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[bookmark: _Toc48684125]PID
[bookmark: _Toc47451072][bookmark: _Toc48684126]Heathrow Windsor Marriott Hotel  
The Heathrow Windsor Marriott Hotel was born in 1973 as Holiday Inn and became a Marriott property in 1992. The property features a large parking space that covers the surrounding providing revenue. The Hotel has 382 rooms and benefits of an extensive Leisure Club that includes Gym, Pool, Sauna and Steam Room; services are available to both Hotel Guests and External Memberships. 20 meeting rooms are available for both corporate’s meetings and public or private events including Weddings. The “Market Kitchen” is open for Breakfast, Lunch and Dinner, and it offers 24h room service and Brew Bar operates from 6:00 am till 2:00 am. The proximity of the property to Heathrow Airport and Legoland attracts a variety of customers. Typical customers for the Heathrow/Windsor Marriott hotel include: Corporate Travellers, Airline Crews, Families and stop over travellers. Many services are usually included on the stay, but that may vary depending on the rate. Marriott Bonvoy Members benefits from services such as High-Speed Wi-Fi (15 £) and apple tv included on the stay. Higher membership levels, may receive a free room upgrade, access to the Executive Lounge and late check-out (until 4:00 pm). 
[bookmark: _Toc47451073][bookmark: _Toc48684127]Project Definition
[bookmark: _Toc47451074][bookmark: _Toc48684128]Purpose 
Marriott currently manages more than 7000 properties across the globe in 130 countries and includes 30 brands. Providing standard experiences across the portfolio and the Brands can be ensured only with audits. The company conducts Audits on an annual basis. 
Due to the Covid-19 pandemic and implication arisen including temporary closures of most Hotels within the portfolio with reduction in staffing levels, we acknowledge that the company has temporarily suspended Audits. However, following reopening and under these challenging circumstances, it’s even more important that audits are appropriately performed as some areas do look quite outdated. In few months, Internal audits may restart and every Hotel has to reach certain standards to ensure accuracy, compliance with the new regulations and Customer Safety. 
[bookmark: _Toc47451075][bookmark: _Toc48684129]Purpose objectives 
We will inspect your departments in order to ensure that the Hotel is compliant and will pass the BSA. We will inspect the cleanliness and conditions of operational departments (Front Office, Food and Beverage, Kitchen, Leisure Club, Maintenance and Housekeeping) including compliance with the new protocol and risk assessments developed as a result of Covid-19, the accuracy of processes and information in non-operational departments (Finance, HR and Sales) inclusive of appropriate performance. Considered that the property is outdated, we will pay particular attention to the Cleanliness and measures to implement if not compliant as we do understand that the current economy and restrictions are not promising to invest in a refurbishment. 
[bookmark: _Toc47451076][bookmark: _Toc48684130]Project Scope 
Phoenix HC Ltd aims to deliver results based on the company’s internal measures, thus utilising an external critical and comprehensive vision, that providing insights on market segmentation and future developments that might be considered following accurate management strategies. We intend to measure and compare your scores, operation quality and results, in due course, with your direct and leading competitors. Current trends will be evaluated and considered as appropriate. Currently the property is ranked 6th out of 22 hotels in Slough according to TripAdvisor. This is a shame considered the company prestige and that the only direct competitor in Slough is ranked 7th (Hilton). If you’ll follow our action plan, in 6 months you’ll be ranked 1st. 
[bookmark: _Toc47451077][bookmark: _Toc48684131]Deliverables 
A Team of consultants will undertake the Audit over a period of 12 weeks. We have planned to start in incognito in the first 2 weeks and gain appropriate understanding of the customer experience. The team will then undertake a 10 week “work placement” in each and every department in order to appropriately evaluate the accuracy of procedures and create a connection with your employees to provide also, feedback from the team. For departments underperforming, we will provide appropriate support, resources, trainings and action plans. Appropriate feedback will be provided even if action is not required.  
[bookmark: _Toc47451078][bookmark: _Toc48684132]Departments Audited 
Departments fully inspected will be the same that are part of your BSA: Leisure Club, Kitchen, Food and Beverage, Front Office, Housekeeping, Maintenance, Finance, Sales and Marketing, HR and Management. As we understand protocols and confidentiality of information, we want to add to the team one internal person. For each department, anyone of us will provide a report that will be shared in a “drop box”, so you can constantly be informed. Thus, a Final report will be Comprehensive of any area, provided within a week of completion. 
[bookmark: _Toc47451079][bookmark: _Toc48684133]Points Scheme 
The score will be provided through a point scoring system based on Conditions, Brand Features and Service. Health and Safety compliance will be scored with a Pass or a Fail. Areas of failure for Brand features or services will be addressed immediately and appropriate adjustments provided in a timely manner. However, should a Condition fail to comply with the standards, appropriate action plan will be provided. If we identify a “reasonably solvable issue” that merely reflects the service, this will be solved in due course. 
[bookmark: _Toc47451080][bookmark: _Toc48684134]Constraints
· Brexit, may affect both travel and recruiting issues might be faced
· Social Media, used to attract new customers and promote the influence of some people to increase the volume of sales (social media influencers and marketers)
· Technology will be considered as integral part of the process, mobile check ins are innovative, Thus, not fully refined and apps may provide the option to go in the room without making any stops in the lobby (implemented with a small internal project team);
· Heathrow Expansion, the third runaway will bring more flights and many hotels will be demolished within Colnbrook and Poyle 
·   Redevelopment of Slough “Town Centre” may increase business as the new area may attract more visitors being also close to Eton and Windsor 
· Sustainability Focus: serve 360, implemented in most aspects, thus not performing at its most (action plan to involve more employees)
[bookmark: _Toc47451081][bookmark: _Toc48684135]Assumptions 
· Brexit, may bring recruitment issues. This applies to both skilled and non-skilled workforce and recruitment may need to be revised in order to face the shortage of workforce within the industry. From EU countries reduction in travel might be experienced (promotions to be developed)
· Heathrow Expansion (third runaway) will bring more business as a result of hotels that will be taken down and more flights coming in, thus, realistically the process may not commence for about 4 or 5 years as this is the estimated recovery from Covid-19 
· The historical influence of Windsor and proximity to legoland may be used for Marketing purposes (should we acknowledge that sales and marketing team is not performing as its most, we will provide support and training in accordance with the most recent and effective strategies)
· Covid-19, appropriate analysis of new protocols and risk assessments; if not compliant, action plan to be developed 

[bookmark: _Toc47451082][bookmark: _Toc48684136]Phoenix Hospitality Consultancy Ltd 
Phoenix Hospitality Consultancy has 25 years of experience in the field and provides services to the leading hospitality companies operating within the country including other Marriott Brands and Competitors. The initial evaluation that we have included in this initiation document provides knowledge of area and insights on factors that may affect the future of Operations. Whilst conducting the Audit, areas not performing will be addressed and feedback provided. The Audit itself provides a reflective and spotless report that will highlight any areas that require attention either through Conditions or Services. 
Our services have a cost of £ 9750.00 + VAT exclusive of a 10% discount available until 31st August 2020. We require a deposit deposit of the 15%, and the remaining sum will be payed 30 days after completion of the Audit. 
[bookmark: _Toc47451083][bookmark: _Toc48684137]Audit Team & Project Plan
The team that will conduct the audit in your property will be made of 3 people, plus an internal verifier. We request an internal verifies to provide internal feedback, transparency and to ensure accuracy and extra peace of mind, as we do understand how stressful may be an “inspection” for 12 weeks. 
[bookmark: _Toc47451084][bookmark: _Toc48684138]Project Manager 
I am Domenico Conte, the Project Leader that will ensure that our work progress smoothly. I will also provide an accurate report, and coordinate my team through planning and organisation comprehensive of daily briefings and minutes in order to have a clear view through the process. I have 15 years of hospitality operational background inclusive Managerial Roles that provides important knowledge in every aspect of operations, nonetheless, managerial procedures and Market insights.  We have solved internal issues for many companies and many other Marriott properties that are now performing better than ever. 
[bookmark: _Toc47451085][bookmark: _Toc48684139]Project Team 
John Smith – Senior Auditor – In 15 years with Phoenix, John has started as intern and make important career progress within the company. He is now an extremely precise Senior Auditor, attentive to details and provides a spotless feedback. 
Lauren Trace – Auditor/Risk Control Agent - Lauren has 10 years of experience as Auditor, and she worked with us for the last 5. She has been a great addition to the team that started as Junior Auditor. She had previous experience in Hospitality and she provides the highest standards and accuracy of information. 
[bookmark: _Toc47451086][bookmark: _Toc48684140]Project Control 
Periodical Reports will be provided upon completion of the rotation (every 3rd week Friday), and communicated weekly in the drop-box and via email. We trust you would like to have a weekly meeting to share the progress made every Friday at 15:00 pm to discuss progression and plans for the following week. 
[bookmark: _Toc47451087][bookmark: _Toc48684141]Quality Control 
Project manager and Risk Control Agent will accurately review progress alongside the Team. In addition, we will cover every shift within operational departments Monday to Friday and over the weekend if relevant. The Team will rotate to cover appropriate shifts and retrieve an inclusive understanding. 
[bookmark: _Toc47451088][bookmark: _Toc48684142]Start/End Dates
· 7th September 2020
· 27th November 2020
[bookmark: _Ref48683879][bookmark: _Toc48684143]BSA/Consultancy Report 
London Heathrow Windsor Marriott Hotel Score
84.55%
[bookmark: _Ref48683353][bookmark: _Ref48683367][bookmark: _Toc48684144]Front Office / Lobby Arrival 
Score Achieved 45 out of 45 – 100%
First impression was great. Hosts were well presented and very knowledgeable about the surroundings, appropriate acknowledgement for the Concierge who has held the door for about 20 guests coming in while helping sorting luggage within the available space. Mobile check ins handled by the concierge providing a quick service and everybody went to their rooms within 10 minutes. 
[bookmark: _Ref48683428][bookmark: _Toc48684145]Arrival Experience – Exterior
Score Achieved 15 out of 15 – 100%
Flag and Mats meets the standards alongside outside areas exposed to guests. However, some outside areas not visible to guests were slightly disappointing and must be kept in better conditions. 
[bookmark: _Ref48683456][bookmark: _Toc48684146]Front Office /Guest Check-in 
Score achieved 125 out of 135 – 92.59%
Although upon arrival everything was perfect, I did notice in the following days that sometimes customers waited too long for a simple question that could’ve been answered straight away (general directions) while waiting completion of another task. Booklets and Brochures for transportation available in Concierge, therefore, this could’ve been avoided.
Whilst some associates provided the key in the wallet facing up and indicating the room number without saying it out loud, some others, provided the key in the wallet with the room number not exposed, however, they said the room number to the guest (not considered best practice as data should be handled more discretely). Both are partially correct, thus, only one methodology should be used to maintain the standards, ensure accuracy and safety. 
Improvements/Solutions 
Wallet with key handed to guest facing the numbers down, reminding them that the room number is written on the wallet without pronouncing it. Manager to train associates to the best practice, provide cybersecurity/handling information training every quarter to ensure that they are always complying with the procedures.
[bookmark: _Ref48683482][bookmark: _Toc48684147]Brew Bar
Score Achieved 135 out of 205 – 65.85% 
Guest was not promptly greeted within the one minute (branded feature) although when acknowledged presence, the welcome was very warm. Personal connections were not made and there was no reference to personal experiences to emphasise the “Art of Hosting” (Marriott Service Culture). Beverages were not always delivered timely and refill as per Marriott Branded Rule not proposed (when drinks were 1/3 full). Dishes left too long at the pass unattended, food arrived cold. Some areas of the Bar not clean as per standards, some trays were broken. 
Hosts have good knowledge for allergies and allergens, however, having to deal with some allergies not prompt alternative was proposed.
Improvements/Solutions 
Service: further training to be provided to both Managers (to handle busy days) and servers to follow the correct practice/guidelines proposed by Marriott. More accurate cleaning routine to be established by the Manager and controlled by the most senior person on duty
Condition: Broken Trays need replacement / Peeling side skirt walls to be painted by the maintenance team  
[bookmark: _Ref48683505][bookmark: _Toc48684148]Room Service
Score Achieved 125 out of 150 – 83.32% 
Phone greetings when taking orders were up to standards, thus guest name not used by server when entering the room. Orders tailored so that loyal customers did not have to through the menu every time (Agent asked: would you like the usual Mr. XYZ).  Upon delivery, the procedure for entrance was followed, thus the host did not use the guest name (provided on the receipt). Host was unable to provide local travel options, explained that this information could be found in Concierge desk. One customer complained about a Raw chicken, which was replaced within 35 minutes. However overall, the customer waited 65 minutes, and had to leave (food given take away and meal refunded). Host did not Create personal connection and did not respond to cues when the guest pointed that he had to leave, host could have proposed a quicker suitable meal alternative. 
Improvements/Solutions 
Team to attend Art of Hosting Training more often (quarterly)
Daily review of the service culture in departmental meetings
Food Safety temperature check to be done for every food item
[bookmark: _Ref48683546][bookmark: _Toc48684149]Restaurant 
Score Achieved 165 out of 265 – 62.26% 
Once again, attempt to acknowledge while waiting was not made by servers but only made at time of Check-in in the restaurant. Managers very warm and welcoming, thus, this example is not followed by servers. Servers uniforms not pressed as appropriate (no action taken on occasion). Server spilled coffee on uniform, as replacement was not available, he was sent home. Waiting time for coffee was sometimes too long (15 minutes for a coffee). Restaurant and Buffets were clean and tidy to start with, however not consistently clean for guest coming after. Buffet scratched and some cabinet’s doors not aligned (possible hazard). Carboards and trays not always clean as appropriate. 
Improvements/Solutions 
Service: 
· train the team to reach the service standards and provide appropriate experience 
· Provide iron availability for associate use should a shirt look not pressed and have spare uniforms to use as appropriate (Managers to ensure that reflects the standards)
· Add one extra server on duty to ensure that the restaurant and buffet is kept clean throughout the service or assign it as additional duty on rotation (Manager to control)
Branded Feature: 
· Provide further training for Brand Standards and Art of Hosting quarterly 
Condition: 
· Buffet (wooden) to be repainted by maintenance following night service in order to be ready for the following morning 
· Doors to be aligned or substitute if needed 
[bookmark: _Ref48683581][bookmark: _Toc48684150]General Bedroom 
Score Achieved 290 out of 320 – 90.62% 
Although rooms appearance is outdated, rooms are overall kept clean. The carpet looks worn out and the desk chair was plenty of hairs and dust. Amenities up to standards, iron was completely dry, closet and mirrors perfectly clean. A/C systems do not work as appropriate and several experienced issues with it. Curtains were clean, window base-boards dust free and windows clean on the inside. However, on the outside windows were dirty, and it is very much visible when looking outside. Noticed that supervisors when checking the room used only one cloth to pass every surface if needed (therefore, not compliant with H&S practices). Everyday there was a different area to deep clean
Improvements/Solutions 
Cleanliness:
· Room Attendants to receive further training 
· Supervisor to be trained on best practices and hidden places control more accurately
Condition
· Carpet is worn out. It can be cleaned on property by the maintenance team with a carpet cleaning machine or this can be commissioned to a contractor (it might be slightly costly to do this for public areas and 382 rooms, however, it will look much better, nonetheless eliminates some dust)
· Windows need to be clean from the exterior as well as the interior, this can be managed on property by the maintenance team (this may save some money) and for the highest floors (3rd, 4th and 5th), an external company must be conducting the job
[bookmark: _Ref48683620][bookmark: _Toc48684151]Bathroom
Score Achieved 220 out of 220 – 100% 
The bathroom was found in perfect conditions, bathtub and sink were perfectly dry (like no one else had stayed there before), toilet clean, amenities in the correct positioning and amounts. Extra towel requested through the App, received within 10 minutes (very efficient). 
[bookmark: _Ref48683641][bookmark: _Toc48684152]Lobby
Score Achieved 50 out of 50 – 100% 
The lobby area is kept clean. Walls are in good condition and vents are kept in good working order and clean. However, as guests use also lateral doors in the main entrance (the mat covers only the central door) on rainy days it is appropriate to put wet floor signs. 
Improvements/Solutions 
Provide small Marriott Mats for the 2 side doors to avoid/control the problem as good practice 
[bookmark: _Ref48683661][bookmark: _Toc48684153]Public Restrooms
Score Achieved 80 out of 80 – 100% 
Bathrooms kept clean and well maintained (preventive maintenance appropriately assessed and done as required). However, under the current circumstances (Covid-19 Pandemic) sanitizing stations and one-way systems have been implemented in addition to the minimal requirements. 
Improvements/Solutions 
Although available in F&B or Front Office, it would be nice to find kits for stains removal in the bathroom.
[bookmark: _Ref48683685][bookmark: _Toc48684154]Elevator
Score Achieved 80 out of 80 – 100% 
Elevators are kept clean and in good conditions. Mirrors inside in perfect conditions. Slightly disappointing the service elevator not in the same conditions. 
Improvements/Solutions 
Although not for customers to use, service elevators must be kept cleaner. Housekeeping could provide on rota somebody to clean them once a week instead of daily as for the guests lift. This will make it look nicer. 
[bookmark: _Ref48683700][bookmark: _Toc48684155]Corridors 
Score Achieved 30 out of 50 – 60% 
Corridors and Stair were kept clean, thus, condition not so good. Carpet worn off and some walls were peeling off. Some decoration items were clean but not in good condition (i.e. decorative cabinets or Paintings).
Improvements/Solutions 
Once again, carpet to be cleaned as appropriate (either in house, with a contractor or alternatively a qualified person can be hired on Project/Fixed term contract).
Maintenance could repaint decorative cabinets and frames as appropriate to make them look better, thus the colour used must be in line with the décor of the property/company standards
[bookmark: _Ref48683722][bookmark: _Toc48684156]Fitness Centre & Pool 
Score Achieved 80 out of 100 – 80% 
The leisure club is very well equipped. However, there are some areas of concern. Whilst the Pool area is very clean, the gym not. Windows look dirty on the exterior and some areas/corners were quite dusty. In addition, some minimal branded amenities required are not provided (antibacterial wipes, fruit during peak times). 
Improvements/Solutions 
Cleanliness 
· Design a Job role to appropriately clean the Gym daily 
· Windows to cleaned as appropriate on the outside (same principle applies, either maintenance or contractor to appropriately clean them)
Branded Feature 
· Minimum requirement from Marriott include antibacterial wipes (not available), and Fruit during peak times, available only in the Executive Lounge, however, external membership do not have access to it, therefore, this has to be provided. 
[bookmark: _Ref48683758][bookmark: _Toc48684157]Meeting/Function Rooms
Score Achieved 80 out of 80 – 100% 
Meeting rooms found in perfect conditions. All the requirement met in regard to equipment, furniture and decoration items. Lights and lighting settings/requirement working as appropriate, projector and flipcharts available based on the meeting requirements. Function rooms kept in good conditions before and throughout events. Team is well organised for big weddings as well and rooms are often use two or three days in a row for big event (providing an important challenge to the team to ensure that everything is in good condition). 
Improvements/Solutions 
Updating the property, sales may increase including weddings, birthday and private parties. 
[bookmark: _Ref48683794][bookmark: _Toc48684158]Back of House
Score Achieved 110 out of 110 – 100% 
The back of house area scored really well. Every host/associate replied to random questions for elite member benefits, GuestVoice response rate, Art of Hosting VIPs, daily occupancy, Forecasts and any other question asked. Impressed.
[bookmark: _Ref48683832][bookmark: _Toc48684159]Food Safety 
Score Achieved – 4 Fail / 7Pass
Personal Hygiene procedures not followed as appropriate. Glasses used to drink water, left on top of water machine (hazard). Noticed some associates did not wash their hands after touching raw food or used their bare hands (without gloves) to plate ready to eat food. Some cabinets were dirty on blind spots and some tables were not sanitized prior and following use. Although, the Global Food Safety Audit was passed, it looks like that since passed, the team felt more relaxed and did not follow procedures as appropriate. Drains smelly and dirty and vents dusty must be addressed immediately and corrected as appropriate, thus, no flies or pests were found and pest control procedures are in place. The internal sealing of the Ice Machine was found mouldy, this may contaminate ice. Chemical sanitizer for the dishwashing machine was not operating in the correct range. This could have caused major damage to the dishwasher and result quite expensive to repair. During breakfast, dishwashing area was quite smelly and dirty, it must be kept clean at any time. All items of failure will be addressed with an action plan to solve the issue as per requirement within 30 days in order to carry out another audit following corrections. 
Action Plan 
· Personal Hygiene Mandatory Training delivered both on property (HR and Executive Chef) and online to review best practices and further attendance required quarterly
· Chemical pump to be changed by Maintenance (most senior person on duty to check it twice a day, appropriate weekly form to be completed and kept on paper, scanned for virtual shared archives/future reference)
· Drains to be deeply cleaned daily and become part of the standard checklist
· Ice Machine sealing to be changed, cleaned at least once a week and condition checked periodically (Ice Machine checklist will be provided)
· Personal (nominative) water bottles to be used by every associate and kept in workstation 
Following implementation of action plan within 30 days and communication of completion, a new audit will be undertaken within three months from the date of confirmation. 
[bookmark: _Ref48683920][bookmark: _Toc48684160]Sales and Marketing
The Sales and Marketing department do work very hard to get more local business in. TripAdvisor ranking is 4/5, thus there are some recurring comments based on associates. Offers were launched for summertime leisure club packages (providing several new customers) and dining options alongside corporate offers for meetings and events. Great provision of Local events in partnerships with caterers such as Weddings, Birthday Parties and Meetings for local small companies. Thus, the social media positioning is not excellent. Corporately, the Marketing team does a fantastic Job and creates interesting offers and bundles that attract travellers everywhere and provide benefits for them. The launch of Marriott Bonvoy was an outstanding success and providing these services keeps the customers loyal. The work that was done at the beginning of 2019 that included market positioning and implementation through Social Media by using YouTube and Instagram influencers has made the program a global success. However, this may be implemented on property to attract more local business (post on social media page shared by associates may reach many more potential customers). 
There is however room for improvement and under normal circumstances the local team may wish to create a strategy that focuses on Happy Hours and Theme Menus (e.g. Pizza night) to be implemented (using the current resources), with appropriate Social Media positioning may create even more opportunities. Nonetheless focus more on the wedding scene by getting more catering companies on board and therefore provide usage of the location. Thus, renovation might be necessary to attract more customers as a weeding venue.
Furthermore, the current restrictions do not allow to held meetings of more than 30 people, therefore, current resources may be used to provide catering pickup services. 
Not only that, appropriate Social Media training must be provided to the team in order to ensure a deep understanding and make the best use out of it, being the leading way of current marketing strategies. External Coaches might be considered to provide insights of algorithms, keywords and SEO’s. Deep understanding and optimization will ensure to be the first result to come up on a google search as well as on social media. Currently Heathrow Windsor Marriott is one of the first results only if the research includes the words Marriott or Langley, thus, SEO’s may provide more visibility to people searching for any activity within the area. 
[bookmark: _Ref48683940][bookmark: _Toc48684161]Guest Service Delivery 
As Mentioned, Guest Service a lacking area in this property. Not to mention the urge need of a refurbishment. Whilst Managers do provide excellent service standards, servers most of the time do not give it justice. Many negative comments on TripAdvisor state that they have received poor service, not aligned with Marriott standards or that benefits for Bonvoy member were not recognised as appropriate, not to mention surfaces covered in dust (thus dust issue seems to have been taken into account and action been taken). 
[bookmark: _Ref48683965][bookmark: _Toc48684162]Financial Management
Financial results are subject to monthly analysis in every department and in communal analysis at appropriate meetings. The discussion includes the provision and discussion of P&L and monthly/quarterly/ annual forecasts depending on the period. The graduate programme provides great advantages to the company:
· Financial revenue from the university (UWTSD)
· Opportunity to train future Managers with a Hands-on Approach that might result in Talent Acquisition 
· Hiring employees already trained to company standards will save money and provide advantage over competition 
Therefore, this provides great opportunities for both the company and graduates. 
Recycling and waste reduction procedures are in place and followed as appropriate. Front Office team upsells daily, average occupancy levels are quite high 85/90% and experienced many nights overbooked, managed and balanced as appropriate with cancellations and announced no shows. This strategy although risky, provides realistic occupancy levels of 95 to 100%. Events and wedding scene provide important margins of revenue, as operated with a very small operational team that uses agency staff when required for big events. Thus, it is clear that more business can be attracted being one of a handful of properties that can held such big events. 
[bookmark: _Ref48683988][bookmark: _Toc48684163]Employee Engagement, Training & Creative Development 
Bill Marriott stated: Take Care of your Associate and they will Take Care of our guests. While undertaking the audit this became a very clear concept. The employee turnover rate is very low, possibly the lowest in the industry being at only 18%. Marriott is committed to attract a diverse workforce and this provides variety of cultures, equality rights and very important provides service customisation by own guest nationals if applicable. Employees do feel empowered and are fierce to work for the company. This results in high levels of employee engagements (82%). The Human Resources department provides great workshops for entrepreneurship, personnel awareness, wellbeing and mental health awareness in collaboration with London Heathrow Marriott (GM and DHR are the same for both properties). They also promote cross trainings. Partnerships with local schools for career fairs are organised throughout the year. The property also focuses on the community with many charity activities (donations to local food banks or bodies, river cleaning days etc). Personal and professional is well considered and employees do have huge opportunities within the company. 
The only bad note is the scarce involvement to activities from operational departments due to operational activities. Further practices may include strategies to provide rotation of associates within operational departments providing more opportunities for them to join.  
[bookmark: _Ref48684013][bookmark: _Toc48684164]Leadership 
Leadership is a clear area in which property does focus. The organisational structure is clear and well defined and it is easy to understand who reports to whom. Communication within Managers and Executive property members (Directors, GM, etc) is clear, however on the lower ties there are some communication issues. Therefore, teambuilding activities may reduce the issue and create a deeper understanding within the department. Operation Managers, F&B Managers and Executive Chef in collaboration with HR may need to provide further training to servers in regards to best practices, Art of Hosting, Service commitment and Health and Safety/Food Safety. 
[bookmark: _Ref48684038][bookmark: _Toc48684165]Green Hotel 
Sustainability is a key focus for the company and this property is no exception. Green activities are in constant review, River Cleanings and food banks are hosted regularly. Recycling procedures are in place and food wastage is minimal. Reusable cups and water bottles used in every department except Kitchen, Food and Beverage and Bar (to be implemented). Corporate programmes, such as Make a green choice (500 Bonvoy points a day to avoid housekeeping services) and serve 360 are in place. In response to the pandemic the company has launched the “Commitment to Clean” promoting the cleanliness and safeness of Marriott Hotels as a response to the pandemic. Therefore, one-way systems, sanitizing station, use of Personal Protective Equipment and new risk assessments have been issued. Nonetheless, the Hotel is compliant with both Company and Government standards. 
[bookmark: _Ref48684091][bookmark: _Toc48684166]Property Maintenance 
There are several TripAdvisor reviews that mention that the property is dusty and overall outdated. The property is outdated, and needs a refurbishment that was programmed for 2020, thus, with the issues raised as a result of the pandemic this may not happen this year. That is the rationale behind the provision of a plan to failed Condition Items. We have provided a number of solutions that can be implemented with a relatively small cost. The preventive maintenance done at the property contributes to keep the property in good conditions considered that the last refurbishment was done about 15 years ago. However, there are some items that require immediate attention. The A/C system experiences issues often, resulting in serious complaints and disappointments. Appropriate measures need to be taken considered the frequency to which the issues come into place. This may be addressed conducting more preventive maintenance until the cost of the system can be sustained.
Moreover, I have noticed that the transcend response for engineering is not immediate, and waiting times are long to accept the task. When the task is accepted the job is completed timely. This may be solved with more training for shift and on call engineers. Furthermore, engineers are specialised in one area (i.e. Electricity, A/Cs etc), this slows the response time and problem solving when the person required is not on duty. However, team building initiatives including lateral training may improve efficiency. 
[bookmark: _Toc48684167]Final Comments
Although there is not substantial problem to pass the Audit, we are confident that our plan will project your score from 84.55% to 90/93% leaving only margin to conditions, potentially providing you leverage for a refurbishment. Some areas (not customer visible), periodical deep cleaning will be appropriate. Public areas are on constant supervision and appropriate cleaning schedules are provided on a daily basis (every day they tackle a different area with more accuracy/deep cleanings procedures). Front Office Team works really hard to provide a fantastic first impression and is very knowledgeable in regard to Marriott Bonvoy providing assistance in any possible occasion and following the rules and benefits provided based on the memberships.
Restaurant/Bar/Kitchen have not done so well. On several occasions waiting times were too long, and customers not happy. Furthermore, whilst managers do follow the protocol and best practices provided by the company such as complying with Art of Hosting, servers did not comply as appropriate. It overall felt like servers were not very confident in creating personal connections, a must do for Marriott’s standards. It is important to mention that this refers to service issues and most likely can be solved with appropriate training. Kitchen also failed in 4 areas which will be addressed with an appropriate Action plan. The action plan will solve the issues and provide further checks in order to ensure that the property will pass the audit and comply with the standards. Therefore, a further inspection will be done to ensure that everything will be compliant. 
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BSA 2020 Heathrow Windsor Marriott Hotel.docx 

Brand Standard Audit

	Date:
14th July 2020

	Consultancy Company Name: Phoenix Consultancy Ltd


	Lobby Arrival  
Heathrow Windsor Marriott 




	7Front 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 maintained throughout the interaction

	5
	Service
	5

	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 demonstrated  

	10
	Branded Feature
	10

	Comments:


Host well presented, polite and knowledgeable of the surroundings. About 20 guests where checking in when I arrived, with 4 Hosts present, mobile check ins handled in complete autonomy by the Concierge and everybody went to their room within 10 mins. Perfect. 




	Total Points: 45

	45 

	Arrival Experience – Exterior
	Points
	Area to Address

	Points Awarded

	Arrival Experience - General Exterior 
	5
	Condition

	5

	Flag meets standard
-Wear and Tear
-Marriott Logo

	5
	Branded Feature
	5

	Walk-off mat meets standard
All guest-facing walk-off mats must minimally be: 
• In current brand voice with current logo 
• Charcoal-grey or black in colour
	5





	Branded Feature
	5

	Comments:


Although the Arrival was brilliant, some back areas (not exposed) must be kept in better overall conditions. 



	Total Points: 15

	15

	Front Office /Guest Check-in
	Points
	Area to Address
	Points Awarded

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

	5
	Service
	0

	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
Name tag must minimally contain first name, if worn

	10
	Branded Feature 
	10

	Room number provided discreetly, non-verbally  

	5
	Service
	0

	The employee welcomed the mobile check-in guest with the appropriate language

It is NOT acceptable to ask the question "Are you checking in?"

	10
	Service
	10

	The employee reviewed the method of payment  

	5
	Service
	5

	The employee handed the guest his/her key card packet and provided directions to the elevator or guestroom  

	5
	Service
	5

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


	5
	Service
	5

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

	5
	Service
	5

	The check-in procedure met standard for time and was error free
(waiting time; key accuracy)

	5
	Service
	5

	The employee was knowledgeable about property offerings and the local area, as applicable  
• Hotel offerings • Local area 
Mark NO if the employee is not knowledgeable about the above

	5
	Service
	5

	Guest name used during the experience

	10
	Branded Feature
	10

	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 

	5
	Service
	5

	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.g. if the guest is in a hurry, act with a sense of purpose) • Offering extra towels to guests (e.g. traveling with families) • 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

	5
	Service
	5

	Further assistance offered to the guest

	5
	Service
	5

	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" • "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:

· Hosts busy, customer waited too long to get directions 
· Room number provided in different methods depending on associate 




	Total Points: 135


	

125

	Bar 



	Brew Bar
	Points
	Area to Address
	Points Awarded

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

	5
	Service
	0

	Warm welcome/greeting provided

	10
	Branded Feature
	10

	Good posture, smile, eye contact, and attentive listening maintained throughout the interaction

	5
	Service
	5

	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 minute of their arrival

	10
	Branded Feature
	0

	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 and refills were offered when drinks were 1/3 full

	10
	Branded Feature
	0

	The employee checked back with the guest, ensuring satisfaction  

	5
	Service
	5

	The Host Created a Personal Connection:

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

	5
	Service
	5

	The Host Responds to Cues:

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

	5
	Service
	5

	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 demonstrated

	10
	Branded Feature
	10

	Food and beverage contents and plate presentation meet standard

Plate presentation; food quality and temperature

Mark NO if any of the above criteria is not met
	5
	Service
	0*

	The music was appropriate for the time of day:

The music must be appropriate for the time of day:
 
mark NO if any of the above criteria is not met 

	10
	Branded Feature








	10

	Lounge Cleanliness – Floor  

	20
	Cleanliness
	20

	Lounge Condition – Floor  

	20
	Condition
	20

	Lounge Cleanliness – Wall/Doors/Ceiling/Windows/Treatments/Furniture  

	20
	Cleanliness
	0

	Lounge Condition – Wall/Doors/ Ceiling/Windows/Treatments/Furniture

	20
	Condition
	0

	Comments:
· Guest name not used in a number of occasions, addressed with Sir although, name was known
· No reference to personal experiences to create connection 
· Some customer put their hand up 3-4 times over 5 to 10 minutes before being noticed 
· Dishes waited too long at the pass, food was cold, dirty plate below edge
· Some areas of the Bar (walls, trays, trolleys, menus) looked dirty, some furniture damaged and not appropriate consideration for cleanliness standards was in place
· Every Host was very knowledgeable for food and spirits allergies and allergens (thus, alternative not always prompt or proposed) 


	Total Points: 205


	135 

	[bookmark: _Hlk48641000]Room Service



	Room Service
	Points
	Category/Area to Address
	Points Awarded

	Telephone – Warm welcome/greeting provided  

	10
	Branded Feature
	10

	Telephone – Guest name used during the experience, when known

	10
	Branded Feature
	0

	Telephone – The guest name, room number and number of guests being served is verified

	5
	Service
	5

	Telephone – The room service order was properly taken

	5
	Service
	5

	Telephone – The Host was knowledgeable about menu offerings

	5
	Service
	5

	Telephone – Warm and sincere closing offered and appreciation demonstrated  

	10
	Branded Feature
	10

	Delivery – Room Service order was accurate and delivered within 45 minutes:

The employee must deliver: 
• The correct order • The order within (45) minutes • Condiments • Service ware 

Mark NO if any of the above criteria is not met

	10
	Branded Feature
	10

	Delivery – The server asked permission before entering the room

	5
	Service
	5

	Delivery – Warm welcome/greeting provided

	10
	Branded Feature
	10

	Delivery – Good posture, smile, eye contact, and attentive listening maintained throughout the interaction

	5
	Service
	5

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

	Delivery – Name tag meets standard:
 
Mark NO if any of the above criteria is not met

	10
	Branded Feature
	10

	Delivery – The check was presented in a check cover and accompanied by a branded pen
  

	10
	Branded Feature
	10

	Delivery – The Host Created a Personal Connection:

The Host must Create Personal Connection (e.g. inquiring about the nature of visit, inquiring about 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


	5
	Service
	0

	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 • Offering personal reflections, recommendations related to request for local area or hotel information • Modelling behaviour after the guest (e.g. if the guest is in a hurry, match their sense of urgency) • Mentioning hotel/area details unique to the guest
 
Mark NO if the Host did not Respond to Cues during interaction

	5
	Service
	0

	Delivery – Guest name used during the experience, when known

	10
	Branded Feature
	10

	Delivery – Further assistance offered to the guest  

	5
	Service
	5

	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

	5
	Service
	0

	Room Service menus are available:

	5
	Service
	5

	Comments:

· Guest name not used upon arrival although, full name was provided as part of the receipt with the room number and order details
· Host did not ask details of the travel and requested only to sign the receipt
· Guest asked travel options for the local area, Host replied that the concierge would provide accurate info for the area as he did not live locally
· Chicken was raw, customer called agent to get it replaced, the second meal arrived 35 minutes later (although the price was waved off, customer could have lunch as in rush and had it take away)


	Total Points: 150

	125

	[bookmark: _Hlk48641039]Restaurant 



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

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

	Host - Warm welcome/greeting provided

	10
	Branded Feature
	0

	Good posture, smile, eye contact, and attentive listening maintained throughout the interaction
  
	5
	Service
	0

	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 seating procedures:

The Host must: 
• Escort the guest to the table at a comfortable pace • Confirm that the table is to the guest's satisfaction • Explain the menu and buffet options (as available) 

Mark NO if any of the above criteria is not met 

	10
	Branded Feature
	10

	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 good condition:
Table Setting is standard 
Clean and in Good Condition 

Mark NO if any of the above criteria is not met

	10
	Branded Feature
	0

	Server - Warm welcome/greeting provided

	10
	Branded Feature
	0* not from waiter, yes from manager 

	Server - The Host greeted the guest with coffee service 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

	10
	Branded Feature
	10 

	Server - Good posture, smile, eye contact, and attentive listening maintained throughout the interaction  

	5
	Service
	5

	Server - Well-groomed and professional, wearing a uniform
	10
	Branded Feature 
	0

	Server - Name tag meets standard


	10
	Branded Feature
	10

	Server - The Host offered to take beverage order and to Brand Standard

	10
	Branded Feature 
	10

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

	5
	Service
	5

	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 Brand Standard 
	10
	Branded Feature
	0

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

	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

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 
	5
	Service
	5

	Server - 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: 

• 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 • Offering assistance with services and information unrelated to food and beverage • Offering appropriate condiments without prompting • Suggesting technology solutions related to guest activity (e.g. charging, printing) 

Mark NO if the Host did not Respond to Cues during interaction
	5
	Service
	5

	Server - Guest name used during the experience, when known  

	5
	Service
	5

	Server - Further assistance offered to the guest  

	5
	Service
	5

	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 • 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

	5
	Cleanliness
	0

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

	5
	Condition
	0

	Comments:

· While standing in a queue, attention was only provided at the time of check-in in the restaurant 


· Warm welcome only provided by Managers, not from associates 
· Server’s uniform not always pressed. No spare available following spilled coffee 
· In several occasions, had to repeat my breakfast order to 2 or 3 waiters 
· Further assistance provided only by Managers 
· Appropriate table set up provided only for the first guest to come for breakfast, further guest experienced a simpler set up (only paper napkin and cutlery)
· Server not professional consistently
· Waited 15 mins for a black americano
· The restaurant was not kept clean consistently during service times. 
· Buffet well presented to start, but not consistent
· Buffet area cabinets and cardboards slightly scratched, doors not aligned/not closing properly 




	Total Points: 265


	165 

	[bookmark: _Hlk48641069]General Bedroom 



	General Bedroom
	Points
	Category/Area to Address
	Points Awarded

	Laundry/Dry Cleaning Service available at least 5 days  
	10
	Branded Feature

	10

	Guestroom linen and terry reuse collateral is implemented and in use

Mark NO if linen and terry reuse program is not implemented and in use

	10
	Branded Feature
	10

	Guestroom recycling meets brand standard
	10
	Branded Feature
	10

	Bedroom 
	Points
	Category/Area to Address
	Points Awarded

	Coffee equipment meets standard  

(1) Electric kettle • (2) Mugs, matching in colour • (2) Disposable cups with lids • (2) Napkins • (2) Coasters • (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

	10
	Branded Feature
	10

	Coffee products meet standard

• (2) Soluble regular coffee • (2) Decaffeinated coffee • (4) Tea envelopes / Variety of tea selected by hotel • (2) Sugar sticks • (2) Sweetener sticks • (2) Milk or creamer sticks

	10
	Branded Feature
	10

	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
	
Branded Feature

	10

	Television meets standard:
32 inches; remote control

	10
	Branded Feature
	10

	Alarm clock/clock radio meet standards

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

	10
	Branded Feature
	10

	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
• Twin/Super Twin: (2) Natural fill standard size 
• Pillowcases • 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
	0

	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

	Bedroom Cleanliness - Desk/Desk Chair/Trashcan(s) Lamps/Lighting

	10
	Cleanliness
	0

	Bedroom Condition - Desk/Desk Chair/Trashcan(s) Lamps/Lighting

	10
	Condition
	10

	Bedroom Cleanliness - Windows/Window Treatments HVAC/Ventilation

	10
	Cleanliness
	10

	Bedroom Condition - Windows/Window Treatments HVAC/Ventilation

	10
	Condition
	0

	Bedroom Cleanliness - Headboard/Bed Frame/Mattress/Box spring Bedding/Linens/Coverlets/Free of Wrinkles  

	10
	Cleanliness
	10

	Bedroom Condition - Headboard/Bed Frame/Mattress/Box spring Bedding/Linens/Coverlets/Free of Wrinkles  
	10
	Condition
	10

	Room/Suite is free of pests

	10
	Condition
	10

	Bedroom Cleanliness – Pillows

	10
	Cleanliness
	10

	Bedroom Condition - Pillows

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 • Stains, marks or graffiti 

Mark NO if the pillow is in poor condition

	20
	Condition
	20

	Total Points: 320
· Bedroom’s conditions are not up to date, however, rooms are kept clean 
· Carpet looks outdated 
· Desk area clean, desk chair plenty of dust and hairs 
· Windows Dirty on the exterior 
· A/C Not working as appropriate/ several issues experienced with it (however, the system was kept clean)
 
	290

	Bathroom
	Points
	Category/Area to Address
	Points Awarded 

	Branded bath amenities meet standard:

Guestroom amenities must minimally include: 
• Shampoo - 30 ml • Conditioner - 30 ml • Shower gel - 37 ml • 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

	10
	Branded Feature
	10

	Bathroom amenities meet standard:

Wastebasket 
Hairdryer
Bath tissue 
Tissue box cover 
Facial tissue

	10
	Branded Feature
	10

	Bath terry meets standards:
Bath terry must minimally be/include: 
• White • (1) Bathmat 
• Bath towels 
(2) in room with (1) bed 
(3) in room with (2) beds 
• Hand towels  
(2) in room with (1) bed 
(3) in room with (2) beds 
• 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

	5
	Cleanliness
	5

	Bathroom Condition - Vents/Exhaust Fans 
 
	5
	Condition
	5

	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

	Bathroom Cleanliness - Bathtub/Shower Enclosures/Plumbing Fixtures

	10
	Cleanliness
	10

	Bathroom Condition - Bathtub/Shower Enclosures/Plumbing Fixtures  

	10
	Condition
	10

	Comments:


· Bathroom kept in excellent conditions
· Extra towels requested through the app, delivered within 10 minutes





	Total Points: 220

	220

	[bookmark: _Hlk48641093]Lobby


	Lobby
	Points
	Category/Area to Address
	Points Awarded

	Business services meet standards:
• Computer access • Printing services 
Front Office may provide services if not available in the lobby

	10
	Branded Feature
	10

	Lobby Cleanliness - Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

	10
	Cleanliness
	10

	Lobby Condition - Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments

	10
	Condition
	10

	Lobby Cleanliness - Furniture/Equipment/Luggage Carts

	10
	Cleanliness
	10

	Lobby Condition - Furniture/Equipment/Luggage Carts

	10
	Condition
	10

	Comments:

· Although the lobby area is quite outdated and old, associates kept it clean appropriately (dust free etc)
· However, on a rainy day I noticed the absence of wet floor sign while associate dried the wet floor (Make the associate aware and solved it immediately)



	Total Points: 50



	50

	[bookmark: _Hlk48641101]Public Restrooms



	Public Restrooms
	Points
	Category/Area to Address
	Points Awarded

	Public restroom supplies meet standard:

Public restrooms must minimally provide: 

• Hand soap • Bathroom tissue • Facial tissue • Single use paper hand towels & Trashcan 

 
	10
	Branded Feature
	10

	Public Restrooms Cleanliness – Floor/ Walls/Doors/Ceiling/Vents/Lighting/Partitions

	10
	Cleanliness
	10

	Public Restrooms Condition – Floor/ Walls/Doors/Ceiling/Vents/Lighting/Partitions

	10
	Condition
	10

	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 - Furniture/Equipment/Decoration

	5
	Cleanliness
	10

	Public Restrooms Condition - Furniture/Equipment/Decoration

	5
	Condition
	10

	Comments:
· Kept clean and well maintained (preventive maintenance done timely)


	Total Points: 80

	80

	[bookmark: _Hlk48641109]Elevator 


	Elevator
	Points
	Category/Area to Address
	Points Awarded 

	Elevators Cleanliness - General
	10
	Cleanliness

	10

	Elevators Condition - General
	10
	Condition

	10

	Comments:



· Customers Elevators perfectly clean and in perfect conditions 
· Service elevators need some attention (cleaned more often)





	Total Points: 20


	20

	[bookmark: _Hlk48641121]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
	0

	Corridors/Stairways Cleanliness - Furniture/Equipment/Decoration Items

	10
	Cleanliness
	10

	Corridors/Stairways Condition - Furniture/Equipment/Decoration Items  

	10
	Condition
	0

	Comments:
· Corridors and Stairways kept clean, thus in some areas seen walls peeling off

· Decoration Items kept clean thus the overall condition look outdated may need some maintenance (painting the frames may solve the issue)



	Total Points: 50



	30

	[bookmark: _Hlk48641132]Fitness Centre & Pool 


	Fitness Centre & Pool
	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 • 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
	0

	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:


· No antibacterial wipes were provided
· Seasonal fruit not available 




	Total Points:100


	80

	[bookmark: _Hlk48641140]Meeting/Function Rooms


	Meeting/Function Rooms
	Points
	Category/Area to Address
	Points Awarded 

	Pre-Function Cleanliness – Floor
Walls/Doors/Ceiling/Windows/Treatments

	10
	Cleanliness
	10

	Pre-Function Condition – Floor
Walls/Doors/Ceiling/Windows/Treatments

	10
	Condition
	10

	Pre-Function Cleanliness - Furniture/Equipment/Décor Items

	10
	Cleanliness
	10

	Pre-Function Condition - Furniture/Equipment/Décor Items

	10
	Condition
	10

	Meeting Room Cleanliness – Floor
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments
  
	10
	Cleanliness
	10

	Meeting Room Condition – Floor
Walls/Doors/Ceiling/Vents/Lighting/Windows/Treatments
  
	10
	Condition
	10

	Meeting Room Cleanliness - Furniture/Equipment/Decoration Items  

	10
	Cleanliness
	10

	Meeting Room Condition - Furniture/Equipment/Decoration Items
	10
	Condition
	10

	Total Points: 80



	80

	[bookmark: _Hlk48641149]Back of House 
Back of House

	Brand Identity logo's use with marketing materials meets standard:


	10
	Branded Feature
	10

	Internet bandwidth:
Meets Brand Standard Bandwidth 


	10
	Branded Feature
	10

	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
	10

	
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 • 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: 
• 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 • Priority late check-out • Ultimate Reservation guarantee • Member rates • Dedicated Elite reservation line • 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) • Free enhanced Wi-Fi

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 • 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 • 48-hour Guarantee

Ambassador Elite Member Program:
Ambassador Service  
	20
	Branded Feature 
	20

	Paper Straws, regardless of material, must only be provided upon request (by guest requesting or by associate asking):  


	10
	Branded Feature
	10

	Comments:
· Every associate was able to reply to random questions in regard to benefits for elite members, daily occupancy, VIP of the day, guest voice interaction 



	Total Points: 110


	110

	[bookmark: _Hlk48641162]Food Safety 
Food Safety

	Refrigerator and freezer temperature logs are completed and on file for 90 days

	Pass/ Fail
	Food Safety
	Pass*

	Temperature Logs for cooking, holding and reheating food items are completed and on file for the past 90 days

	Pass/Fail
	Food Safety
	Pass

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

	Personal hygiene procedures are followed

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 

• 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) 

• 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

	Pass /Fail
	Food Safety
	Fail

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

• Interior of ice machine dirty • 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 • (5) or more pests in a small area (e.g. (6) fruit flies in drain) • Evidence of pests breeding • Birds nesting inside building • 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) 

• Dish machine is not functioning or out of order


	Pass/Fail
	Food Safety
	Fail

	Cutting board policy meets standards  

Mark NO if any of the following: 
• White cutting boards not used for ready-to-eat products • 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 • 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:

· Many glasses on the water machine (a possible hazard), issued can be solves by using personal plastic water bottle
· Ready to eat food touched with bare hands on some occasions 
· Interior of ice machine sealings mouldy, surface dirty
· Cabinet’s corner dirty
· Drain smelly/dirty 
· Vents dusty
· No pests nor flies seen 
· Dishwashing machine not operating as appropriate (chemical sanitizer not in correct range)


	10 Areas
Pass / Fail:


	Enter number of Pass & Fail Items 
	Pass
7
	Fail 
4

	Audit Report Results: 
BSA/Consultancy Report
	
	
	

	Final Points Awarded All Sections: 
1845 Total Points Available 
	Total Points 
	1560

	Food Safety - Pass  

	Number of Pass 
	7

	Food Safety – Fail 
-Action Plan Required 
	Number of Fail 
	4

	Final Comments:

Overall, the property scored 84.55%. However, there are some areas that require attention. Food Safety requires immediate action to comply with the standards. Some brand requirements are not met and this is an issue as the purpose of Brand Standards Audits is to ensure that the company operate with the same standards globally. Some condition, depending on the budget, will be impossible to fix, however, it might be a point to request a refurbishment if cleanliness and brand features are met. Therefore we suggest to implement our plan so that your score may easily reach 90/93%. 


	General Summary of Property
Observations

	Marketing Essentials
[bookmark: _Hlk48641184]Sales and Marketing Sales and Marketing
New sales strategies, upselling measures and social medial position should become the central focus of trainings. Although, the company provides trainings in MGS and MyLearning for every associate, the property may need consider external Trainers or Coaches that may provide different perspectives and strategies. 



	Hospitality and Guest Services
[bookmark: _Hlk48641191]Guest Service Delivery Guest Service Delivery

· Service lacks within F&B and Bar 
· Further training is required 



	[bookmark: _Hlk48641198]Financial Management: Financial Management
Observations for Revenue Opportunities and attendance in Finance workshop 

· Profit & Loss analysed monthly for every department
· Graduate programme increases revenue 
· Great reliance on car park revenue/ project to expand the parking space available 
· Events provide good revenue 
· Waste minimised and accurately controlled
· Recycling procedures followed  
· Front Office upsells going great, occupancy levels average 85/90%, many nights sold out or overbooked (balanced with cancellations/no shows)




	[bookmark: _Hlk48641210]Employee Engagement; Training & Creative Development 
Employee Engagement, Training & Creative Development
· Employee engagement 82%
· Employee turnover 18%
· Cultural development trainings provided or delivered 
· Associates 48 different nationalities 
· Entrepreneurship, Personnel awareness and wellbeing workshops delivered 
· Charity activities organised and delivered (i.e. food banks, cleaning days etc)
· Cross Trainings available 
· Partnerships with local schools for career fairs and work placements 
· 10 days challenge, focus cardio trainings / mental health 



· Scarce involvement from operational departments



	Management & Organisational Behaviour 
[bookmark: _Hlk48641220]Leadership 
Leadership
· Effective management communication 
· Further trainings for servers to be provided by managers as “best practice”
· F&B and Kitchen require further training 
· Improve food safety
· Team Buildings activities 


	Sustainability Objectives & initiatives
[bookmark: _Hlk48641227]Green Hotel 
Green Hotel
· Green activities in constant review 
· Food Banks and River Cleaning done in collaboration with London Heathrow Marriott (GM/DHR cover two properties)
· Implantation of solar panels/Water harvesting measures to be considered 
· Recycling procedures in place (reusable cups and water bottles used by associates, to be implemented in kitchen/F&B)
· Serve 360/Make a green Choice in place (Corporate Program)


	[bookmark: _Hlk48641234]Property Maintenance      Property Maintenance
Facilities Management 

The property is overall kept clean, although many TripAdvisor reviews do mention that the property is outdated and other that it is dusty. 
The condition is outdated; thus, some areas might be addressed by engineering department (Painting the frames of paintings throughout the property and rooms might be a great temporary solution). 
Every check is conducted in a weekly basis (Fire alarm, pumps, sprinklers etc).
A/C system not working as appropriate (maintenance should consider to carry out appropriate preventive maintenance and address areas that require attention)
Transcendent training for shift and on call engineers (experienced lack or late response)
Engineers are specialised in one area (I.e. Electricity, A/C etc), team building initiatives including later training may improve effectiveness 


	Signed: 

Domenico Conte

Domenico Conte 
Project Manager 

Date: 3rd December 2020
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