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Executive Summary
Marketing Lancashire Awards - Hotel Sheraton

Visit Details

Date: Sunday, 24 September, 2023 Time: 15:00 Experience: 2023 Lancashire Large Hotel of the Year
Award - Web Booking

The Experience
Actual

Score

Potential

Score %

Change Since

Last Visit

1.  Web Research 0 0 N/A N/A

2.  Web Booking Experience 21 26 81% N/A

3.  External Area Presentation 4 9 44% N/A

4.  Internal Areas Presentation 8 10 80% N/A

5.  Staff Service 12 20 60% N/A

6.  Bedroom and Restaurant Experience (Evening Meal and

Breakfast)

13 20 65% N/A

7.  Accessibility & Inclusiveness 7 10 70% N/A

8.  Ethical Responsibility and Sustainability 8 10 80% N/A

Averages: 73 105 70% N/A

  Less than 75%   Between 75% and 89%   90% or more

Key Performance Indicators
Actual

Score

Potential

Score %

Change Since

Last Visit

Presentation 14 21 67% N/A

Customer Service 37 58 64% N/A

Sales Skills 14 16 88% N/A

Local Engagement 8 10 80% N/A
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Executive Summary
Marketing Lancashire Awards - Hotel Sheraton

Overall Impressions

What most impressed you about the experience? That Astrid remembered at

breakfast that I drink oat milk

with coffee and placed it on

my breakfast table for when I

came down in the morning

What least impressed you about the experience? The cleanliness of my room

Did you consider the hotel and amenities to be good value? Yes No

Would you consider using this hotel based on your experience?  (Do not consider

the costs in this answer but experience alone)
Yes No

On a scale of 0 to 10 where 0 is never and 10 is definite, would you recommend

this hotel to friends and family
5

On a scale of 0 to 10 where 0 is very poor and 10 is exceptionally good, please give

a rating of the hotel based on the customer experience.
5

On a scale of 0 to 10 where 0 is very poor and 10 is exceptionally good, please rate

the overall cleanliness of the hotel?
5

In general observations, were all staff members busy with job related tasks? Yes No

In general observations, did you consider the other customers and guests were

enjoying a good customer experience?
Yes No

What was the most memorable aspect of the visit? The pleasant, polite and

smiling staff members and

their interest in me when I

approached them

Was there any aspect of the visit that provided you with a WOW moment? Yes No

Comments:

The wow moment for me was the bright birthday greeting to the guest. This truly proved that the hotel staff

cared about the comfort and mood of their guests. I saw a large number of guests at the hotel. Everyone looked

happy.

Overall the atmosphere in the hotel was positive. The staff members were always busy with their tasks but also

found time to leave every guest satisfied. It was a very easy hotel to stay in but just a little let down by its room

preparation and the restricted dinner menu.

Visit Information
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Researcher: Female in her Thirties Weather:

Report Information

Within this report there are 4 categories of questions.
Each represents a key performance indicator as follows:

P Presentation
C Customer Service
S Sales Skills
LE Local Engagement

If you would like to discuss this report, please call Phil Heaven  on 01772 433162 or 07824 365105 or

email phil.heaven@insight6.com
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

1.  Web Research

Value Score

1.1 Which internet search engine did you use? Google

1.2 Which words were entered to find the site? Hotel Sheraton

1.3 Where did the hotel appear on the listings? Top

1.4 How long did it take for the Home Page to display? 2 seconds

1.5 Was the website easy to navigate? C Yes No

1.6 Did the website contain all the information required on P 0/0

Types of Room available? Yes No 0

Packages or Prices available? Yes No 0

Hotel Facilities Yes No 0

1.7 Did the website include: P 0/0

Information on accessibility/transport links? Yes No 0

Location/map? Yes No 0

1.8 Did the website information encourage you to regard the

hotel as a quality option for a reservation booking?
C Yes No

1.9 Did the sales power of the website (imagery and content)

compel you to take your enquiry to the next step?
S Yes No

1.10 Identify (in your opinion) the best feature of the hotel

from your web research?
The availability of a swimming pool

1.11 Comments:

On 05/09/2023, I used my search engine, to locate the hotel website, which was easy to find. It

appeared immediately at the very top. The website loaded quickly within two seconds.

The website was easy for me to navigate, but I would have preferred that the main menu options were

bigger and brighter. I didn’t find them right away. Also, the room prices were indicated only after

selecting the booking date. I felt it would have been more convenient for me to see them right away, for

example in the 'Rooms' section. I couldn't find any information about transport links. What I found

particularly was an absence of information about car parking. When booking, I still didn’t understand

where I could leave my car, which made me feel uncomfortable.

As a result of my web research, I did not find anything special on the website that would make me want

to choose this hotel. However, I was pleased with the photographs of the food, which were beautifully

presented. I found them enticing.
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

2.  Web Booking Experience

Value Score

2.1 Did the initial first impressions of the website inspire you

to book a room with this hotel?
P Yes No 2 2/2

2.2 Did you feel confident to proceed with a booking at this

stage of your search?
S Yes No 2 2/2

2.3 Was the booking section easy to locate? S Yes No 2 2/2

2.4 Were different room styles offered and the appropriate

prices quoted?
S Yes No 3 3/3

2.5 Was the hotel cancellation policy explained? S Yes No 3 3/3

2.6 Was it easy to nominate the dates you required to visit? C Yes No 1 0/1

2.7 Did the system present the details of your booking back

to you before final confirmation?
S Yes No 3 3/3

2.8 Did the system offer the option to book additional

features, e.g To make a reservation in the restaurant?
S Yes No 2 0/2

2.9 Were you offered directions and information about the

car parking facilities?
C Yes No 2 0/2

2.10 Were you confident and impressed by the ease of the on-

line booking process?
C Yes No 2 2/2

2.11 Did you receive a confirmation of your booking? C Yes No 2 2/2

2.12 Did you receive a message of thanks for your booking? C Yes No 2 2/2
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2.13 Comments:

My first sight of the booking site impressed me. The website was colourful and the photographs of the

venue were professionally and tastefully done. At the first stage of booking, I wanted to continue and I

wanted to know more about the hotel. The booking section was easy to find. Different room styles were

offered, and prices were also indicated. The website also indicated which rooms were available on the

selected date of visit.

However, it was not easy to set dates for my visit; there were few options available for September. Also,

if I chose to check in on a Friday, the system did not allow me to book a room for one night, but only for

two or three nights. To reserve a two-bed standard room for a night, I had only three options in the

month.

I didn’t find any information about car parking, which made me uncomfortable because I still didn’t

understand where I could park my car once I had booked. I did not see any options to book any

additional features.

Overall, the booking process though was easy. I also liked that the room rate included dinner and

breakfast. By the end of the booking, I was excited about what was actually waiting for me at this hotel.

I wanted to check into the hotel as soon as possible

After booking, the system gave me an on-screen booking confirmation with my details. Afterwards, I

received an email thanking me for my booking:

From: Hotel Sheraton

To: [Researcher Email Address]

Subject: Booking Confirmation for Hotel Sheraton : DBM133321038883752

Date: Tue 5 Sep at 17:05

Hotel Sheraton logo

Booking Confirmation

Confirmation number DBM133321038883752

Thanks [Researcher Name] Your booking is now confirmed at Hotel Sheraton, please check the

summary below carefully to ensure it is correct. Remember to keep this email and your confirmation

number safe as this is your reference to this booking.

Manage my Booking

CHECK-IN

24

Sep 2023

Sunday

CHECK-OUT

25

Sep 2023

Monday

NIGHT

1

ADULTS

2

Premium Twin Room

Sunday Night Sleepover | 1 Night Half Board Break

128.00 GBP
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Guest

[Researcher Name]

Notes

Bath please

Cancellation Policy

SUNDAY SLEEPOVER: Full payment is required upon booking for our Sunday Sleepover packages.

Sunday Sleepovers are excluded from the £10 Drinks Voucher Offer. Your payment is non refundable.

In the event of a cancellation, the following conditions apply:15+ Days prior to arrival: A fixed amount of

£50 per adult will be retained (if your total cost is above this price). In the case that your stay is less

than £100, the total cost of your holiday will be retained. However, in circumstances beyond your

control, and a change of arrival date is required, a £20 per person administration fee will apply.3 days or

less prior to arrival: The total cost of your holiday will be retained. We strongly advise that you take out

Holiday Protection Insurance. We no longer have a recommended insurance company so it will be your

responsibility to find a company and take out holiday insurance.

Total

128.00 GBP

TRANSACTION NUMBER

PAID

128.00 GBP

OUTSTANDING

0.00 GBP

Hotel Sheraton

ADDRESS

54-62 Queens Promenade

Bispham

Blackpool, FY2 9RP

CONTACT US

01253 352 723

reservations@hotelsheraton.co.uk

Hotel Sheraton | 54 / 62 Queens Promenade | Blackpool | FY2 9RP26 / 09 / 2023 21:47:53

SCORED 21 out of 26  =  81%
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

3.  External Area Presentation

Value Score

3.1 Was there clear signage to follow for parking? P Yes No 1 0/1

3.2 Was the car park clean and free from litter? P N/A

3.3 Was there clear signage to follow to the entrance to the

hotel?
P Yes No 1 1/1

3.4 Did the exterior of the building look well maintained and

in good repair?
P Yes No 1 0/1

3.5 Were there any floral decorations, or landscaping in the

surrounding area to enhance the attractiveness of the

hotel?
P Yes No 1 1/1

3.6 Were external grounds or gardens well maintained and

attractive?
P Yes No 1 0/1

3.7 Was there evidence of play areas or leisure areas for

guests to enjoy?
P Yes No 1 1/1

3.8 Did you feel the lighting around the buildings was

sufficient after dark?
P Yes No 1 1/1

3.9 Overall, did you find the external maintenance of the

buildings and surrounding area to be attractive and

welcoming?
P Yes No 2 0/2

3.10 Comments:

When I arrived, there didn't seem to be an actual car park but just places in front of the hotel, which

were all full. Luckily I found a parking space on an adjoining road, not too far from the hotel entrance. I

felt if I had arrived later it would have been very difficult to find a space nearby. I felt okay about where I

was parked, but it was on a main road.

The appearance of the building was ordinary. Nothing particularly stood out. The railings on the

entrance steps were tarnished. Wooden tables and chairs were placed outside the hotel. This made the

hotel façade more attractive, but there was also rubbish on these furnishings such as empty plastic and

metal bottles, pieces of paper, and cigarette butts. There were floral decorations in the adjacent area,

but inside the flowerpot, there was an ashtray and cigarette butts, which made this flowerpot very

unattractive. Some flowers in the flowerpots were neglected.

In general, the surrounding area of the hotel did not seem attractive.

SCORED 4 out of 9  =  44%
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

4.  Internal Areas Presentation

Value Score

4.1 On entry to the hotel, was the reception area clean and

free from clutter?
C Yes No 1 1/1

4.2 Were all fittings, furniture, and decoration of a high

standard and in keeping with the hotel?
P Yes No 1 1/1

4.3 Were the following clean during your stay? P 3/3

Windows? Yes No 1

Floors? Yes No 1

Furniture and fittings? Yes No 1

4.4 Was the signage around the hotel satisfactory and fit for

purpose?
P Yes No 1 1/1

4.5 In the restaurant (or other eating areas), was it clean and

hygienic at all times?
P Yes No 2 2/2

4.6 Were the toilets clean, well maintained and fresh smelling

throughout your stay?
P Yes No 2 0/2

4.7 Comments:

I entered the hotel at 15:00 as I had previously read on the website that check-in could take place at

this time.

The hotel lobby was well-lit, warm, and cosy. I immediately felt comfortable after the rainy weather. The

reception area upon entering the hotel was clean and free of clutter.

The hotel's fittings, furnishings, and decoration were attractive and clean. The windows, furniture, and

floors were clean and tidy. It was also clean and tidy in the other rooms, such as the restaurant, bar,

and toilet. The only thing was that there was a smell of urine in the women's toilet. But, overall, the hotel

at this stage made a good impression on me.

SCORED 8 out of 10  =  80%
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

5.  Staff Service

Value Score

5.1 Did you receive a warm and genuine welcome on entry to

the hotel?
C Yes No 1 1/1

5.2 Was the welcome forthcoming within 10 seconds of

entry?
C Yes No 1 1/1

5.3 Were you booked into your accomodation in an efficient

and professional manner?
C Yes No 1 1/1

5.4 Did the staff member give a comprehensive overview of

the hotel facilities and services including meal

arrangements?
S Yes No 1 1/1

5.5 Did the staff member use your name during the booking

in process?
C Yes No 1 0/1

5.6 Did the staff member ask if you had any questions? C Yes No 1 1/1

5.7 Did all staff members encountered during your stay

display:
C 3/3

Good Posture? Yes No 1

Eye Contact? Yes No 1

Smile? Yes No 1

5.8 Were all staff members encountered during your stay: C 4/4

Well Presented and Properly Groomed? Yes No 1

Friendly? Yes No 1

Helpful and Knowledgeable? Yes No 1

Upbeat and Enthusiastic? Yes No 1

5.9 Did any staff members engage in conversation with you

during your stay?
C Yes No 1 0/1

5.10 Was your room perfectly clean on arrival? C Yes No 1 0/1

5.11 Were all items expected in the room present on arrival? C Yes No 1 0/1

5.12 In the restaurant (or eating area), were you greeted upon

arrival by a staff member within 30 seconds of arriving?
C Yes No 1 0/1

5.13 Did you feel that all staff were enthused to make your

stay special?
C Yes No 3 0/3

5.14 Please report any experience during your stay if a staff

member exceeded your expectations or delivered

exceptional service.

Astrid remembered that I take oat milk

and put it on my table at breakfast
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5.15 Comments:

Upon entering the hotel, within 10 seconds, I was greeted warmly and sincerely by Debbie. I was

booked in quickly, efficiently, and professionally. Debbie didn't call me by my first name, but that didn't

upset me because she made eye contact with me, smiled, and interacted with me with enthusiasm.

Debbie gave me a detailed overview of the hotel's amenities and services, including catering. Debbie

also apologised for not being able to provide me with a room with a bath, since I had indicated this

request when booking online.

Debbie enthusiastically answered my questions regarding where I could go for a walk in the city. She

told me how and until what time the transport ran and also about local attractions. She also said that if I

returned late, I would need to use a special code for the door to open. I liked this option, and I felt safe

in the hotel.

Debbie seemed very friendly and made a good impression on me. I was in good spirits when went to

my room on the third floor by the elevator. I also really liked the presence of an elevator.

When I went into my room, I really liked it as it was large and attractive. The view from the window was

of the walls of the building, which was not very attractive. But I was ready for this because when

booking online, the rooms with sea views were fully booked.

When I began to examine the room in more detail, I found debris on the floor, stains on the walls, hairs

in my bed, stains on the towels, and dust in some places. There was hair on the rubber mat in the

shower and the extractor fan was not very clean. What struck me most was that there was a used cup

still present that had not been washed after the previous guest. This gave me an unpleasant feeling and

my mood, as well as my impressions of the hotel, deteriorated. There was also no telephone in the

room to contact the reception.

In the bathroom, I found only one set of shower gel and shampoo. However, my room was for two and

there were two of us staying.

Having not rested much, I went down for dinner. There was not a long line ahead of me at the

restaurant. Within a few minutes, a female staff member, who was about 5' 2" with short, blonde hair

approached me. She was wearing a white shirt, a black jacket, and black trousers. The staff apologised

for the delay. It wasn’t a big wait, so it didn’t upset me, because I saw that she was helping other staff

members with dishes and I understood how busy she was.

The staff member quickly led me to the table and said that at breakfast I would have the same table.

This for me, was very convenient, because if I knew my table, I could go straight to it and would not

have to wait at the entrance. The staff members came across as kind, and friendly. She communicated

with enthusiasm. It was a pleasure for me to communicate with her.

Overall, I felt that most of the staff team was trying to make my stay special and I loved it. However, a

later encountered with a male staff member in the restaurant who served us drinks was disappointing

as the conversation about payment made me uncomfortable and we were actually given the wrong

drinks.

SCORED 12 out of 20  =  60%
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

6.  Bedroom and Restaurant Experience (Evening Meal and Breakfast)

Value Score

6.1 Upon entering the restaurant for both evening meal or

breakfast, were you acknowledged with a friendly

greeting and a smile?
C Yes No 2 2/2

6.2 Did a staff member escort you to your table? C Yes No 1 1/1

6.3 Were you seated at an appropriately laid table which was

ready for dining?
C Yes No 1 1/1

6.4 Was all the cutlery clean and fit for purpose? P Yes No 1 1/1

6.5 Did you consider the respective menus to contain varied

and interesting options?
C Yes No 1 0/1

6.6 Did the respective menus promote local produce in the

options?
C Yes No 1 0/1

6.7 Did the staff member introduce themselves to you before

serving?
C Yes No 1 0/1

6.8 When enquiring about a specific dish, did your server

show good menu knowledge?
C Yes No 1 0/1

6.9 Did the staff member repeat the correct order back to you

including any special requests?
C Yes No 1 1/1

6.10 Were your meals delivered and served in an efficient and

timely manner?
C Yes No 2 2/2

6.11 Were you satisfied with the quality of the food

throughout your stay?
C Yes No 1 0/1

6.12 Were you satisfied with the quality of presentation of

your food?
C Yes No 1 0/1

6.13 Were you satisfied with the range of drinks available in

the hotel, both alcoholic and soft drinks?
C Yes No 1 1/1

6.14 Was the overall ambience in the restaurant relaxed and

enjoyable?
C Yes No 2 2/2

6.15 Were you satisfied with the quality and furnishing in the

bedroom?
C Yes No 2 2/2

6.16 Were you satisfied with all aspects of the bathroom

including towels and fittings?
C Yes No 1 0/1
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6.17 Comments:

I liked the table to which I was shown. It was laid correctly in my opinion. All cutlery was clean and fit for

use. Beautiful red napkins were placed. A male staff member, who was dressed in a white shirt and

black trousers and was about 6' with blond hair, approached me. He asked what we wanted to drink.

We asked for two drinks to be put on the room charge. However, he said we hadn't set this up and

would have to pay. We had no bank card with us so asked him what he would like us to do. With that,

he took our room reference and then set the drinks bill against the room. This conversation did make

me feel a little uncomfortable. The staff member then actually served us the wrong drinks but we

decided to have what he gave us rather than complaining.

Afterwards, Astrid approached us. Astrid was friendly and smiling. Astrid asked if we were ready to

place an order and what exactly we would like. In my opinion, there wasn’t much to choose from, so I

settled on salad. I asked Astrid what was in the salad I had chosen. Astrid was confused, but she listed

the salad vegetables and other ingredients for me. I asked her not to add an egg and Astrid made sure

this was so. But the salad contained other vegetables that she did not name, for example: radishes,

peppers, onions, and carrots. Also, mayonnaise was served with the salad, which Astrid didn't mention.

In general, the food was ordinary; I missed the greenery that usually decorated dishes. On the hotel

website, the food was presented much more beautifully than it actually turned out to be. However, our

meals were delivered and served efficiently and in a timely manner. The overall atmosphere in the

restaurant was relaxed and pleasant.

I also asked Astrid to bring me oat milk with my coffee and she did it with enthusiasm. One of the

guests had a birthday. The hotel staff sang 'Happy Birthday' to him and gave him a cake with a candle.

That was cute. I felt happy along with the hotel staff for the birthday customer.

Despite some issues mentioned with the cleaning, I found the bedroom furnishings to be of good quality

and I felt they were quite new. All the doors and draws worked properly and the beds were comfortable.

I was not happy with the bathroom, because I found stains on the bath towels, and in the bathroom,

there was hair on the shower mat and stains on the walls.

SCORED 13 out of 20  =  65%
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

7.  Accessibility & Inclusiveness

Value Score

7.1 Was there evidence of facilities for customers with

access difficulties e g disabled toilets?
C Yes No 1 1/1

7.2 Was there evidence of items, either permanent or

portable to aid those with access restrictions? e g ramps
C Yes No 1 1/1

7.3 Were key items of information available in large print or

braille?
C Yes No 1 0/1

7.4 Was there seating available in the reception area? C Yes No 1 1/1

7.5 Were items available to aid those with hearing issues? C Yes No 1 0/1

7.6 Was there information made available for customers with

special dietary requirements?
C Yes No 1 1/1

7.7 Were warning notices evident for anybody with food

allergies?
C Yes No 1 1/1

7.8 Did you observe any staff helping customers with any

disability issues?
C Yes No 1 0/1

7.9 Was it your opinion that the establishment were prepared

and confident in dealing with all customer requirements

for a safe and happy stay?
C Yes No 2 2/2

7.10 Comments:

There was an emergency call string pull in my bathroom to help if there was a difficulty.

There was a ramp at the entrance to the hotel and a lift next to reception. On one of the floors, I saw a

chair near the elevator. I felt that this was a thoughtful touch for someone who may need support while

waiting for the elevator.

The front desk had little information and I didn't see anything obvious in large print or braille. I also didn't

see advertised any information to help people with hearing problems.

Information and warnings for people with food allergies were on the end of the menu, but it was in very

small print. I might have missed it had I not been specifically looking for it. Also, I was not asked if I had

any allergies when I was ordering my dinner.

I didn't notice any staff helping clients with disability issues, just other guests helping.

However, I did think the establishment was prepared and confident in meeting all customer

requirements for a safe and happy stay. I saw how the hotel staff tried to do this. There were so many

guests that I was surprised at how well they did it.

SCORED 7 out of 10  =  70%
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Snapshot Report
Marketing Lancashire Awards - Hotel Sheraton

Sunday, 24 September, 2023

8.  Ethical Responsibility and Sustainability

Value Score

8.1 Was there evidence to customers that encouraged

environmental responsibility on behalf of the hotel?
LE Yes No 2 2/2

8.2 Was there evidence of energy efficiency? LE Yes No 2 2/2

8.3 Did you observe or experience any promotion of local

culture or community activity?
LE Yes No 2 2/2

8.4 Was there any sign or evidence of support for local

charities?
LE Yes No 2 0/2

8.5 Did you feel the establishment displayed evidence of

being a responsible employer with modern ethical and

sustainable practices?
LE Yes No 2 2/2

8.6 Comments:

There was evidence of environmental responsibility and energy efficiency but this wasn't very strong.

Notices about limiting laundry needs and remembering to turn lights out were in the room, but there was

not a lot else around the hotel.

Local culture and community activity information was all about the local attractions and entertainment.

The staff members created a very pleasing and relaxed atmosphere and so seemed happy and relaxed

in themselves, which made me feel they enjoyed working there and were well supported by the

employer. I felt comfortable with their approach as it did seem to me to be in keeping with a positive

attachment to ethical responsibility and sustainability.

SCORED 8 out of 10  =  80%
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