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[bookmark: _Toc191854541]Executive Summary
Hotel Arts Barcelona is a luxury hotel located near the heart of Barcelona, Spain. A leading agent in high end tourism and hotel industry, the hotel provides stunning view of the Mediterranean, exceptional service and an array of exclusive amenities to the guests. Consequently, repeat customers have declined and revenue growth has dropped slightly. In this, the situation will be meticulously looked into by Innova Consultancy and it would offer potential solutions and schemes to the business operations department of the company concerning the questions mentioned above to address this issue and revive the hotel’s service excellence level and subsequently customer satisfaction along with the long term profitability.
Problem at Stake
The most important problem with Hotel Arts Barcelona is the poor quality of service that is disproportionately apparent in the busy summer months. Although the hotel is known for its luxury, its population of guests during the peak times has outstripped the number of staff that can uphold the exceptional standards for which the brand is known. In customer feedback, they consistently complain about delayed check-ins, changing room maintenance quality, and inconsistent service standards from day to day. 
Moreover, in Barcelona, competition during recent years has grown amongst luxury hotels of the luxury hotel industry, especially boutique hotels and new luxury properties that have started to provide good personalized services with their own guest experiences. Hotel Arts’ strong competition has forced it to not only keep the existing standards but to also adapt and innovate to ensure anyone keeps the edge it holds.
Key Findings
· Service Standards Inconsistent: Other times of the year, the hotel’s service levels are less than consistent during peak seasons. Guests in the summer season have revealed lack of operational and seasonal staff. Complaints about slow service at check in and varied housekeeping standards came as result.
· Guest Experience Shortfall: Hotel Arts Barcelona does not deliver the highly personalized guest experience that people expect from a luxury hotel. However, very often, the services that are personalized are inconsistent and the guests often do not get a less than optimal experience.
· Room Maintenance: Maintenance was also reported by some of the guests to be on the basic side when compared with the luxury image of hotel. Time and age have taken their toll on the aging decor and have produced occasional malfunctions in the room facilities, not befitting a five-star property.
· Pressure: With the birth of new luxury hotels as well as boutique hotels with their own experiences to provide, the competitive environment has picked up. To compete, Hotel Arts needs to offer personalized products and provide higher service quality all the time.
· Declining Rate of Repeat Customers: The number of repeat customers has been low. There has been an essential loyal clientele driver responsible for the success of the hotel; however the lack of meeting guest expectations during peak periods has led to a loss in repeat visits and brand loyalty.
Analysis of Findings
There are several causes to these issues. The first is the onset of the peak season surge in guest numbers that has caused operation inefficiencies. The seasonal staffs are not as well trained as the hotel’s exacting standards require, thus, inconsistency in service. Moreover, the dependence of the hotel on manual processes for room assignments, guest requests and concierge services turns room assignment, guest request and concierge service handling myself into bottlenecks particularly at peak capacity.
Furthermore, as a luxury hotel, Hotel Arts Barcelona has risen to the rank and is presumed to be leading the way technologically; however it has not fully adopted the technological initiatives aimed at improving efficiency and providing better guest experiences. For example, digital check ins, real time guest feedback system, and modern property manager system can reduce the work load to staff and can solve many of the problems, low on services due to peak seasons.
Recommendations
Operational Improvements: With this program, the focus should be in developing the hotel’s luxury standards, efficient service to their customers, and the usage of technology in operations. The hotel should also additionally, establish clearer operational procedures to avoid bottlenecks during peak seasons.
New Technology: Hotel should integrate the new technologies in its operations through modern PMS, guest engagement technologies and etc. Mobile check in check out, room service ordering via an app, real time guest feedback would all develop into features such as these which would make it easier for the guest to experience the hotel, cut down times, and generally increase overall satisfaction.
Maintenance and Facility Upgrades: It is important to have regular maintenance program to ensure that all the room and facilities remain in the finest condition. This program should include proactive inspection of pipeline which would prevent problems before they occur, as well as fix problems once they arise. 
Data Analytics and Customer Relationship Management (CRM): If Hotel Arts Barcelona was to adopt CRM systems and data analytics, it could considerably extend its personalized service rendering. Guest preferences can be tracked and repeat visits would be celebrated by bespoke offers for guests, and in such case data can be used to provide targeted concierge services to the guests.
Strategic Marketing and Brand Differentiation: The hotel should revisit its role in marketing strategy as a differentiator, namely, how it emphasizes the unique aspects such as location, views and world class dining. Another way that Hotel Arts can stand out from other competing hotels in Barcelona and highlight the personalized services and exclusive experiences is to do that.
Addressing issues such as staff training, technological upgrades, a comprehensive maintenance programme, and a powerful marketing push through the hotel will allow it to regain its competitive advantage, enhance guest satisfaction and bring back brand loyalty. These recommendations will not only improve operational efficiency but will also enrich the entire guest experience which coupled with retained customer and thereby strengthening the market position of Barcelona’s luxury hotel sector.
[bookmark: _Toc191854542]Introduction
Hotel Arts Barcelona is the luxurious hotel in the city of Barcelona, Spain, in the Port Olímpic area. The hotel is situated on the Mediterranean coast and offer 483 rooms and suites with sea and city panorama (Lyengar et al., 2018). The property is known for its distinctive architecture which combines a 44 story tower with elegance and contemporary design and a magnificent art collection (Belda and Cabrer-Borrás, 2021). As one of the top hotels of Barcelona’s upscale tourism, it is known for hosting international guests, top class events, excellent dining and wellness. However, the responsibility for its current operational challenges, largely centred on service quality, lies with its hotel, and with its long standing reputation, especially with its former location (Font and McCabe, 2019).
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Figure 1: Hotel Arts Barcelona (Source: HotelsCombined, 2023)
The number one issue Hotel Arts Barcelona is tackling has to do with guest satisfaction, particularly with how happy or unhappy guests are, during the times when demand is highest, i.e. during summer (Rodríguez-Antón et al., 2020). Guests also complain of bad service. It is resulting in rise in customer complaints, negative online reviews and falling in repeat business (Brandon-Jones et al., 2016). Additionally, the competition in the market has also risen with the emergence of new boutique hotels and luxury properties in Barcelona, making Hotel Arts competing difficult to keep its competitive position in the market.
This consultancy report seeks to analyse the service quality problems of the motel ‘M’ and make strategic recommendations to enhance the guest experiences, restore the motel’s reputation, and achieving long-term sustainability. This report will analyse both internal operational processes and external competitive pressures proposed solutions to the challenges discussed above.
[bookmark: _Toc191854543]Background of Hotel Arts Barcelona
Hotel Arts Barcelona is a member of the prestigious Ritz-Carlton group and opened in 1994. In terms of its premium location, high-end services, and architectural beauty, the hotel has always been considered as one of the best luxury hotels in Barcelona (Rossidis et al., 2021). A full-service spa, a host of Michelin star restaurants, extensive meeting facilities, coupled with an array of other facilities is to be found. What creates the feel of luxury in the hotel is the art collection and the commitment to create memorable guest experiences. Though it has been successful, the hotel is beginning to see difficulty in servicing up to the same high standards to which the place has become known by.
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Figure 2: Logo of Hotel Arts Barcelona (Hotel Arts Barcelona, 2025)
[bookmark: _Toc191854544]The Issue
The major problem involving the service quality is inconsistency, more specifically, during the busy hours (Brida et al., 2015). At peak seasons, the volume of guests is posing problems to the operational processes of the hotel, causing service delays, errors in preparing of rooms, and lower guest satisfaction (Matviichuk and Smal, 2022). Additionally, the staff of the hotel, which are well trained, is having problems related to the workload that makes it harder to offer the level of service demanded by the luxury hotel.
[bookmark: _Toc191854545]Purpose of the Report
Using strategic frameworks such as STEEPLED, SOAR and TOWS will allow this report to analyse service quality issues at Hotel Arts Barcelona, with respect to internal and external factors. The analysis will give an indication of the causes for the problems in the service delivery and will recommend a practical measure to improve (Molina-Castillo et al., 2023). Recommendations will be made to improve operational efficiency, staff training and improve the general guest experience as a means of reinstating customer trust and satisfaction.
[bookmark: _Toc191854546]The Consultancy Firm
The report has been prepared by Innova Consultancy; a business specialized in the hospitality industry. Innova Consultancy gives luxury hotels and resorts advisory services to address operational issues and enhance service standards. Our team has solid experience with premium hotels, and our goal is to give our clients appropriate and specialized options to fit their needs.
[bookmark: _Toc191854547]Analysis
[bookmark: _Toc191854548]Identification to the Problem
During peak seasons, one of the city’s premier luxury properties, Hotel Arts Barcelona, spends days trying to reduce operational inefficiency that has become increasingly complex to manage as the hotel has grown over the past decades (Sakshi et al., 2020). Mismatches between demand levels and capacity of the operational systems and staffing to provide service to that demand at competitive and profitable levels are the major challenges faced by the hotel (Khalid et al., 2023). The consequence of this mismatch of service quality is an inconsistent service quality, which leads to a decrease in the hotel’s reputation and a reduction in the guest satisfaction.
Strategy of delivering exceptional service at the hotel has been its constant backbone in retaining its clientele loyal (Kloutsiniotis and Mihail, 2020). Although this is not a perfect system, it is sufficient for low guest numbers, but as guest numbers increase, particularly in the summer months its operational processes are not efficient enough to cope with the numbers and delays ensue (Pablo-Romero et al., 2021). Additionally, this service strain has also increased the complaints of rise in unresponsive staff, room quality and delays in the service delivery.
The causes responsible for these problems will be analysed, and their influence on Hotel Arts Barcelona’s reputation will be estimated, before a comprehensive review of the external and internal cases that exacerbate the problem (Pham et al., 2019). The hotel’s current position shall be assessed using the combination of STEEPLED, SOAR and TOWS analyses as both a critical review of the hotel’s internal issues and the external influences and strategic insights to vice versa.
[bookmark: _Toc191854549]Operational Challenges and Impact

Figure 3: Operational Challenges and Impacts
Staffing Issues and Workload Management
The worst operational challenge of Hotel Arts Barcelona is the weak hand in managing staffing during peak demand periods. Around 500 permanent staffs work at the hotel however, during peak seasons, the hotel frequently requires to expand this number up to a third by taking on temporary staff to meet the demand (Jiménez-Medina et al., 2022). This spike in workforce size, however, leads to several problems.
However, Hotel Arts Barcelona can experience so much stress in its team during peak seasons. A survey with 50 employees showed that 45% of these staff members were burnt out in the summer time i.e. with extended working hours and higher amounts of guests (Behera et al., 2023). Much worse for departments like housekeeping and front desk operations is this issue, and employees who have them report feeling overstretched and understaffed during the busiest periods (Pablo-Romero et al., 2021). However, our model of staffing in the hotel is not configured to reflect these seasonal variations, and that result in morale decrease, absenteeism, and turnover.
The rise in turnover and the consequent higher recruitment costs: When staff don't enjoy their work and become exhausted by the job they're likely to leave; frequently leaving it behind to total strangers, rather than with friends as was the original intention. In fact, statistics from the human resources say that employee turnover rises by 20% in the summer time (Belhaj and Lehman, 2024). With this increase in turnover, there is more recruitment costs and lost time in training new staff members (Santa Cruz et al., 2024). It may, however, take an average of 3–4 weeks to train new employees fully, and such duration is too long to run the operations optimally, potentially (Martinez-Martinez et al., 2019).
Consequence of Staffing Issues: Another issue with the level of staffing is the inconsistent delivery of service. While some of the staff are experienced, others are temporary, or not adequately trained to deal with periodic high demands (Cronjé and Du Plessis, 2020). For instance, front desk workers are trained in taking routine checks in but when the number of guests swells, the delays become more regular and errors such as misunderstandings between departments, are more rampant. Rooms and the entire hotel’s standards tend to fall as the concierge and housekeeping teams are unable to maintain their usual levels of service when underequipped. This results in unfair to the hotel’s reputation, as the services provided to guest not consistent.
Delays in Check-In and Check-Out
Long waiting times in check in and check out may arguably be one of the most frequently cited complaints from guests. Post stay surveys indicated that 30 of guests were frustrated waiting times at the front desk. In peak season, the average time spent waiting is 15 minutes, while industry standard is 7 minutes (Awalurramadhana, 2024). While this may seem unimportant, it can cause a huge impact on the guest experience in general, especially at a luxury hotel like Hotel Arts Barcelona where clients don’t only want to leave satisfied but completely surprised.
Delaying these minutes often establishes the rest of the guest experience. Guests will be frustrated if they arrive after a long journey and get delayed check in (Pham et al., 2019). The result is that customer satisfaction ratings of the hotel have dropped significantly, with numerous complaints from customers on online reviews coming in particular pertaining to front desk service. The average guest rating for MontegVe on online platforms such as TripAdvisor is 4.7 stars (Awalurramadhana, 2024).
Root Cause: These delays are mainly caused by an operating bottleneck that stems from the hotel’s booking system not integrable with its check in process. At peak season, the hotel does not have the capacity of efficiently dealing with the increase in numbers of arrivals. Therefore, guests spend too much time waiting, increasing bottlenecks and contributing to inefficiencies in other departments including concierge, luggage handling, restaurant reservations, etc.
Room Turnaround Delays
Another key operational challenge also presented by Hotel Arts Barcelona during the peak season is the processing time of the room turnaround. In busy hours, the need to clean and prepare the rooms is not met due to the overcrowded conditions. According to hotel standards, it takes 60 minutes to prepare rooms for new arrivals, on average, it takes the hotel 105 minutes (Sánchez-Cubo et al., 2023). First, it not only makes the customers annoyed but it might also prohibit the hotel from reaching the possible maximum surface occupancy.
In the delays to room turnaround, some guests will be late checking in. This results in dissatisfaction, in particular of business travelers or guests who are tied up with their schedule. That survey of 200 guests found that 40% complained that the primary frustration was just not being able to check in late enough.
These delays are caused by mismanagement of resources such as poor communication between departments and insufficient staffing in the house keeping departments, all of which are part of Operational Strain. The hotel also struggles in assigning new guests to available rooms when rooms are not ready on time either. A major functionally represented by these delays is the guest satisfaction and loyalty as many guests are expecting prompt and high quality service, in the beginning, particularly in their case with hotel.
Reputation Damage and Negative Guest Feedback
With the operational inefficiencies at Hotel Arts Barcelona increasing, it is negatively affecting the hotel’s reputation. The average ratings of the hotel have gone down in TripAdvisor and Booking.com as well. Today, guest complaints and feedback are including growing complaints of delayed service, slow check in, and lack of attention to detail. Additionally, disgruntled guests have taken to social media as a critical outlet to begin further damaging the hotel’s public perception.
It has been seen that an 15% drop in repeat guest rate year on year. The negative experiences during busy times, coupled with the fact that many loyal guests are choosing not to book their stays elsewhere, means that many guests have decided to book elsewhere (Thompson, 2015). It is particularly troublesome for a luxury hotel that depends on its image of superb service, constantly in place.
Loss of Revenue: Customer loyalty crash and negative reviews have a negative impact of 10 % in revenue from repeat guest (Sánchez-Cubo et al., 2023). The hotel has also fared worse in selling premium service bookings, for instance its world renowned treatments in the lauded spa and unique private dining experiences. Besides declining further, these services have amounted to a large loss on the hotel’s overall revenue.
[bookmark: _Toc191854550]STEEPLE Analysis
The STEEPLE analysis looks at the external factors that affect Hotel Arts Barcelona’s operational challenges (Lubowiecki-Vikuk et al., 2023). Social changes such as a rise in sustainability, technological constraints in operational efficiency and fluctuations in the economy related to tourism, environmental legislation, local political influence, compliance with regulations, and ethical issues of sustainable labor practices (Franco and Alhoseinifakhraei, 2024).
	Factors
	Impacts

	Social
	A trend is emerging towards sustainability and a personalized service. To remain competitive Hotel Arts must adapt to these trends by providing boutique and eco-friendly offering.

	Technological
	There is limited use of the advanced technology in order to enhance operational efficiency (e.g., automated checkin/check out) for operational efficiency management of large amount of guest.

	Economic
	Overall occupancy rates have been affected by fluctations in international tourism, mainly after the pandemic.

	Environmental 
	Although cost increases may result from such pressure to implement sustainable practices, they can also facilitate differentiation.

	Political
	The hotel may find it difficult to make up for local tourism taxes and regulations followed by pricing strategies.

	Legal
	During peak seasons, when workload is high, the labor laws related to working hours and health of employees become difficult to comply with.

	Ethical
	If not managed properly, public criticism due to ethical concerns with respect to labor practices and on the environmental impact of hotel operations can ensue.


Table 1: STEEPLE Analysis
[bookmark: _Toc191854551]SOAR Analysis
Finally, the Hotel Arts Barcelona is subjected to the SOAR analysis in order to identify the strengths, opportunities, aspirations, and results related to the brand (Luis Sánchez-Ollero et al., 2020). The good side to it is that you have prime location and recognition as a luxury brand, while on the other end you are an opportunity to get more efficient with technology and target eco conscious travellers (Luu, 2023). A focus on serving aspirational aspirations to grow a business as a leader in sustainable tourism aimed at getting to higher levels of customer satisfaction and loyalty.
	Strengths
· Prime location in Barcelona, close to beaches and cultural landmarks.	
· Renowned luxury brand with strong market recognition.	
· Adequate trained highly skilled and experienced staff.
	Opportunities
· Capacity to roll out innovative technology solutions, in the area of streamlined processing of checking out and checking in of guests and increasing delivery of guest service.
· Opportunity to provide some diversification in services and specifically, target eco inclined travellers through offering sustainable tourism experiences.
· Partner up with local suppliers for on-boutique offerings such as exclusive experiences and unique local experiences.

	Aspirations
· With the aim of becoming a leader of sustainable luxury tourism in Barcelona.	
· At the same time to increase operational efficiency as well as the guest experience during peak seasons.
	Results
· Better customer satisfaction and loyalty that would strengthen reach of the brand in market.
· Increased operational efficiency, better service delivery, and improved guest reviews.


Table 2: SOAR Analysis
[bookmark: _Toc191854552]TOWS Analysis

Figure 4: TWOS Analysis
The TOWS analysis becomes useful in carrying out the strategic actions that have been developed on the basis of SOAR and STEEPLE analysis for the internal and external factors (Mmari, 2023). For example, Hotel Arts Barcelona can leverage its strengths to deal with threats like competition and fluctuating tourism by using factors such as the reputation and location (López-Fernández et al., 2021). It opens the door for improving operational efficiency, service delivery.
Hotel Arts Barcelona is a highly respected luxury hotel; however it is burdened with specific operational problems that negatively affect its guests' satisfaction and revenue (Sharma, 2019). The analysis is shown to be impacting the hotel’s reputation and financial performance by directly impacting how staffing inefficiencies cross the wheel, how delays with check-in and check-out delay the room turnaround problems. If left unaddressed these inefficiencies, this will continue to rob the hotel of future long term success.
If Hotel Arts Barcelona invested in technology, trains its employees, and offered a more personalized guest experience, then it can achieve its place back in the market. The hotel can therefore be able to look beyond internal operational weaknesses and address external challenges which will enable the services provided to be better aligned with the ever changing expectations of luxury travelers thereby improving customer satisfaction and remain at the top of the line hospitality provider in Barcelona.
[bookmark: _Toc191854553]Recommendations
The problems at Hotel Arts Barcelona run the gamut, from poor customer service to out-dated IT and communications systems to poor sustainability, to high employee turnover. If these issues are to be left unresolved, the hotel would lose its capacity to provide the kind of high quality service that people expect from a luxury establishment and endanger its competitive ability (Meira et al., 2023). On the basis of the findings from the above study, this section will propose strategic recommendations to sufficiently address the major challenges identified, with specifics about how to implement. Also, the change management strategies will be presented to make sure that the proposed changes are implemented smoothly and last for a long time.
[bookmark: _Toc191854554]Recommendation 1: Enhance Staff Training and Development Programs
[image: ]
Figure 5: Training Employees (Source: BenefitsPRO, 2021)
Related problem: I have observed that Hotel Arts Barcelona has had problems with staff training (or lack thereof), which has made it inclined towards delivering inconsistent customer service (Pelit and Katircioglu, 2022). Guests have certain expectations about luxury, and staff are not fully equipped to meet those expectations, hence, the guest experiences are impacted which again lead to complaints (Brykova et al., 2023). Additionally, a lack of continuous development opportunities will lead to low employee satisfaction, high turnover rate and above all lower productivity.
Recommendation: As a solution to these problems, Hotel Arts Barcelona should develop a comprehensive and repeated staff training program, which includes skills of both technical and soft type (Han and Bai, 2022). In that regard, training must put emphasis on exceptional customer service, communication, problem solving abilities, product knowledge, handling guest complaints, and technology in the hotel industry and the like.
The quality of service given by the staff rated 70% of luxury hotel guests who stated that the quality of service provided by the staff was positive. In addition, the hotels with good training program have only a 25 percent less employee turnover but a 15 percent higher customer satisfaction rates.
Implementation
· Quarterly mandatory Training Schedule: Propose a schedule for each quarter of the mandatory training for all staff on the areas of conflict resolution, communication techniques and new systems.
· Cross Training Programs: Cross training should be implemented as a practice so that an employee can perform more than one job (Vargas-Sánchez and Moral-Moral, 2019). But it will make service levels more flexible, and teamwork and job satisfaction will be better.
· Specialized leadership training for managerial staff: Advanced Leadership Training includes providing specialized leadership training on how to improve operational efficiency, leadership in high pressure situations as well as team motivation.
Change Management
However, for the hotel to dedicate time and resources, the need for change management is introduced, which requires the hotel to offer regular training sessions. Thus, communication will be crucial before extra training commitments become a reality for employees. They should emphasise on the benefits of improved service standard and personal growth. A good way to facilitate the change process is by building a positive attitude towards learning and continuous improvement and getting all staff buy in.
[bookmark: _Toc191854555]Recommendation 2: Modernising Internal Communication Systems
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Figure 6: Types of Internal Communication (Source: Pepper Content, 2025)
The Problem: This fragmentation of Hotel’s internal communication causes delays in responding to guest requests and the hotel’s operations suffer from inefficiencies. For example, guest preference or special request received by the housekeeping department might not be relayed to them in a timely manner which affects guest satisfaction (Arjona, 2019).
Recommendation: Invest in an integrated communication platform for all the hotel departments. With this platform, reception, housekeeping, maintenance and other departments should communicate real time with each other (de la Osada-Saurí and Pitarch-Garrido, 2024). Property Management System (PMS) can be adopted for cloud based, which will facilitate smooth flow of data about the guest information, room availability etc.
Implementation
· Opt for a communication module that can link with the hotel’s existing PMS and training programs.
· All departments should be scheduled for the training sessions for staff to be familiar with the new platform.
· Establish a specialized IT team that would tackle technical concerns during the very initial phase of the implementation (Susaeta Erburu et al., 2024).
Change Management
For this recommendation, change management will include clear communication by leadership giving an explanation as to how an unified system has benefits, and proving how it will lighten the workload and improve efficiency across the university (Gursoy et al., 2022). Any concerns by employees about the new system should be addressed by soliciting active feedback from employees.
[bookmark: _Toc191854556]Recommendation 3: Upgrading Technology and Infrastructure
The Problem: The hotel’s technology is out-dated that means that speed and efficiency of the service delivery is affected (Pugachov et al., 2022). Take for instance the example of slowness of guest’s check in and check out processes, which lead to guest dissatisfaction during peak period, for example.
Recommendation: Introduce mobile check in and check out options at the hotel, and also modernize the PMS and as well as upgrading the hotel’s technology with more modern energy efficient systems (Balatska et al., 2022). It will help the hotel with reducing wait time and provide the hotel with better energy allocation and resource management.
Implementation
· Mobile check in and check out using a secure app that allows guest to check in before arriving at the hotel and unlock the room with the guest’s smartphone (Sukach et al., 2021).
· Optimise out-dated equipment (e.g. out of date computers, room key systems, and booking platforms).
· Train staff to use these systems smoothly without creating any issues during the guests’ interaction.
Change Management
Because employees are not familiar with the systems, there may be resistance to the transition to new technology (Verhun, 2022). However, to ease this transition, plenty of details training will be required, and the IT team should provide ongoing support. They should also ensure that the guests and the staff stand to gain as the result of these changes, including the efficiency of the staff’s work.
[bookmark: _Toc191854557]Recommendation 4: Emphasising Sustainability Initiatives
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Figure 7: Sustainability Initiatives (Source: Culture AMP, 2023)
The Problem: Feeling more conscious about the environment when deciding where to stay, they increasingly care about the sustainability of the accommodations (Madanaguli et al., 2023). Hotel Arts Barcelona has not yet formulated a clear strategy of incorporating environmentally friendly practices.
Recommendation: A sustainability strategy should be given by the hotel in which we reduce energy consumption, minimize the waste and promote the steps towards a cleaner environment (Cervelló-Royo and Peiró-Signes, 2025). Such includes relying on the energy efficient appliances, dropping the single use plastic, and buying food and drinks locally. The hotel should also gain environmental certifications such as Green Key or EarthCheck if they wish to improve their image (Jauhari, 2021).
Implementation
· Make up an audit of your energy usage, waste production, and the sustainable sourcing practices.
· Choose local suppliers to provide organic, local items.
· Use biodegradable alternatives to them or reusable items.
· Waste recycling is implemented, and the staff is educated on how to reduce waste.
Change Management
Staff must be fully engaged in the process to integrate sustainability into the hotel’s daily operations. Therefore hotels need to train the employees on sustainable practices and should be led by example so the employees themselves feel that they are responsible for the eco-friendly goals of the hotel (Ianeva, 2021). A good communication strategy will ensure everyone is aligned towards the new sustainability objectives.
[bookmark: _Toc191854558]Recommendation 5: Rebranding and Strengthening Marketing Efforts
The Problem: The hotel’s luxury offering is not reflected in its brand image and the hotel’s marketing efforts, in particular in digital, are not consistent. And guests may not appreciate high end services and the hotel’s commitment to sustainability.
Recommendation: Hotel Arts Barcelona should refresh its brand and point out that it is a luxury hotel and cares about the environment (Burke, 2018). To make this happen, it would include a new website, more consistency in the social media presence and new marketing campaigns centred around the hotel’s top notch services which includes, personal services for the guests and eco-friendly services.
Implementation
· The redesign for the hotel’s website will take place, to make it visually pleasing, informative and easy to navigate (Tulsi and Ji, 2020). Hence, extreme attention must be paid to make the new website stand out with hotel’s luxuriousness and eco-friendly initiatives.
· Run paid digital marketing campaigns on Instagram, Facebook and Google Ads to geographic reach high-end travellers for potential bookings.
· Load the hotel’s messages onto brand, but influencer and blogger, luxury travel and sustainability experts in order to amplify the hotel’s messaging.
Change Management
For rebranding efforts, all departments will need to buy in, namely, marketing, sales and customer service. The leadership team should make sure to include the other employees in the talk about the rebrand and look for feedback on the new marketing strategies that they are thinking of. This will also necessitate training of the marketing staff to standardize messaging across all platforms.
[bookmark: _Toc191854559]Recommendation 6: Revitalize Brand Identity and Positioning
The Problem: The current Hotel Arts Barcelona’ brand identity does not fully express the commitment to luxury, modernity and the environment as a whole, therefore the hotel does not pander to that brand identity (Campón-Cerro et al., 2019). With changes to the consumer preference, especially in luxury and hospitality industry, the hotel will need to redefine the brand messaging and positioning.
Recommendation: A recommendation to the hotel to undergo the process of a rebranding exercise to portray itself as a place that is expensive, exclusive, and also environmentally friendly (González-Torres et al., 2021). The brand should appeal to this both traditional luxury traveller and eco conscious traveler.
According to statistics, 65% of luxury travellers are more likley to stay at a hotel that laces sustainability (Ciasullo et al., 2024). In addition, 55% of respondents said they were willing to pay more for a hotel with eco-friendly atmosphere and practices (Cervelló-Royo and Peiró-Signes, 2025).
Implementation
· Partnership: Partner with a creative agency to create a new logo which can change the connotation of the brand, update the website, and write out cohesive brand message in each platform (Zibaoui Cunillera and López-Bago, 2020). To riff off the mention of how the hotel celebrates each generation, the rebranding should focus on the hotel’s commitment to being sustainable and providing an amazing guest experience.
· Sustainability: Showcase the green practices of the hotel, including eco amenities, energy saving etc. It will be attractive to the growing number of consumers that prioritize the sustainability of a product.
· Personalised Services: The hotel should position itself as a leader of luxury, by providing personalised service such as bespoke concierge, curated experiences and VIP packages.
· Rebranding: The rebranding will need good internal alignment as staff will require training on the new brand values as well as the way they will communicate these values to guests (Ciasullo et al., 2024). There should be a strong internal marketing campaign before the brand launches from the external side. To resonate with the customer, they will have to feel a sense of ownership of that new brand among the staff.
All of the above recommendations are aimed at solving the problem with the core issues at Hotel Arts Barcelona such as staff training and communication inefficiencies, out-dated technology and a weak brand identity. Improvements as outlined will improve operational efficacy as well as guest experience; both of which are necessary to protect a luxury hospitality businesses competitive edge.
All these changes are meant to produce faster and more environment friendly hotel that will increase retention rate, improved guest satisfaction and better reputation. It is anticipated that implementation of these recommendations, coupled with an effective change management strategy, will make Hotel Arts Barcelona a leader in the field of the luxury hotel.
[bookmark: _Toc191854560]Action Plan
	Activity
	Completion Date
	Required Cost

	Enhance Staff Training and Development Programs
	30/06/2025
	£15,000

	Modernising Internal Communication Systems
	31/08/2025
	£50,000

	Upgrading Technology and Infrastructure
	30/07/2025
	£40,000

	Emphasising Sustainability Initiatives
	30/09/2025
	£25,000

	Rebranding and Strengthening Marketing Efforts
	31/07/2025
	£30,000

	Revitalise Brand Identity and Positioning
	30/08/2025
	£35,000


Table 3: Action Plan
[bookmark: _Toc191854561]Enhance Staff Training and Development Programs 
The hotel has to enhance its staff training programs to make the service to the guest consistent (Dashchuk, 2023). This can be made possible by training all staff members to go by the customer service excellence, communication, and operational efficiency. The 15,000 pound budget for training materials and external trainers should be allocated and the program should be implemented within the next three months. Completion date: 30/06/2025.
[bookmark: _Toc191854562]Modernising Internal Communication Systems
Inefficiencies in communication are having an effect on operations and are affecting the modernization of internal communication systems. To enhance communication among departments, hotel should implement cloud-based Property Management System (PMS) (González-Torres and Rodríguez-Sánchez, 2022). This will help streamline the workflows, reduce service delays, while improving the guest’s experience. It will also take four months and cost 50,000 pounds in a system integration of the PMS. Completion date: 31/08/2025.
[bookmark: _Toc191854563]Upgrading Technology and Infrastructure
In certain aspects, the hotel’s infrastructure is been upgraded as technology continues to be upgraded (Anser et al., 2020). Mobile checkins and the modernized room management system should be used to resolve this. The check-in process will be faster, waiting time will be reduced and guest satisfaction increased by this upgrade. The upgrade of the technology will take five months and cost 40,000 pounds. Completion date: 30/07/2025.
[bookmark: _Toc191854564]Emphasising Sustainability Initiatives
The hotel should stress on sustainability through adopting energy efficient solutions, minimisation of waste and sustainable sourcing (Ciasullo et al., 2024). This will help reduce operational costs attract customers who are conscious of the environment. However, this is not a project that should take more than six months to complete and costs 25,000 pounds. Completion date: 30/09/2025.
[bookmark: _Toc191854565]Rebranding and Strengthening Marketing Efforts
The hotel has to come up with a new brand image. This means rebranding and developing new visual assets and updating website of the company (Gonzalez et al., 2020). The work should be done in four months and the budget cut is 30,000 pounds for advertising and design work. Completion date: 31/07/2025.
[bookmark: _Toc191854566]Revitalise Brand Identity and Positioning 
New or existing hotel is needed with a luxury image. One should create a refined brand positioning focused on the exclusivity, sustainability and quality (Fondevila-Gascón et al., 2021). There will be repositioning efforts that will take five months and will cost 35,000 pounds budget earned. Completion date: 30/08/2025.
[bookmark: _Toc191854567]Conclusion
Finally, this report presented in detail the challenges currently faced by Hotel Arts Barcelona and provides actionable insights and recommendations to improve the hotel’s operations and to better serve guests as well as its brand image. Currently, the hotel is facing various challenges such as insufficient training of staff, an outdated internal communication system and an obsolete infrastructure which make it hard for the hotel to meet the criteria of an evolving hospitality market. In the analysis, it is clear that the need for modernizing the operations and the fact of fitting it in the context of modern times, that is sustainability as well as digital transformation.
This finding highlights six things that the hotel has to concentrate on to improve its performance and image. Among these are updating staff training and development programs, upping technology and infrastructure, sharpening topics of sustainable initiatives, giving facts to hotel rebranding and strengthening marketing, and challenging with their brand identity and positioning again. All recommendations have been crafted to address the pain points identified in the analysis phase in order to keep the hotel aligned to industry practices and customer expectations.
A comprehensive strategy to do these solutions, including clear objectives, timelines, and costs are recommended and put into action (plan of action). If followed, using this plan, Hotel Arts Barcelona can anticipate significant operational efficiency, guest satisfaction and long term sustainability impacts. Yes, because it will be taking the particular steps which will enhance the staff’s development and the technological infrastructure, boost the hotel’s reputation to be a leading edge in luxury hospitality.
These initiatives will be successful only if the hotel manages successfully the change. Incorporating the change management strategies will help staff accept a new way of working, continue to be motivated, and get through the process to the new processes and system. To manage this transition and assure that these improvements will be long term successful, clear communication, training, as well as ongoing support is going to be important.
In addition, the implementation of the addressed recommendations will not only solve the current issues but also guarantee future growth. This will enable the hotel to have better facilities to attract and retain high end clientele, market them to be better and be able to stay competitive in a rapidly changing industry. This will give the company a solid base to build on from continued success.
Finally, it has been an absolute pleasure to work with Hotel Arts Barcelona on this project. It has proved immensely rewarding to be able to give tailored, strategic advice and to suggest solutions to help the hotel to increase brand presence and operate its operations. This report contains recommendations on how to resolve current challenges and the hotel can be positioned with long term growth and success. Hotel Arts Barcelona has benefited from the expertise and insights expressed in this shared material, and they will help the Hotel Arts Barcelona to maintain the status of a world leading destination, with luxury, sustainability and satisfying service.
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