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Consultancy with the London Heathrow Marriott Hotel
















Table of Contents

1. Project Initiation Document …………………………………………. 4
1.1. Definition ……………………………….……….….…...…...….. 4
1.1.1. Purpose ………………………………....…...……...…… 4
1.1.2. Purpose Objectives …………………...…...………....… 4
1.1.3. Project Scope …………………………..……....…...…… 5
1.1.4. Deliverables ……………………………...…….....……… 5
1.1.4.1. Department Audited ……………………..…...…. 5
1.1.4.2. Recommendations ……………………………..... 5
1.1.4.3. Points ……………………………………...………. 5
1.1.4.4. Pass/Fail ……………………………….………….. 5
1.1.5. Constraints …………………………………....…....…….. 5
1.1.6. Assumptions …………………………………....………… 6
1.2. Confidence in the Audit Team …………………….…........……. 6
1.3. The Audit Team and the Project Plan ………………..…….…… 6
1.3.1. Project Manager ………………..……………....………… 6
1.3.2. Project Team …………………..…….……………………. 6
1.3.3. Project Control ……………………………….…...………. 7
1.3.4. Quality Control ……………………………………..……… 7
1.3.5. Start Date for Audit commencement …………..……….. 7
1.3.6. Completion Date for Audit ……………………………….. 7







































1. Project Initiation Document
1.1. Project Definition
1.1.1. Purpose
London Heathrow Marriott Hotel is among the top best hotels near Heathrow Airport, according to The Telegraph, with an average rating of 8 out of 10 (The Telegraph, 2017). The hotel has a total of 393 rooms, has 5 floors and 2 suits. The largest room in the hotel is 408 sq.m, while the second largest is 309 sq.m. Each room features flat-screen televisions, access to wireless Internet (9.99 GBP/day when using e-mail and web surfing or 12.50 GBP/day for video chats, downloading large files or streaming video), coffee machines and tea brewers, air conditioning, adapters, iron and ironing board, luxurious beds with custom made duvets, linen made almost purely out of cotton and down comforters and feather-stuffed pillows. If a guest desires a rollaway bed, they must pay an additional 25 GBP. Some guest rooms even feature access to a club lounge. Buffet breakfast costs 14 GBP, while Continental breakfast costs 12 GBP. The hotel also has 18 meeting rooms (or 895 sq.m of total meeting space), M Club Lounge indoor swimming pool, jacuzzi, laundry service and 24 hours of room service (Marriott International, 2016). 
For the guests, who adore animals, they should be aware of the hotel's no-pets policy. Smokers should also take into account the place’s smoke-free policy before making a reservation. 
A parking space costs 15 GBP/night and it features 3 electric car charging stations. Not too far from the hotel is the Heathpark Golf Club, which costs 12.50 GBP on weekdays and 15 GBP on weekends. It has 9 holes and 1 golf course (Leading Courses, 2018). 
When arriving from Heathrow, Stansted, Gatwick or Luton, among the available ways of transport are buses, the Underground, taxis and Uber.

1.1.2. Purpose Objectives
The purpose of this research is to define the level of cleanliness, quality of service, good leadership, employee-guest interactions, facilities and financial management. Our job is to write a report on the quality of services of the hotel. Each component of the analysis will be given a score, using a point-based system. The goal is to help the company get a clear view of the current state of the hotel and help fix anything that is out of place.


1.1.3 Project Scope
Heathrow Airport is among the top 10 busiest airports in the world. Along with London City Airport, both are located in the outskirts of London, unlike Gatwick, Stansted and Luton, which are located several miles away from the city. This makes Hathrow one of the most comfortable airports to travel from. The city itself happens to be in proximity towards Windsor Castle (13.8 km), Kew Gardens (16 km), Legoland (21 km), Thorpe Theme Park (19 km) and Twickenham Stadium (11 km).
Among the more likely competitors of London Heathrow Marriott Hotel are Hilton London Heathrow Airport Hotel, Sofitel London Heathrow Hotel, Hotel ibis Styles London Heathrow Airport, Yotelair London Heathrow Hotel, Mercure London Heathrow Hotel, Hilton Garden Inn London Heathrow Airport Hotel and Park Inn by Radisson London Heathrow.
For the past few years, the hotel was partly renovated. It was built in 1998 and renovated up to 2018. In 2016, the hotel invested millions into renovating its events space by redesigning 18 conference rooms which total 1800 sq. m.
The hotel’s average rating in the most popular booking platforms are 8.5/10.0 on Booking.com (Booking.com, 2015), 4.0/5.0 on TripAdvisor (TripAdvisor, 2014) and 4.2/5.0 on Google Trips (Google, 2016).

1.1.4. Deliverables
For the 12-week period, I’ve gathered a team, which is going to help me do the assignment. Each person is going to be assigned to a specific role. The goal of this assignment will be to get a clear idea of the hotel’s quality of services.
1.1.4.1. Department Audited
There will be several departments, which we will audit, starting with the Front Office. Then we’ll check Housekeeping, Human Resources & Maintenance, Sales & Marketing, Food & Beverage, Leisure, Finance and the Kitchens.

1.1.4.2. Recommendations:

1.1.4.3. Points
My team and I are going to use a point-based system, in order to give a clear idea of the current situation of said department. Each department is going to receive a specific amount of points, depending on performance.
1.1.4.4. Pass/Fail
For the assignment, the consultancy firm has designed a pass-fail scale, that’s fit for the point-based system. By this scale, we’ll give a clear idea of how well the department is performing currently and does it have any unresolved issues. The maximum amount of points that can be given are 100. Each department starts at 100. The more issues a department has, the more points will be taken away.
1.1.5. Constraints
Of course there are some issues, for   which the hotel has no fault. Such cases are:
· The hotel’s location. Being more than 20 km away from the city center and tourist attractions does have its own impact on the hotel’s number of guests.
· Being too close to the airport. Some guests are very sensitive to noises and being close to one of the largest airports on the planet could annoy guests, because of the noises sometimes caused by airplanes.
· The upcoming separation of the United Kingdom from the European Union.
1.1.6. Assumptions
It’s possible that the hotel’s location could be a problem for some tourists, due to it being too far away from Central London, which is where most tourists want to be and want to see and being located all the way in the 6th Zone, forces some tourists to use a large part of their finances for travel only and also takes them too long to reach the nearests attractions.
Some airplanes make very loud noises and could annoy guests that are sensitive to noises.
Also the separation of Great Britain from the EU could potentially cause a negative impact on the hotel’s economy. Luring in less guests than usual.
1.2. Confidence in the Audit Team
My team and I will do a complete observation of the different departments of the hotel and provide a quality report on each department’s performance.
1.3. The Audit Team and the Project Plan
The Audit Team will include a project manager, project team, how the information is going to be shared and how the departments will be monitored. In the end, a report is going to be presented to the hotel from the firm, with all recommendations and the best approaches to achieving success.
1.3.1. Project Manager
Having previous experience with Marriott as a Project Manager for more than 7 years, I’m more than capable of gathering valuable information, concerning each department. I will assign my team tasks in the different departments, listed above.
1.3.2. Project Team
The project team consist of 4 members:
Richard Jefferson - has more than 10 years of experience with managing the Food & Beverage departments of hotel brands such as Four Seasons and Intercontinental. He will do the observations on the Food & Beverage department and the kitchens.
Harry Berreton - he has more than 13 years of experience in Housekeeping departments of different popular hotel brands. He will do an observation of the Housekeeping department of the hotel.
Gwen Higleton - She has more than 10 years of experience in Human Resources and Marketing. She will perform an observation of the Human Resources & Maintenance, Sales & Marketing and Leisure departments.
1.3.3. Project Control
The information that we’ll gather will be confidential and will not be shared with anyone outside the Audit Team. The information will only be shared with the hotel’s owners at the end of the assignment.
1.3.4. Quality Control
We're going to follow a weekly schedule that’s similar to the rest of the employees of the hotel.
1.3.5. Start Date for Audit commencement
The starting date of the research is going to be the 7th of September, Monday.
1.3.6. Completion Date for Audit
The completion date is going to be the 27th of November, Friday.
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