
Large Hotel of the Year  
 
Feedback for Applicants – 2016 
 
The standard of applications for the 2016 Excellence Awards was very high in the Large 
Hotel of the Year category.  We are not able to provide individual feedback to all contestants, 
but are able to offer general and hopefully useful feedback that will help individual 
businesses to refine their application and enter again for the 2017 awards.  
 
In short the judges were looking for:  

 Great reviews/testimonials that demonstrate excellent customer service 
 Innovative marketing 
 An engaging website with excellent images that sells the accommodation and all 

other services that are offered 
 A concise and positive application form 

 
Accommodation/Food/Facilities 
Clearly the standard of accommodation, food and facilities is a key aspect of the Large Hotel 
category, and the leading entries display excellence in these areas. This does not mean, 
however, that only 5 star hotels need apply. Each property is judged on its merits, so if your 
leisure facilities are not extensive, for example, (or there are none) this will not go against 
you. Make sure that the elements that are there are of an excellent quality. 
 
Outstanding Customer Service  
There are a number of sources of information that we take into consideration when 
assessing this area of the application; independent customer reviews, customer testimonials 
and evidence on the website.  
 
Independent Customer Reviews – all the Large Hotels are listed on sites such as 
TripAdvisor, and these reviews are taken into account when evaluating the initial application.  
Where a business is listed on TripAdvisor, then it is advisable to work towards improving 
rankings and having ‘Excellent’ reviews.  Encouraging guests to leave positive reviews and 
ensuring that you take control of your management rights on the site, in order to respond 
positively to negative reviews, all adds to the feeling of good customer care. Defensive 
management responses, or indeed a lack of any response, can give a negative impression. 
 
We also consider other independent review sites.   
 
Anecdotal evidence is also really important. The strongest entries gave specific examples of 
how guests experienced particularly notable service at the hotel, and this “brings to life” the 
submission by giving an insight into the attitude of the staff.  
 
Website – the way in which a website presents the hotel is obviously important, and this can 
also convey a “can-do” approach on the part of the hotel; additional services and facilities 
that are unusual or particularly thoughtful give a positive impression.   
 
Make sure that the staff are aware of your entry. If you are promising exceptional service, it 
is essential that the staff are motivated and trained accordingly. 
 
 
 



Additional Considerations 
Consider how you are promoting your own business in words and pictures.  Also look at the 
wider environment; how does your business engage with the local area?  Do you promote 
local suppliers? The leading entries demonstrated a real commitment to their neighbours, 
both commercial and non-commercial.   
 
Marketing and Promotion 
Some of your marketing will be visible to the judges; website, social media, for example. 
Other initiatives and campaigns will not be as easy for the judges to access.  Remember to 
provide good and comprehensive evidence of marketing plans and campaigns. Again, the 
leading entries displayed real imagination in this area. 
 
Sustainability 
The level of involvement with sustainability varies enormously across the hotel sector. The 
most committed entries demonstrated significant investment in emerging technology such as 
heat exchange systems, biomass etc., but there were also really good examples of hotels 
with their own kitchen gardens supplying produce for the kitchen, bee hives for honey etc. 
Remember also the impact of guests; do you actively promote local attractions that can be 
reached without the use of a car, for example? Do you encourage your staff to be involved in 
Green initiatives, perhaps appointing a “Green Champion”? 
 
Remember 
It is unlikely that every business can offer excellence in all areas of the judging criteria and 
there is always room for some improvement. The judges will look at each entry in the context 
of its size and style, but the entry must be sincere, factual and genuine; do not make claims 
that cannot subsequently be backed up.  
 
 
  
 
 
 
 
 
 
 
 
 


