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Project Initiation Document
1. [bookmark: _Toc46909667][bookmark: _Toc46963295]Project Definition
[bookmark: _Toc46909668][bookmark: _Toc46963296]Purpose
The brand audit of the Windsor Marriott Hotel is conducted as an audit consultant firm. Heathrow / Windsor Marriot Hotel is one of the leading family friendly hotel located in Slough, United Kingdom. Overall, Marriot International owns about 30 brands and is operating in nearly 134 countries around the globe and have about 7400 properties. Being closer to the Heathrow airport, the hotel attracts hundreds of visitors and tourists. Thames River and Windsor Castles are the famous tourists’ spots in Slough that attracts number of visitors and tourist. Furthermore, due to the high-quality services and brand name, Windsor Marriott Hotel has acquired high market position and good reputation. The location of the hotel has given a positive edge, as it is located nearer airport and can be easily approached through train (railway station is about 1.1 miles away from the hotel) and through automobile (Motorway junction is about 0.2 miles away). Furthermore, due to its prime location, the hotel stay helps in sightseeing and provide best facilities to ensure comfort and ease for the customer. Moreover, the hotel provides spacious rooms, smart televisions, well equipped gymnasium, internet services, and leisure clubs to the visitors. In total, the hotel has 382 renovated rooms from 2008. A brand audit is an assessment of a brand's position relative to competing brands in the market, brand perception by consumers, employees and top management of the company, as well as partners. It is easy to see that both external and internal brand audit combines qualitative and quantitative components. This is understandable, since only complex information reflects the real position of the brand in the market and in the company. This study is focused on the systematic brand audit of Windsor Marriott Hotel based on its performance over the years and reported trends.
[bookmark: _Toc46909669][bookmark: _Toc46963297]Purpose Objectives
	To conduct a systematic analysis of the Windsor Marriot Hotel, it is necessary to evaluate the management of the customer, provided facilities, cleanliness, food and beverages, complaints being registered and any available statistical data about the growth and market reputation. For this purpose, the current study will analyze the available data of customer complaints, working managerial infrastructure, location and statistical available data about the number of visitors, complaints and market reputation. Furthermore, the study is also focused on the in-depth analysis of the management and quality services in various circumstances even in the pandemic conditions.
[bookmark: _Toc46909670][bookmark: _Toc46963298]Project Scope
Marriott is an American based multinational hotel industry. However, Marriott has number of hotels in the United Kingdoms that provides luxury and comfort with quality to its customer. Within the United Kingdom, Marriott hotel chain is largely concentrated in London. The Hotel chain is responsible for managing hundreds of visitors to London city. Marriott is well known for the high quality, international standardization and providing luxury and comfort to every customer. Being a leading brand in the hotel industry, Marriott has maintained its market position through high quality customer services. The current project is aimed to conduct a brand audit to analyze the Windsor Marriott hotel that is in the Slough, UK. There are also other hotels nearby that increase the competition. Therefore, Windsor Marriott has to ensure high quality and best services to maintain customer satisfaction. The audit of the brand will analyze the brand management, leadership and superior work quality compared to other competitors. 
[bookmark: _Toc46909671][bookmark: _Toc46963299]Deliverables
	To conduct a thorough audit of the hotel and provided services at Windsor Marriott hotel, a 12 weeks placement programs is going to be conducted by a team of consultants. This placement program is designed to obtain in-depth knowledge about the followed international standards and services. Food safety, room services, leadership and management, and available resources for the customer will be evaluated during this interval. Furthermore, COVID-19 has caused a serious loss to the hospitality industry. It has become more important for the hospitality industry to ensure cleanliness to ensure the customer safety. Therefore, in the current situation, the audit will also involve the evaluation of the cleanliness and hygienic food for the customer at Windsor Marriott Hotel.
[bookmark: _Toc46909672][bookmark: _Toc46963300]Constraints
	There are number of techniques that are used to conduct audit in Hotel industry. However, the choice may depend on the targeted feature or characteristic of an organization or industry. Secret call or secret guest techniques are used to evaluate the customer services and management of the hotel. Secret call helps in identification of the reservation department, the restaurant service and the reception service that contributes to the achievement of the hotel's key goals of effective work with service standards and increased sales revenue. Secret guest technique helps to assesses the quality of the staff from the client's point of view, which allows to identify strengths, bottlenecks and resource efficiency in your hotel. The operational audit is the assessment of the hotel's operating activities is carried out in a comprehensive manner by several auditors of the Hospitality Management company in the following areas: reception service, economic service, catering, booking, sales, marketing, IT, engineering. These techniques involve visiting a hotel as a guest or make a call to evaluate the provided services. In this project, operational audit assessment is conducted that involved 12 weeks placement program of audit consultants for thorough analysis. Furthermore, the customer rate has decreased due to COVID 19 and it become hard to evaluate the normal operations of the hotel. However, it allows to evaluate the crisis management and techniques adopted to reduce the spread of the disease.
[bookmark: _Toc46909673][bookmark: _Toc46963301]Assumptions
It is assumed that the COVID 19 is a threat to the hospitality industry and Windsor Marriott Hotel is also being affected by the pandemic. Due to decrease in the number of customers, it is hard to evaluate the normal operation of the Windsor Marriott. The internal analysis in the form of SWOT analysis the growth of the hotel is considered as strength that is compared to the weakness in the form of high prices and unaffordability. 
2. [bookmark: _Toc46963302]Confidence in the Audit Team
Marriott International has been working for nearly a century and it has been grown to number of countries. Based on the high quality and international standardization, Marriott is recognized by thousands of visitors and customers around the globe. There are number of factors that needs to be analyze for audit purposes, including customer satisfaction, involvement of technology and use of digitalization, management and managerial services, food and beverages, cleanliness and provided environment. Therefore, there is a need of experienced team of consultants for the audit. RSM management consulting service provides the best brand audits because of their 50 years of experience in the field. the team of well experienced consultants will conduct a brand audit of Windsor Marriott Hotel.
During COVID-19, the booking trends of the hotel is disrupted that need to be stabilize. For this purpose, Windsor Marriott can adopt the technological interventions. With the advancing technology, innovation and digitalization has become the most important parts of every business. Similarly, Hotel industry is also based largely on technological interventions. Digitalization has enabled hotel industry to provide number of automated services. Marriott hotels are also working to cope with the advancing technology and to facilitate customers based on their expectations. Global digitalization has formed the basis of a new hospitality policy. The rooms are becoming more technological and functional. For example, “smart mirrors” combine the functions of a mirror, a TV and a touchscreen monitor: guests can wear makeup or shave and check their mail, watch news on a large screen. The mobile phone connects to the room systems, and the guest can listen to their music, watch movies, etc. The collection of data by hotels and aggregators makes it possible to personalize the offer based on the guest's previous experience (interests, room temperature, etc.) and the one who received an individual offer is more loyal to the hotel and would rather stay in it again than look for another. Operators are doing meticulous work to create functional loyalty programs. In the Windsor Marriott Hotel, there is need to evaluate the technological intervention being used to facilitate the customer and quality improvements because of digitalization. Therefore, the audit will also evaluate the technological adaptation and associated risks to avoid future problems. 
The hotel has to pay 25 percent upfront payment to let the audit team start their work. The remaining payment will be at the time of the final audit reporting. The standard rates will be charged for the professional detailed brand audit. For reliability, the managerial staff can monitor the audit team. The accuracy of the results will be reflected in the form of comparison to the customer reviews, operational management and recently faced problems. We ensure high quality services, most accurate results and provide detailed audit reports. 
[bookmark: _Toc46909674][bookmark: _Toc46963303]3. The Audit Team and the Project Plan
[bookmark: _Toc46909675][bookmark: _Toc46963304]Project Lead
	T. R. Watson fulfilled the responsibility of team lead that has an experience of more than 25 years in conducting detailed audits. He has worked for last 5 years in hospitality industry while conducting audits of different forms. he is responsible for designing the plan, distributing major responsibilities, monitor team members and collect data for final reporting.
[bookmark: _Toc46909676][bookmark: _Toc46963305]Project Team
Overall, the audit team is of four members. I, with other three members are responsible to conduct the audit. Within the team Johnson Riddle and Matt Warron are well experience in risk management and control, and organizational development and growth respectively. Team has to report the findings to the authorities for the final reporting. I am responsible to communicate with these two members for data collection, analysis and discussion. 
[bookmark: _Toc46909677][bookmark: _Toc46963306]Project Control
The data collected during audit is to be communicated to the higher authorities and the progress of the team is continuously monitor with assigned deadlines to meet the target on time. Weekly reporting to the team lead is necessary for every team member. 
[bookmark: _Toc46909678][bookmark: _Toc46963307]Quality Control
	For the quality control, the responsibilities will be shifted over the period of time to assess the working quality and to monitor every department of the hotel. 
[bookmark: _Toc46909679][bookmark: _Toc46963308]Dates
	The audit will be started form Mid, August (15 August, 2020) and it will be completed by the 7th November, 2020.
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