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Hotel Marriott
  Hotel Marriott International – this is the most powerful portfolio hotel company expanding every single year with more than 30 brands and 7000 properties across 131
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 countries give to everyone able to be more connected to everyone more than ever before and to experience the best Marriott Brand Service Excellent as always.
Created in 1927 by J.Willard and Alice Marriott. Diversity is very important for the company and one of the main components to work and to be so successful.
Hotel Marriott always was guided by sustainable and social impact. And always they were looking for creating positive and sustainable impact wherever they do business.
Marriott always gives to his employee carers option and opportunity to grow up and to develop personal skills.
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 .
 Looking at today's hotel will be Hotel Marriott Heathrow/Windsor.
One of the most important hotels for travelers also for business.
One of the main things for that hotel is the location. Next to Heathrow in 20 min by bus also 20 min to Windsor.
At the same time, there are a lot of air companies which choose this hotel their staff to stay.
That means they are three different types of guest.
For the first the most important it is traveling and exploring the area.
Most of them are family groups which are looking to organize transport which to deliver them to the main attractions. 


[image: Best Windsor Castle tours - visitlondon.com]          [image: Legoland Windsor Resort - Wikipedia]



Second type of guest are Business orientated guest which are coming only for 1-2 days and they need some place to stay. They are more business orientated and they are now so focus of the accommodation. For them the most important hotel that need to have is fast internet service and relax atmosphere.
[image: ]
 The hotel allows all of them to travel how they prefer. The fastest will be by Heathrow Express just in 15 min they will be in central London.


The third type of guest is captains and aircrew. They usually stay only for one night. They are looking for clean and speciose rooms which are with fast and excellent service.

 Hotel Marriott Heathrow/Windsor

With 376 numbers of rooms, this is a very big hotel and at the same time, it is a very busy hotel which means need good management and organization.
They are single double club rooms and suites. That means they are virality of choices from guests can choose. Prices are every day different from 60£ to 800£ depending on the season and the number of the guest in the hotel. There is a swimming pool facility, spa, chill aria.
Windsor Marriott is part of the Bonvoy program family and gives the opportunity to all of Bonvoy members to stay in Winsor/Marriott.


Company

Presenting my company Vini Ray with more than 15 years’ experience we give our customers the best inspections and advice for their business how to improve and develop them. Where they can improve where there are good and can develop for the best results also where they are not very good, we can help them to improved and makes their hotels a better place. We will give to General Manager the best solutions of the hotel issues.
From a long time, experience, we know the best how to resolve any managerial or team issue. Our offer is Vini Ray team from experts to come and to inspect every single department, of the Marriott Windsor Hotel and to give you advice to the things that need to be improved. The department arias that we going to inspect are going to be : 
·  Cleanliness
· Condition;
· Operations;
· Service;
· Financial
· Performance:
· Employee
· Engagement;
· Facilities
· Management
· Leadership
and after every single week to give you a total conclusion of that we found, also a social media and comment and web sites which are related to the hotel will be checked to make sure that the reputation of the Marriott stays in the best way. Give you advice on how to grow up your business. Communication issues can be done as well. Our team will inspect also externally how can be expanded. With different services. Our team can help to this hotel to be greener and to be sustainable and greener. Also, will give you a different point of view on how the guest is viewing the hotel and the staff as well. This will be delivered by a written overview of the General Manager of the hotel.



 Vini Ray’s team will make sure if after our detailed analyse the brand standard is not followed to make sure to change a small step and to get everything like how need to be and Marriott Brand Standard to be done. The reputation of the hotel will be inspected as well from social media, web sites, and customers from the hotel. The average inspection process will be around 4-6 weeks.
 

Project Scope:

 -Heathrow/Marriott's biggest Competitors are Hilton, Holiday inn hotels which are very near to Marriott’s selling point that it is parking space where people can leave their car for a few hours even for a week.   This is a big service which Marriott provides to their customers and also to everyone who wants to leave and park their car.

Hotel Marriott suits very well in the place because there are a lot of different attractions for everyone's choice.

 These days they are some factors that are facing UK Tourism Business. They play a big role in this industry. These are some of them.
Brexit it is facing a hotel industry and playing the main role of that why UK Tourism decries his percentages were 2 years. At the beginning of the Brexit process encourage the tourist to travel to the UK and explore more from UK nature, before the Brexit start and been far more difficult to European tourist to enjoy to the United Kingdom. Now in 2020 Brexit will change how people are traveling from/to the UK. There will be a period of time when the government will change the procedure on how to enter or exit the border.
This is one of the biggest factors which will affect the price of the transport ticket and hotel price for the room.
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 And this is some examples from TripAdvisor which is showing what people are thinking about the hotel: From these reviews will be easy to spot any problem and to solve them with effective easy steps.
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Loyalty guests are one of the most important in the hospitality business and especially in Airport hotels like Winsor/Heathrow hotel. All of the staff need to make sure that they are following brand standards and guest satisfaction. That means from the beginning even before the guest actually comes true the doors of the hotel, everything needs to be precise.
Staff from the front office is one of the most important this is the preview of the hotel.

What we are doing and looking for: 

 These are the things that we would like to have between the period of time we are in Windsor/Marriott Hotel.
Fully equipped meeting room, and also every day to be change with others because of the safety reasons.
Accommodation for our team while the inspection.
Our full inspection procedure will cost £15.000 this includes a full-service check and overview including the resume with the practice for improving the service or issue. Also, will be checked all of the social media and social status of the hotel and if required can be change. All of the project control will be done by us. We ensure that all of the data will be timely and accurate secure. Our inspection will help to Hotel General Manager to be better in her/is
Job because we will give you a solution and common practice.


 Privacy and Safety

To ensure that privacy and safety of all data, we are using our own server which is a personal Ipv4/6 address which will keep all of the data secured with 3 different passwords that need to be put to get into the base data. Every email and call will be encrypted.

To ensure that privacy will be strict and no one can have any data or information, our policy is to make every meeting in a different meeting room. Which starts and finishes differently every time.
We are going to write a document between our company Vini Ray and your hotel where will be written all of the things that will be check with the starting date also with the finishing date. Will be including also the signature of the owner of the Vini ray and the General Manager of the hotel. All of these precedes are for safety and privacy reasons.   

This consultancy will help to General Manager to understand the good and bad points in his/her hotel. How their staff it is working and is it effective 
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[bookmark: _Toc48942457]INTRODUCTION 

 This document will explore the positive and negative hotel practice 
With that will follow if the staff knows and keep Marriott brand standards at Heathrow/Winsor Marriott Hotel. This report will show the points that have been made, which ones will play a big role when it is time to be presented to the general manager, with simple calculation from the points will be easier for the general manager to understand which arias are missing and need to take a look and which departments are in good condition and are performing very well and they don’t need a special look.

After a very detailed investigation going throe, all department and the summary of the findings of them was found that the general score for the hotel is 1570 points from total points available. 


[bookmark: _Toc48942458]FRONT OFFICE/LOBBY ARRIVAL 
Total points scored on this section: 45/45

After our company checks our final words about this area is that:

Areas of opportunity are the online check-in service and system. Marriott guests and staff need to be relaxed with using the software. Also improving with a better and modern look for the Lobby. The things that were found good in the Lobby practice ware that:
The front office provides a wonderful and warm welcome to check out and check-in guests.
Everyone was energizing and friendly and smiley, also looking professional even in the early morning front office provide to everyone a good eye contact and attentive listening no one was waiting for more than one minute, keep the Marriott brands standard.
Looking professional and looking happy to wear Marriott uniform.
There was enough staff at peak arrival times.



[bookmark: _Toc48942459]   ARRIVAL EXPERIENCE
 
Total points scored on this section: 15/15

exterior brand logos was good.

Daily was looking after Marriott logos and also in every hour's main door with the Marriott logo it was cleaned. Marriott's flags were in good condition. At the same time, all walk-in mats hovered in every one 1hour. All of the parking space was cleaned from any plants which are not predicted for decoration. This is a crucial part of the arrival experience, and what kind of the first impression will guest will experience. One of the first places which guest is facing first is the concierge which in Hotel Marriott Heathrow/Windsor, welcome very professional and warm. All guest receives a big smile and people with long experience which are more when welcome to help to everyone. From Concierge it is the first fascial connection from the guest. Concierge is the face of the hotel. They are making sure that in the lobby everyone has been served and there are no big groups of people who are waiting to be check-in.   


[bookmark: _Toc48942460]Guest Check-in 
Total points scored on this section:125/135

    
The check-in desk kept all of the brand standards.
Every guest was welcome to warm and with a smile and if the surname was provided have been used instead of the room number. All of the employees provide the guest with their payment method which is easier for the guest. The special employee is trained to do online check-in. They are trained and they know exactly how many and when it is going to come to every online check-in guest. Members always are welcome and verbally confirm at the check-in.


 Check-in team make sure that they offer the upgrade and also to introduce the Marriott Bonvoy program. For Membership guests, they always upgrade for a better room.
 Also explaining how it works. They give furred information about the facility in the hotel for the guest. The staff in the lobby knows most of the local area. They are trying to get a personal connection with the guest with that also receptionist show the direction for the guest room. The check-in procedure met the standard for time and was error-free.





[bookmark: _Toc48942461]Bar
Total points scored on this section:135/205

The bar at the same time everything was different. The guest did not receive a warm welcome and most of the guest was waiting for more than 3 minutes to been served. This is most of the time premise for delay of serving and doing beverages and Cocktails. This is missing from the Marriott Brand Standards because it is taking from a good first impression and this is the premise for people to stop using the Marriott bar and restaurant and to use outside ones.

One of the good practices was that they are using battery charged candles which give a very good option to give a better way to change the atmosphere in the Bar. This is good for the mission of Marriott to be a greener brand. Another good practice was that the Bar was equipped with extra-large led Television. Best for the football guest fans. Manu was good typical menu food depending on the country.  

The way how can be improved that problem and to start following the Marriott Brand Standard is to be improved the system and the training of the staff using the Marriott System.
The only thing that is the old facility and the presentation of the plates was not great, and it is something that can be improved. Staff needs to improve the guest experience, and improve better warm welcoming there wasn’t
a lot of cocktail choices in their menu
.




[bookmark: _Toc48942462]  Room Service
Total points scored on this section:125/150

The room service order was taken from previous training for the menu person from the back office. First, the was nice to welcome all of the guests with the Room Holder Surname. After taking the order staff to verify the order and name and room number. All of the staff who are taking the orders are showing experience with asking for any allergies. Knowing how to finish a conversation. Hotel Marriott Brand Standard for the Room Service showing always that have been keeping 45 minutes after taking the order have been delivered hot food to the guest. Delivery precision starts first from the person who is doing the trey preparation always with black pepper, salt, napkin, cutlery. When it is time to be delivered to the food to the guest room, always hotel staff it is knocking and asking for permitting to come inside in the room. The best warm greeting was provided all the time with eye contact a big smile and good communication experience. Delivery Room Service shows professionalism looking good wearing the Marriott uniform, following with nametag of the employee. Always was given the branded Marriott pen which guests need to use. Delivery staff most of the time are doing a good personal connection with the guest. All of the employees ware very patient with the guest, and also with children. They also make sure that they deliver the food at the right time and the food temperature is the right for the best taste of the food. They ware also the responsible presentation of the trey to be perfect for the guest.

[bookmark: _Toc48942463]Restaurant (Breakfast)
Total points scored on this section:165/265

Things that our company find out is that the host found that the groups of the people were waiting in a queue. Most of the time the people were not greeting that warm like Marriott Brand standards need to be. The host was not always with a smile or they didn’t give to everyone eye contact, they try to listen to the people, however, the host ware in pressure and that is the reason why most of these things are now done properly. The host partly meets the Brand standards. Most of the staff wasn’t looking great. They weren’t iron properly also the didn’t use their nametags, most of them weren’t shaved very well. Another thing is that they were not that friendly also they didn’t have a previous experience for service in the hotel. Host when they had the time and they were not a people waiting for a table, they escort the family gropes to the table and introduce the menu and the equipment and the buffet in the restaurant saloon. They didn’t use guest names during the experience. Also, they didn’t offer any further assistance to the guest. After the 10/30 host starts to sincere the people. Breakfast setting condition was not in a good, it was not perfectly clean and organize there were 2-3 machines which ware out of order. A warm welcome was provided only from the managers. The good practice was that all of the waiters were asking the guest if they would like tea or coffee. They even ask the guest if they want any coffee to go. The restaurant was kept clean after finishing breakfast. Brushing and hovering, this was okay however while the breakfast this going there was no one to clean or to check if something happens.

Servers were not double-checking the orders that the took from the tables, which sometimes makes a confusing situation. Most of the servers are not trained About Marriott Brand standards, and that’s why they don’t know what they need to deliver to the guest.
Servers didn’t do the extra mile to create a personal connection with the guest.
Servers are not energetic and they don’t feel in their place.
They need someone to inspire them to show them a good part of the job and also how to work properly. Managers need to make a meeting and to choose their staff properly and to give them an option for a better position.

Servers were not giving the best of them all the time most of the times they didn’t smile to the guest. The service table during the breakfast was good, everything was going well. The server was not following all of the Marriott Brand Standards.


Servers are not using the guest's name during the experience. Even for the Bonvoy members.
Not always the staff are offering further assistance for the guest.
When was time for guests to leave the table servers showing warm and sincere

Food and beverage contents and plate presentations are not perfect and some things need to be changed for better presentation. Then it is going to meet the Marriott Brand standards.

Breakfast Buffet is meeting brand standards. The chef was good even if he was very young. He was prepared and he knows what he is doing but he is good. Everting that he was responsible he was clean and meets the brand standard.

There was a special kids menu that was available and was done with a very good idea with kids stickers and books, kids menu meets the brand standards.

Restaurant and Buffet area and Equipment Cleanliness
Cleanest was good staff try to keep it clean, however, the equipment the things are very old and they need a refurbished or just to be changed with new equipment. Walls, Doors, and Ceiling are in very bad condition, and it is meeting the brand standards.



[bookmark: _Toc48942464]Bathroom
Total points scored on this section: 220/220

  The bathroom place in the hotel was one of the best places. The bathroom is one of the most important places in the hotel for the guest. That’s why this place needs to be absolutely perfect.

Hotel Marriott Windsor/Heathrow housekeeping is doing an amazing job! 
Bathrooms are always are in absolutely in the best way possible. Housekeeping
Department is one of the best in this hotel, with good and professional management.




All of the bath amenities were branded and were meeting the standard. Mates was giving/checking if the bathroom has all of the amenities must include.

All of the bathroom amenities meet the standards. The bathroom is equipped with Wastebasket, Hairdryer, Bath tissue, Facial tissue.

Bath terry meets brand standards. Depending on the room means how many terry one bathroom will include.

All of the cleanest of the bathroom meets the Marriott standards.
Door walls baseboards ceiling floors are in very good condition. This shows taking care of the place. 

Bathroom condition is very modern and good condition. Every bathroom is very light and clean, all of the bathroom’s equipment is new and taking care of them.

Cleanliness of the sink, counter shelves, and faucets are in the best way possible.
Management of the housekeeping department is using a special system which is based like every single day have a special part of the room where mates are taking extra care of the one specific place in the room.
Mirrors and Lighting in the bathrooms were very good and always has been clean and working properly.

Condition of the bathroom sink counter shelves faucets, mirrors, lighting was in the best way possible. 

Vents and Exhaust Fans have a good program to check and to clean them.every 14 days in the mounted staff need to clean the vents.
Their condition was a bit old and maybe in 2-3 years will need to be served.


Bathroom toilet cleanliness was perfect. Mates was using professional and powerful products that do a perfect job. The bathroom toilet condition was in the best condition in all of the rooms.

Shower curtain and shower rods were clean and tidy always when the new guest was coming in their rooms. The shower curtain every week in every room was changed and went to the laundry.





[bookmark: _Toc48942465]General Bedroom: 
Total points scored on this section:290/320
  Laundry and dry-cleaning services were available 7 days in the week from 9 am to 5 pm.
Customers have that option to use the hotel laundry service when they leave their clouts till 9 am they always receive it at the end of the day at 5 pm.  
All of the guest rooms recycling technics meet the Marriott brand standards with a recycle bin with two gates for recycling and non-recycle products.

In the bedroom, all of the coffee equipment meets the brand standard. All of the Electric kettles were clean and works perfectly. Mugs were all clean and branded with the matching colors. Guests can enjoy in all of the rooms to disposable cups to take away coffee with lids. With compact napkin, casters. This hotel was good and used the wood instead of plastic sticks and spoons. 

All of the coffee products meet brand standards. All of the rooms number of the coffee product it is depending on the number of people, however, there is a specific number which mates, strictly follow very well.


Guest Service Directory meets the Brand Standard.
Closet amenities were in good condition and meet as well as the standards.
In all of the rooms, they were equipped with iron board and iron machine.
For the guest who needs ice, the rooms are equipped with ice bucket set up which meets the brand standards.
There was also safe where the guest can leave their important items, the safe was in good condition.

The hotel equips all of the rooms with the same television even upgraded from 32 inches to 40-inch television for every single room. Which improves the guest experience. From the television, guests can understand things about the area and for the hotel and facility. Television aria was always clean. 
  Rooms also ware equipped with an alarm clock. All reading materials for the guest was meeting the Marriott standards. There ware also note pad and pen which one’s ware branded as well. Next to them always is the telephone which guests can use to call the reception.


Pillows were meeting the standards they were feeling natural and comfortable. All of the bedrooms were in very good condition for the years, all of the doors, walls baseboards, mirrors, artwork ceiling, carpets, and flooring was meeting the brand standards.  
Bedroom condition of the closet area, ironing board, iron, safe ice bucket, trays, accessories microwave was brand new and the was meeting all of the brand standards. The cleanness was very good as well. 



[bookmark: _Toc48942466]Lobby
Total points scored on this section:50/50
 In the hotel lobby, the business-related guest can use the Business service like computer access and printing devices.
Lobby cleanliness was at a very good level, in every hour there was someone who checks and cleans the area. The lobby condition is out of days, however, stay modern, and practical. All of the equipment in the lobby was in good condition and was working. There was a special place were guest can leave their luggage and the concierge always give to them a luggage cart.

Public Restrooms
Total points scored on this section:80/80

 
 Public restrooms were in the best condition always the supplies meet the standards. With hand soap bathroom tissue facial tissue and hand towers, there was in every hour check from the staff to make sure that everything is perfect and meet the brand standards. All of the floors, doors, vents, lighting, and partitions ware in very good condition.

[bookmark: _Toc48942467]Elevator
Total points scored on this section:20/20

 Elevators were speciose and with a good light system. Cleanliness in the guest elevator was good meeting the brand standards. Conditions of the elevators also, there was in every 2 mounts check.
They were at exactly the right speed.

[bookmark: _Toc48942468]Corridors
Total points scored on this section:30/50
  
Corridors in this hotel were the downside. Guest hallway and stares were not in a professional look and they were not maintained well. The condition of the stairs and corridors was not in good condition. The floor was doing a sound when the gust ware walking to the floor. CorridorsThey was dark and from some guests say that they are not always clean. Needs more banners which are showing the right place for all of the hotel facility’s 



[bookmark: _Toc48942469]Fitness Centre
Total points scored on this section:90/100

The Fitness centre meets all of the brand standards.
The Fitness centre was open for members of the hotel 24 hours a day 7 days a week.
And the swimming facility was open from 6 am till 11 pm
The fitness center accessorize was full quieted.
Antibacterial wipes, clock, newspapers,towers,water,telephone. 
All of the fitness center floors, walls, doors, ceiling, vents, lighting, windows ware in best condition and cleanliness.
Fitness Centre was equipped with the lattes products, in best condition and cleanliness
   
The pool facility was in very good condition with every hour inspection of the water of the chore also temperature. Big pool with big open space with coming light. Then
the whole place was good clean and warm. Al of the safety banners was in place.
The cleanliness and condition of the pool area were on a very good level, meeting the brand standards.


[bookmark: _Toc48942470]Meeting/Function Rooms
Total points scored on this section:80/80


  

Meetings rooms met the brand's standards. The only thing is that the exterior of the meeting room was out of date, with the wood, however, the same was look like massive. The good point is that all of the meeting rooms ware very speciose and fully equipped with everything for the good professional presentation or event.
Pre-function cleanliness was in good condition  
Pre-function condition also was in good condition 
All of the equipment was working properly.
Floors lights and windows, ware in good cleanliness and condition 



[bookmark: _Toc48942471]Back of House 
 Total points scored on this section:110/100
Back of House was used always the branded paper in their marketing materials, with which they meet the brand standards.
Internet bandwidth meets all brand standards.
Guest Voice Alert response rate, was on the beta version in the hotel and it was not working properly however IT try to fix this system.
The host has a Brilliant card
Art of hosting stand-up meets all of the standards
 
[bookmark: _Toc48942472]Food Safety
Total points scored on this section: 4 Fail/7 Pass 

Food Safety follows the brand standards in the hotel, in the menu was written all the alleges, also the staff asks always if the customers have any food alleges.
 
[bookmark: _Toc48942473]Overall

 Overall the hotel is good. Follow most of the brand's standards. The thing that It is essential for this hotel it is a refurbishment. This will improve some departments and customer's feedback.
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Heathrow/Windsor Marriott Hotel B Special offer

About

4 0 Very good
o QOO OO 2.295reviews

#6 of 22 hotels in Slough

Location
Cleanliness
Service

Value

‘ GreenLeaders Silver level

Just five minutes from the Heathrow Airport,
comfortable and ideally located
Heathrow/Windsor Marriott Hotel offers a stylish
destination for both business and leisure
travellers. With a prime location in Slough,
England, we offer ideal access to LEGOLAND(R),
Windsor Castle and Twickenham Stadium.

COVID-19

About

Property amenities

Location

Reviews

[P Paid private parkingon- @ Free internet

site

2 Pool

Y Bar/lounge

& Airport transportation

Show more

Room features
3% Air conditioning
& Room service

S Refrigerator

%4 Fitness Center with
Gym / Workout Room

#; Children Activities (Kid
/ Family Friendly)

) Business Center with
Internet Access

B Housekeeping
B Safe

(® Flatscreen TV
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Hania S wrote a review Mar 2020 XY
Q Manchester, United Kingdom « 40 contributions « 23 helpful votes

00000
'Wow' Executive Standard!

“Travelled to London with National Holidays to see the Lion King at the Lyceum Theatre on Saturday
14th December 2019. Our overnight stay was at the Heathrow/Windsor Marriott. On arrival at the hotel,
late Saturday evening, check-in went smoothly. Reception staff, so helpful and efficient. My room, 2223,
was more like an executive suite. ‘Wow’ came to mind on entering the room - so spacious, tastefully
furnished, clean and quiet. The heating worked well. Bed, comfortable, pillows too. Ample
drawer/wardrobe space. En- suite, spacious. Breakfast was to a high standard with an excellent choice.
Cooked breakfast or lighter options to suit. Would highly recommend this hotel. Very impressed with the
standard - absolutely first class! First time at a Marriott Hotel, it...”

Read more =
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010369 wrote a review Mar 2020 XY
Q Westward Ho, United Kingdom « 56 contributions » 20 helpful votes

00000
Always Good

“Not stayed here for a while but did not fail. Great room very comfy bed and not noisy. Great location
for motorway network and Heathrow and Windsor. Staff brilliant at check in. Gym great for a hotel with
great range of cardio and free weights. Check out easy”

Read more =

Date of stay: March 2020
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wes n wrote a review Mar 2020 XY
‘ Q Arvada, Colorado 123 contributions « 25 helpful votes

00000
Needs updating plus a few more things

“l would be hard pressed to call this a 4-star hotel, but I'll start with the good. Staff was friendly and the
breakfast buffet is good. Nothing special about the suites but mine had a refrigerator and safe. Good
number of TV channels, only 8 or so did not work. Complement - Veronica. She worked the breakfast
most days | was there. She was delightful to talk to, was very polite, helpful and professional. | hope she
receives acknowledgement for how great she was each early morning. No coffee maker, just a hot
water pot for tea and freeze-dried coffee packets that never taste good. Along the front of the building,
you can’t enter the hotel from the stair exits. You must walk through the daily rain enter from the lobby.
The parking lot is poorly designed. There is only...”

Read more =

Date of stay: February 2020
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