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Introduction 
The Deloitte/ LRC would like to thank the Birmingham Marriott hotel for the experience of welcoming us into their company and teaching us the insight of how a global cooperation is operated. Throughout our experience we have concluded on an overall score for the Marriott Birmingham. The score is 1841/1845 which is 96% satisfactory .Within appendix 1 it shows the scoring system which the group has decided completed through out the experience with the company. Further on in the report it will be broken down in sections to allow recommendations which can be implemented into the company as well as reasons for why marks were reduced. 


Lobby arrival 
Score :  45 /45
The front of house staff welcomed and greeted guest in an open and positive manner. The managers and the team leader were good at problem solving and was very attentive to the guests needs. The team leaders were supportive to customers as well as employees. On all occasions brand standards were met.
Arrival experience 
Score : 15/15
The arrival experience of the guest was all customised and prepared from early to late arrivals and mobile check in guests was a quick and fast service. The brand features were all met the flags was clean and was nicely presented outside of the premises along side the Marriott logo.  The carpark was well maintained and labelled showing guidance to the guests for events , stays and staff as well as allocating vehicles which are electric.
Guest check in 
Score : 135/135 
Areas of opportunity 
-None need to be made 
The check in experience met the Marriott brand standard. The staff were presentable , all the information for the checks in , membership statues which is kept on a client record to know the customers needs. The brand features and service were excellent.
Bar 
Score : 205/205 
Areas of opportunity : 
· Have a maximum of 2 menus and not overwhelm the guess with 5 food menus 
The brand features and services were all met. There was no ques at the bar as it was mainly table service and the staff made a connection with the guests asking about the stay and making recommendations. Name tags were worn all the time so customers , could interact more. The staff had great knowledge on recommending food to guests with intolerances or are gluten free , vegetarian etc. The hosts were very organised and managed any complaints and guided the team brilliantly. The cleanliness of the hotel was well maintained inside and outside.
Restaurant
Score : 264/265
Areas of improvement : new carpet maybe ideal due to the taped down sections which are quite noticeable 
The brand features and service met the brand standard. The host gave a warm welcome and maintained interaction with the guests and employees. All the staff were well groomed and wearing the correct uniform. The guests was escorted to their tables and was asked if the table was satisfactory for them. During breakfast everything was maintained the food was always checked for temperature and restoke , it was very clean, and guest had the option of a fresh omelette customised to their preference. Table service was provided throughout the day and was very organised through the day when they had a full house of conferences. The check was presented when I guest requested it, they offered coffee on the go. There was a lot of food choice especially for children and the servers had very good knowledge on recommendations and meet the customers dietary requirements. However, there was corner of the carpets that was covered in tape due wears and tears.  


Room service 
Score : 149/150 
Areas of opportunity 
· The host needs to have more extensive knowledge about menu offering as some clients can get confused from the 5 menus offered
All services and brand features were met. The guests name was used during the experience , when placing an order, the room number and name of guest was verified. The room service was delivered within the timescales for room service and events. The door would be knocked and told room service so the guest can acknowledge who is at the door. Name tags was worn, and the check was presented in a check cover accompanied by the brand pen. The staff paid attention to the children by offering activities to keep them entertained while waiting for their meal. Also, if the guest is in a rush a takeout bag or cup is offered.
General bedroom 
Score: 320/320
Areas of improvement : leave a guide on how to use the aircon , maybe refurbish the bedrooms to become more modern , as the competition may have more up to date décor.
The brand standard and services were all met. The coffee equipment met the criteria of an electric kettle , mugs , napkins , coasters , wooden stirrers and an ice bucket. There was a wide range of coffee , teas , milk , sugar and sweeteners available. The guest directory , closet amenities , ironing amenities met the brand standard. The television and remote control were placed on the side table. The reception also offers a wake-up service alarm for them as well as having an alarm clock. There is also a note pad and pen in the room. There are also extra pillow and blankets available in the wardrobe. After the maids have cleaned the room the shift leader goes around and checks the room before making the room available. The bedroom is well maintained and clean and do not use a strong air freshener.
Bathroom 
Score 218 / 220 
Areas for improvement : maybe consider reusable shampoo and conditioner bottles becoming more eco- friendly . Need to maintain the condition of the bathroom matt they are in good condition but can see the wear and tear in them.
The bathrooms were well maintained and cleaned with non-strong chemical cleaner. The towel is assigned to the number of guests and are presented correctly. The curtain showers and toilet and shower matt are cleaned after every guest. If maintenance is required, the team are called out straight away to resolve the problem. The house keeping supervisor goes around the bathroom to ensure the bathrooms meet the brand standard.
Lobby 
Score : 50 / 50 
Areas for improvement : refurbishment should be considered , however the décor at the moment is kept in with the period and age of construction to the building.
The branded feature , cleanliness and condition all met the brands standards. The buisness service meet the standards which include the computer access , printing service. When the front desk is quiet the staff will clean the lobby when the cleaner is not present. The lobby is a large and spacious welcoming area. The property is a grade 2 listed building. The building has a minor scope to become more contemporary in the décor due to this restriction. There are clear directions to help guide the clients to the bar and elevator.


Public restrooms 
Score : 80/80 
Areas for improvement : none 
The branded feature , cleanliness and condition all passed. The toilets were supplied and maintained well with hand soap and hand moisturiser. The toilets are checked hourly to ensure it is presentable both by the cleaners and reception staff, meaning the toilet paper is stocked up and that the toilets are flushing correctly. The décor in the bathrooms is very modern. 
Elevator 
Score : 20/20 
The elevator is well maintained and there are always maintenance men on site, they do checks every week and it is cleaned every day.
Corridors 
Score 50/50
Areas of improvement : refurbishment to a more modern décor
The brand standard and features were well maintained. The corridors are cleaned through out the day and the f and b staff go along the corridors to remove any plates , cups or rubbish left by guests.
Fitness centre and pool 
Score 100/100 
Area of improvement : Air conditioning needs to be put in as it is really hot 
The branded feature , cleanliness and condition has passed. The fitness and pool area are cleaned daily the are staff Onsight through opening hours. Beauty treatments are available and use of the spa for all guests. There are towels and robes available for hire but free if you are an elite member.
Meeting and function rooms 
Score : 110 / 110
Area of improvement : none 
The branded feature , cleanliness and condition has passed. The room décor is modern , the team provide all of the gadgets and technology that the client may need. The rooms are all cleaned after the room is used and is set up ready for the next meeting booked in. The rooms offer privacy and can be extended if in need for a large function room and the host will plan the design on the room on the numbers attending as well as the option for food and beverages.
Back of house 
Score : 90 / 110 
Areas for improvement : The décor needs to be updated as there are marks on the walls and floors 
The branded feature , cleanliness and condition have passed but some paint touch up are needed as well as securing grip matt as they are celetaped down. However, it is well maintained, and health and safety has been carried out.
Food and safety 
Score : Pass 
The standards in the kitchen were carried out professionally and monitored by the head chef. The staff in the kitchen are very hygienic they deliver and create the food above the brand standard. The health and safety standards are carried out and inspected strictly. The kitchen would also cook meals that was not on the menu to adhere the guests and personalise the food to their needs as the hotel has international clientele. The food is prepared freshly and stored correctly.
Sales and marketing 
Areas to improve on: Advertise more on social media 
The sales and marketing needs are always met for each department. However, I think the marketing should be used on multiple social media platforms to advertise advents they hold, and future deals as social media is the best less cost-effective way to increase sales.
Guest service delivery 
Guest service is very personalised as the hotel , the staff go beyond to make sure their customers’ needs are met and make their stay memorable.

The Green hotel 
The Marriott are on a journey of becoming sustainable by introducing paper straws , recycling. With these changes it will increase the portfolio of the hotel becoming eco-friendly , which will attract clients doing sustainable travel. By continuing the journey of becoming sustainable it will benefit the company financially.
Property maintenance and facilities management 
There are no areas to improve on this as the hotel is looked after. Everything is maintained to the brand standard and health and safety checks are carried out on a weekly basis. The team are on sight 7 days a week and attend to jobs straight away. The Marriott staff are up to date on the course on maintaining or reporting a problem as part of their training process.



Conclusion 
The audit was completed within the 12-week timeframe from September 2020. The hotel has scored 1879/1841. 
[bookmark: _GoBack]Deloitte/ LRC we believe the Marriott Birmingham central has met the brand standard measurements. Each department is running professionally, and the guests experience is tailored to their needs and the staff ensure they are happy. We hope the recommendations will provide you with thought towards any modifications which you would like to help modify the company. Your journey on becoming sustainable has just started and we cannot wait to see how your journey will exceed into the future. If you have any questions, please do not hesitate to contact us at Deloitte/ LRC.
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