does not put the names of the team in order to keep anonymity in place. Each member has a code name, associated with the depth of knowledge and experience that they have in the hospitality area that we are about to examine. The ability to review the property is one such area that the code name of the participant will include as well as having an eye for a detail. If it is permitted on the premises, the participants may be equipped with audio or video devices in order to capture material for better understanding of the interaction that takes place between staff and guests. This will not discredit the findings.

	2- Confidence in the Audit Team (convincing them the project needs to go ahead)



	There is a definite reason as to why competition information can assist our organisation. First of all, this information can be used for gaining insight about the potential for development of a competitive advantage by seeing areas that they are doing well in as well as areas that are bad. There are areas that need to be looked upon by our team in Marriot International, ranging between departments such as housekeeping, back office, sales, kitchen, maintenance, and as well as that finances. During that first block week, we will make sure to welcome guests, and encourage them to fill the survey that we have created – this provides grounds for even more detailed insight into our hospitality performance and areas that we can improve in.
The block which takes place next, is about the next four weeks whereby data will already be collected and will need to be analysed. In order to provide efficient and effective ways for analysing the data that we have collected, we have established a system for this aim. It is a point based system that state whether we pass or fail on an area of the hospitality organisation, according to assessment done. In the likelihood of fail, immediate action will be required to be taken by our time, especially for areas such as hygiene and food safety. The first week after collecting data and moving on to analysing will be dedicated to assessment of location of the competition. We will need this time to be able to develop a programme which corresponds with guest satisfaction increasing. The week after this is for the managers and leaders as well as our team to assemble and be able to introduce what we have found and proposed as improvement in the audit areas for guest satisfaction.
Overall, the assessment of data may take up to two and a half weeks in total. This is the time for us to go through workshops for training, and aim this at not only employees but also the management teams within the business organisation. The levels of hospitality can have definite improvement after this workshop, which in turn will result in a better customer loyalty in the long run. The videos or audios that we would have collected will be used for analysing guest service and areas that it has not met the standards that we have set out. It is also important to outline changes taking place in the macro environment that can affect the productivity and staff count in the workplace, especially current global and UK issues such as Brexit and the Covid-19 virus outbreak. Both of those can have negative effects over the way that we have planned out to conduct our work, especially in prospects such as losing employees and potential guests with the dangers of social interactions, and such.
	Because of the current situation with the pandemic virus outbreak Covid-19, the Marriott discontinued full normal audits but they can be prepared using digital data collection from Tripadvisor and also Trustpilot. When considering employment treatment specifically, the website Indeed is a good alternative to use in the evaluation. Those websites are credible and reliable for use for data collection and evaluation, especially provided that it is not possible to physically attend hotels by this point in time.
This together represents a chance for our cluster to provide an associated exclusive audit with reduced value thanks to the virus. the value would usually be £10,000 as a result of the scope of the method in the same way that the range of staff we have with the virus we tend to give a reduced rate of £5,000 as a one-time delivery.

	
3-The Audit Team and the Project Plan


	Stoyanka Tsvetkova: I am assigned as the general project manager and you are able to contact any questions or concerns directly for me, if necessary. 
There are ten different members with a combined one hundred and thirty years of experience in the field of welcome. Our company has been working with all the first key players for five years. we have worked together over the years to create the guide within which we tend to use them. 
With constant analysis of progress and development for endless improvement of the driver, as the wishes of the guests are dynamic on a daily basis. thanks to this, we all tend to have intensive experience in audit reports and analysis, as well as in-room specializations, leadership and development, guest service, work, sales, marketing, finance, and welfare support. once our specializations work together, we offer the opportunity to associate an exclusive analysis of the processes that take place in each welcoming organization, from the guest's point of view, providing accumulated guest satisfaction and revenue in each property we are willing to contact.
One recommendation we tend to have already is to increase your online presence with additional accurate data. For example, some websites state that this particular Marriott also manages baby space as well as access to a court. From a short visit, during which I toured the interior and walked around the property, it is clear that these amenities are not on the market. this can directly prove the disadvantage of achieving a hundred computer satisfaction of guests, as it is not possible to provide what guests assume can be obtained at the hotel.
The project deliverables are:
· Guest perspective performance analysis 
· Competitor perspective performance analysis
· Recommendations for guest satisfaction
· Recommendations for training programmes for employees and management teams
The benefits of the project are:
· Better ranking for the hotel
· Online reviews improvement 
· Lower employee turnover 
· Better guest service
What areas our audit analyses:
· The environment of the hotel – exterior and interior
· Guest service 
· Interaction between housekeeping staff members and guests
· Quality of foods and drinks in bars and restaurants, including varieties in options and whether the staff members recommend places for eating outside to the guests.
· Interaction between management teams
· Quality of room service
· Quality of leisure and varieties of options
Included prospects in the training and development programmes for employees and managers:
· Front of the House/Front Desk. 
· Kitchen.
· Housekeeping 
· Procedural audits.
Guest service will be enhanced as time progresses and will take time and effort to do so. There are skills which will undergo development with the help of the collected information such as documents, videos / audios, and as well as that files. The future and current employees need to be able to understand implications of Brexit and Covid-19.
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