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[bookmark: _Toc182342615]Executive summary
The Hotel de la Ville, a luxury hotel in the centre of Milan, Italy, is known for its classical architecture, more than 100 tastefully furnished rooms, distinctive dining options, and a rooftop terrace with stunning views of the city's historic centre. This report offers a thorough analysis and strategic recommendations for the hotel. The hotel's reliance on traditional, manual processes in key operational areas, such as reservations, guest services, and data handling, has resulted in inefficiencies, slower service delivery, increased potential for errors in room management, and limited capacity for personalised guest experiences—all crucial aspects of modern hospitality that impact guest satisfaction and competitive positioning—despite its prestigious reputation and prime location near iconic landmarks like the Duomo, La Scala opera house, and Galleria Vittorio Emanuele II. In order to track guest profiles, handle reservations effectively, and facilitate seamless digital interactions, the hotel needs integrated technological tools like a Property Management System (PMS) and Customer Relationship Management (CRM) software. Without these systems, it is difficult to accurately monitor client preferences, use data insights for customised services, or effectively engage with returning guests, which reduces operational agility and limits its appeal to a new generation of technologically driven clients who expect quick service and digital convenience. According to our research, manual procedures have resulted in longer check-in wait times, slower booking processing, and more room management errors. These issues not only impede daily operations but also keep the hotel from reaching its full staff productivity potential because staff members are overworked and unable to concentrate on high-value interactions that improve the guest experience. Financially speaking, these operational inefficiencies lead to decreased profit margins and increased labour costs, while the absence of a CRM system suggests lost chances for data-driven marketing meant to increase direct bookings and lessen dependency on outside platforms, which restricts revenue generation and overall profitability. Since digital engagement is now crucial to attracting modern, tech-savvy guests who expect digital convenience as part of their experience, the analysis shows that these inefficiencies not only affect current income but also represent a lost opportunity for long-term revenue growth. Younger generations, who are used to seamless digital interactions in other industries, demand similar experiences in the hotel sector, and a hotel that fails to meet these expectations runs the risk of being seen as out of date, potentially damaging its brand. Political regulations such as the General Data Protection Regulation (GDPR) that require strong data management systems, economic conditions that impact demand for luxury travel because of the COVID-19 pandemic, social trends that favour digital convenience and personalised experiences, technological advancements that set new industry standards, environmental imperatives that push for eco-friendly practices, and legal obligations related to labour laws and data protection are just a few of the external factors that the PESTEL analysis highlighted as having an impact on technology adoption. Internal strengths like the hotel's renowned reputation and strategic location were further highlighted by the SWOT and TOWS analyses. Weaknesses included the hotel's dependence on manual procedures, opportunities to use digital technologies and sustainability initiatives, and threats from rivals and shifting customer expectations. Based on these findings, we recommend implementing an advanced Property Management System (PMS) to automate key operational processes, which will streamline operations, reduce errors, improve efficiency, and enhance guest satisfaction by expediting check-in and check-out processes; adopting Customer Relationship Management (CRM) software to effectively collect and analyze guest data, facilitating personalized services and targeted marketing, thereby increasing guest loyalty and revenue; investing in staff training and development to equip employees with the necessary skills to utilize new technologies and maintain high service standards, enhancing both employee satisfaction and guest experiences; and investing in sustainable technologies by incorporating eco-friendly practices such as installing smart thermostats, energy-efficient lighting, low-flow fixtures, and waste reduction programs to reduce operational costs, improve environmental footprint, and appeal to environmentally conscious guests. For every suggestion, the action plan specifies precise actions, deadlines, completion dates, and financial estimates, guaranteeing a gradual and controllable shift with little interference with continuing business as usual. To sum up, Hotel de la Ville must embrace technological innovation and sustainable practices in order to modernise its operations, improve guest experiences, and fortify its competitive position in Milan's luxury hospitality market. By putting these strategic recommendations into practice, the hotel will be able to overcome present operational difficulties, satisfy the changing needs of contemporary tourists, and ensure long-term success. We are certain that these efforts, backed by successful change management techniques like employee involvement, stakeholder engagement, thorough training programs, and ongoing performance indicator monitoring, will result in significant benefits like enhanced productivity, greater customer satisfaction and loyalty, increased profitability, and a better reputation for the brand. In order to ensure that Hotel de la Ville continues to provide guests with experiences that are unmatched and uphold its reputation as a top destination in Milan's luxury hospitality sector, we sincerely thank the hotel for entrusting TechRise Hospitality Consulting with this important project. We also look forward to helping the hotel implement these recommendations and accomplish its strategic goals.
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1. [bookmark: _Toc182342616]Introduction 
In the hotel sector, improving guest experiences and operational effectiveness depends on technological integration. Despite its esteemed reputation and good position, Milan, Italy's Hotel de la Ville is having difficulties that highlight the urgent necessity of digital transformation. Celebrated for its classical architecture, Hotel de la Ville, which opened in 1962, has over 100 nicely appointed rooms, unique dining options, and a rooftop terrace with breathtaking views of Milan's old centre. Renowned by both corporate and international guests, the hotel has a modern environment and customised guest service (Hotel De La Ville, 2014). Classic and contemporary rooms at the Hotel de la Ville suit varied interests. Traditional rooms have parquet flooring, brocade wall coverings, and marble bathrooms with walk-in showers or bathtubs. The hotel's long-time devotion to luxury is reflected in these large, timeless rooms (Hotel De La Ville, 2016). Contemporary style lovers will like the modern rooms' clean lines and mild colour. The deluxe category has interconnected rooms for families or parties, and the spacious junior suites may fit a third visitor. To maximise comfort, all rooms have air conditioning, a minibar, and a flat-screen TV. In Milan's historic centre, Hotel de la Ville is within walking distance of La Scala opera house, Galleria Vittorio Emanuele II, and Duomo, making it a handy base for exploring Milan. A breakfast buffet with hot choices and an intimate restaurant offering classic Italian and Mediterranean cuisine for lunch and supper are available (Hotel De La Ville, 2016). The hotel's great location lets guests experience Milan's vibrant culinary scene at some of its best restaurants. Hotel de la Ville's appealing swimming pool, wooden sun deck, rich foliage, and retractable roof offer a calm getaway from the city's congestion. The basement has a large spa with a sauna, steam room, and fitness equipment for relaxation and wellbeing. With a wheelchair-accessible deluxe accommodation and two accessible toilets, accessibility is carefully considered. Guests with mobility difficulties can also use a suite's sit-down shower(Britishairways.com, 2024). Its reliance on conventional, manual processes across key operational areas—such as reservations, guest services, and data handling—has resulted in inefficiencies, slower service delivery, and limited guest personalising, which are vital aspects in modern hospitality. Unlike its rivals, Hotel de la Ville does not have integrated tools like a Property Management System or Customer Relationship Management platform, which are very essential for tracking guest profiles, handling reservations, and facilitating smooth digital interactions. Without these instruments, the hotel finds it difficult to precisely monitor client preferences, use data insights for tailored services, or interact with returning guests. This technology divide not only reduces operational agility but also restricts the hotel's ability to draw in and keep a new generation of technologically driven clients expecting quick service and convenience (Okumus et al., 2014). Moreover, without smart technology solutions, the hotel has lost chances to improve sustainability and energy economy, therefore disappointing environmentally aware guests. Hotel de la Ville has hired TechRise Hospitality Consulting, a company with a lot of knowledge in technology-driven hotel sector changes in order to handle these problems. TechRise focusses on spotting strategic ideas that, via digital innovation, simplify hotel operations and improve guest experiences. TechRise will evaluate Hotel de la Ville's current systems in-depth and provide customised recommendations including using an advanced PMS to automate cleaning, billing, and check-in procedures. This integration will lower hand-made mistakes, increase service speed, and free staff members to concentrate more on individualised client contacts (Moyeenudin et al., 2018). A CRM system will also be used to combine guest data, so facilitating more efficient tracking of visitor history, preferences, and comments to support tailored service offers, so fostering guest happiness and loyalty (Teng, 2022). This paper uses frameworks such as PESTEL to evaluate outside elements influencing technology adoption in hospitality and SWOT to investigate internal strengths, shortcomings, prospects, and hazards associated to the operations of the hotel. Using Hotel de la Ville's luxury brand and operational goals, a TOWS study will assist to transform these results into pragmatic strategic measures. By means of this strategy, TechRise hopes to present a technological transformation plan that improves guest happiness, increases efficiency, and places Hotel de la Ville competitively in the Milanese market.
2. [bookmark: _Toc182342617]Analysis 
[bookmark: _Toc182342618]Key issues
The reliance of Hotel de la Ville on manual methods has seriously affected its operational efficiency, therefore lowering production and generating bottlenecks in important operations such bookings, check-ins, and general guest services (Ivanov, 2019). Manual processes result in longer wait times at check-in, slower processing of bookings, and more room management mistakes in a time when digital solutions simplify operations and expedite enhancement. Khan (2024) claims that since every encounter in hotel environments rely on human staff performance instead of uniform, technologically backed systems, manual procedures in these environments often provide uneven service delivery. This dependence not only slows down daily operations but also keeps the hotel from reaching maximum staff productivity as staff members are saddled with regular chores that might be automated, therefore restricting their ability to concentrate on high-value interactions improving client experience (Law et al., 2013). Moreover, the absence of integrated systems such as Customer Relationship Management tools and Property Management System tools has kept Hotel de la Ville from customising services to fit the particular tastes of its patrons, a vital element in the individualised hospitality scene of today (Sofi et al., 2020). Essential for building loyalty and enhancing customer retention, the hotel cannot track guest preferences precisely or utilise data insights to customise service offerings without CRM (Sota, Chaudhry, and Srivastava,  2020). Customised service has been found to greatly raise visitor satisfaction as consumers value events that identify and meet their particular wants (Kant and Koti, 2023). Without these digital solutions, the hotel runs the danger of disappointing returning visitors and losing out on the repeat visits that are absolutely essential to its operations. Financially, the running inefficiencies resulting from manual procedures are rather expensive. Effective systems can call for more personnel to sustain service standards, which drives higher labour costs and reduces profit margins. Furthermore, without a CRM system implies Hotel de la Ville is losing out on potential data-driven marketing chances meant to boost direct bookings and lower reliance on outside platforms. By allowing hotels to focus their marketing more precisely, Singhal (2021) discovered that CRM software may raise client acquisition and retention rates, hence increasing income. Lack of these instruments limits the hotel's marketing initiatives, therefore affecting income creation and general profitability. These inefficiencies not only impact the hotel's present income but also offer a lost chance for long-term revenue expansion as digital interaction is now necessary to draw modern, tech-savvy guests expecting digital convenience as part of their experience. Younger generations who are used to flawless digital interactions in other industries and hence demand similar experiences in the hotel sector have very high expectations (Busulwa, Pickering, and Mao, 2022.). A hotel that falls short of these standards runs the danger of being seen as out of current or antiquated, therefore tarnishing its brand. Younger guests give hotels with technology-forward features—such as smartphone check-in, room personalising choices, and digital concierge services—which have come to define excellent service standards top priority (Mavridopoulou and Mahoney, 2020).
[bookmark: _Toc182342619]PESTEL Analysis 
Political Considerations
The operating surroundings for hotels like Hotel de la Ville are heavily influenced by political stability and rules in Italy and the European Union. Although Italy is politically stable overall, hotels operating under the EU have to follow strict rules on data protection, especially with relation to the General Data Protection Regulation (European Union, 2024). If Hotel de la Ville were to launch a Customer Relationship Management  system, this control calls for companies to safeguard personal data and apply robust security measures; so, Hotel de la Ville must employ strong data storage and management systems. Moreover, EU rules on labour rights demand that every worker have just working conditions and benefits, which influences the staffing strategies of the hotel and could raise labour expenses. Following health and safety rules—especially during and following the COVID-19 epidemic—has also become more difficult and calls on the hotel to take actions guaranteeing guest and staff safety (Giousmpasoglou, 2024). Any changes in these political factors might affect running costs and demand modifications in the technology integration plans of the hotel.
Economic Considerations
With the COVID-19 epidemic affecting economic development and continuous inflationary pressures in the eurozone influencing the Italian economy, it has encountered difficulties recently. These economic times influence consumer expenditure, especially in luxury travel, which Hotel de la Ville mostly serves. Usually, a weaker economy lowers domestic and international travel, therefore influencing hotel occupancy rates and income (Chen, 2011). Milan's reputation as a high-end vacation destination also makes luxury hotels like Hotel de la Ville susceptible to changes in economic circumstances influencing travel budgets and visitor expenditure. Pricing policies and international competitiveness also depend on the variations in the euro's exchange value relative to other big currencies as the dollar and pound (Giorgio Santinato, 2024). Nonetheless, projects for economic recovery in Italy backed by EU money could finally assist the travel industry to become stable. This economic environment makes the hotel less vulnerable to economic downturns as it emphasises the need of improving efficiency and streamlining expenses by means of technology adoption  (European Commission, 2022).
Social Factors
Hotel social trends show a rising need for digital convenience and customised visitor experiences. Particularly millennials and Gen Z, today's guests give hotels that provide digitalised, frictionless interactions—such as smartphone check-ins, internet bookings, and customised room amenities top priority (Escobar, 2024). Hotel de la Ville's commitment to client involvement is also influenced by growing inclination for distinctive, personalised events over uniform hotel stays. Driven mostly by leisure and business travel, Milan's tourism industry draws a varied population including high-end consumers looking for a premium experience. Luxurious guests, however, also demand choices for customising and technologies-enabled ease (Hotel De La Ville, 2014). Furthermore, guests find sustainability and eco-awareness to be ever more vital. Environmentally friendly hotels—that is, those with sustainable sourcing and energy-efficient systems—are well-liked by socially concerned guests, which puts pressure on Hotel de la Ville to give sustainable technological solutions some thought (Rosa and Silva, 2017).
Technology Elements
With technologies like PMS, CRM, and mobile applications typical in luxury hotels, technology adoption is one of the most important areas of development for the hospitality sector. Particularly important for hotels like Hotel de la Ville trying to keep a competitive edge in Milan's premium market, these solutions simplify operations, increase visitor happiness, and enable data-driven decision-making (Stylos, Rahimi and Robinson, 2024). Improved data security tools brought about by technological developments also enable hotels to follow GDPR and safeguard visitor data. Adoption of these systems, however, calls for constant maintenance and significant initial outlay of funds. The hotel in Milan has to take into account the newest digital trends in order to satisfy growing visitor expectations for digital convenience given the more competitiveness in its hotel industry (Al-Gasawneh et al., 2021). Modern hotels are using digital key systems, contactless payment, and smart room features among technologies that will provide a unique experience (Das, 2023). Without these tools, Hotel de la Ville runs the danger of lagging behind rivals and losing appeal to tech-savvy guests.
Environmental Elements
With guests and businesses both advocating for environmentally friendly methods, environmental sustainability has grown even more important in the hotel sector. Including sustainable practices is not only good for a luxury hotel like Hotel de la Ville's reputation but also a market expectation now. Initiatives include trash reduction, water-saving technology, and energy management systems may greatly lower running expenses and attract to ecologically minded visitors (Abdou, Hassan and Dief, 2020). Milan has unique environmental rules meant to lower emissions and control waste, which might force hotels to change their operations or pay fines. Furthermore, the city's emphasis on sustainable travel puts pressure on businesses to reduce their environmental effect including hotels. Hotel de la Ville might appeal to visitors that give sustainability first priority by including smart thermostats, energy-efficient lighting, and other green technology, therefore lowering running costs over time (Sustainable Hospitality Alliance, 2021).
Legal Issues
Strict rules on labour rights, health and safety, and data protection define Italy's legal scene for hotels. Particularly in a luxury environment where visitor privacy is valued highly, the GDPR in particular requires hotels such as Hotel de la Ville to install strong data management systems to safeguard guest information. Ignoring GDPR might result in large fines and bad reputation. Furthermore, affecting the hotel's personnel policies and expenses is Italy's labour regulations, which guarantee employees receive fair treatment, appropriate contracts, and perks. Particularly in light of COVID-19, which calls for consistent compliance checks, health and safety legislation also prescribe cleanliness and safety procedures. Using technological solutions not only helps to meet these compliance requirements but also guarantees that the hotel may run effectively without sacrificing legal commitments (Sachs et al., 2022). Labour regulations might also affect the employment pattern of the hotel as the acceptance of technology could simplify some tasks, therefore lowering the demand for extra labour expenses.
[bookmark: _Toc182342620]SWOT Analysis 
Strengths
Attractive to a high-end customer, Hotel de la Ville gains from a prominent reputation in Milan's hotel scene. Established in a great area close to the Duomo and La Scala opera theatre as well as other cultural and commercial sites, it provides elegance and ease for both business and leisure visitors(Hotel De La Ville, 2014). The hotel's rooms provide a distinctive mix between traditional and modern styles, therefore satisfying different aesthetic tastes and strengthening its brand image as a premium property. Thanks in great part to its excellent service, sophisticated atmosphere, and reputation for privacy and secrecy, Hotel de la Ville has developed a devoted clientele(Hotel De La Ville, 2016).
Weaknesses
Notwithstanding these characteristics, the hotel's reliance on human procedures greatly reduces its efficiency. The hotel suffers in service delivery and personalising without integrated systems like Property Management Systems (PMS) and Customer Relationship Management (CRM) technologies. Apart from affecting rapid client check-ins and tailored interaction, the lack of digital technology reduces the hotel's capacity to maximise operational procedures and resource management (Kedi et al., 2024). Furthermore, the hotel's lack of sophisticated marketing technologies limits focused advertising campaigns, therefore missing income potential from both new and returning visitors. This dependence on conventional techniques might also lead to discrepancies in service quality, thereby possibly influencing client happiness.
Opportunities
Using digital technology will provide Hotel de la Ville a great chance to improve its attractiveness. The hotel has an opportunity to distinguish out by providing modernised facilities as mobile check-ins, digital concierge services, and automated room preferences given the worldwide movement towards digital convenience and personalised guest experiences (Jayawardena et al., 2023). Travellers now value sustainability more and more, thus there is a chance to include eco-friendly methods including sustainable sourcing and energy-saving technology, thus enhancing the market appeal to environmentally concerned visitors (Parsakia, 2023). Using CRM data to increase its online presence would also enable focused marketing initiatives drawing in and keeping a tech-savvy consumer base.
Threats
Local and foreign Milan hotels that have already adopted innovative technological solutions create competition for the hotel. These rivals are positioned to draw customers who give ease and technology integration top priority. Changing consumer expectations also disadvantages Hotel de la Ville, particularly for younger guests, should it keep postponing technology improvements. Lastly, worldwide travel interruptions and economic swings—such as those seen during the COVID-19 epidemic—create continuous financial risks, which emphasises even more the requirement of operational efficiency to resist times of reduced occupancy and changing demand.

[bookmark: _Toc182342621]TOWS Analysis
Strengths-Opportunities
Combining Hotel de la Ville's established name as a luxury hotel in Milan with its great location close to famous landmarks like the Duomo and La Scala, helps it to profit from the rising desire for upscale, technologically improved guest experiences. The hotel may leverage this benefit by adding digital comforts as personalised concierge services, in-room smart controls, and mobile check-ins and in-house smart controls. Hotel de la Ville may not only improve guest satisfaction but also draw a more tech-savvy clientele by including these contemporary conveniences, especially among foreign visitors and business professionals who give flawless, quick service top priority (Wang, 2024). Using its brand and physical location with new digital products will also help the hotel create distinctive, customised experiences that distinguishes itself in the premium sector.
Strengths-Threats
Outstanding service standards and brand power of Hotel de la Ville might act as shield against increasing competition from other tech-forward luxury hotels in Milan. Emphasising its unique mix of classic elegance and modern convenience, the hotel may develop a selling feature that appeals to visitors looking for both refined atmosphere and digital sophistication. Emphasising this double advantage—that of contemporary technology's efficiency and the beauty of old hospitality— Hotel de la Ville should be positioned as a unique alternative for guests that appreciate both (Wong, Wan, and Sun, 2023). Even when other hotels use comparable digital technologies, this strategy may help the hotel keep its competitive advantage and foster brand loyalty.
Weaknesses-Opportunities
Hotel de la Ville can use current possibilities in digital technology to embrace Property Management Systems (PMS) and Customer Relationship Management (CRM) solutions in order to solve operational inefficiencies resulting from hand-written systems. By simplifying regular chores like visitor check-ins and room administration, these solutions would free staff members to concentrate on providing individualised service (Yushchenko, 2024). By tracking visitor preferences, for example, CRM data helps the hotel to customise its offers and marketing campaigns, hence enhancing guest loyalty and return visits. Moreover, including energy-efficient technologies fits the growing visitor desire for sustainability and helps the hotel attract environmentally concerned guests while maybe lowering running expenses (Brahami et al.,2020).
Weaknesses-Threats
Hotel de la Ville should create a progressive digital transformation strategy in response to the difficulties presented by its technology restrictions and growing expectations of contemporary visitors. Under this strategy, strong service standards would be maintained while financial risk would be managed and technology improvements would be progressively introduced. The hotel may reduce the risks connected with switching from manual to digital operations without overloading its resources or compromising the guest experience by adopting a careful, budget-conscious strategy (Soares et al., 2021). This slow approach lets Hotel de la Ville protect its market share in Milan's competitive luxury category and get ready for long-term needs of a hotel environment more reliant on technologies.
3. [bookmark: _Toc182342622]Recommendations 
Implement Advanced Property Management System
Modernising operations, improving guest happiness, and keeping a competitive edge in the luxury hotel industry all depend on Hotel de la Ville using an innovative Property Management System (PMS). Key operational activities like reservations, check-ins, cleaning, and invoicing will be automated by the PMS, thereby lowering manual mistakes and raising efficiency. The deployment strategy calls for choosing a recognised PMS provider seasoned with luxury hotels, customising the system to fit the particular demands of the hotel, and guaranteeing flawless connection with current systems like online booking engines and point-of-sale systems (Leung, 2022). Maintaining data integrity and continuity of service depends on closely managing data transfer from outdated systems. A seamless transition depends on change management techniques; they include including stakeholders early, offering workers thorough training courses, and creating support systems like helpdesks (Kotter, 1996). Good communication on the advantages of the new system—like better visitor experiences and less work—will assist to lower opposition (Massie, 2022). Tracking important performance measures such lowered check-in/check-out times, lower reserve mistakes, higher guest satisfaction ratings, and better operational efficiency would help one to measure progress (Ahmed, Moustafa, and Abdien, 2023). Online evaluations and guest feedback surveys will offer insightful analysis of how the system affects the calibre of services. Although the financial outlay is large, it is commensurate with the hotel's size and expected to yield a return on investment through increased efficiency and guest satisfaction. The expenses involved include an initial investment of approximately €50,000 for software purchase and customising, annual licencing fees of roughly €10,000, and training expenses estimated at €5,000 (Shin, Shin and Gim, 2023). Furthermore by guaranteeing safe management of guest data, the PMS may help compliance with data protection rules such the GDPR. Finally, implementing an advanced PMS is a strategic endeavour that fits Hotel de la Ville's goals of providing first-rate service, streamlining processes, and preserving its prestigious reputation in Milan's cutthroat hotel sector.
Adopt Customer Relationship Management Software
Using a Customer Relationship Management system at Hotel de la Ville is a strategic endeavour meant to raise guest satisfaction by means of tailored marketing campaigns and customised services. Effective guest data collecting and analysis made possible by the CRM system will help to deepen knowledge of consumer preferences and behaviour (Ozay et al., 2024). To guarantee flawless integration across all operational platforms, the implementation strategy calls for choosing a CRM solution fit for the current Property Management System (PMS). Establishing a strong data collecting framework is vital and comprises policies for data input, management, and privacy compliance in line with the General Data Protection Regulation (GDPR). Combining the CRM with all guest touchpoints—including the front desk systems, booking engine, and hotel website—will provide a consistent perspective of client contacts (Mirakhor, 2021). Adopting the CRM system successfully depends on change management techniques. This covers staff data privacy training aimed at GDPR compliance and ethical data treatment standards. Realigning current procedures to include CRM use will need changing roles where needed and amending workflows. Encouragement of staff members to offer comments on CRM usability helps to build responsibility and may result in enhancements in system performance. Data entry needs may cause staff members to be worried about more work; management could show how the CRM over time automates regular processes and provide tools that boost production to help to allay this anxiety (Demewoz, 2021). Setting up certain periods or responsibilities for data management can also help to reduce workload worries. Key performance factors including visitor retention rates will determine success; improved personalising should result in predicted rise in repeat bookings. Personalisation indicators, including the quantity of customised services provided, will show how well the CRM shapes experiences for every guest (Becker and Jaakkola, 2020). The enhanced success of focused marketing initiatives, using the CRM's analytics features, helps one to evaluate marketing return on investment (ROI). The prices include an initial setup cost of about €30,000, yearly maintenance fees of around €7,000, and training costs approximated at €3,000. The possible rise in income from better client loyalty and more efficient marketing justifies these expenses; this will help the hotel to become much more profitable. Moreover, the CRM system may give insightful analysis for strategic decisions, so supporting long-term competitive advantage.
Staff Training and Development
Hotel de la Ville must make investments in staff training and development if it wants to properly use new technology and keep high service standards in the cutthroat hotel sector of today. Starting with a thorough training needs assessment to identify skill gaps related to the newly adopted Property Management System (PMS) and Customer Relationship Management (CRM) software as well as areas in service delivery requiring improvement, the implementation plan This evaluation will guide the development and scheduling of customised training programs using a mix of seminars, hands-on activities, and e-learning modules to meet various learning styles (Mohd et al., 2020). Establishing continuing development projects can encourage clear professional advancement routes and provide chances for constant learning, so improving staff motivation and retention (Garavan, et al., 2023). This shift cannot be facilitated without change management techniques; so, promoting an inclusive culture where learning is appreciated helps to engage employees (Kotter, 2012.). Programs for acknowledging and rewarding employees who shine in adjusting to new systems can help to strengthen good practices and organisational goal commitment (Armstrong and Taylor, 2023). Involvement in leadership is crucial; managers should lead by example and actively participate in training to show staff members dedication and impact on alter opinions (Yukl, 2023). New expectations may overwhelm staff members; so, enough assistance should be given together with clear explanation of the advantages to ensure that training is interactive and interesting enough to sustain interest and enable successful learning. Staff competence assessments will be used to gauge performance; better results on post-training evaluations show efficient knowledge transfer. Positive comments from guests on service quality will provide outside confirmation of the influence of the training. Higher degrees of work satisfaction and morale that employee satisfaction surveys show are connected to successful training and development programs. The expenses include about €5,000 for professional trainers' fees and almost €10,000 for training materials development. Though they are expected, opportunity costs—like possible loss of output during training periods—can be reduced with careful scheduling (Rijal and Sesario, 2024). Given the long-term advantages of a trained workforce—including higher productivity, improved visitor satisfaction, and lower turnover—these expenses reflect a strategic investment probably yielding substantial returns (Bisbey et al., 2020). Hotel de la Ville can guarantee that staff members are able to provide premium services that satisfy changing needs of guests by arming them with the required skills and encouraging a culture of continuous improvement, so preserving its competitive advantage in the market for luxury hotels.
Invest in Sustainable Technologies
Investing in sustainable technology at Hotel de la Ville is a strategic project meant to lower running expenses and improve the hotel's attractiveness to customers who care about the environment, therefore enhancing its competitive position in the luxury hotel market. First, putting energy management systems like smart thermostats and LED lights in place would greatly lower energy usage, therefore matching with top standards in sustainable hospitality. Second, using low-flow fixtures and linen reuse programs will help to cut water use without sacrificing visitor comfort—a strategy shown successful in past research (Debski et al., 2022). Third, using waste reduction techniques such recycling containers and cutting single-use plastics can help the hotel minimise its environmental impact and follow growing regulatory requirements on trash management (Jones and Comfort 2020). Successful adoption of these practices depends on change management tactics; staff training is therefore quite important to teach staff members on the value of sustainability and their part in reaching these objectives, so promoting an environmental responsible culture. Not only improves guest experience but also encourages good environmental behaviour by including visitors on the sustainability projects of the hotel. Including sustainable techniques into policies and standard operating procedures will institutionalise these behaviours and guarantee long-term commitment (Mensah and Ampofo, 2021). Clear rules stressing how these practices may improve visitor happiness and the hotel's reputation will help staff members to change their routines and assist them in so enhancing work satisfaction and motivation. Lewin's Change Management Model holds that key phases in properly managing organisational change include unfreezing current behaviours, shifting to new practices, and refreezing them as normal routines. Utility bills, which can be tracked to evaluate the financial advantages of the projects, show that measurements of success will be based on quantitative measures such decreases in energy and water consumption expenses. Surveys and online reviews can help to gather positive visitor comments on sustainable initiatives, therefore indicating higher client satisfaction and improving the hotel's market profile (Zambrano Cancañón, LaoLeón,  and Moreno Pino, 2022). Reaching environmental certifications, such ISO 14001 or Green Key, can provide outside confirmation of the hotel's dedication to sustainability and can be used in marketing campaigns to draw environmentally concerned visitors. The long-term savings from lower operating expenses and utility bills justify an initial equipment and installation expenditure of around €40,000. Because sustainable technologies are so efficient and durable, maintenance expenses are low and over time the return on investment is favourable. Furthermore, these expenditures should pay off in more patronage from visitors who give sustainability top priority—a increasing portion of the hotel industry. Hotel de la Ville not only improves its operating efficiency but also increases its brand image as an ecologically responsible luxury hotel by including sustainable technology, thereby matching with worldwide trends and guest expectations in sustainable tourism (UNWTO, 2018).
4. [bookmark: _Toc182342623]Action Plan
	Number 
	Problem 
	Solution 
	Desired outcome 
	Time scale 
	Completion Date 
	Planned Budged

	1
	Operational inefficiencies due to manual processes in reservations, check-ins, and billing
	Implement an Advanced Property Management System (PMS)
	Streamlined operations, reduced errors, faster service delivery, and enhanced guest satisfaction
	4 months
	31/03/2024
	65,000

	2
	inability to personalize guest services and target marketing due to lack of guest data management
	Adopt Customer Relationship Management (CRM) Software
	Improved guest loyalty through personalized services, effective targeted marketing, and increased revenue
	3 months
	28/02/2024
	40,000

	3
	Staff skill gaps in utilizing new technologies and maintaining high service standards
	Invest in Staff Training and Development
	Competent staff capable of leveraging new systems, enhanced service quality, and higher employee morale
	5 months
	30/04/2024
	20,000

	4
	High operational costs and lack of appeal to eco-conscious guests due to unsustainable practices
	Invest in Sustainable Technologies
	Reduced operational costs, improved environmental footprint, attraction of eco-conscious guests
	6 months
	31/05/2024
	45,000



5. [bookmark: _Toc182342624]Conclusion
To conclude, Hotel de la Ville is at a turning point when adopting sustainable practices and technological innovation is crucial to keep and improve its prestigious place in Milan's cutthroat luxury hotel scene. The thorough investigation revealed important operational inefficiencies resulting from the hotel's dependence on hand-written procedures in important operational spheres like guest services, check-ins, and bookings. This dependency has resulted in slower service delivery, more possibility for mistakes, and restricted capacity for tailored guest experiences—all of which are very essential in satisfying the expectations of contemporary, tech-savvy tourists.  The lack of integrated systems such as Customer Relationship Management (CRM) software and Property Management System (PMS) has made it difficult for the hotel to effectively control operations and use important guest data for tailored marketing and personalised services. The PESTEL study highlighted the external elements influencing technology adoption including political regulations like GDPR compliance, economic conditions affecting luxury travel demand, social trends favouring digital convenience and sustainability, technological advancements necessitating modernisation, environmental imperatives pushing for eco-friendly practices, legal obligations related to data protection and labour laws.  The SWOT and TOWS studies underlined even more the hotel's strengths: its well-known reputation, great position close to famous sites like the Duomo and La Scala, and its special fusion of modern conveniences with traditional elegance. These qualities offer great chances to use digital technology to improve guest experiences, draw a tech-savvy clientele, and apply sustainable methods appealing to environmentally concerned visitors while lowering running expenses.  The suggestions given create a strategic road map to handle these difficulties and seize possibilities. By automating operational operations, lowering human mistakes, and increasing service efficiency—an advanced PMS will free staff members to concentrate more on individual guest contacts. Using a CRM system can help to efficiently gather and analyse visitor data, hence enabling customised services and more successful marketing efforts and hence guest loyalty and income increase. Maintaining high service standards and ensuring personnel are ready to use new technology successfully depend on staff training and development, therefore improving both employee satisfaction and visitor experiences. Including sustainable technology fits visitor tastes and worldwide trends, therefore improving the hotel's attractiveness and reputation and helping to save costs via lower energy use.  We are sure that, with careful change management techniques, these strategic projects will greatly improve Hotel de la Ville's operational effectiveness, guest happiness, and competitive standing in the luxury hotel sector. The phased implementation strategy guarantees that changes are made sustainably, with careful regard to expenses and minimum disturbance of continuous operations.  TechRise Hospitality Consulting would want to sincerely thank you to Hotel de la Ville for the chance to work on this important project. Working with a company that celebrates quality and is dedicated to changing with the developments in the sector has been an honour. Your openness to adopting creativity not only sets a standard in the hotel industry but also helps Hotel de la Ville to be constantly successful in the years to come.  We remain at your service to help with the application of these suggestions and look forward the prospect of helping Hotel de la Ville in further projects. Once more, we appreciate you giving us this significant responsibility. 
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