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Project Initiation Document
1. [bookmark: _Toc46909667][bookmark: _Toc48831200]Project Definition
[bookmark: _Toc46909668][bookmark: _Toc48831201]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 Heathrow airport, the hotel attracts hundreds of visitors and tourists. Thames River and Windsor Castles are the famous tourists’ spots in Slough that attracts several visitors and tourist. Furthermore, due to the high-quality services and brand name, Windsor Marriott Hotel has acquired a high market position and a good reputation. The location of the hotel has given a positive edge, as it is located nearer the airport and can be easily approached through train (the 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 the best facilities to ensure comfort and ease for the customer. Moreover, the hotel provides spacious rooms, smart televisions, a well-equipped gymnasium, internet services, and leisure clubs to 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 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: _Toc48831202]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 pandemic conditions.
[bookmark: _Toc46909670][bookmark: _Toc48831203]Project Scope
Marriott is an American based multinational hotel industry. However, Marriott has a number of hotels in the United Kingdoms that provides luxury and comfort with quality to its customer. Within the United Kingdom, the 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 its 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 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 brand management, leadership, and superior work quality compared to other competitors. 
[bookmark: _Toc46909671][bookmark: _Toc48831204]Deliverables
	To conduct a thorough audit of the hotel and provided services at Windsor Marriott hotel, a 12 weeks placement program 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 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: _Toc48831205]Constraints
	There are a number of techniques that are used to conduct audits in the 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 the 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. The secret guest technique helps to assess the quality of the staff from the client's point of view, which allows us 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 comprehensively 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, an 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 becomes hard to evaluate the normal operations of the hotel. However, it allows us to evaluate the crisis management and techniques adopted to reduce the spread of the disease.
[bookmark: _Toc46909673][bookmark: _Toc48831206]Assumptions
It is assumed that COVID 19 is a threat to the hospitality industry and the Windsor Marriott Hotel is also being affected by the pandemic. Due to a decrease in the number of customers, it is hard to evaluate the normal operation of the Windsor Marriott. In the internal analysis in the form of SWOT analysis, the growth of the hotel is considered as a strength that is compared to the weakness in the form of high prices and unaffordability. 
2. [bookmark: _Toc48831207]Confidence in the Audit Team
Marriott International has been working for nearly a century and it has been grown to a 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 a number of factors that need to be analyzed for audit purposes, including customer satisfaction, the involvement of technology and use of digitalization, management, and managerial services, food and beverages, cleanliness, and provided environment. Therefore, there is a need for an 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 are disrupted that need to be stabilized. For this purpose, Windsor Marriott can adopt technological interventions. With the advancing technology, innovation and digitalization have become the most important parts of every business. Similarly, the Hotel industry is also based largely on technological interventions. Digitalization has enabled the hotel industry to provide several 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 the 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 a 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 a 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 professionally 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: _Toc48831208]3. The Audit Team and the Project Plan
[bookmark: _Toc46909675][bookmark: _Toc48831209]Project Lead
	T. R. Watson fulfilled the responsibility of a team leader that has experience of more than 25 years in conducting detailed audits. He has worked for the last 5 years in the hospitality industry while conducting audits of different forms. he is responsible for designing the plan, distributing major responsibilities, monitoring team members, and collect data for final reporting.
[bookmark: _Toc46909676][bookmark: _Toc48831210]Project Team
Overall, the audit team is of four members. I, with the other three members, are responsible to conduct the audit. Within the team, Johnson Riddle and Matt Warron are well experiences in risk management and control, and organizational development and growth respectively. The 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: _Toc48831211]Project Control
The data collected during the audit is to be communicated to the higher authorities and the progress of the team is continuously monitoring with assigned deadlines to meet the target on time. Weekly reporting to the team lead is necessary for every team member. 
[bookmark: _Toc46909678][bookmark: _Toc48831212]Quality Control
	For quality control, the responsibilities will be shifted over the period to assess the working quality and to monitor every department of the hotel. 
[bookmark: _Toc46909679][bookmark: _Toc48831213]Dates
	The audit will be started form Mid, August (15 August 2020) and it will be completed by the 7th November 2020.


[bookmark: _Toc48831214]Audit Report
[bookmark: _Toc48831215]Introduction
The brand standard audit will expand the experience and knowledge of the Marriott administration regarding issues and challenges that should be followed and cleared. The report explains that areas to consider while developing further strategy and report suggests recommended steps to counter such issues. The audit findings are summarized below; generally, the audit scores 1610 out of 1845 that is 87.26%.    
[bookmark: _Toc48831216]Lobby Arrival and Front Office
Note: Overall brand performance of this section is 100%


I was welcomed warmly and kindly by the receptionist on the front desk upon my arrival at the Marriot Windsor. All the staff members are polite, well-groomed, and wearing clean uniforms. The first impression at reception was impressive. All the staff members are helping with a smile on the face, they offer additional help during the check-in process. An employee card is displayed by every staff member with the name a designation. The front desk staff listens very carefully and after understanding the needs, they assist to resolve the issue. The reception staff also provide details about city maps, public transport, tour guide, and sightseeing in the area.  
[bookmark: _Toc48831217]Exterior and Arrival Experience
Note: Overall brand performance of this section is 100%


I can say that location of the hotel is perfect, and the exterior look of the building is very clean and decent, the overall look of the Marriot Windsor is great. The hotel building is more heightened than other buildings nearby. Marriot Windsor’s logo and name are visible at top of the building from a distance.   
[bookmark: _Toc48831218]Guest Check-in
Note: Overall brand performance of this section is 100%

	In this section, I could say that the overall guest check-in service was good. From reception, the associate accompanied me and create a friendly connection by asking about my visitations, what help I need, and how was my flight. The associates politely talk to me with strong eye contact and listen carefully. I am satisfied with the guest check-in service of Marriot Windsor.      
[bookmark: _Toc48831219]Lobby Bar
Note: Overall brand performance of this section is 78%

Moving to the section of the lobby bar, a few improvements are required but overall results are satisfactory. The food presentation is very good and the sitting arrangement is comfortable. The theme of the lobby is creative and accord well with the Marriott brand standards. The delays in offering drinks and acknowledge guest are the area that needs improvement. The bartender must be quick and offer the drinks according to the mood of the customer. Staff members from this department need to evaluate strictly according to customer feedback.  
[bookmark: _Toc48831220]Room Service
Note: Overall brand performance of this section is 93%

Room services at Marriott should be accord well with the Marriott brand standards. It is observed that room service providers show a warm attitude but hosts never use guest names that feel awkward and it may hurt guests. Service delivery hosts never ask for any additional service that can also affect the relationship with customers. 
I recommend conducting a training session for the whole department in the next four weeks and strive to achieve the best results by improving the overall service quality.    
[bookmark: _Toc48831221]Restaurant
Note: Overall brand performance of this section is 67.92%

With the comparison of other sectors, the restaurant shows a big difference in score and several issues need to address to meet the brand standards. The food presentation is very poor, and the tables are not as clean as expected. The major role in meeting brand standards is staff and customer interaction. The host must acknowledge the customers, greet them well, maintain eye contact, stay in a good posture, make connections, and offer further assistance. These qualities are not found in the restaurant department and I recommend to conduct a training session for all the employees of this department and improve the presentation skills of the staff. This could harm the brand reputation of the hotel. 
[bookmark: _Toc48831222]Elevator
Note: Overall brand performance of this section is 75%

Elevators meet all the brand standards of Marriott. Elevators are clean and pleasant and working properly. The only issue I figured out in this section is that the elevators are very slow. Elevators take long delays in opening and closing of the doors. Also, the stopping time on one floor is more than usual. 
It is recommended to take customer feedback regarding the speed of elevators and adjust it accordingly. Following the SOPs for prevention from COVID-19, it is recommended to use a sperate elevator for staff members and guests should use a separate elevator.   
[bookmark: _Toc48831223]General Bedrooms
Note: Overall brand performance of this section is 93.75%

Moving to this section, bedrooms are well maintained and clean, the overall condition of the bedroom is good. The room is well decorated with a painting hanging on a wall and roses to a side table. The facilities like air-conditioning, water, furniture, etc. are all according to brand standards. The room is equipped with a television, kettle, alarm clock, bedding, matrix, and protectors. The quality of bedding and matrix is satisfactory. Smoking is not allowed in the room and it is as per brand standards but the provision of making coffee at the room is amazing. Room service is also available, and the menu is available on tv. 
There are few cosmetic improvements are required in bedrooms, some drawers are stuck and unable to open, doors need a repaint or polish, mobile phone charging port is not working properly, windows need to clean from both sides inner and outer. To mitigate the issues, it is recommended to assign the tasks to the maintenance team with a specific timeframe and nature of improvement mentioned.   
[bookmark: _Toc48831224]Bathrooms
Note: Overall brand performance of this section is 95.45%

The bathrooms are very clean and tidy. All the taps and glasses are very neat and clean, hand soap, shampoo, towels, and all the facilities are good to keep individual hygiene. According to the present crisis of coronavirus COVID-19 bathroom is equipped with hand sanitizer. Disposable shoes for baths are also of good quality. Although the bathrooms are well maintained but still there is a need for improvement in facilities. The bathroom must be equipped with basic beauty products to attract more customers. 
[bookmark: _Toc48831225]Lobby
Note: Overall brand performance of this section is 100%

the lobby is the main look of the hotel as it put the first impression on the customers when entering the hotel. Marriott Windsor owns an attractive lobby that meets all brand standards, offering printing facilities, a business center, a reading portion, and good cleanliness. The lobby is attached to a lounge that provides a comfortable, clean, and relaxing atmosphere. 
This section scores maximum and successfully put a positive impression on customers. Under the present condition of the COVID-19 crisis, it is advised to put hand sanitizer at the entrance, in the lobby, and near the elevator. To improve the green impression, it is suggested to decorate the lobby with ornamental plants that also improve the overall look of the lobby. 
[bookmark: _Toc48831226]Corridors
Note: Overall brand performance of this section is 80%

The door between corridors is recommended for elimination. This will simplify the logistics of guests staying at the hotel on the guest staircase to fitness. Partial use of this the corridor for business purposes will only be for going to the ITS office and server room.
 Guest corridor. Used by external fitness guests when walking directly from the street through a specially equipped entrance.
 Service corridor. Separated from the corridor by a door equipped electronic lock. Provide the possibility of automatic unlocking doors in the event of a fire alarm. Service staircase hall exit to the goods unloading area.
[bookmark: _Toc48831227]Public Restrooms
Note: Overall brand performance of this section is 50%

	There are several areas in this section that needs improvement, such as the glasses at public restroom are not properly maintained at a high level of cleanliness. According to Marriott brand standards, public restrooms need to improve cleanliness in restrooms. All other facilities including bathroom tissues, hand soap, hand towel, facial tissue, single-use paper, and disposal facilities are available at public restrooms   
[bookmark: _Toc48831228]Meeting and Function Rooms 
Note: Overall brand performance of this section is 87.5%

This section meets all the requirements of the brand standards. The department holds 19 different event rooms. This department requires strong collaboration among team members. The management, maintenance, and operation managers are working perfectly. The events of different natures are organized in different rooms. To facilitate the clients, this section offers many additional services like setting room for business meetings, for celebrations, for competitions, etc. 
Although there are a few complaints received from customers regarding the broken tables, chairs, and windows the staff behavior is very positive, and they are trying to eliminate such issues in the future. This department recently replaces the older furniture after the complaint of customers. Other facilities are very good. The staff is well trained and showing great organization to achieve brand standards.   
[bookmark: _Toc48831229]Swimming Pool and Fitness Centre
Note: Overall brand performance of this section is 100%

The fitness center and swimming pool area are one of the preferred places by guests. A high-quality fitness center is maintained by the hotel that is equipped with a high-quality fitness apparatus. The club is clean and well maintained. There are professional staff members to assist the guests and provide health details. 
Swimming pools are very clean and pool water is according to brand standards. To mitigate the spread of COVID-19 it is recommended to adopt extreme safety precautions at the fitness center and swimming pools. 
[bookmark: _Toc48831230]Back of House 
Note: Overall brand performance of this section is 100%

The back of the house is neat and clean and comply with all premium standards. The staff is well organized and qualified, the only failure is the lack of proper information on “Front of House” operations to satisfy the client's needs. The associates and subordinates are aware of Marriott Bonvoy Program and its offerings.   
[bookmark: _Toc48831231]Food Safety
Note: Overall 4 food items pass the brand standards out of 7

Food safety is a major concern for many customers. Moving to the safety of the food, it is observed that some food items are unable to pass the safety criteria of the Marriott hotel. Immediate action is required to ensure food safety. It is observed that brand hygiene levels are not met. According to the brand standards, every cleaning basin in the kitchen must be equipped with disposable towels, hand soaps, dishwashing gel, air dryer, and disposal facilities. Many components are missing from the kitchen area and substandard hygiene is not acceptable for the customers. The hotel should take action to provide the required components and ensure food safety processes.
Another problem is the unhealthy practices of staff, cleanliness in the kitchen is important to maintain but most of the staff members ignore the importance of cleanliness in the kitchen. Host staff members ignore many instructions or procedures defined by the hotel administration. Staff is consuming drinks and food in the kitchen area. This issue must be resolved by educating staff members and implementing standard procedures. 
The refrigerator with cold drinks also fails to meet the brand standards. Glass of the refrigerator contains handprints and spots. The overall look is dirty, and it poses a negative impact of hotel on customers. Rust can be seen at the exterior part of the refrigerator. 
Kitchen conditions are not according to the brand standards of Marriott. Many cabinets, cupboards, drain covers, tables, cooking utensils, counters, electric switches, and dishwashing machines need replacement or constant maintenance. 
Regarding food safety, hotels need to act immediately, staff members are not using standard products and there is a great issue of cleanliness in the kitchen area. The hotel needs to provide guidelines regarding working practices and replace or repair all the unhygienic and damaged components.    
[bookmark: _Toc48831232]Sales and Marketing
Note: Overall brand performance of this section is satisfactory
The main marketing strategy of the hotel is based on digital marketing that includes social media platforms. The overall performance of the marketing team at Marriott Windsor is satisfactory. Target customers of the marketing team include businessmen, the local community, traveling, and touring companies. The marketing team of the hotel is working on the right path and got a score of 4 on TripAdvisor. Social media platforms are also important to get the feedback and the hotel marketing team is available online 24/7. 
It is observed that sales staff fulfill all the brand standards of Marriott and with strong communication, the team establishes good networking opportunities. To improve sales, the hotel provides additional incentives to the salesman. The hotel represents a well-known brand and the marketing campaigns must be designed to get maximum sales targeting the specific customers.  
[bookmark: _Toc48831233]Guest Service Delivery
Note: Overall brand performance of this section is satisfactory
Guest service delivery is the most important part of hotel management. Delivering the best service to customers can result in marketing tools, customers taking photos of different hotel sections, and upload them to social media platforms. One customer can attract many others and recommend the venue to friends and family. To improve customer experience, it is necessary to maintain brand standards. Providing services to guests is an evolving process. There are no fixed activities, you can provide services in an innovative way or according to customer requirement. For better customer service delivery, I recommend conducting training sessions for staff and let them handle customers by building personal connections and self-decisions. 
[bookmark: _Toc48831234]Financial Management
Note: Overall brand performance of this section is satisfactory
The overall performance of financial management at Marriot is satisfactory. The flow of revenue cumulatively allows the hotel to stand profitable even during the crisis of COVID-19 hotel managed to financial flow and overcomes the crisis. Hotel financial management is well sync with all the other departments. The financial department adopts innovative ways to increase sales. Managers are following total quality management (TQM) principles including restaurant, front desk, leisure club, housekeeping, food, and beverages management. To improve profitability, it is important to eliminate waste processes, monitor financial conditions, and achieve good financial results. Improving the quality of processes will eventually lead to an improvement in the financial potential of the hotel. 
[bookmark: _Toc48831235]Creative Development and Employee Engagement
Note: Overall brand performance of this section is satisfactory
The employee’s engagement is observed, and the following comments are made: 
Food: The employees are well served, and each employee has the leverage to eat different food each time. The staff canteen has all the food facilities, and everything served to meet the brand standards of Marriott. 
The activity areas of employees and toilets are not clean, and several different facilities are not available for staff. Missing laundry services most of the time result in personal washing of cloths that is an extra burden on employees. 
Facilities: The staff canteen does not comply with the cleanliness brand standards, as expected. The water dispensers and coffee makers are not well cleaned, and crockery remains scattered on tables the whole day.  
In this regard, it is evident that management did not pay much attention to the staff needs and it is evident that leadership is much busy to grow business, but less employee’s welfare-oriented. 
[bookmark: _Toc48831236]Leadership
Note: Overall brand performance of this section is good
Marriott Windsor has professional leadership that developed strategic management procedures for each department. Leadership is determined to make operational management more efficient. The shift supervisors of the cleanliness department at some point have some training issues and it is recommended to organize frequent training of the staff to make sure they are complying with the developing procedures. The front of the house and back of the house should have better communication for a better understanding of the conditions. The subordinates and department managers should have good relations; subordinates should discuss each matter with the manager for clear guidance at the spot. Managers should lead the management teams from the front and must pose professional abilities to make the most comfortable; it will also improve the organizational working environment.   
[bookmark: _Toc48831237]Green Hotel
Note: Overall brand performance of this section is good
The Marriott Windsor hotel complies with the regional cultural practices of green hotel management. The interior is decorated with the LED headlamps and the building is ventilated/heated with the central unit. The green food concept originated from organic food is well accepted by Marriott’s administration and there is a separate menu of organic food items, but such items cost more to the clients. The 360 Program of the Marriott administration to classify the food waste of the hotel and its disposal.  
The hotel management is eager to make organic food in the main course dishes. The organic food that is farm fresh is used each day and guests are made aware of their food contents. The presentation and orientation of the building is also a heritage and introduction of new technologies with high energy efficiency ratios, allow Marriott’s administration to cut the electricity bills.    
[bookmark: _Toc48831238]Property Maintenance and Management
Note: Overall brand performance of this section is satisfactory
Overall, the Marriott Windsor’s building is old, and it needs maintenance and repair, some of the corridors need immediate repair and their carpets should be replaced. The main building is good, but the kitchen and staff canteen should be refurnished and repaired to comply with the standards of food and operations. The management training and staff coordination should be improved, and different segmentation is required to access the staff’s professional abilities. I recommend the repair department to take solid steps to maintain the quality standards of the facility. The repair work should plan and done in a specific period to control losses. The main building of the hotel should be checked for strength and durability, some of the interior decoration segments are loosely managed that allows poor guest experience.  
Above mentioned recommendations will allow the leadership of Marriot Windsor to gain a competitive advantage in the hotel market and they will develop professional operations and management of the hotel. 
[bookmark: _Toc48831239]Final comments
Note: Overall brand performance of the hotel is satisfactory

The result is good; however, there are some places where the leadership of Marriott Windsor should focus to meet the quality and brand standards. The application of the audit report will result in new profits for the stakeholders in the form of clear operations, employee satisfaction, and increasing business.    
[bookmark: _Toc48831240]Appendix
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4	



Total Points 	
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1610	
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45	
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Adobe Acrobat Document
Brand Standard Audit

Date:
14t July 2020

Consultancy Company Name:

Lobby Arrival

Heathrow Windsor Marriott

Front Office / Lobby Arrival Points Area to Address Points Awarded

Warm welcome/greeting provided 10 Branded Feature 10

Good posture, smile, eye contact, and attentive listening 5 Service 5

maintained throughout the interaction

Well-groomed and professional, wearing a uniform 10 Branded Feature 10

Host present during peak arrival times 5 Service 5

Further assistance offered to the guest 5 Service 5

Warm and sincere closing offered, and appreciation 10 Branded Feature 10

demonstrated

Comments:

Total Points: 45 £
Arrival Experience - Exterior Points Area to Address Points Awarded

Arrival Experience - General Exterior 5 Condition 5

Flag meets standard 5 Branded Feature 5

-Wear and Tear

-Marriott Logo

Walk-off mat meets standard 5 Branded Feature 5

All guest-facing walk-off mats must minimally be:
¢ In current brand voice with current logo
 Charcoal-grey or black in colour

\ PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES
\ Trinity Saint David






Comments:

Total Points: 15

15

Guest Check-in Points Area to Address Points Awarded
If standing in a queue, an attempt to acknowledge the 5 Service 0
guest was made in a timely manner

Warm welcome/greeting provided 10 Branded Feature 10
Well-groomed and professional, wearing a uniform 10 Branded Feature 10
Uniform and name tag meet standard 10 Branded Feature 10
Name tag must minimally contain first name, if worn

Room number provided discreetly, non-verbally 5 Service 0
The employee welcomed the mobile check-in guest with 10 Service 10
the appropriate language

It is NOT acceptable to ask the question "Are you

checking in?"

The employee reviewed the method of payment 5 Service 5
The employee handed the guest his/her key card packet 5 Service 5
and provided directions to the elevator or guestroom

The employee executed payment and key delivery 5 Service 5
components for mobile check-in to brand standard

Gold Elite, Platinum Elite, Titanium Elite, and 5 Service 5
Ambassador Elite members offered room upgrade

The check-in procedure met standard for time and was 5 Service 5
error free

(waiting time; key accuracy)

The employee was knowledgeable about property 5 Service 5
offerings and the local area, as applicable

 Hotel offerings e Local area

Mark NO if the employee is not knowledgeable about

the above

Guest name used during the experience 10 Branded Feature 10

\ PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES
\ Trinity Saint David






The Host Created a Personal Connection

The employee Created a Personal Connection (e.g.
inquiring about the nature of visit, asking about travel
experience, commenting on the guest's travel origin,
inquiring about any special needs or requests, mentions
something about guest's previous or future visits)

Mark NO if the Host did not Create a Personal
Connection during interaction

Service

The Host Responds to Cues

The Host must Respond to Cues by being aware of
guest's verbal and non-verbal cues and customizing the
interaction appropriately without being prompted or
asked

Examples include:

¢ Engaging in conversation when personal details about
a guest are learned ¢ Modelling behaviour after the
guest (e.qg. if the guest is in a hurry, act with a sense of
purpose) e Offering extra towels to guests (e.qg.
traveling with families) e Paying special attention to
children (e.g. kid's key to the hotel, sending milk and
cookies to the room)

Mark NO if the Host did not Respond to Cues during
interaction

Service

Further assistance offered to the guest

Service

Warm and sincere closing offered, and appreciation
demonstrated

10

Branded Feature

10

All Loyalty Members are recognized at check-in:
Members must be verbally acknowledged at check-in

Examples include:
¢ "I see you are a Platinum Elite Member" e "Thank you
for being a Gold Elite member” ¢ Thank member for

loyalty

Mark NO if the above criteria is not met

10

Branded Feature

10

Platinum Elite, Titanium Elite, and Ambassador Elite
members’ check-out time confirmed at check-in:

Hotel must verbally confirm check-out time with
Platinum Elite, Titanium Elite, and Ambassador Elite
members at time of arrival.

Platinum Elite, Titanium Elite, and Ambassador Elite
members receive a guaranteed late check-out as late as
4pm as part of their Elite benefits

10

Branded Feature

10

Comments:
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Total Points: 135

125

Bar

Bar Points Area to Address Points Awarded
If standing in a queue, an attempt to acknowledge the 5 Service 0
guest was made in a timely manner
Warm welcome/greeting provided 10 Branded Feature 10
Good posture, smile, eye contact, and attentive listening 5 Service 5
maintained throughout the interaction
Well-groomed and professional, wearing a uniform 10 Branded Feature 10
Name tag meets standard 10 Branded feature 10
The employee acknowledged the guest within one 10 Branded Feature 0
minute of their arrival
The employee offered to take a food order 5 Service 5
The employee offered to make suggestions 5 Service 0
Beverages, except for cocktails, were delivered timely 10 Branded Feature 0
and refills were offered when drinks were 1/3 full
The employee checked back with the guest, ensuring 5 Service 5
satisfaction
The Host Created a Personal Connection: 5 Service 5
The Host must Create a Personal Connection (e.g.
inquiring about the nature of visit, recommending a
wine or beer, stays focused on the guest at hand,
following up on answers to questions) during the
interaction
Mark NO if the Host did not create a Personal
Connection during interaction
The Host Responds to Cues: 5 Service 5
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The employee must Respond to Cues by being aware of
guest's verbal and non-verbal cues and customizing the
interaction appropriately without being prompted or
asked

Examples include:
Power sources; menu suitability to guest needs/group
dynamic; seating preferences based on customer needs

Mark NO if the Host did not Respond to Cues during
interaction

Guest name used during the experience, when known 10 Branded Feature 10
Further assistance offered to the guest 5 Service 5
Warm and sincere closing offered, and appreciation 10 Branded Feature 10
demonstrated

Food and beverage contents and plate presentation 5 Service 0*
meet standard

Plate presentation; food quality and temperature

Mark NO if any of the above criteria is not met

The music was appropriate for the time of day: 10 Branded Feature 10
The music must be appropriate for the time of day:

mark NO if any of the above criteria is not met

Lounge Cleanliness - Floor 20 Cleanliness 20
Lounge Condition - Floor 20 Condition 20
Lounge Cleanliness - 20 Cleanliness 0
Wall/Doors/Ceiling/Windows/Treatments/Furniture

Lounge Condition - Wall/Doors/ 20 Condition 0

Ceiling/Windows/Treatments/Furniture

Comments:
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Total Points: 205

135

Room Service

Room Service Points Category/Area to Points Awarded
Address

Telephone — Warm welcome/greeting provided 10 Branded Feature 10

Telephone - Guest name used during the experience, 10 Branded Feature 0

when known

Telephone - The guest name, room number and number 5 Service 5

of guests being served is verified

Telephone - The room service order was properly taken 5 Service 5

Telephone - The Host was knowledgeable about menu 5 Service 5

offerings

Telephone - Warm and sincere closing offered and 10 Branded Feature 10

appreciation demonstrated

Delivery - Room Service order was accurate and 10 Branded Feature 10

delivered within 45 minutes:

The employee must deliver:

e The correct order ¢ The order within (45) minutes e

Condiments e Service ware

Mark NO if any of the above criteria is not met

Delivery - The server asked permission before entering 5 Service 5

the room

Delivery - Warm welcome/greeting provided 10 Branded Feature 10

Delivery - Good posture, smile, eye contact, and 5 Service 5

attentive listening maintained throughout the interaction

Delivery - Well-groomed and professional, wearing a 10 Branded Feature 10

uniform

Delivery - Name tag meets standard: 10 Branded Feature 10

Mark NO if any of the above criteria is not met

Delivery - The check was presented in a check cover 10 Branded Feature 10

and accompanied by a branded pen

Delivery - The Host Created a Personal 5 Service 0

Connection:

The Host must Create Personal Connection (e.g.
inquiring about the nature of visit, inquiring about
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guest's stay, asking about the guest's travel origin,
staying focused on the guest at hand, inquiring about
any special dietary needs or requests, making
recommendations based on selections) during the
interaction

Mark NO if the Host did not create a Personal
Connection during interaction

Delivery - The Host Responds to Cues:

The Host must Respond to Cues by being aware of
guest's verbal and non-verbal cues and customizing the
interaction appropriately without being prompted or
asked

Examples include:

¢ Paying special attention to children e Offering personal
reflections, recommendations related to request for local
area or hotel information e Modelling behaviour after the
guest (e.qg. if the guest is in a hurry, match their sense
of urgency) e Mentioning hotel/area details unique to
the guest

Mark NO if the Host did not Respond to Cues during
interaction

Service

Delivery - Guest name used during the experience,
when known

10

Branded Feature

10

Delivery - Further assistance offered to the guest

Service

Delivery - Warm and sincere closing offered and
appreciation demonstrated

10

Branded Feature

10

Food and beverage contents and plate presentation
meet standard:

Presentation; Food Quality & Temperature and correct

Mark NO if any of the above criteria is not met

Service

Room Service menus are available:

Service

Comments:
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Total Points: 150

125

Restaurant

Restaurant (Breakfast) Points Category/Area to Points Awarded
Address

If standing in a queue, an attempt to acknowledge the 5 Service 0
guest was made in a timely manner

Host - Warm welcome/greeting provided 10 Branded Feature 0
Good posture, smile, eye contact, and attentive listening 5 Service 0
maintained throughout the interaction

Well-groomed and professional, wearing a uniform 10 Branded Feature 0
Name tag meets standard 10 Branded Feature 10
Host - escorted the guest to a table and followed proper 10 Branded Feature 10
seating procedures:

The Host must:

¢ Escort the guest to the table at a comfortable pace e

Confirm that the table is to the guest's satisfaction e

Explain the menu and buffet options (as available)

Mark NO if any of the above criteria is not met

Guest name used during the experience, when known 10 Branded Feature 10
Further assistance offered to the guest 5 Service 0*
Warm and sincere closing offered and appreciation 10 Branded Feature 10
Breakfast table setting meets standard, is clean and in 10 Branded Feature 0
good condition:

Table Setting is standard

Clean and in Good Condition

Mark NO if any of the above criteria is not met

Server - Warm welcome/greeting provided 10 Branded Feature 0* not from waiter,

yes from manager

Server - The Host greeted the guest with coffee service 10 Branded Feature 10
within one minute of seating

Coffee served within 1 minute of seating

Acceptable if coffee machine is available

Mark NO if any of the above criteria is not met

Server - Good posture, smile, eye contact, and attentive 5 Service 5

listening maintained throughout the interaction
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Server - Well-groomed and professional, wearing a 10 Branded Feature 0
uniform

Server - Name tag meets standard 10 Branded Feature 10
Server - The Host offered to take beverage order and to 10 Branded Feature 10
Brand Standard

Hot tea service included a selection of teas, pot of hot 5 Service 5
water, offer of condiments

A la cart breakfast availability meets standard 10 Branded Feature 10
Server - The Host was efficient and to Brand Standard 10 Branded Feature 0
Server - Service at the table during breakfast meets 10 Branded Feature 0
Brand Standard

Server - The check was accurate when presented to the 5 Service 5
guest

Coffee “to go” cup and lid offered to Guest 10 Branded Service 10
The overall restaurant was kept clean and tidy 5 Service 0
Server - The Host Created a Personal Connection 5 Service 5
The Host must Create a Personal Connection (e.g.

inquiring about the nature of visit, asking about travel

experience, asking about the guest's travel origin,

staying focused on the guest at hand, inquiring about

any special dietary needs or requests, following up on

answers to questions, avoids Host to Host

conversations) during the interaction

Mark NO if the Host did not Create a Personal

Connection during interaction

Server - The Host Responds to Cues 5 Service 5

The Host must Respond to Cues by being aware of
guest's verbal and non-verbal cues and customizing the
interaction appropriately without being prompted or
asked

Examples include:

« Tailoring food and beverage offerings to the guest
(e.g. groups, single diners, business meetings)
Offering personal reflections, recommendations related
to request for local area or hotel information e Offering
assistance with services and information unrelated to
food and beverage ¢ Offering appropriate condiments
without prompting e Suggesting technology solutions
related to guest activity (e.g. charging, printing)

Mark NO if the Host did not Respond to Cues during
interaction
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Server - Guest name used during the experience, when
known

Service

Server - Further assistance offered to the guest

Service

Server - Warm and sincere closing offered and
appreciation demonstrated

10

Branded Feature

10

Food and beverage contents and plate presentation
meet Brand Standard

10

Branded Feature

10*

Breakfast buffet cooking station meets standard
Cooking station must include eggs and omelettes
cooked to order

Omelette station signage must be present and include:
¢ Cured ham and aged cheddar e Local omelette, hotel
developed » Egg white omelette, hotel developed

The omelette station must offer the following:

¢ (3) Meats ¢ (3) Cheeses » (5) Vegetables

Mark NO if any of the above criteria is not met

10

Branded Feature

10

Kids menu must be available

10

Branded Feature

10

Restaurant & Buffet Area and Equipment — Cleanliness
Including Floor; Walls; Doors and Ceiling

Cleanliness

Restaurant & Buffet Area and Equipment — Condition
Including Floor; Walls; Doors and Ceiling

Condition

Comments:

Total Points: 265

165

\ PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES
W Trinity Saint David

10





General Bedroom

General Bedroom Points Category/Area to Points Awarded
Address
Laundry/Dry Cleaning Service available at least 5 days 10 Branded Feature 10
Guestroom linen and terry reuse collateral is 10 Branded Feature 10
implemented and in use
Mark NO if linen and terry reuse program is not
implemented and in use
Guestroom recycling meets brand standard 10 Branded Feature 10
Bedroom Points Category/Area to Points Awarded
Address
Coffee equipment meets standard 10 Branded Feature 10
(1) Electric kettle  (2) Mugs, matching in colour e (2)
Disposable cups with lids e (2) Napkins e (2) Coasters o
(2) Wood or plastic stir sticks, or spoons
It is acceptable to have ice bucket items and coffee
items on one tray
Mark NO if any of the above criteria is not met
Coffee products meet standard 10 Branded Feature 10
¢ (2) Soluble regular coffee ¢ (2) Decaffeinated coffee o
(4) Tea envelopes / Variety of tea selected by hotel o (2)
Sugar sticks ¢ (2) Sweetener sticks o (2) Milk or creamer
sticks
Guest Services Directory meets Brand Standard 10 Branded Feature 10
Closet amenities meet Brand Standard 10 Branded Feature 10
Ironing amenities meet standards 10 Branded Feature 10
Ice bucket set-up meets standard 10 Branded Feature 10
In-room safe is present 10 10
Branded Feature
Television meets standard: 10 Branded Feature 10
32 inches; remote control
Alarm clock/clock radio meet standards 10 Branded Feature 10

e Time is set correctly within 5 minutes
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It is acceptable for alarm clock to be on TV, if time is
displayed and alarm operates while TV is in an OFF
position

Brand collateral and reading materials meet standard
Bible

Book of Mormon

DND/Privacy Please

10

Branded Feature

10

Note Pad and Pen meet Brand Standard

10

Branded Feature

10

Telephones meet Brand Standard

10

Branded Feature

10

Pillows meet standard

Pillows must be present and include:

« King beds: (4) King size

¢ Queen beds: (4) Queen size

¢ Double beds: (4) Standard size

e Twin/Super Twin: (2) Natural fill standard size
« Pillowcases e Pillow covers/protectors

All pillow fill must be natural

Mark NO if any of the above criteria is not met

10

Branded Feature

10

Bedroom Cleanliness -
Doors/Walls/Baseboards/Mirrors/Artwork
Ceiling

Flooring & Carpet (wash cloth test)

10

Cleanliness

10

Bedroom Condition -
Doors/Walls/Baseboards/Mirrors/Artwork
Ceiling

Flooring/Carpet

10

Condition

Bedroom Cleanliness - Closet Area/Ironing
Board/Iron/Safe; Coffee Set Up/Ice
Bucket/Trays/Accessories/Refrigerator/ Microwave/Mini
Bar/Wet Bar

10

Cleanliness

10

Bedroom Condition - Closet Area/Ironing
Board/Iron/Safe; Coffee Set Up/Ice
Bucket/Trays/Accessories/Refrigerator/ Microwave/Mini
Bar/Wet Bar

10

Condition

10

Bedroom Cleanliness - Case Goods -
Dresser/Nightstands/End Coffee Tables
Telephone/Clock/Audio Equipment/Television(s)/Remote
Control/Collateral

10

Cleanliness

10

Bedroom Condition - Case Goods -
Dresser/Nightstands/End Coffee Tables
Telephone/Clock/Audio Equipment/Television(s)/Remote
Control/Collateral

10

Condition

10
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Bedroom Cleanliness - Desk/Desk Chair/Trashcan(s) 10 Cleanliness 10

Lamps/Lighting

Bedroom Condition - Desk/Desk Chair/Trashcan(s) 10 Condition 0

Lamps/Lighting

Bedroom Cleanliness - Windows/Window Treatments 10 Cleanliness 10

HVAC/Ventilation

Bedroom Condition - Windows/Window Treatments 10 Condition 0

HVAC/Ventilation

Bedroom Cleanliness - Headboard/Bed 10 Cleanliness 10

Frame/Mattress/Box spring

Bedding/Linens/Coverlets/Free of Wrinkles

Bedroom Condition - Headboard/Bed 10 Condition 10

Frame/Mattress/Box spring

Bedding/Linens/Coverlets/Free of Wrinkles

Room/Suite is free of pests 10 Condition 10

Bedroom Cleanliness — Pillows 10 Cleanliness 10

Bedroom Condition - Pillows 20 Condition 20

Condition issues are generally defined as something that

needs to be repaired, replaced, or renovated

For pillows, some of the most common condition issues

are:

» Appears flat, lifeless » Faded or threadbare ¢ Split

seams ¢ Holes, burns, rips or tears ¢ Mildew e Stains,

marks or graffiti

Mark NO if the pillow is in poor condition

Total Points: 320 Rl

Bathroom Points Category/Area to Points Awarded
Address

Branded bath amenities meet standard: 10 Branded Feature 10

Guestroom amenities must minimally include:

¢ Shampoo - 30 ml e Conditioner - 30 ml e Shower gel -

37 ml e Lotion - 22 ml ¢ Soap

It is not acceptable to mix product lines in guestrooms

Mark NO if any of the above criteria is not met

Bathroom amenities meet standard: 10 Branded Feature 10

Wastebasket

Hairdryer
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Bath tissue
Tissue box cover
Facial tissue

Bath terry meets standards:
Bath terry must minimally be/include:
e White e (1) Bathmat
 Bath towels

(2) in room with (1) bed
(3) in room with (2) beds

e Hand towels

(2) in room with (1) bed
(3) in room with (2) beds

e Washcloths

(2) in room with (1) bed
(3) in room with (2) beds

Mark NO if any of the above criteria is not met

10

Branded Feature

10

Bathroom Cleanliness -
Doors/Walls/Baseboards/Ceiling/Floor/

10

Cleanliness

10

Bathroom Condition -
Doors/Walls/Baseboards/Ceiling/Floor

10

Condition

10

Bathroom Cleanliness - Sink/Counter/Shelves/Faucets/
Mirrors/Lighting/Light Fixtures

10

Cleanliness

10

Bathroom Condition - Sink/Counter/Shelves/Faucets/
Mirrors/Lighting/Light Fixtures

10

Condition

10

Bathroom Cleanliness - Vents/Exhaust Fans

Cleanliness

Bathroom Condition - Vents/Exhaust Fans

Condition

Bathroom Cleanliness — Toilet

20

Cleanliness

20

Bathroom Condition — Toilet

20

Condition

20

Bathroom Cleanliness - Fixtures (Towel Bars/Hair
Dryers/Amenity Tray/Waste Can/Tissue Holder/Toilet
Tissue Holder)

10

Cleanliness

10

Bathroom Condition - Fixtures (Towel Bars/Hair
Dryers/Amenity Tray/Waste Can/Tissue Holder/Toilet
Tissue Holder)

10

Condition

10

Bathroom Cleanliness - Linens/Terry

20

Cleanliness

20

Bathroom Condition - Linens/Terry

20

Condition

20

Bathroom Cleanliness - Shower Curtain/Shower
Doors/Shower Rod

10

Cleanliness

10

Bathroom Condition - Shower Curtain/Shower
Doors/Shower Rod

10

Cleanliness

10

\ PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES
W Trinity Saint David

14





Bathroom Cleanliness - Bathtub/Shower 10 Cleanliness 10

Enclosures/Plumbing Fixtures

Bathroom Condition - Bathtub/Shower 10 Condition 10

Enclosures/Plumbing Fixtures

Comments:

Total Points: 220 220

Lobby

Lobby Points Category/Area to Points Awarded
Address

Business services meet standards: 10 Branded Feature 10

o Computer access e Printing services

Front Office may provide services if not available in the

lobby

Lobby Cleanliness - 10 Cleanliness 10

Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

Lobby Condition - 10 Condition 10

Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

Lobby Cleanliness - Furniture/Equipment/Luggage Carts 10 Cleanliness 10

Lobby Condition - Furniture/Equipment/Luggage Carts 10 Condition 10

Comments:

Total Points: 50 50
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Public Restrooms

Public Restrooms Points Category/Area to Points Awarded
Address

Public restroom supplies meet standard: 10 Branded Feature 10

Public restrooms must minimally provide:

e Hand soap * Bathroom tissue e Facial tissue e Single

use paper hand towels & Trashcan

Public Restrooms Cleanliness — Floor/ 10 Cleanliness 10

Walls/Doors/Ceiling/Vents/Lighting/Partitions

Public Restrooms Condition — Floor/ 10 Condition 10

Walls/Doors/Ceiling/Vents/Lighting/Partitions

Public Restrooms Cleanliness - Toilets/Urinals 10 Cleanliness 10

Public Restrooms Condition - Toilets/Urinals 10 Condition 10

Public Restrooms Cleanliness - Sinks/Vanity/Mirrors 10 Cleanliness 10

Public Restrooms Condition - Sinks/Vanity/Mirrors 10 Condition 10

Public Restrooms Cleanliness - 5 Cleanliness 10

Furniture/Equipment/Decoration

Public Restrooms Condition - 5 Condition 10

Furniture/Equipment/Decoration

Comments:

Total Points: 80 80

Elevator

Elevator Points Category/Area to Points Awarded
Address

Elevators Cleanliness - General 10 Cleanliness 10

Elevators Condition - General 10 Condition 10
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Comments:

Total Points: 20

20

Corridors

Corridors

Points

Category/Area to
Address

Points Awarded

Guest hallway/stairwell signage is professional, well
maintained, and in good condition:

The property signage in the guest corridors and
stairwells must be:

¢ Professional ¢ Well maintained ¢ In good condition

Mark NO if any of the above criteria is not met

10

Branded Feature

10

Corridors/Stairways Cleanliness — Floor/
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

10

Cleanliness

10

Corridors/Stairways Condition — Floor/
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

10

Condition

Corridors/Stairways Cleanliness -
Furniture/Equipment/Decoration Items

10

Cleanliness

10

Corridors/Stairways Condition -
Furniture/Equipment/Decoration Items

10

Condition

Comments:

Total Points: 50

30
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Fitness Centre & Pool

Fitness Centre

Points

Category/Area to
Address

Points Awarded

Fitness Centre meets minimum hours of operation:

Fitness centre must be accessible 24 hours a day, 7
days a week (6am-11pm)

Mark NO if any of the above criteria is not met

10

Branded Feature

10

Fitness Centre amenities meet standard:

Fitness centre amenities must minimally include:

» Anti-bacterial wipes ¢ Clock « Newspapers/magazines e
Towels » Water: Fountain/cooler or bottled water
Whole seasonal fruit (complimentary during peak times)
« Soiled towel disposal » Wall-mounted telephone

Mark NO if any of the above criteria is not met

10

Branded Feature

NO

Fitness Centre/Exercise Room Cleanliness — Floor
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

10

Cleanliness

10

Fitness Centre/Exercise Room Condition — Floor
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

10

Condition

10

Fitness Centre/Exercise Room Cleanliness — Equipment
Furniture/Equipment/Decoration Items

10

Cleanliness

10

Fitness Centre/Exercise Room Condition — Equipment
Furniture/Decoration Items

10

Condition

10

Pool Area Cleanliness - Floor/Deck/
Walls/Fencing/Doors/Ceiling/Windows/Treatment

10

Cleanliness

10

Pool Area Condition - Floor/Deck/
Walls/Fencing/Doors/Ceiling/Windows/Treatment

10

Condition

10

Pool Area Cleanliness - Furniture/Equipment/Decoration
Items

10

Cleanliness

10

Pool Area Condition - Furniture/Equipment/Decoration
Items

10

Condition

10

Comments:
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Total Points:100

20

Meeting/Function Rooms

Meets Brand Standard Bandwidth

Pre-function Points Category/Area to Points Awarded
Address

Pre-Function Cleanliness — Floor 10 Cleanliness 10

Walls/Doors/Ceiling/Windows/Treatments

Pre-Function Condition — Floor 10 Condition 10

Walls/Doors/Ceiling/Windows/Treatments

Pre-Function Cleanliness - Furniture/Equipment/Décor 10 Cleanliness 10

Items

Pre-Function Condition - Furniture/Equipment/Décor 10 Condition 10

Items

Meeting Room Cleanliness — Floor 10 Cleanliness 10

Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

Meeting Room Condition — Floor 10 Condition 10

Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

Meeting Room Cleanliness - 10 Cleanliness 10

Furniture/Equipment/Decoration Items

Meeting Room Condition - 10 Condition 10

Furniture/Equipment/Decoration Items

Total Points: 80 80

Back of House

Brand Identity logo's use with marketing materials 10 Branded Feature 10

meets standard:

Internet bandwidth: 10 Branded Feature 10
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GuestVoice Alert Response Rate meets Standards:

Hotel must respond to guestVoice Alerts within 48 hours
by an approved method for GSS, TripAdvisor and
Marriott Verified Reviews (MVR)/SPG Ratings & Reviews

10

Branded Feature

10

Host has a Brilliant card:

Hosts must minimally:

¢ Carry a current Brilliant card

An electronic or digital copy is acceptable (e.g.
smartphone)

10

Branded Feature

Art of Hosting Stand-Up meeting meets standard:

» Hosts attend their department's daily Art of Hosting
Stand-Up

Mark NO if not observed or any of the following:

Topics discussed in Art of Hosting Stand-up may
include:

 Discussion of any Art of Hosting move or moves (i.e.
Create Personal Connection, Respond to Cues, Make it
Brilliant)

* Recognition of a host for Art of Hosting efforts e
Theme of the week

¢ Hotel-specific information: - VIP's in hotel; Hotel
Forecast; News to note; Team recognition; Birthdays,
Anniversaries, new team members

20

Branded Feature

20

Hotel must use brand key card with key packet.

10

Branded Feature

10

Red Coat Direct usage meets standards:

Red Coat Direct usage must minimally include:

o Offer the Red Coat Direct app via custom event link to
all meeting planners ¢ Introduce/demonstrate meeting
planners to use or try the app to meet

10

Branded Feature

10

Associate can explain Loyalty Member benefits:

Ask associate to name (2) benefits Silver Elite members
receive at the Brand Hotel:

* 10% bonus points e Priority late check-out ¢ Ultimate

Reservation guarantee « Member rates ¢ Dedicated Elite
reservation line e Dedicated Elite guest services line

Ask associate to name (2) benefits Gold Elite members
receive in addition to Silver Elite tier at the Brand Hotel
you are at:

¢ 25% bonus points ¢ 2pm late check-out (based on
availability)  Gold Elite welcome gift ¢« Room Upgrade
(based on availability) e Free enhanced Wi-Fi

20

Branded Feature

20
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Ask associate to name (2) benefits Platinum Elite
members receive in addition to Gold Elite tier at the
Brand Hotel you are at:

* 50% bonus points e Platinum Elite Welcome Gift
Choice, e.g. breakfast or amenity or points ¢ Access to
concierge/club/executive lounge

4pm late check-out

Guaranteed Room Type

Ask associate to name (2) benefits Titanium Elite
members receive in addition to Platinum Elite tier at the
Brand Hotel you are at:

* 75% bonus points e 48-hour Guarantee

Ambassador Elite Member Program:
Ambassador Service

Paper Straws, regardless of material, must only be 10 Branded Feature 10
provided upon request (by guest requesting or by

associate asking):

Total Points: 110 100
Food Safety

Refrigerator and freezer temperature logs are completed Pass/ Fail Food Safety Pass*
and on file for 90 days

Temperature Logs for cooking, holding and reheating Pass/Fail Food Safety Pass
food items are completed and on file for the past 90

days

Food Cooling Logs are completed and on file for the past Pass / Fail Food Safety Pass
90 days

Personal hygiene procedures are followed Pass /Fail Food Safety Fail

Personal hygiene must include:

* No eating, drinking, smoking, or tobacco use in areas
with exposed food, food contact surfaces, food contact
packaging

It is acceptable if closed beverage containers (e.g.,
sports bottles, cups with lids, cups with lids and straws)
are present if stored below or adjacent to workstations
so they cannot contaminate the food and food contact
surfaces

o All dedicated hand washing sinks are stocked
(disposable towel/air dryer, soap, trash can nearby),
functional (hot water) and accessible (not blocked, used
for food prep)
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o All associates washing hands following:

Touching face, hair; Using restrooms; Touching raw
food product; Changing gloves

¢ No bare hand contact with ready-to-eat-foods

* No associates working who display symptoms of
illness:

Diarrhoea; Vomiting; Fever; Sore throat with fever
Jaundice (yellowing of the eyes)

Mark NO if the above criteria is not met

Ice Machines are clean and in good condition
Mark NO if any of the following:

o Interior of ice machine dirty e Mould, mildew or fungus
on ice contact areas » Rust on the inside of ice machine
or ice contact areas » Access to inside of ice machine is
not available

Pass/Fail

Food Safety

Fail

Cold potentially hazardous foods maintained at 41F (5C)
or below in all cold holding devices

Pass/Fail

Food Safety

Pass

Facility is clean and in good condition:

As you walk through the facility evaluate the food
contact surfaces, equipment and non-food contact
surfaces:

Check baseboards, cabinets, ceilings, counters, doors,
drains, drain covers, floors (grout lines), equipment,
grease traps, hardware, mats, outlet covers, switch
plate covers, tables, vents, walls, and windows in all
food production, food service, food storage and food
transportation areas of the operation

There should be no evidence of pests including:

¢ Active cockroaches or rodents e (5) or more pests in a
small area (e.g. (6) fruit flies in drain) e Evidence of
pests breeding e Birds nesting inside building e Trailing
ants in food preparation area ¢ Dead pests

Mark NO if any of the following:
» More than (4) cleanliness or conditional issues are
observed or encountered ¢ Any evidence of pests

Pass/Fail

Food Safety

Fail

Dishwashing machines properly maintained and
operated

Mark NO if any of the following:

» High temp machine - heat tape is not activated or
required temperature is not achieved ¢ Low temp
machine - chemical sanitizer not in correct range * Low
temp machine - hotel does not have a method to test
the dish machine sanitizer (e.g. test strip)

Pass/Fail

Food Safety

Fail

\ PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES

\ Trinity Saint David

22





» Dish machine is not functioning or out of order

Cutting board policy meets standards

Mark NO if any of the following:

¢ White cutting boards not used for ready-to-eat
products e Preparing non ready-to-eat and ready-to-eat
food on the same cutting boards ¢ Using only one-color
cutting boards if both ready-to-eat and non-ready-to-eat
food items are prepared ¢ Using wooden boards for
applications other than those approved

Pass / Fail

Food Safety

Pass

Cross-contamination prevention procedures are
followed:

Mark NO if any of the following are observed or
encountered:

¢ Raw animal products stored above or commingled with
ready-to-eat products e Food items with higher cooking
temperature requirements stored over food items with
lower-cooking temperature requirements

¢ Physical hazards that would present an imminent
health hazard, such as push pins used directly above
food prep surfaces

» Chemicals stored above food or food contact surfaces
¢ Cross-contamination or potential for cross-
contamination exist with food or food contact surfaces
» Food stored or thawing in a dedicated hand washing
sink

Pass / Fail

Food Safety

Pass

Quarterly Global Food Safety Audit (GFSA) is completed
and documented:

Hotel must complete a Global Food Safety Audit (GFSA)
self-inspection each calendar quarter

¢ Quarters are as follows:

1st Quarter: January-March

2nd Quarter: April-June

3rd Quarter: July-September
4th Quarter: October-December

Pass / Fail

Food Safety

Pass

Comments:
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10 Areas Enter number Pass Fail
Pass / Fail: of Pass & Fail 7 4
Items >

Audit Report Results:

Final Points Awarded All Sections: Total Points 1570

1845 Total Points Available K

Food Safety - Pass Number of 7
Pass >

Food Safety — Fail Number of 4

-Action Plan Required Fail >

Final Comments:

General Summary of Property
Observations

Marketing Essentials
Sales and Marketing (e.g. online visibility -social media; website)

‘ PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES
\ Trinity Saint David






Hospitality and Guest Services
Guest Service Delivery
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Financial Management:
Observations for Revenue Opportunities (e.g. F&B Upsell or Controls for Waste),
attendance in Finance workshop and observations
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Personnel Resourcing & Development; Employee Engagement; Cultural Awareness
Entrepreneurship
Employee Engagement; Training & Creative Development

Management & Organisational Behaviour
Leadership
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Sustainability Objectives & initiatives
Green Hotel

Property Maintenance
Facilities Management (e.g. General cleanliness & condition of property,; Preventative
Maintenance)

Signed:
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