VisitEngland Assessment Services

VisitEngland
Hotel Sheraton
Summary
STAR RATING SCHEME QUALITY SCORE
* % % Hotel 74%
VISIT DATE VISIT TYPE
31 October 2024 Overnight Assessment
CONTACT

Mrs Elizabeth Brown / Ms Alison Bacon Proprietor / Manager

Hotel Sheraton is awarded the VisitEngland Three Star Hotel rating and continues to sit very
comfortably within the band with quality public areas, leisure facilities and accommodation.

Stylish public areas, attractive bedrooms, quality leisure facilities, friendly and helpful staff and
entertainment provided throughout the year.

Attention continues to be given to making improvements the the hotel bedrooms and bathrooms
and to the food quality.
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Quality Rating
How the Overall Quality Rating is Achieved

When VisitEngland assessors visit your property, they will evaluate and give a quality score to all
aspects of the accommodation and service.

The total of all these scores establishes an overall percentage score for quality.

Based on this score, establishments will be given an overall quality rating on a scale of Three to
Five Stars, based on the chart below, as long as all minimum entry requirements for the star
rating are met.

3 STAR
55% - 69%

4 STAR
70% - 84%

5 STAR
85%-100%

There are three levels of quality ranging from Three to Five Stars. To obtain a higher star rating a
progressively higher quality and range of services and physical facilities should be provided
across all areas with particular emphasis in the following six key areas:

BEDROOMS
3 STAR

55% - 69%

BATHROOMS

3 STAR
55% - 69%

CLEANLINESS

3 STAR
65% - 74%

HOSPITALITY

3 STAR
55% - 69%

FOOD
3 STAR

55% - 69%
SERVICE

3 STAR
55% - 69%

Hotel Sheraton

4 STAR
70% - 84%

4 STAR
70% - 84%

4 STAR
75% - 89%

4 STAR
70% - 84%

4 STAR
70% - 84%

4 STAR
70% - 84%

5 STAR
85%-100%

5 STAR
85%-100%

5 STAR
90%-100%

5 STAR
85%-100%

5 STAR
85%-100%

5 STAR
85%-100%

20f13

648036-847990-2000030-20241031



Hotel Sheraton

74% 3 Star

Hospitality & Friendliness
Reservation/Booking Service
Arrival Service

Lounge Service

Bar Service

Restaurant Service

Breakfast Service

Departure Service

SCORE
27

E N N N

PERCENTAGE
77%

RATING
4 Star

Service & Efficiency
Reservation/Booking Service
Arrival Service

Bar Service

Restaurant Service (Food)
Restaurant Service (Drink)
Breakfast Service

Departure Service

2

N

w w wwwpw

62% 3 Star

Cleanliness

Bedrooms

Bathrooms
Restaurant/Dining Area
Public Areas/Bars/Lounges
Stairs/Corridors/WCs

2

N

Yy

88% 4 Star

Food Quality

Dinner Choice & Presentation
Dinner Quality

Breakfast Choice & Presentation
Breakfast Quality

12

w w ww

60% 3 Star

Bedrooms

Decoration
Furniture/Fittings/Furnishings
Flooring

Beds & Bedding
Lighting/Heating/Ventilation
Bedroom Accessories
Space/Comfort/Ease of use

26

W wdbs bbb

74% 4 Star

Bathrooms

Decoration

Fixtures & Fittings

Flooring
Lighting/Heating/Ventilation
Towels & Toiletries
Space/Comfort/Ease of use

22

w wbs bbb

73% 4 Star

Public Areas

Decoration
Furniture/Fittings/Furnishings
Flooring
Lighting/Heating/Ventilation
Space/Comfort/Ease of use
Stairs/Corridors/Hallways/WCs

24

A BB DD

80%

Exterior

Building Appearance
Grounds/Gardens/Frontage
Car Parking

Leisure/Spa

1

S,

AW s D

75%
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Dining Room & Restaurant
Decoration
Furniture/Fittings/Furnishings
Flooring
Lighting/Heating/Ventilation
Table Setting/Appointment
Space/Comfort/Ease of use

24

whs b bdbdon

80%

Hotel Sheraton
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Hospitality & Friendliness

A polite greeting at reception when checking in with Debbie.

During the evening the food and beverage team were friendly and helpful.

Again at breakfast Dan had an upbeat and friendly manner.

When checking out with Jasmine, a relaxed and friendly manner was experienced.

Service & Efficiency

The hotel continues to provide an efficient and swift service, which meets the market well.
Booking and arrival processes are handled well with all information provided including dinner and
breakfast service times and offering use of the swimming pool.

Good service at the bar and guests are also offered drinks when in the dining area.

A well established food service which meets the market well and provided a very prompt service.

Cleanliness

A very good standard of housekeeping noted throughout the property.

The reception area, lounges, bars, and dining area are maintained very well.

The leisure facilities are also maintained very well with regular checks made.

In the bedrooms a very good standard is noted with beds neatly presented. Fabrics and
furnishings are cleaned.

The bathrooms are also maintained to a high standard with detailed attention given to the
grouting and silicone as well as the sanitary ware

Food Quality

The food is neatly presented and well cooked. Improvements were noted since the last visit with
better presentation of the dishes at dinner.

At breakfast, a good selection of items are provided on the menu and the buffet. The food is
neatly presented on the plate

Bedrooms

Occupied room 137

Room 137 is a newly refurbished room providing an increase in quality with more space and
quality fixtures and fittings and excellent fabrics and fittings.

Some smaller tweaks might be added ( see improvement section)

Other bedrooms have feature wallpaper and painted decoration which presents very well and
adds a splash of colour.

Carpets are maintained well and replaced as needed.

Robust fitted furniture which is maintained well. Well presented and interlined curtains.

Beds are comfortable with good bedding and linen. Cushions and runners add colour in the rooms
with use of quality fabrics noted throughout.

Bathrooms

The bathrooms are maintained well. The tiled walls present well with a range of good quality
fixtures and fittings. Ample water flow. Fresh towels and wrapped soap.

Most bathrooms have been updated with modern sanitary ware, well presented décor and
flooring, ample lighting and efficient ventilation and heating.

The suites and newly refurbished rooms have larger bathrooms which include a bath and shower
with splash televisions and plenty of lighting and heating.

Plans to upgrade the toiletries.
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Public Areas

Bedroom corridors have all been redecorated with most having new carpets. All doors have also
been replaced now.

The main reception lift is maintained well. Plans to add a second lift in future which would be a
welcome addition.
Reception area is of a good size and neatly presented.

The lounges, bars and function room provided plenty of space with stylish decorations, furniture
and furnishings throughout as well as attractive light fittings.

Exterior

The building is maintained well with clear signage and sits in a prominent position overlooking the
sea.

Limited parking at the side of the hotel although spaces have now been marked out, maximising
usage.

Major work has been addressed on two thirds of the exterior of the building to remove sand for
the pointing and repairing the areas.

The leisure facilities are maintained to a high standard with quality facilities provided which
includes the pool, jacuzzi and some relaxing seating space. Changing rooms are well presented

Dining Room & Restaurant

The dining area continues to be maintained after the refurbishment. This includes the new
decoration, carpets, stylish lighting, furnishings and furniture.

Rooms Seen

Occupied Room 137 and rooms 200, 204, 212, 217, 233, 235, 239, 305, 306, 309 and 315 were
seen with Alison Bacon.

Website Feedback

www.hotelsheraton.co.uk- plenty of accurate images of the accommodation and the facilities
available on site as well as in the local area. The terms and conditions are displayed. Easily
navigated with some local information. Online booking available and prices are provided.
The VisitEngland star rating is displayed.
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Potential for Improvement

Plans to refurbish 4 more bedroom and bathroom:s.

Hope to add a smoking shelter and also electric charging point. (consider- RAW Charging )
Plan to add a new lift

As discussed, the toiletries could be upgraded - See Vanity Group

Towels, pillow, mattress protectors and robes- see Fine Bedding
(Trish.holmes@finebedding.co.uk)

Long term plans to refurbish the building at the rear.

In room 137 ensure the light over the dressing table is working

Ensure a better cover on the bathroom window.

To screen the first floor bedroom windows consider one way privacy window film.
Might use silicone toilet brushes

Ensure the curtains fit the edges of the windows in room 137

Highlights

Sitting on the main promenade overlooking the sea

Stylish public areas including bar, lounges, dining room and function area.

Attractive swimming pool with jacuzzi.

Work has been addressed on the side and half of the front of the building to remove the sand
which penetrates the building and also repointing the building.

Attractive outside furniture at the front of the building

Some new marked spaces have been added in the parking area.

Continuous improvements have been given to the presentation of the dishes at dinner.
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Minimum Entry Requirements

For a rating to be awarded by VisitEngland, a property must meet all Minimum Entry
Requirements and any additional requirements appropriate for the star rating level.

Name Hotel Sheraton

Standard Hotel
Designator Hotel
Rating 3 Star

At the time of our visit, all of the Minimum Entry Requirements and Additional requirements/Key
Requirements were provided.
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Specialities (optional)

These have not been awarded or assessed.
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Feedback

This section of the report contains detailed observations, suggestions and advice from your assessor.
Suggestions may be acted upon or disregarded, but it is hoped that the information contained within
this section of the report will provide you with a valuable management tool and assist in the
maintaining and improvement of quality standards for the future.

Booking Service: Telephone

Booking Call

Hospitality
Room Offering

Policies

Personal Details Recorded
Dinner

Facilities

Travel

Confirmation

Arrival Service

Registration Procedure

Hospitality
Morning Call
Table Reservation

Services

Room Directions
Luggage

Departure Service
Billing
Hospitality

Satisfaction

Payment
Bar
Service Efficiency
Hospitality
Restaurant
Staff
Hospitality

Hotel Sheraton

The call was answered quickly with the name of the hotel clearly
heard, creating a professional first impression.

A friendly manner provided by Lucy

The price for a room which had not been refurbished was quoted
at £89.00

Details are provided on the website and on the received
confirmation.

Guest details are taken including a home address and email.
Price included the dinner, bed and breakfast.

Facilities are detailed on the website.

Email confirmation includes details about directions and parking.
Email confirmation received

A request to sign the registration form and a full explanation of
the hotel, facilities and meal times was given upon arrival.

A polite greeting from Debbie when checking in at around 3.30pm
A call was offered.

Mealtimes were explained with dinner served between 6.00 pm -
7.30 pm and breakfast times between 8.00 am and 9.30 am

A very efficient service with the welcome information provided,
highlighting the evening entertainment, dinner and breakfast
times and the front door code.

Directions to the bedroom were provided.
Assistance with luggage was also offered.

The invoice was provided with correct charges included.

A cheerful and helpful manner experienced from Tracy and
Jasmine.

A check was made to ensure the guest had enjoyed the stay.
Payment was processed easily.

A glass of wine was ordered at the bar. The choice of wines was
highlighted and the drink provided.

A polite manner was experienced.

Plenty of staff on duty on this occasion looking after the different
areas.

A friendly greeting from Leo and friendly, chatty service from Dan
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Greet & Seat Efficiency

Menu Knowledge

Service/Ordering Efficiency

Satisfaction

Wine List Knowledge

Breakfast

Staff
Hospitality

Service Efficiency

Satisfaction

Food: Dinner

Starter

Main Course

Dessert/Cheese

Coffee/Tea

Food: Breakfast

Hotel Sheraton

Starter/Buffet

Main Course

| was greeted by Leo and Dan and escorted to the table. It was
explained that this table would be occupied for dinner and
breakfast.

Good knowledge of the Halloween menu being served on this
occasion.

Once seated, the offer of a bread roll was given. The order for the
starter and main course was taken and each course was then
delivered at a good pace. When finished the dishes were cleared
and the offer of a dessert was given. The food was delivered in
good time. The offer of tea or coffee was also made. A pot of tea
with milk was delivered.

Checks were made during the meal.

Knowledge of the wines available and appropriate service received
at this level.

Again the staff covered their service areas well.
The staff were friendly and helpful throughout the meal.

The order for tea or coffee was taken and then guests help
themselves to the range of starters on the buffet table. When
finished, the used dishes were cleared. Toast was offered and the
order for the hot food was taken. The food was delivered in good
time and sauces were offered.

Checks were made with the guests during the breakfast service.

Devils Squeal - Ham Hock terrine  Homemade ham hook terrine
filled with tasty ham and served on a slices of rustic olive bread
with a tasty, sharp piccalilli.

The Demon Butcher - Slow roast loin of pork Slow roasted loin of
pork served with sage and onion stuffing, roasted potato, medley
of seasonal vegetables, sweet apple sauce and a rich roast gravy A
base of fresh green beans, leek, cabbage with slices of pork,
roasted potato and crisp crackling, drizzled with roast gravy.

Sweet Poison - Pear and Frangipane tart A homemade pear and
frangipane with a light shortcrust pastry base and topped with
crunchy almonds served with vanilla ice cream. A tasty tart with
good flavours.

Tea served with milk and chocolate mints

The buffet tables includes a selection of fruit juices and iced water,
cereals, yogurts, berries, tinned pears, grapefruit, prunes and
fresh chopped fruits. Jam and marmalade are also provided. The
tables are neatly presented and spaced out well for easy access.
Chopped melon, pineapple and orange, Glass of apple juice, pot of
coffee with hot milk and brown toast.

The menu is provided on the table with a selection of dishes
included Full English breakfast, vegetarian options, bacon or
sausage sandwiches, items on toast, kippers, and porridge.
Poached egg, bacon, sausage and plum tomato. The food was
cooked well and presented to a good standard on the plate.
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Useful Numbers

Customer Support 01256 338350

All property enquiries, including VisitEnglandAssessmentServices@aamediagroup.co.uk
assessments, reports, ratings, signage,
training, and logo requests

Assessment Services Accounts 01733 207324

All financial and payment enquiries VECreditControl@aamediagroup.co.uk

Useful Links

Online Details Portal

Change your online information on http://www.ratedtrips.com/update-your-profile
RatedTrips.com; add up to 20 photographs and

showcase your facilities.

Business Support

Advice and support for your business, including training www.ratedtrips.com/business-support
opportunities and discounts.

Participant Benefits
Exclusive offers and discounts to help your business www.ratedtrips.com/participant-
benefits

Participant offers and discounts

(QW) criarcine CHABE ({:})Entegra

BESPOKE JOURNEYS
INCE 1921

eviivo - Y] business

VANITY E@ w | FINE BEDDING | courso
GROUP

HOSPITALITY DIVISION

HOSPITALITY

Discover more at www.ratedtrips.com/participant-offers

Got a question? — email us at contact@ratedtrips.com
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VisitEngland Inspection Appeals Procedure

Proprietors who wish to appeal against the results of a VisitEngland assessment carried out at
their establishment must follow the procedure outlined below:

1. Any appeal must be made in writing to VisitEngland Assessment Services within 21 days of the original
report being received.

2. The Appeal should detail the main reason for the appeal.

3. Should the appeal be about the level of star rating proprietors should ensure that their establishment
meets all the necessary minimum requirements outlined in the Quality Standards booklet (a PDF or
hard copy may be requested from Customer Services).

4. Appeals will be formally acknowledged within 7 working days of receipt of the appeal together with a
form to organise an appeal visit on an overnight basis.

5. The appeal visit will be subject to a non-refundable fee which will not be organised until full payment
had been received.

6. Once the application and fee is received, an appeal visit from a member of the senior assessor team
will take place within 4-6 weeks of receipt (Subject to the establishment's availability).

7. The findings of the appeal visit will be fed back in the normal way of both discussions and a report
following the visit.

8. The outcome of this report will supersede the previous visit and will be final.

Appeal Visit Fees (non-refundable) are available on request from Customer Services.
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