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Lancaster London – Creating the Future from the 
Treasures of our Past. 
 
Lancaster London & Hospitality Assured – A Partnership 
 
What are our plans going forward? Now to 2017 
 
Hospitality Assured – Awareness & Responsibility 

What will we talk about? 



Lancaster London 

2014 – 2015: Boring Bits 

November  - 2015: Something visual! 

August 2017: Our 50th Birthday!!= BIG GOALS 
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BIG GOALS – From 4 to 5 Star 



















Lancaster London & Hospitality 

Assured 

 • The journey so far - 2012 to 2014 
 

• How have we improved? 
 

• How did we do it? 
 

• What have we learned? 

 

 



Success!!! 



How to make it work 

• Tell everyone 

• Ask for everyone's buy-in 

• Only change things that need changing 

• Discuss it 

• Measure the successes 

• Reward when appropriate 

 



Monthly WinPlan Meetings  



Aideen Whelehan 

Human Resources 

 

• 2013/2014 Goals 

Increase ProfPar from £83.06 by 4% to £86.38 by October 2014 

Create a Taskforce and deliver Hospitality Assured from 75.2% to 77% by October 2014 

To complete a gap analysis, compile an action plan and complete all actions monthly through 

the WIN plan from Top 100 companies survey result by October 2014 

Research and create internal HR audit to reflect 5* AA Hotel Rating for our internal 

customers by Q2. Implement assessment of feedback through mystery shopper report and 

action any points by Q4.  

Audit of Performance reviews to highlight areas of improvement by Q1. Create Company 

behaviour workshops by Q2 and deliver 2 sessions per month in Q3 and Q4 ensuring 12 

attend per session.   

Apprentice SOP creation. Support all HODs in implementing a meaningful and lasting 

apprenticeship programme leading to qualification in Front Office, F&B Service, Finance, HR, 

Events and Maintenance by Q2 to result in an 80% retention rate by Q4. 

 Create the Lancaster London IoH Hospitality Diploma by Q2, Deliver to internal group with 

support and guidance from Consultant and valid input from all identified hotel specialists.  

To submit PDP, examples and evidence of relevant experience to support application to 

become a Chartered MCIPD member by Q2 



Recognition Programme 

 

• Demonstrates our ‘We Always Care’ Values 

 

•Areas of  Reward:- 

• WOW Factor 

• Acknowledging colleagues 

• Colleagues’ Ideas 

 

• Top 3 winners in each category recognised at Communication Tea 

 

• WAC Star of  the Year 

 





Lancaster London Award Party 



Communication 

 

•Once a month (AM &PM) 

 

•Refreshments 

 

•Agenda 

•Hotel Updates 

•Finance 

•Any other business 

•New Starters 

•Awards 

•Monthly WAC stars  

Communication 

Breakfast & Tea 



5 charities we are now supporting 

Micky Star Nursery 

http://www.eavesforwomen.org.uk/


ICC Committee 

ICC meeting 

Tell your ICC 

representative 

Have an idea? Thinking... 

Create a solution  Happy days! 



How to make it work 

• Tell everyone 

• Ask for everyone's buy-in 

• Only change things that need changing 

• Discuss it 

• Measure the successes 

• Reward when appropriate 

 



Hospitality Assured 4/5 Star hotels 

 

7 Hotels Surveyed 

 

6 heard of Institute of Hospitality 

3 never heard of Hospitality Assured 

 
“It was a great accolade to work towards and something we were very proud of,  however, it seemed 

that it wasn’t a very widely recognised accreditation and after two or three years I believe the 

management team decided that it didn’t provide return on investment and was dropped.  It certainly 

didn’t have the profile that Investors in People has.” 

 

“I believe it was a good catalyst for identifying ways to continuously improve the business when they 

first decided to go for the accreditation.” 

 

“I quite like Hospitality Assured as it is business focused and highlights the links between innovation, 

service, finance, leadership, planning and people i.e. they’re all interdependent.” 

 

What can we do? 

 

 

 

 

 

 

 

 

It was a great accolade to work towards and something we were very proud of,  however, it seemed that it wasn’t a very widely recognised accreditation and after two or three years I believe the management team decided that it didn’t provide return on investment and was dropped.  It certainly didn’t have the profile that Investors in People has. I quite like Hospitality Assured as it is business focused and highlights the links between innovation, service, finance, leadership, planning and people i.e. they’re all interdependent. 
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