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            Sun Consultancy Limited is a highly reputable consulting company with knowledge and experience in the hotel industry for over 20 years. We have helped many resorts, clubs, hotels, spas to improve their services and attract significant number of guests. Hospitality consulting Sun Consultancy Ltd employs professionally trained specialists in hospitality industry. We are the world leader in consultancy for accommodation, leisure, and tourism, as well as one of the leading hospitality consulting companies, with its 20 offices in 10 countries.

          Sun Consulting Limited is here as a consultant to examine the areas for the London Heathrow Marriott Brand Standard Audit to allow it to complete its audit successfully when it is carried out. Marriott is the world ’s leading hotel company with 30 brands and 7 thousand assets in 131 countries around the world. Started by Mr Willard and A. Marriott, and since 1927 guided by relative’s leadership, continue to implement their values in the success of the organisation and in everything else they are doing today. 
London Heathrow Marriott is equipped with:
•	stylish bedding, 
•	noise isolating windows
•	improved amenities provide additional capacity and access to M Club Lounge
•	Carluccio, the Italian restaurant 
•	very well-equipped health club or enjoy a relaxing swim in indoor swimming pool. 
London Heathrow Marriott is located near the Heathrow Airport what makes this establishment extremely busy throughout the year as guests happily welcomes the hotel during their journeys.

Marriott Heathrow markets guests with duration and spare time between flights, guests who desire to reduce the time and expenses spent on travel inside the area, tourists looking for a safe and pleasant stay close to the airport. It also markets visitors who are in trouble with cancelled and delayed flights and would like fair hotel deals at airport. One of strategy for the Marriott is to focus on making savings. Push towards sustainability, reflecting its contribution to sustainability, their aim it to become Heathrow 's greenest establishment.
         A brand audit is an analysis of the overall position of a brand as opposed to its rivals and an evaluation of hotel's performance. It allows to recognize the brand 's potential with limitations or problems, and opportunity for change and innovations. Sun Consultancy Ltd will identify the problems within Heathrow Airport Marriott, fix the problem and get them ready to pass their audit.
The audit is performed annually.













What are purpose objectives?
Individual sections will have an impact on assessment and the points will be given.
•	Tidiness,
•	operational processes,
•	facility, 
•	financial performance, 
•	contribution of the staff members to deliver exceptional service, 
•	management of the facilities

What is the project scope?
The main scope of The Heathrow Airport is that London Hotel wants to pass an annual Brand Standard Audit. London Heathrow Marriott hotel is in Bath Road Heathrow Airport, Hayes UB3 5AN England. 
•	total event space of the establishment is 895 square meters. 
•	hotel has five floors and 395 rooms, 
•	hotel offers key amenities like modern newly renovated hotel rooms, 
•	Carluccio’s Restaurant,
•	swimming pool, gym, and fitness center, 
•	exclusive M Club Lounge,
•	off-site parking space, ballrooms,
•	restrooms, hotel lounge,
•	disable guests’ access, 
•	excellent location, which is only few minutes away from Heathrow Terminal 1 and 3.
              
Attractions available for its guests nearby:
•	Legoland, 
•	Thorpe Park,
•	Kew gardens 
•	Richmond Park, 
•	Golf course. 

Green Key accredited hotel recognized in 2019 for the “World’s most reputable companies for corporate responsibility”.
There is Sheraton Skyline Hotel within a walking distance from Marriott Hotel. Marriott’s average room price without breakfast is 95£ per night and Sheraton’s price per night is the same. The additional continental breakfast can be bought for extra 17.50£ in Sheraton Skyline and 14£ in Marriott. Price wise Marriott hotel is very comparable to Sheraton Skyline; however, Marriott stays competitive as it was newly renovated in 2018, its interior design is very impressive compared to the hotel next door.


What are the deliverables of the project?
          
After 10 weeks of observation the comprehensive report addressing all stated goals will be provided to the London Heathrow Marriott Hotel General Manager. Consultants will serve as mystery guests behaving like normal visitors over the 10 weeks period, assessing the areas and making appropriate comments. We will evaluate all the hotel outlets, and we will also complete special checks and recoveries of service. We will work different shifts patterns to get the most authentic and reliable experience. Sun Consultancy Ltd (4 members in total) will propose the outline plan which will inform which areas we have effectively succeeded through and the areas we have fallen. We will also include the recommendations, solutions and suggestions for the areas we have found that needs improvement. Training plan especially tailored to hotel’s needs will be provided for all employees as well as management team. 
          The audit will consist of a thorough examination of hotel departments and team will be awarding them with scores. Those departments are: Food and Beverage Service, food production (Kitchen), Front desk, Housekeeping, Fitness Club, Sales & Marketing, Accounts, Human Resources Department and Maintenance.

What benefits will Marriott gain?

Since completing the audit and following our suggestions, Marriott will gain many great benefits, some of them are:
• Improved company financial value
• Recognizing company advantages and disadvantages that can outline the key product or service adjustments and improvements, improved employee’s satisfaction level, staying competitive on the market. 
• Improved ranking on tourism websites

What are the constrains?

Some of the political that could influence our deliverables are
•	long battle for expansion of Heathrow airport
•	Covid-19
•	new government regulation
•	Brexit

Assumptions: 
•	Long battle over airport extension can lead to fewer flights and decreased number of                
             visitors
•	Covid-19- next lockdown government might take over
              the Heathrow hotels to accommodate quarantined travelers            
             when they enter the country, huge business loss
•	Government regulations- if hotel would like to bring a specific
              solution it might not comply with current policies 
•	Brexit- due to the lack of working force the audits points might decrease
              (employee engagement)

Confidence in the audit team
Our customers choose our services while we have developed a reputation for guidance that sometimes truly matters between success and failing. From more than 20 years on the market we have a track record of feasibility. Sun Consultancy Ltd. is a preferred choice for hotel companies and organizations looking to grow in the field. Sun Consultancy Limited is recognized for technical knowledge mixed by a global reputation in audit and advisory of the best quality. During any given moment, we experience and catch precisely what your hotel desires. We deliver strategies tailored specifically to your objectives, from conducting research projects to establishing a brand image, handling growth and development potential to implementing the right management team.
We are honored to give you a July discount price of 20,000£ on all our services. Price do not include our stay in the hotel during the audit and catering.
Project timeframe: 10 weeks
As a Project manager I will be monitoring the audit and its results.

Feasibility examples: 
•	Hotel Stock, UK
•	Hotel Marina,UK 
•	Bluesky Resort, Germany
•	Fek Hotel and Spa, Switzerland
•	Slava Gora Hotel, Slovakia
•	Ustijanka Resort, Finland

The team
Sun Consultancy is led by an outstanding team that offers a vast variety of knowledge, skills, and expertise when combined. Our team of professionals has financial, strategic, and operational experience within the hospitality sector. The are 4 members in the team:
-	Myself- Sandra Senenko-Sekara. Successful and inspiring Project Director with 10 years hospitality experience. I have worked in four best 5* London Hotels as well as top London Michelin star restaurants. Big passion for delivering superior and geniune experience, huge passion for food & beverage with great eye for details. Responsible for achieving the goals and ensuring that undertaken audit has a satisfactory completion. 
-	John Won- Quality Control Manager with proven experience in management with financial risks, quality and risk control.
-	Arnold Mac- Consultant. He worked 10 years as a senior consultant, where he has helped the Compass Group in a variety of important projects 
-	Bob Rob- Operation Manager who speaks on the use of innovation for training and growth in hospitality at conferences around the world
Each week we will meet in a group to discuss our views. We will consult and exchange experiences we had during our stay at the hotel. We will work on preparing a tailored solution for you.
We will start auditing Saturday 1st of August, the audit is 10 weeks long, so the planned date of completion of the audit will be Saturday 10th of October.
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FRONT OFFICE/ LOBBY ARRIVAL 45/45

Upon arrival the staff at the reception desk were very smiling, presenting a good body posture. The general appearance of the staff was very neat, uniforms were carefully ironed and there were Marriott logo badges on the left-hand side of the jackets. Lobby has been free of odour. The host was very chatty trying to make a personal engagement and he has responded to clues offering help to transport bag up to the room. Staff expressed affection and respect. 

ARRIVAL EXPERIENCE/ EXTERIOR 15/15

The Marriott Hotel is very well presented, newly renovated and in a great condition.
Flag matches the quality, good and not teared. The logo for Marriott appears in the middle. The hotel gives the impression of a very well-kept, modern decor attracts attention. Walk off matts met expectations, there were coloured black, with logo in the middle.
On the arrival date, it was raining outside. Depending on the weather and quantity of tourist traffic the floor cleaning schedule can differ and should adjust. It is advisable depending on the weather and quantity of tourist traffic the floor cleaning schedule can differ. For instance, rainy seasons may accumulate more dirt, debris and humidity that must be more frequently cleaned.

GUEST CHECK IN  130/135

Staff at the front desk has been very encouraging upon arrival. There was a long queue at that moment, and it was slightly crowded at the front desk while senior clerk apologized for the waiting time and acknowledged waiting travellers. Staff used a sophisticated and appropriate language when communicating. Check-in procedure time was 7 minutes. The room card was presented, the floor level was indicated and the further explanations about hotel services given. Employee handed a key card, nonetheless the room number has not been communicated in a non-verbal way. It is advised to organize a staff training to make the employees aware and implement this standard. 
During the check-in time employee created a personal connection, asking about travel origin and travel experience.  Employee has been very knowledgeable about the hotel, its services and local area. He has presented facts about the property and has explained hotel’s facilities opening timing. Leisure activities advices were also given. Guest name has been used twice, although employer did not pronounce it in a correct way, he apologized saying “Forgive me my accent, if I did not pronounce your surname in the right way”. Associate has explained that Marriott has five tiers- silver, gold, platinum, titanium, and ambassador. Associate has clarified the necessary number of nights to adjust the status and get additional benefits and incentives. Additional help has been offered and warm farewell received. 







LOBBY BAR  160/205

Upon arrival to the bar warm welcome has been received. Associate was very friendly and promptly offered table in a courteous way, he has introduced himself and handed a drink menu.  Associate was dressed in a clean, tidy and ironed uniform with brand logo on the right-hand side. Within 10 minutes the order has been taken. When selecting gin & tonic, the associate has asked for gin preferences (Gordon, Sipsmiths, Hendricks, Tanqueray, London gin). Associate has offered snack selection (nuts, olives, cheese crackers). Drink has been served within 6 minutes with the right accompanying garnish (cucumber slice), stirrer and the straw. Drink has been served on a coaster/mat. The jazz music was appropriate for the evening service and the volume was right. 
It is advisable that employee checks back on the guest, unfortunately that has not been done. It has been noticed that during 20 pm-22 pm significant number of guests has arrived to the bar at the same time. 
  Additional help was required. The solution to that could be that employees calls duty manager to receive support at the bar during the busiest hours. DM to nominate “helping buddy” from another F&B department. Cross training should be provided for associates. It also has been noticed that the floor cleanliness must be improved as there were visible spoilage stains/marks on the floor and the fingerprints on the windows. It is recommended that before service associate checks the bar cleanliness and complete cleanup tasks. Initials and dates to be signed on the “Daily cleaning checklist”.

ROOM SERVICE 150/150 

When calling room service department to order dinner associate picked up the phone after two rings. Employee welcomed politely and in a good manner introduced himself asking “What can we prepare for you this evening Mr….?” Associate presented good menu knowledge explaining “specials of the day” and making recommendations. Associate has also asked for any dietary requirement and dislikes. When ordering beef burger, employee has asked for the cooking temperature and offered drinks, although did not offer any side dishes (chips, salad, onion ring). Different condiments have not been offered as well (ketchup, mayonnaise, malt vinegar). Employer did communicate that extra time must be allowed for the well-done burger. He has also mentioned that waiting time might take up to 45 minutes. Pleasant and respectful closing given, and recognition shown. Upon delivery, which took 25 minutes server has knocked the door and asked politely to enter the room.  Burger arrived has been nicely presented on the plate, good temperature, salads were fresh, crispy, and summery. Enthusiastic greeting was provided by neatly dressed employee and the check was presented in a bill folder with pen. Overall good room service experience, associate engaged in a conversation. The associate has been very friendly, asking for travel purpose and travel origin. Employee has responded to cues, asking if he could take unclean towels to the laundry department.
It would be advisable that staff always offers extra side dishes, learn upselling techniques, and offer extra condiments. It would be also advisable that associate repeats the order upon completion a call. 




RESTAURANT (Breakfast) PASS 190/265

Breakfast served in a MClub Lounge from 6am to 10.30am. Upon arrival at breakfast in the morning a warm welcome was received.  Associate has politely informed that breakfast is in a buffet form. The employee has appeared to be a little bit robotic as it has been noticed that he was the only server during busy breakfast time, however a good body posture and smile was maintained. Employees dressed in a very casual uniform, jeans, and trainers. Tables were cleaned up constantly allowing for coming guests to accommodate themselves. Nonetheless, it has been seen that associate in a rush wiped the food onto the floor and the wiped tables were left wet. The surface has not been finished off with a dry cloth. It is advisable to provide extra training as such practices could lead to slips and falls and it could attract rodens. The buffet was clean, food warmers and hot trays were in a good condition with a flap closed to keep the food warm. Each food warmers had separate serving tongs with side plate underneath. Paper napkins has been provided. Selection of fresh juices was available, freshwater jugs, yoghurt selection, side lemon and lime.  Steel cut organic oatmeal Cereals with selection of raisins, cinnamon, and brown sugar. Muesli, cold and warm milk were nicely presented alone with honey and preservatives. Fresh pastries, bread, croissants.  Stations had good selection of charcuteries and fresh fruits. Made to order omelet was available upon request. Kids menu was available.  Upon completing meal, correct bill has been presented and warm farewell received. 


GENERAL BEDROOM 310/320 

Recycle bins have been provided. Right bins were labelled with the correct label (representing what to recycle, newspaper, glass)

BEDROOM 

Th bedroom allocated during the stay, has been in good condition, newly renovated.
The equipment has met standards. Doors, mirrors, windows were free of dust and fingerprints/marks. Room was free of pests, with good lighting. There was a safe on the left side of the entrance, alone with iron. There were six shirt hangers and four skirt hangers. In the same place, one bathrobe was available, unfortunately there were no slippers. Upon informing reception about missing item, associate has apologized, and slipper were delivered promptly.  
Unfortunately, it has been noticed that one of the pillows have had wrinkles and a tiny hole on it. It is advisable that staff double check the linen quality before they dress the duvets. If any linen should be rejected it must be kept separately. It is also advisable to carry linen with extra care. It is also recognizable that used and old material becomes more prone to tearing. Solution to that could be new technology of material forming which reconstructs the main fabrics of a woven fabric. significant savings due to reduced replacement costs and lower operational expenses. That could lead to savings overtime, as it will lower costs of linen replacement and reduced operating costs. 



BATHROOM FAILED 110/220

Unfortunately, the cleanliness of the bathroom was unacceptable, therefore correct steps must be taken to improve sanitary facilities. Dust has been found on the mirror, doors and fixtures. Bathtub had green colour marks, fingerprints on the mirror. Hairs have been found in the sink area and there were watermarks on the bin. Educate staff to concentrate on sanitizing main objects like toilets, showerheads, door handles and walls, but also advise them to pay more attention to places that are ignored, such as light bulbs and cabinets. Cleaning to begin with mirrors and walls, and finish with floors.
Action plan to improve cleanliness of the failed department: 
-	Day 1 management to organize meeting/ Power Point presentation about technical knowledge and importance/risk of good hygiene/how to maintain high levels of cleanliness 
-	Day 2 management to organize training session with employees, showing step by step how to clean the bathroom with the right products, using the right technique to minimize timing
-	Day 3 management to do assessment with employees, asking questions, making observations, checking personally if improvement has been implemented
-	During the next weeks it is advisable that management does quality controls checks 
After learning and improvement, employees will realize how important their job is. and with the learning, training and skills gained during the practice, they will be much more comfortable in their job, in order to provide quality services. 

LOBBY     50/50

Lobby department has been awarded with maximum available points. It remained clean, good condition of lighting, ceiling, and equipment. 


PUBLIC RESTROOM  80/80

Restroom in a good condition and cleanliness level.  Hand towels and hand soaps provided. Clean and dust free mirrors, doors, toilets, and urinals. Floor has been clean and polished. Furniture were clean and in a good condition, decorations appropriate. 


ELEVATOR FAILED 10/20

Elevator in good working condition. Cleanliness must be improved. Right at the entrance to the elevator on the ground floor staff tended to leave dirty takeaway cps, for their use. In front of the elevator associates have left unwashed room service crockery and plates. Scraps of paper has been found inside the elevator too. 
Action plan to improve failed elevator cleanliness:
Day 1- Management to place recycling bins next to the elevator so associates could bin their cups 
Day 2- Management to retrain room service staff- collecting the plates on the wheeled trolley going down the floors can be a solution. 
Day 3- Management to create daily elevator cleaning list/ after completion- individuals to sign with initials and the correct date
During the next weeks management to check on the elevator area.

CORRIDORS 40/50

Few cleanliness issues have been found in the corridors. It would be advisable to deep cleans carpets and wipe the edges of pictures as they tend to collect lots of dust. Fittings should be clean with a duster. Edges and corners of the rugs should be treated with the steam vacuum nozzle. 
Sprinkler systems and air supply ventilators must also be dusted and tested for correct functioning.

FITNESS CENTRE & POOL 90/100

Upon arrival to the fitness centre warm welcome has been received. Associates were very welcoming, engaging in personal conversation. Fresh towels have been offered and instructions given. The way to the changing room has been described and assisted. Exercise room was in good condition. Amenities met standards and could be seen that were available (bottle water, protein shakes, protein cookies). Unfortunately, staff has not offered them to make upsell and increase hotel profits.  Fitness room has been equipped with proper amenities like clock, magazines, and telephone.
It is highly advisable to retrain staff to increase sales and create better experience. 
It is also recommended that AC should be set at the higher level, as there was very little air flow at the swimming pool area. Gym equipment has been found in a good condition; therefore, it is recommended to wipe the dust off more often. Unfortunately, mats and weights dumbbells have left marks on the fingers. It is advisable to create “cleaning schedule”. Associates must disinfect the mats, barbells, kettlebell workouts, drills, exercise bags and other cardio appliances multiple times a week. 

MEETING/FUNCTION ROOM  50/80

The function room cleanliness must be amended. Cleanliness improvement plan must be implemented. It has been noticed that there were plenty of dust on the top of the furniture. The walls condition has not been up to the standard. It is recommended that walls will be repainted. Fingerprints were visible on the screens and on the other equipment. The solution to that could be that conference room has a disposable tissue boxes, that could make the cleaning and wiping easier to complete for associates. If the devices is switched off or in sleep mode depends on the procedure, there should be a protocol on how technological equipment such as conference room monitors, monitors, projectors and speakers are kept when the room is not used. It is advisable that each object must have a place in the conference room, that include additional pens and notebooks, telephones, and devices. Employees are responsible for ensuring that devices are placed back.
The solution to this could be that staff dedicate to cleaning a little bit more. It Is recommended to create “Daily cleaning checklist”. Management to perform daily check-ups. During the meetings time staff has been very helpful and friendly, they were happy to help with a service machines, knowledgeable, glad to answer questions and provide snacks recommendations during the break times. 


BACK OF HOUSE  110/110

The platform allows hotel team to listen, act and communicate with input and improve customer satisfaction and hotel results. Guest Voice strengthens relation with clients and allows our associates offer the outstanding service and hospitality that Marriott is renowned for. Employee had answered for alerts within 48 hours.
Customer entertainment platform is quick and simple to use for staff and visitors, making improved competitiveness when scheduling parties and conferences.




FOOD SAFETY- PASS

Food cooling logs were completed and stored in appropriate area, freezer logs were updated and stored properly for 90 days. 
The rice placed in a cooker wasn't kept above 63 ° C. The legal requirement is Food that has been prepared or reheated is meant to be held hot before  is delivered must be kept at or above 63 ° C or can be held for use or on view for selling for  less than 2 h. At the completion of 2h cycle, the product must be chilled and held at or below 8 ° C or disposed. It is recommended that food temperature is checked more often with infrared thermometer. 
Good hygiene conditions and practices have been in place. In general food workers managed and monitored, educated, and trained in food safety problems at an acceptable level. It has been noticed that food and beverage outlets have reasonably informed clients of the existence of allergens in the food that has been prepared. The possibility for cross-contamination and allergens was marked to consumers. Employees receive appropriate training in applying the rules of HACCP.

SALES AND MARKETING- PASS

Staff to be retrained on upselling techniques.  Upselling is among the most successful methods of converting shoppers and customers into very potential buyers. Trainings to be organized every Monday for 3 weeks starting from October 5th. 
Marketing department does well with social media accounts, Instagram posts are on-going, pictures uploaded on a regular basic. According to trivago.co.uk Hotel’s score is 8.2 which is very good, great “commitment to clean” promotional movie on Facebook. It is recommended to include more post on Facebook account regarding Project Search Program and Green Key Hotel.
It is also highly advisable to reply to guests’ comments when they share their posts on their accounts. 



GUEST SERVICE DELIVERY- PASS

Associate should focus a bit more to try to remember guests’ preferences and try to memorize regular guests’ surnames. It is understandable that during a very busy time that might sound a bit too much challenging, therefore if hotel is 50 % occupied and guests stays few days at the property it is advised to assure that staff know their guests and greet guests by their names. Staff must make sure to use guests names when known and when they have the opportunity to use It in a natural way. Hotel must ensure that they personally interact with visitors to create a positive interaction. Staff to be trained on how to exceed guests’ expectations. Build up documentation about visitors whether they visit with hotel on a regular basis or beforehand, speak to them, respond to them, keep track about what they like and dislike, make notes. Good service culture has been observed.

FINANCIAL MANAGEMENT- PASS

It has been noticed that contemporary kitchen staff should be trained more as new workers tend to create more wastage due to lower experience level and skills. Other solution can include leaving more challenging duties to more senior kitchen members. Cutting up the whole chicken and breaking it into portions can be cost effective but it might not be when that task will be left to unexperienced junior staff. Less pretty food should not end up in a bin, as it can be used for marmalades, jams, and smoothies. It is also recommendable that staff does not take any hotel equipment home e.g. – pens, notepads, as it can create bigger costs. Staff hot drinks (teas, coffee) 
to be consumed only from the canteen, not restaurant express machines. Another recommendation is to avoid kitchen mistakes, as those can be very expensive, as guest’s food will go back to the kitchen and end up in the bin- compliment offered and cost increased. Food ordering according to the quantity needed. Training can be solution to that. 

EMPLOYEE ENGAGEMENT PASS

Marriott staff proactively engage with the society and document every few weeks on community engagement practices. It is recommended to motivate associates to share their how their practice organization values online. That could increase internal communication and employee engagement as well as increase productivity and lower staff turnover. Encourage employee to share on social media what they love about Marriott. 

LEADERSHIP PASS

Most of Heathrow London hotel leaders show they passion and enthusiasm about their work, unfortunately it has been noticed that not all of them. Duty Manager needs to improve his attitude towards guests and employees as underperformance has been noticed.  Often misleading information has been given and poor planning has been observed. Lack of enthusiasm regarding people development has been noticed.  Marriott managers should “lead by example” and engage with employees. Performance improvement plan should be implemented and every 3-4 weeks catch-ups to be organized. During the first meeting development plan to be enforced and expectations set, action plan to be implemented. Management can benefit from leadership training.

 GREEN HOTEL PASS

Hotel does very well if it comes to sustainability, every year there is a 3 % energy savings made. Marriott enhanced its efficiency and reduced its usage footprint, innovated, and invested in new technologies. A pioneer in the Marriott industry or across Europe's hospitality for its forward-looking commitment to achieving and its willingness to try innovative approaches.

POPERTY MAINTAINANCE PASS

It is recommended to implement policies to ensure adequate support for facility. If it is arranging daily inspections or depth-cleaning the rugs of the hotel regularly, it is important that these large investments are protected to keep them going as long as possible. Maintain a continuous flow of contact amongst team and management. This can enhance the general productivity and increase associate’s performance. 
Implement a program for tracking the task undertaken in service and maintenance. By doing so, it is easier to determine that everything is being handled properly and that delivery patterns are easy to monitor, which will ultimately identify when restorations or repairs are required. Maintenance monthly check-ups done on the regular basic. 











APPENDIX: 


Brand Standard Audit

	Date:


	Consultancy Company Name:
Sun Consultancy Limited


	Lobby Arrival  





	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 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:
Welcoming and friendly staff
Good guest/worker interaction
Further assistance offered 










	Total Points: 45

	45

	[bookmark: _Hlk46747325]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:

Good arrival experience
Walk off matts in good condition









	Total Points: 15

	15

	[bookmark: _Hlk46747348]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
	5

	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:  Room numbers weren't offered discreetly, recommend changing training protocols to assure discreet exchange of sensitive information.


Training is the most critical thing, as it puts the workers in a better place to affect the success of the hotel. This refers to employees and management alike. Additional training to be organised for all hotel staff. 








	Total Points: 135


	

130

	Bar 


	 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
	N/A

	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
	10

	The employee offered to take a food order
	5
	Service

	5

	The employee offered to make suggestions
	5
	Service

	5

	Beverages, except for cocktails, were delivered timely and refills were offered when drinks were 1/3 full

	10
	Branded Feature
	10

	The employee checked back with the guest, ensuring satisfaction  

	5
	Service
	0

	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
	5

	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
	0

	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
	20

	Comments:



Overall good experience 
Check back on the guest 
.- lounge cleanliness to be imporved






	Total Points: 205
PASS

	160

	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
	10

	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
	5

	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
	5

	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
	5

	Room Service menus are available:

	5
	Service
	5

	Comments:

Good experience in room service department 
Friendly staff 
Touch of personal connection 
Side dishes not offered, upselling not done
Extra condiments not offered








	Total Points: 150

	150

	Restaurant 



	Restaurant (Breakfast)  (Buffet form)
	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
	N/A

	Host - Warm welcome/greeting provided

	10
	Branded Feature
	10

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

	 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
	N/A

	Guest name used during the experience, when known

	10
	Branded Feature
	N/A

	Further assistance offered to the guest

	5
	Service
	5

	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
	10

	Server - Warm welcome/greeting provided

	10
	Branded Feature
	N/A

	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
	N/A

	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 
	10

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

	10
	Branded Feature 
	N/A

	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
	10

	Server - Service at the table during breakfast meets Brand Standard 
	10
	Branded Feature
	10

	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
	5

	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
	N/A

	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
	5

	Comments:


Staff retrain on correct cleaning tables 
Breakfast buffet










	Total Points: 265


	190

	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
	10

	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
	10

	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
	10

	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
	10

	Total Points: 320
Thorned pillow case 


	310

	Bathroom    FAILED
	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
	0

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

	10
	Condition
	10

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

	10
	Cleanliness
	0

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

	10
	Condition
	10

	Bathroom Cleanliness - Vents/Exhaust Fans

	5
	Cleanliness
	0

	Bathroom Condition - Vents/Exhaust Fans 
 
	5
	Condition
	5

	Bathroom Cleanliness – Toilet

	20
	Cleanliness
	0

	Bathroom Condition – Toilet

	20
	Condition
	20

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

	10
	Cleanliness
	0

	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
	0

	Bathroom Condition - Linens/Terry

	20
	Condition
	20

	Bathroom Cleanliness - Shower Curtain/Shower Doors/Shower Rod  

	10
	Cleanliness
	0

	Bathroom Condition - Shower Curtain/Shower Doors/Shower Rod

	10
	Cleanliness
	0

	Bathroom Cleanliness - Bathtub/Shower Enclosures/Plumbing Fixtures

	10
	Cleanliness
	0

	Bathroom Condition - Bathtub/Shower Enclosures/Plumbing Fixtures  

	10
	Condition
	10

	Comments:

Little hairs found in the sink area
Fingerprints on the mirror
Watermarks on the bin
Marks on the toilet
1 small towel missing
Dust on the top shelf 

Improve cleanliness, retrain staff and check on them (pay extra attention to new staff and temporary workers), implement quality control inspections, 




	Total Points: 220    FAIL

	110

	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:


-excellent level of cleanliness, furniture kept in great condition






	Total Points: 50



	50

	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
	5

	Public Restrooms Condition - Furniture/Equipment/Decoration

	5
	Condition
	5

	Comments:











	Total Points: 80

	80

	Elevator 



	Elevator
	Points
	Category/Area to Address
	Points Awarded 

	Elevators Cleanliness - General
	10
	Cleanliness

	0

	Elevators Condition - General
	10
	Condition

	10

	Comments:










	Total Points: 20  FAILED


	10

	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
	10

	Corridors/Stairways Cleanliness - Furniture/Equipment/Decoration Items

	10
	Cleanliness
	0

	Corridors/Stairways Condition - Furniture/Equipment/Decoration Items  

	10
	Condition
	10

	Comments:

Overall good condition
Deep cleaning of the carpets recommended 








	Total Points: 50



	40

	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 • 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
	10

	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
	0

	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:

Floor little dusty, equipment cleanliness to be improved












	Total Points:100



	90

	Meeting/Function Rooms


	Pre-function

	Points
	Category/Area to Address
	Points Awarded 

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

	10
	Cleanliness
	0

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

	10
	Condition
	0

	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
	0

	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



	50

	
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

	Total Points: 110


	110

	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
	Pass

	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
	Pass

	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
	Pass

	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
	Pass

	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:



Good sanitary and cleaning conditions
Good hygiene conditions
















	10 Areas
Pass / Fail:


	Enter number of Pass & Fail Items 🡪
	Pass
	Fail 

	Audit Report Results: 

	
	8
	2

	Final Points Awarded All Sections: 
1845 Total Points Available 
	Total Points 🡪
	1540

	Food Safety - Pass  

	Number of Pass 🡪
	10

	Food Safety – Fail 
-Action Plan Required 
	Number of Fail 🡪
	0

	Final Comments:
1540 points collected during the audit










	General Summary of Property
Observations

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










Marketing
-increase social media engagement
-create promotional materials 
- develop social media accounts
- more posts related to Green Key Hotel

















	[bookmark: _Hlk46839968]Hospitality and Guest Services
Guest Service Delivery 
Very friendly staff, trying to make emotional engagement with guests
Staff personalize with visitors making positive impact on their stay 
staff aiming for consistency





































	Financial Management: 
Observations for Revenue Opportunities (e.g. F&B Upsell or Controls for Waste), attendance in Finance workshop and observations 




: We have noticed that there is a lots of food wastage in the kitchen area. There were couple of young chefs who did struggle with ingredient preparation and lots of food has been wasted. Training must be provided. 



































	Personnel Resourcing & Development; Employee Engagement; Cultural Awareness
Entrepreneurship
Employee Engagement; Training & Creative Development 



staff to have more trainings organised, some of them will be shadowing, manager coaching, 
-	online learning platform to be established 
-	 more trainings on staff-guest engagement 
-	How to manage guests expectation
-	































	Management & Organisational Behaviour 
Leadership 




Management to focus more on team building and sharing knowledge with staff 












	Sustainability Objectives & initiatives
Green Hotel 



-Marriott  has also focused on sustainability, setting specific targets in energy conservation , water management and efficient resource use.






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


-	Rooms in good condition
-	Good general cleanliness level
-	Long waiting time for the maintenance worker to come to the hotel room to have the bulb fixed,









	Signed: 
Sandra Senenko-Sekara
Project Director





Date:  15th of October,2020
	


















1
[image: TSD_corp_logo2013]
image4.png
% | SUN CONSULTANCY LTD




image5.emf
PROJECT INITIATION DOCUMENT   &    BRAND STANDARD AUDIT  


image6.png




image7.png
N | SUN CONSULTANCY LTD
e




image8.png
I\
Narmoitt




image9.png
MARRIOTT HEATHROW LONDON 83.47 %

FRONT OFFICE
ARRIVAL EXPERIENCE
[GUEST CHECK-IN
BAR

ROOM SERVICE
RESTAURANT
(GENERAL BEDROOM
BATHROOM

LOBBY

PUBLIC RESTROOM
ELEVATOR
CORRIDOR

FITNES CENTRE
MEETING ROOM
BACK OF HOUSE

45/45
15/15
130/135
160/205
150/150
190/265
310/320
110/220 FAILEQ)
50/50
80/80
10/20 FAILED
40/50
90/100
50/80

110/110





image10.png
UEST SERVICE DELIVERY
IFINANCIAL MANAGEMENT
[EMPLOYEE ENGAGEMENT
LEADERSHIP

|GREEN HOTEL

[PROPERTY MAINTAINANCE

PASS
pass
pass
pass
pass
pass
pass
pAsS





image1.emf
Student: Sandra Senenko - Sekara   Student number: 1815103   Lecturer: Efua Adams  


image2.emf
MARRIOTT HEATHROW HOTEL   


image3.png
D\
arriott




image11.jpg
PRIFYSGOL CYMRU
Y Drindod Dewi Sant
UNIVERSITY OF WALES

Trinity Saint David





