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Executive summary
The audit revealed that the organisation had been working well in most of the areas. However, certain underdeveloped areas included cleanliness, development of the personal connection with the visitors along with understanding the cues provided by the visitors. In addition to this, the other crucial factor that needs to be addressed is related to maintain personal hygiene from the perspective of food safety. All these issues could be addressed with the aid of providing training to the employees.
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[bookmark: _Toc45623884]1.0 Introduction
The organisations operating in the hospitality industry earn their reputation by providing quality services to their guests. This report will identify and evaluate the audit for Sheraton Marriott Heathrow, Heathrow. An audit was conducted to understand the various services and the operations undertaken by the organisation. Firstly, the procedures and operations of the hotel will be discussed and evaluated as per the audit. Sheraton Marriott Heathrow is among the top leading luxury hotel chains in the global hospitality industry. An audit refers to the official inspection by an officer appointed by the organisational authorities. The officer inspects the financial and non-financial activities undertaken and the services provided. It helps in identifying the limitation as well as the strengths of the organisation (Mahdavi and Daryaei, 2017). For this report, an audit was undertaken on Sheraton Marriott Heathrow and the evaluation will be done here. Various recommendations will also be given to improve the areas of weaknesses and enhance the services of the organisation.
[bookmark: _Toc45623885]2.0 Evaluation of the hotel
The Sheraton Marriott Heathrow is a luxury hotel situated near the Heathrow airport in Hayes, London Borough of Hillingdon, England. It is a 4-star hotel comprising of 425 rooms and was established in 1971. It is owned by the Marriott group of hotels which is headquartered in Maryland, USA. As per Forbes magazine, it is one of the top-rated luxury hotels in the global hospitality industry. The establishment was founded by J. Willard Marriott in the year 1957 and have attracted a huge number of loyal customers over the years. They also provide a wide range of services like mobile check-in, free Wi-Fi, offers like free nights and many others. Annual audits are conducted every year to track the progress of the hotel. The audit also helps in identifying the areas that need to be improved so that the standard of the hotel is maintained. This aids in improving the customer experience and gaining more share in the market. 
The Sheraton Marriott Heathrow became a convenient hotel in Heathrow as it is nearby to the airport, so tourists and business executives looking for hotels near the airport do not have any issue. The rooms are very comfortable along with excellent facilities. There are various options for rooms as well- Classic Double, Twin and Club options. They also have a restaurant attached serving a contemporary British menu (Sheraton Heathrow Hotel, 2020).
[bookmark: _Toc45623886]3.0 Evaluation of the hotel procedures and operations 
The first touchpoint of the visitors after reaching to the hotel is at its front office. It is the most important department of the hotel and is involved in making direct contacts with the guest. The main function associated with the department is check-in and check-outs, room assignment, foreign exchange, payments and many more.  As per the study conducted by Kamou (2020), it is crucial that the employees at the front office and the lobby are to display the humblest behaviour so that proper impression could be created on the visitors. As per the audit conducted on Marriott, the employees associated with the lobby and the front office display good posture along with welcoming gestures. However, it lacks in certain areas like providing warm and sincere closing. This is a crucial requirement such that the visitors tend to visit again to enjoy the hospitality services.
Although the organisation has placed special emphasis on the arrival experience like the placing the walk-off mats as per the current brand voice and so; yet, it is required the human resource should be trained to understand the needs of the visitors. The next crucial procedure to be dealt at the front office is related to the guest check-in. as suggested by Tavares and Fraiz Brea (2018), guests tend to get checked in as quickly as possible. Therefore, it is vital that the organisation need to hire a large number of employees such that the employees do not have to wait in queues. In this context, the audit revealed that the employees had been provided with a proper uniform and have been well groomed professionally and the name tags have been provided with the first name. However, other than mobile check-ins, it is essential to revise the check-in procedure such that it meets the standard for time and is error-free.
Further, the study conducted by Sthapit (2019), indicated that it is vital that the employees of the hotel must be provided with the instruction to welcome and greet the visitors properly. This is one of the most crucial procedures that need to be followed by the employees of the hotel like Marriott. This is because with warm welcoming and greeting it becomes possible for the make the visitors feel appreciated. As per the audit, the employees of the hotel had greeted all the employees. However, in due course of time, a change in the body language was observed. In this regard, the employees seemed to lack a smile in certain instances. This could be might be due to the extreme workload and so on. However, this harms visitors.  
The next important procedure is establishing a relationship with the visitors. In this aspect, the employees of the hotel must be able to recognise the name of the visitors such that they could be addressed properly. As suggested by Khan (2017), for the hospitality industry, it is vital to create a positive and friendly relationship with the customers for creating the best win-win situation. Further, it helps to augment customer satisfaction followed by customer loyalty. Thus, customer relationship management is one of the crucial aspects in retaining the customers such that the organisation can increase its market share along with high profitability. However, with the aid of an audit, it was found that Marriott needs to develop ways to improve their relationship with the customers. This is because the employees across most of the departments like housekeeping and others are unable to provide further assistance to the customers. Moreover, the audit had also revealed that the employees cannot understand the verbal and non-verbal cues provided by the visitors. Thus, it affects the customer experience of the visitors significantly.
The other crucial operation is related to food and beverage. In this regard, the vital lacking that had been observed during the audit is related to providing suggestion to the visitors. This indicates that the employees associated with the bar-based services are unable to provide proper assistance to the guests (Astawa et al., 2017). This, in turn, has an impact on the customer experience significantly. Therefore, the employees must be trained such that they can meet all the requirements of the roles and responsibilities associated with assisting the visitors. The other key factors are the management of time. In the peak season, it had been observed via audit that the visitors were not provided with the refilling services when their drinks were filled up 1/3. On the contrary, the presentation of the food and beverage along with the plate was as per the standards.
The other crucial operation that is to be carried out is related to room services. in this regard, the audit revealed that most of the procedures and the services associated with this operation were executed properly. However, in some cases, the time of delivery exceeded more than 45 minutes. This again indicates that the time was not managed properly. As opined by Darini and Khozaei (2016), room service is considered to be an important factor in the hotels. This is because, with the aid of the proper room services, it not only becomes possible to improve the customer experience but also profits by providing food and beverage services on time. The reverse of the situation will harm the brand. In addition to this, the restaurant is also the most important segment of the hotel. It is vital that the employees associated with this segment are to maintain good postures along with using the guest's names during the experience once it is known. This is essential to improve the experience. As the way, it is done by escorting the visitors to the tables at a comfortable pace.
In addition to this, as per the study conducted by Zainol et al. (2018), presentation of the food along with the area of consumptions must be presentable. This is because it helps to excite the visual sense organs. This, in turn, plays a crucial role in improving the experience of the visitors. However, this is the few areas that have the scope for improvement as per the audits. Moreover, the coffee was not served within the next minute of the order always. This indicates that there is a lack of employees as compared to the requirement of the floor; therefore, leading to the deterioration of the experience. However, overall, the service was found to be above average or pretty good concerning the operations associated with the restaurant-based services. As a result of the scoring, this section scored 208 out of 265.
The other crucial operation that is to be carried out successfully is associated with cleanliness. As per the literary underpinning of Tuzon–Guarin (2016), cleanliness is the supreme aspect that is thoroughly looked by the guest on booking of Hotel. According to one of the researches commissioned by P&G professional, it was found that 78% of the gas in the hotel believes that the most important factor that affected the choice to stay a was cleanliness. The research also indicated that 71% of the guest intended to work away due to dirty bedsheets. Followed by this, 69% avoided the hotels that had an unclean bathroom or smelly rooms (Cresswell, 2019). In addition to this, with the help of a clean hotel, it becomes possible to gain customer loyalty. This is because people tend to gravitate towards those hotels that provide a clean environment.
Moreover, the overall quality of the hotel in terms of food cleanliness approach and so on has become one of the crucial deciding factors that impact the decision-making process of the visitors. From the audit, it was possible to understand that certain areas require significant improvement so that Marriott could be able to gain a competitive edge in the market. In this regard, the most crucial aspect was related to cleanliness for bedrooms, closets, and coffee tables. In addition to this, the organisation had scored 3 out of 5 for bathroom cleanliness concerning exhaust fans and 16 out of 20 in case of toilets. Even the cleanliness of the lobby concerning the walls doors ceilings and others had scope for improvement; while the public restrooms also have the space for improvement. In addition to this, as suggested by Nicholas and Lee (2017), cleanliness is a crucial reflection of the hygiene being followed by the hotels. Therefore, the level of cleanliness must be improved in all the departments and operations of the hotel such that it becomes possible to attract new customers along with maintaining the older ones.
The next important operation is associated with maintaining the proper arrangements before the functions. As per the audit, Marriott has been able to provide a conducive environment to its customers by maintaining the appropriate condition of the Pre-function areas. In this regard, the crucial branded features that are associated with Marriott include providing proper furniture, equipment and items related to decorations in the meeting room along with maintaining them in a proper condition. Followed by this, from the operations related to the back of the house, Marriott has provided features like Wi-Fi. Along with this, it is scored the point of 7 out of 10 concerning guest voice alert response rate.
In this context, the organisation response to the guest voice alerts within 48 hours. The other branded feature includes the art of hosting stand up meeting meets, using the brand key card with the key packet and many more. In addition to this, the Associates of the organisation play a vital role in explaining the loyalty member benefits to the customers. Lastly, the most important operation and the procedures that need to be carried out effectively within hotels are related to food safety. This operation has been provided with a special emphasis as it has a direct impact on the health and safety of consumers. In this regard, regular audits are carried out to ensure that the hotels can maintain the food safety and hygiene standards within their organisations.
According to the study conducted by Ma'moun et al. (2018), hotels and organisations that abide by the norms associated with food safety taken to consider all the crucial ways by which the food could be prevented from getting contaminated. In addition to this, it is also vital that the people associated with the food department in the hotel engage themselves in hygienic habits so that the food remains consumable. With the help of the audit, it was possible to understand that Marriott was displaying all the precautionary steps that are required to be e taken into account for maintaining food safety. However, the organisation failed concerning personal hygiene procedures. In this regard, it was found that in areas with the foods with exposed or had contact with the surfaces was contaminated by the personal habit of eating, drinking and smoking by the employees. This is one of the crucial actions that indicate that personal hygiene procedures have not been met properly. Moreover, the employees were found to often skip the process of washing hands frequently after touching the raw food products or even displayed negligence towards changing the gloves. These habits could have a detrimental impact on the health of the consumers of the respective foods. Therefore, Marriott must take up steps for improving the condition.
[bookmark: _Toc45623887]4.0 Recommendations on the under-developed areas
The major area that is underdeveloped in Marriott is related to maintaining cleanliness along with developing personal connections and understanding the cues provided by the guests. In addition to this, the other vital area that needs immediate attention is related to the maintenance of food safety by encouraging some personal hygiene habits among the employees. All these underdeveloped areas that had been discovered with the help of the audit could be managed with the help of providing training to the employees as per their requirements. According to the study conducted by Aboyassin and Sultan (2017), employees who receive necessary training can perform their jobs properly. This helps in improving employee performance. With the help of a training program, it becomes possible to strengthen the skills of the employees as per the demand of the situation. Therefore, by conducting training that will address all the above-underdeveloped areas will help to change the scenario of the services that are being provided by the employees of the Marriott to its customers.
 Moreover, the organisation could also take into consideration the process of rewarding the employees who deliver outstanding performance in all these identified areas. This will help to encourage all other employees of the organisation to work hard and get compensated for the same. This will also act as a motivational factor and will help the organisation to gain maximum benefits.
[bookmark: _Toc45623888]5.0 Managerial focus and future action plan
The sales and marketing manager of the organisation was also inspected through the audit. It is necessary for any organisation operating in today’s generation to be actively present online and on social media websites. Through the audit, it can be seen that the chosen hotel uses the digital media for marketing and promoting its services among the guests globally. The company has active accounts on various social media platforms such as Instagram and Facebook. Along with this, it also has its website where all the information about the hotel is available and the guests can make reservations through the website. They can also request for special or personalised services which will be provided to them after they arrive in the hotel premises. In the words of Zsarnoczky (2018) having a proper online website and mobile application proves to be beneficial for a company as it helps to connect with customers from across the globe. The hospitality industry is dependent on the services provided to the customers as they do not have any products. Therefore, the organisation must use an online presence to interact with the customers and foster awareness about the type of services provided to them (Vinerean, 2017).
The guest service delivery is also quite good as can be seen from the audit. The hotel regularly gives training to its staff regarding how to treat the guests and offer the services. It is crucial to have proper postures warm attitude. Nevertheless, it was observed that the staff members are sometimes rude to the customers and the hotel premises are dirty. However, through the audit it can be seen there is a chance for improvement as sometimes the staff members fail to understand the verbal or the non-verbal cues provided by the guests. This factor is important as the experience of the guests can be improved. As opined by Dai et al., (2015), managing the finance of the organisation is an important aspect as it will determine the profits and the revenue. Based on the audit, it can be observed that by opening a small shop having antique items of high value will attract the guests. The guests in the hotel belong to the upper-income group who are interested in buying premium and luxury products (Jones et al., 2016).
Based on the audit, it was seen that there were certain areas which required improvement to improve the overall services of the organisation. There was lesser employee engagement which needs to be addressed. Along with this, the leadership also needed some change as it was seen that the employees are unable to act as per the instructions of the leader. It is also necessary to recycle waste and reduce the amount generated. It has been seen that there was an issue in the cleanliness of the hotel. Therefore, the customers have complained about the hotel premises being dirty. 


	Action description
	Department responsible
	Start date
	Duration
	Resources required
	Outcome
	Impact 

	The employees need to be thoroughly engaged with the operations of the hotel.
	HR department.
	20-07-2020
	4 months 
	Training workshops, presentations, training tools.
	The employees can understand and gain a deeper insight into the diverse culture.
	The employees will serve the guests from diverse cultures equally, therefore, improving their experiences. They will also provide a cheerful ambience which will lead to enhanced satisfaction of the guests. Furthermore, the creativity of the employees will be enhanced.

	Undertake the Contingency Leadership Theory.
	All the department and their leaders and managers.
	25-07-2020
	3 months 
	Writing material on the chosen style of leadership and training workshops.
	This will help the leaders act as per the circumstance demands. The subordinates will also be motivated through this and render proper services to the customers.
	The objectives of the organisation can be achieved along with enhancing the satisfaction levels of the customers. 

	Reduce generation waste.
	Production and operations. 
	22-07-2020
	3 months 
	Training on waste management.
	The strategies on waste management will help to reduce the generation of waste significantly. The waste will also be recycled and reused. 
	The recycling and reusing of the waste will help in enhancing the reputation of the company in the market. 

	Improve the cleanliness of the hotel premises.
	Housekeeping department.
	15-07-2020
	1 month 
	Training the housekeeping staff, cleaning tools and resources.
	The staff will be aware of the importance of cleaning and will clean the hotel premises regularly and effectively. 
	The hotel premises will be clean and the customers will be satisfied. 



[bookmark: _Toc45623889]6.0 Conclusion
This report has evaluated the audit undertaken on the Sheraton Marriott Heathrow hotel. The various aspects of the audit were analysed. The areas that were included in the audit was the Front Office and Lobby, Experience of the guests upon arrival, Check-in of the guests, the bar, room service, restaurant, bedroom, bathroom, lobby and others. The audit inspector also commented on these various aspects and how it can be improved. Recommendations were given to improve these services and a future action plan was developed. 
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