1.1. Background of AC Hotel Gran Canaria

The tourism and hospitality industry plays a pivotal role in the economy of a country, influencing both local and international financial systems. The backbone of the hospitality sector lies in accommodations, which include a variety of options such as hotels, apartment hotels, motels, hostels, and campgrounds. The essence of "hospitality" revolves around providing reception and hosting services, with a focus on lodging. Accommodation services are essential for catering to both business and leisure travelers, making establishments like hotels and hostels critical for the industry. Investing in hotels, apartments, motels, hostels, or campgrounds contributes to the expansion of accommodation options, leading to economic growth in developing countries. This growth not only creates job opportunities but also increases tourism revenue, ultimately benefiting the country's financial stability (Achmad & Yulianah2022).

The Canary Islands are a highly sought-after location for both domestic and international visitors. They are at the forefront of certain tourism markets, making the hotel sector there extremely competitive. As a result, tourism organizations from Gran Canaria and other places, as well as entrepreneurs in the hospitality industry, are focused on ensuring that customers stay longer during their visits, considering the intense global competition in the sector. (Cortes et al.2024).
AC Hotel Gran Canaria is part of the renowned Marriott Group, known for its tranquil and elegant ambiance. Situated on the east coast of the island, this hotel is conveniently located near a popular beach, the airport, shopping district, and ferry terminal. (Hernández-Guedes et al.2024)(Singh et al.2024) The hotel features more than 200 rooms, with spacious areas designed to exude a sense of relaxation and tranquillity. In contrast to other hotels in the area, AC Hotel Gran Canaria offers fewer large spaces like meeting rooms, ballrooms, and restaurants. However, by strategically focusing on creating facilities for special meetings and events, the hotel has successfully attracted clients and maintained competitive pricing.(Hernández-Guedes et al.2024)

Spain's hotel industry stands out for its geographical significance, positioned in the southern part of Europe as one of the largest countries in the region. The growth of the Spanish hotel sector has caught the attention of numerous international hotel chains, resulting in the establishment of 52 Spanish hotel chains across Europe with a total of 24,624 hotels and 1,829,968 rooms. These hotels are present in 50 countries, representing a substantial portion of the European hospitality market (Rösch, 2020).

To conduct the analysis, it is assumed that obtaining information about business strategies in a particular geographical area cannot be accomplished through statistical or operational data models, but instead requires the use of qualitative research techniques( SWOT, PESTEL, TOWS) (Bouncken et al.2021). This assumption is based on the understanding that there is a lack of comprehensive knowledge regarding the strategies employed by hotels and customer satisfaction levels in Las Palmas de Gran Canaria. The objective is to assess whether customer satisfaction, as well as the factors influencing it, differ between high and low category hotels, especially within the context of family tourism, which is a significant market segment in the city. (de et al.2024)

With a highly skilled and experienced staff, the report's author launched a new business a few years ago, called PASS Consultancy. This organisation is mostly concentrated on the hotel industry, but it includes consultants in all disciplines on its roster. The company's workforce ranges from market researchers, IT consultants, financial advisors, and administrative consultants to the newest hires—Gen Z—who are now in vogue. Generation Z is thoughtful, tech-savvy, and full of creative ideas, making them ideal for a consulting company. This company's goals are to welcome and integrate the younger generation while providing them with the chance to manage a project under a professional's strict supervision. The goal is to advise management of struggling enterprises and provide innovation and technology to the hospitality sector. 

ANALYSYS
Increasing competition
Emerging brands are on the rise while traditional ones are making a comeback. In this evolving landscape, the key factors of success include well-trained and motivated professionals, as well as a dedication to upholding high standards for guests. The quality of service and the attentiveness of hotel staff are crucial assets for the business. (Margaretha et al.2022) Management plays a significant role in establishing an appealing and consistent brand image that resonates with guests from the start. This level of engagement is particularly suited for hotel chains like AC Hotels, which cater to international travelers seeking a seamless blend of business and leisure during their stay. Maintaining a balance between cost and pricing hinges on delivering superior quality and fostering brand loyalty. By crafting a personalized approach to customer relations, businesses can cultivate a sense of loyalty that translates into economic benefits. Recognizing and rewarding the dedication of employees is essential to creating a team capable of delivering on these promises. It is through these efforts that companies can truly satisfy the unspoken needs of their guests and build a sustainable business model.. (Quan et al.2020) The profound connection established for guests at AC Hotels, appealing to frequent international travelers seeking a balance of work and relaxation, must be reflected in the delicate balance of cost and pricing strategy. Maintaining a strong market presence necessitates a commitment to superior quality and brand loyalty, achieved through personalized customer engagement and a robust CRM system. By fostering emotional connections between guests and the hotel, economic benefits can be gained, resulting in lasting customer loyalty. Ultimately, employee dedication to meeting guest needs leads to rewards and incentives that promote a culture of service excellence and satisfaction. These efforts are crucial in attracting and retaining a motivated team capable of delivering on the hotel's value proposition. Therefore, the corporate work rewards bring a fierce fidelity. These are the fruits of the commitment of all employees, who will receive benefits that will enable them to clarify and satisfy the unconscious needs of a guest. Small daily rewards that recognize the commitment shown at work or a facility to take care of themselves and relax are necessary to attract and maintain a team capable of transforming such a promise into reality.
SUSTAINABILITY Practices and environmental initiatives
These procedures are essential to provide reassurance to both travelers and the local community about the dedication to preserving the environment and respecting the local culture. Implementing these steps can enhance the effectiveness of sustainable practices within a luxurious hotel. In order to maintain sustainability, it is important for the hotel to assess potential threats in different areas and be ready to take appropriate actions. (Tritto, 2020). The AC Hotel Gran Canaria implemented strategies focusing on energy and water conservation, waste management, and biodiversity protection. Changes such as switching to LED lighting and using seawater in the swimming pool were made to conserve resources. Recycling and upcycling programs were introduced to reduce landfill waste and benefit the local community. By reducing water usage during renovations, less desalinated water was needed. (Hanlon et al.2024)The Executive Chef participated in environmental training to promote bio-stewardship within the hotel. Initiatives like tree planting and participation in plastic-free campaigns led to a decrease in greenhouse gas emissions. Collaborating with Ocean Alive on mangrove planting aims to protect the coastline. The hotel is also partnering with various organizations to enhance waste management practices. In order to reduce waste going to landfills and offer advantages to the nearby community, recycling and upcycling initiatives were implemented. By cutting back on typical water usage during renovations, the amount of desalinated water needed can be decreased. (Barakagira & Paapa, 2023)The Executive Chef participated in environmental training as part of a bio-stewardship program and is now instructing hotel staff. Various measures, such as tree planting and involvement in a plastic-free campaign, have led to a reduction in greenhouse gas emissions. Collaborating with Ocean Alive in mangrove planting efforts is helping safeguard the coastline. The hotel is partnering with several organizations to enhance waste management practices.(Battistelli et al.2023).

changing customer preferences
Research in the hospitality industry indicates that there is a shift in the guest profile of hotel stays. The newer generations of travellers prioritize experiences over material possessions, making the marketing of experiences crucial for the current and future success of the tourism sector. This trend is leading to a higher demand for loyalty experiences in hotels, where loyalty goes beyond just brand allegiance to include a heightened level of customer service. Guests now expect their specific room preferences to be met and for meals to feature regional ingredients. (Leban et al., 2024)Furthermore, the quality of service and staff preparation for guests' stays is becoming increasingly important to potential visitors. In addition to the services offered, providing a personalized style of service may prove to be the most effective loyalty strategy. Ultimately, the goal for any business is to meet or exceed client expectations. AC Hotels strives to embody the pinnacle of refinement, excellence, and innovation in the hospitality sector by focusing on efficient management and comprehensive services tailored to the needs of their guests. An increasingly important factor for potential visitors is the hotel's dedication to exceptional service and well-trained staff, ensuring a seamless experience for guests. Beyond simply providing services, a thoughtful approach to service delivery can serve as the most effective way to foster customer loyalty. Ultimately, the overarching objective of any business is to meet and exceed customer expectations. (Gutiérrez-Pérez & Álamo-Vera…) AC Hotels strives to be at the forefront of sophistication, quality, and innovation within the hospitality sector, tailoring its offerings to suit the preferences of its clientele. This emphasis on delivering not just services, but a refined level of service, serves as a robust strategy for cultivating customer loyalty. Ultimately, the key objective in any business venture is to meet and even exceed the expectations of patrons, without letting them down. AC Hotels positions itself as a beacon of excellence in terms of taste, providing top-notch quality, innovative solutions, effective management, and comprehensive services within the hospitality realm, all while taking into consideration the desires of its guests. (Sopyan et al.2023)

Following a SWOT analysis, a deeper insight into the competitive landscape was gained. The upcoming addition of two new AC brand hotels in Gran Canaria highlights the chains' recognition of the Canary Islands as a lucrative tourist market. (Aguiar-Quintana & Haller2024) Nevertheless, they are not the only players eyeing this market. The surge in last-minute hotel bookings in Gran Canaria during the summer not only underscores the high-quality services available in the Canary Islands but also reflects the keen interest they generate among consumers. Consequently, the abundance and diversity of the tourist offerings necessitate that chains differentiate themselves based on factors beyond just pricing. (dos Santos, 2021).
PESTEL
The COVID-19 crisis has highlighted the importance of implementing long-term strategic planning and comprehensive models of organizational resilience that specifically examine the connection between exposure and impact. As such, key factors influencing the effectiveness of mass tourism in Spain are identified through a multi-dimensional analysis at the tourism destination level. Elements such as attraction, promotion, public policies, and service quality emerge as significant drivers. On the other hand, variables like transportation access and environmental aspects do not directly determine outcomes, yet still have notable influences on tourist satisfaction. This underscores the need for both government entities and businesses to consider the impacts of infrastructure and regulatory measures on ensuring positive tourist experiences. (Melián-Alzola et al., 2020)
In terms of the districts, the variables can be divided into three primary categories based on their significance for the delay of Spanish tourism in the southern districts: initially, aspects like information quality, destination safety, and tourism logistics indirectly impact the assessment of mass tourism effectiveness. (J. Sánchez-Sánchez & M. Sánchez-Sánchez, 2022)
The hotel industry holds a significant position in Gran Canaria's economy, with the island heavily reliant on tourism. Gran Canaria is a popular destination for many tourists from Northern and Central Europe. However, there has been a notable decrease in tourist numbers since July 2021, with a 155.7% drop reported (Arjmand et al.2023)(Muhammad et al., 2021).
The AC Hotel Gran Canaria, situated in Tria Mall, Spain, operates as a four-star hotel catering to guests' comfort through accommodation services and additional amenities. Recognizing the importance of sustainability in their business practices, the company established the "AC Bar Garden" to minimize environmental impact and promote environmental stewardship. (Barakagira & Paapa, 2023) Emphasizing the absence of environmental laws as a strategic advantage, the hotel is committed to engaging customers and partners, meeting societal expectations, optimizing resource use, and minimizing waste to fulfill its environmental responsibilities. (Duric & Potočnik Topler, 2021).
The AC Hotel Gran Canaria, as a player in the hospitality industry, must implement strategic technological advancements in order to establish a lasting presence in the market. Similar to other hotels, this resort hotel employs a technological system for guest interaction and is dedicated to efficiently introducing and refining new offerings. The rise of automation in the healthcare field demonstrates a significant need for service robots.(Alotaibi & Khan, 2022).
The T-O-W-S matrix analysis provides a structured approach to setting objectives and strategies. By delving into the methodology, it facilitates comprehension and mastery of various problem-solving techniques. Additionally, it aids in shaping the strategic framework of an organization. (Verpil, 2022)
The TOWS Matrix serves a dual purpose of blending and combining. By examining and evaluating, it creates a unique blend of organization or connection between the four different categories. (Nurgiri & Wandebori)(Saleh & Zohry2022). The human resources strengths highlighted in multiple boxes include MANA5, MANA9, and MANA12. On the other hand, the market strengths identified externally are MARI10, MARI11, MARI7, and MARE3. Similarly, internal operations strengths consist of OPER6, OPER9, and OPER12. Finally, external financial strengths can be seen in FARE1, FARE2, FARE4, and FARE3. (Antonio Cruz-Morato et al., 2021). The strengths within the hotel rooms are evident in ROOM3, ROOM6, and ROOM16. The WiFi strengths outside can be identified in WIF5, WIF6, WIF2, and WIF9. The main considerations in the TOWS matrix quadrants include Defense (internal strengths and external threats), Offense (internal strengths and external opportunities), WT Strategy (internal weaknesses and external threats), and SO Strategy (internal strengths and external opportunities) (Antonio Cruz-Morato et al., 2021). The principal TOWS matrix quadrant considerations are: Defense (internal strengths and external threats), Offense (internal strengths and external opportunities), WT Strategy (internal weaknesses and external threats), and SO Strategy (internal strengths and external opportunities).
 Reccomandation and change management
1 Importance of recommendation and changing management in the hospitality industry

The AC Hotel Gran Canaria provides customized and upscale rooms for guests to enjoy maximum comfort tailored to their preferences. The hotel also caters to sports enthusiasts with amenities such as an outdoor pool and a well-equipped fitness center featuring a wide variety of gym equipment suitable for both casual and serious athletes. (Singh et al.2024).
This hotel showcases a cutting-edge aesthetic, complemented by top-tier services and amenities aimed at catering to a diverse clientele, whether they are on a business trip or enjoying leisure activities. The state-of-the-art facilities encompass a comprehensive business hub and complimentary Wi-Fi accessible throughout the premises, ensuring that guests can effortlessly tend to their personal or professional obligations. (Wu et al.2023).
The Director General of AC Hotel Gran Canaria discovered several strategic possibilities for 2011 and shared these objectives with the teams. The AC brand aims to achieve an increase in Gross Operating Profit (GOP) and a modest growth in Revenue per Available Room (RevPAR). Conversely, other hotels opted for strategies centered on boosting occupancy rates to expand their market share. (Hernández Martín et al., 2021).
The advancement of ICT has challenged the traditional and well-established viewpoint of hotels, leading to resistance towards new changes that greatly impact the room division. However, effective management during this period of change can guide both the establishment and its employees towards embracing new IT technologies and enhancing customer support. (García & Battino2021). The integration of the Internet in hotel services has led to disintermediation, empowering customers to complete tasks like check-in, room selection, and reservation confirmation easily before reaching the hotel. The Internet plays a crucial role in communication for providing travel services, influencing advertising and sales channels in the hotel industry. The implementation of this innovative technology within hotels has significantly impacted service and customer experience. It has initiated the disintermediation process, enabling customers to complete complex tasks prior to their arrival through online platforms. Tasks such as check-in, room selection, and confirmation could soon be independently managed by customers with just a few clicks. (Fernandez-Villaran et al.2024). The integration of new technology within hotels has significantly impacted service and customer experience. The introduction of Internet technology has led to disintermediation, allowing customers to complete various tasks easily before their arrival. Tasks such as checking in, selecting a room, and obtaining confirmation can now be done independently by customers with minimal effort. (Faker, 2023). 
In the hospitality industry, customers heavily rely on feedback from past clients to guide their booking decisions. Platforms such as Bookings, Expedia, Google Reviews, and Trip Advisor facilitate this process, with customers meticulously evaluating both positive and negative reviews before making a final choice. The hotel's overall rating and customer feedback now play a vital role in determining its sales performance. Therefore, effective management of reviews and understanding the impact of IT services on customer perceptions is crucial. Tools like Social Share and Trust You allow hotels to track potential clients who have a strong presence on social media, as well as those who share either positive or negative perspectives about the hotel and its services. (KAUR)
2 Benefits of effective recommendation strategies

Success is also dependent on the performance of the organization as a whole. A growing organization starts to provide incentives to all its employees. Those employees who excel in providing exceptional service, meeting customers' needs, and creating positive interactions are more likely to be recognized. Employees who consistently deliver outstanding guest service are more likely to attract repeat customers. According to General Manager Christopher Hegge, satisfied employees play a crucial role in achieving success as they are more likely to perform at a higher level. This increased performance level can lead to repeat business during peak periods, resulting in higher profits and potentially reducing costs. Additionally, the high-performing employees within the organization can also serve as powerful marketing tools through their positive recommendations. (Al-maaitah et al.2021).
The purpose of this section is to explain the importance of organizations efficiently handling recommendations. It also outlines the advantages that come with doing so. Recommendations in the hotel industry directly influence the responsibilities of employees who are involved in meeting sales targets. They also play a role in enhancing the overall success of the organization by familiarizing guests with the full range of services and products available at the hotel. A well-informed guest is more likely to have their needs met by the various departments within the hotel. (Jibril & Yeşiltaş, 2022)
 3 Current practices in reccomandation and changing management at AC  Hotel Gran Canaria
At AC Hotel Gran Canaria, staff can pinpoint challenges and constraints when implementing changes and assessing suggestions. Attention is primarily directed towards developing 50% of the necessary skills for the future with employees, leaving the other 50% to impact only the most proficient individuals at the highest level. (Shaturaev2022).
The hotel promotes employee involvement by using suggestion boxes to gather their ideas. This initiative aims to test the automated recommendation system discussed in the report, giving employees the opportunity to contribute suggestions and participate in tasks. By allowing workers to express their recommendations, the hotel fosters self-determination, boosts self-worth, facilitates structured cooperation, and enhances self-awareness. These efforts aim to prepare employees for future challenges and promote ongoing improvements within the hotel. (González-González et al.2021).
Regarding recommendations, feedback is consistently provided as a standard practice. This occurs daily, with problem-solving meetings for specific employees happening weekly and with work teams monthly. Accomplished objectives or recommendations are typically communicated and acknowledged, with evaluations typically taking place at the end of each year. (MENESES, 2020).
Regarding changes, the hotel is a well-established institution where employees frequently engage in decision-making processes. Changes are systematically introduced, considering various factors. Decisions are collectively made by groups of managers, with input from employees and unions, especially when issues like wages are involved, to achieve specific and agreed-upon goals. (Guzmán-Pérez et al.2020).
The presence of technology, encompassing hardware, software, networks, and telecommunications capabilities, facilitates the development and implementation of an Information Lifecycle Management (ILM) solution by enhancing the efficiency, effectiveness, and quality of communication and information delivery. A comprehensive information system integrates various databases that generate a substantial amount of diverse information, along with a set of guidelines essential for decision-making. These guidelines govern a series of processes designed to produce diverse output information. (Espino-Rodríguez & Gebril Taha, 2023).
4 Proposed strategies for improvement
Enhancements can be categorized into three key areas in terms of emotional and satisfactory aspects. The initial area focuses on enhancing the physical surroundings including factors such as temperature, lighting, acoustics, cleanliness, etc. There is a need to expand knowledge, create assessment tools, establish regulations, etc., by incorporating a new perspective on individuals' perceptions and emotional reactions towards the establishment's environment, particularly in the hospitality sector. Taking action in this direction helps in pursuing overall sustainability goals, generating employment opportunities in developmental stages, and implementing technological advancements especially in energy and resources sectors. (García & Battino2021). The information presented in this and the previous section, as well as the analysis and discussion of results, have led to the creation of suggestions for enhancements at commonly used workstations, focusing on both technical and human aspects. These recommendations aim to improve key factors in the evaluation of service quality and working conditions. Regarding technical upgrades, investments in technology, modernizing and maintaining the environment, and establishing a database to monitor relevant indicators are essential for developing new marketing strategies and evaluating expenses. Furthermore, it is crucial to understand how each customer perceives the overall experience. This involves prioritizing emotional well-being, satisfaction, and comfort for both employees and customers. (Gutiérrez-Pérez & Álamo-Vera…). In terms of enhancing technical aspects, there should be a focus on investing in technology, modernizing and maintaining the environment, as well as establishing a database to monitor various important indicators for developing new marketing strategies and assessing costs. Additionally, understanding the global perception of each customer's image is crucial. This involves prioritizing emotional comfort, satisfaction, and well-being for both employees and customers. The process of collecting data provided insight into the reality of AC Hotel Gran Canaria, although this reality was observed indirectly. The absence of an observer physically entering different spaces and the subjective nature of the data meant that only glimpses of the roots of the issue could be understood. This led to a revealing gap that had internal repercussions, yet did not pose significant problems. The findings were valuable for the marketing and human resources departments of the hotels, helping to create awareness and engage with human resources. The data collected by AC Hotel Gran Canaria was integrated from validated sources and a consultative process. The approach was considered balanced, with the intention of being actionable. Later in the process, techniques specific to each phase will be discussed in more detail, addressing employee discomfort, and providing recommendations. (Jiménez et al.2024). The findings revealed a noticeable gap, leading to internal consequences that have not caused any issues so far. They were beneficial when utilized by the marketing or human resources departments in hotels, increasing awareness and involving human resources. It is suggested that the information be utilized by AC Hotel Gran Canaria in a comprehensive manner, sourced from credible references through a consultative approach. The approach appeared to be well-balanced and rational. The upcoming sections will provide a brief overview of the appropriate techniques for each stage, followed by a more detailed examination of employee discomfort and recommendations.

5 enhancing guest experience

In the realm of mobile applications, Finger showcases a selection of five notable options: Foursquare, Mobile Valet, Lutron Watch, Audi Pilot, TripIT Pro, and GoPro. Moving on to the realm of international TV programs, AGEX combines TV and Video-on-Demand content, transmitted via satellite through 61 channels in both Spanish and English. Spanor delves into an in-depth analysis of the interactive app designed for the Cultural Hotel Experience (CHE), utilizing the Android SDK interface. The strengths of this app lie in providing guests access to a comprehensive guide featuring modern art paintings, music, clips, and TV shows. However, its weaknesses are evident in terms of usability and screen design, posing challenges for users. (Zhou, 2023). With regards to smartphones, these gadgets offer a wide range of versatile and interconnected mobile applications with various content choices for guests. AC Hotels actively promote the use of apps for internet browsing, GPS navigation, augmented reality experiences, interactive games, social media, online shopping, and customer loyalty programs. E-concierge apps play a vital role in improving the guest experience at luxury hotels like Seaside Grand Hotel Residencia by providing exclusive benefits and reducing wait times for those seeking exceptional service. E-Art endeavours, such as the Hardware Social program at Hotel Arts Barcelona, strive to enhance guest experience and nurture stronger relationships with the hotel through innovative mobile apps like pre-check-in services. Although AC Hotel Gran Canaria has not yet embraced these technologies, the potential for hardware innovation to enhance guest experiences and outcomes is an important factor to consider. (Fernández-Díaz et al.) AC Hotels are promoting the use of various applications for a multitude of purposes such as internet browsing, GPS navigation, augmented reality experiences, access to brochures and guides, interactive games, social networking, e-commerce activities, QR surveys, and customer loyalty programs. One particular feature that stands out is the e-concierge service, which has been successfully implemented at the Seaside Grand Hotel Residencia for some time now. This specialized application, tailored specifically for mobile devices, is utilized by guests immediately upon booking or checking in. The e-concierge offers exclusive perks for guests who value luxury and wish to avoid unnecessary delays. It caters to guests who desire a sense of privilege without explicitly requesting it. The concept of e-Art can be further exemplified through global instances like the Hardware Social program at Hotel Arts Barcelona. This pre-check-in mobile application enhances the overall guest experience and fosters a stronger rapport with the hotel. As of now, AC Hotel Gran Canaria has not embraced these innovative technologies. The crucial dilemma lies in how advancements in hardware can be leveraged to achieve similar exceptional outcomes in guest relations and service. The focus at AC Hotels is on utilizing information and communication technology to improve the guest experience through mobile apps, international TV programs, smart telephones, e-concierge, E-Art, and the Hardware Social Program. Our task from AC Hotel was to investigate how innovations could be implemented at AC Hotel Gran Canaria to enhance the overall guest experience. In this analysis, we will explore the process of developing recommendations based on a thorough examination of the AC Hotel Gran Canaria case study, followed by a mixed method empirical evaluation. This research is significant as the proposed model for generating hotel recommendations and facilitating change management could be widely applied by AC Hotels to elevate guest satisfaction and adapt to the evolving expectations of cultural and music event attendees. (D’Souza & D’Souza2023).
 Action plan 

	number
	problem
	solution
	Desired outcome
	Time scale
	Completion date
	Planning budget

	2
	Enhance guests’ experience.
Enhance technical aspects
	Implement interactive app designed for the Cultural Hotel Experience (CHE), utilizing the Android SDK interface. E-concierge apps. E-art app. Prioritise the guests.
	Prioritize emotional well-being, satisfaction, and comfort for both employees and customers.
Sustainability programmes.
Quality of communication and information delivery.
Positive feedback from guests and employees.
Revenue increase

	6 months
	30.11.2024
	£80000
Single site



CONCLUSION
[bookmark: _Hlk167317251]In conclusion, the intention of this research is to incorporate the complexities of innovation, specifically in relation to enhancing customer experience and refining company environments, into the consciousness of hotel and service sectors. This awareness is fostered in the curriculum of the Master in Big Data in the Tourism Industry, which educates professionals in both data management and corporate culture. While still in the preliminary stages, we have developed a pilot program and are commencing data collection on guest behavior in hospitality establishments. Our proposal includes a methodology to unite business analytical pursuits with organizational dialogue regarding transformative processes within companies. Our primary objective is to enhance customer service by enhancing attentiveness to their preferences and linking it with a strategy that fosters trust. .In the initial stages of this project, we have developed a preliminary solution and initiated the process of collecting data pertaining to guest behavior at hotels. Our strategy involves merging analytical business efforts with ongoing discussions within the organization regarding change initiatives. The primary objective is to enhance customer service by better understanding their preferences and incorporating a design that fosters trust. (Yadegaridehkordi et al.2021).
This document outlines a suggestion for implementing a recommendation system at an AC Hotel located on Gran Canaria Island. The objective of the study is to emphasize the benefits of utilizing this system as a component of a company's change management plan. Additionally, it includes details about the Motivate & Innovate process, which is designed to guide the development and implementation of the pilot program with actual hotel guests. The goal is to prove that integrating the system can mitigate common customer issues in hotels and improve their overall experience during their stay.
This consultancy report delves into the primary discoveries of the research and suggests a step-by-step framework for project management methodologies within the SOI context of innovation development. An examination of the hotel's transition and project management framework is conducted to uncover the organizational and strategic characteristics that surfaced when the AC Hotel Gran Canaria implemented a revolutionary innovation. The framework takes on an introspective analysis standpoint. The execution of the COIN case study revealed significant impacts on project management within the participating organizations. The challenges in project management that arose across the three main research models also had implications for procedures, risks, businesses, employees, the environment, and interpersonal connections. (Zozaya et al.2022). The COIN case underscored the importance of incorporating unanticipated changes into project management practices as a natural part of the process. (Cioroianu et al.2024) This was evident in the challenges faced across various project management research models, impacting practices, risks, companies, employees, the environment, and relationships. The case highlighted the necessity of acknowledging unexpected changes as an integral part of project management. (Cooke, 2024)
PASS Consulting Company would like to express its gratitude for your selection of us as well as its appreciation for the time and effort you took to read our report. We are excited to work with you and guarantee that, with the aid of our experts and Generation Z support, we will enhance your guests' experiences and assist you in making a lasting impression on your clients.
EXECUTIVE SUMMARY
Investing in hotels in developing countries can present challenges from an economic standpoint. Hotel development in these areas comes with obstacles such as high fixed costs, limited liquidity, susceptibility to economic fluctuations, as well as environmental, political, and operational risks. Factors like reputation, brand recognition, and human resources also play a significant role. Due to these challenges, investments in hotels may not receive the recognition they deserve from financial markets, resulting in undervaluation. While there is a growing emphasis on social responsibility in investing in developing countries to promote economic and social progress, research suggests that this may not always lead to substantial economic growth. Therefore, developers in these regions often require financial incentives to address the various barriers to successful investment. (Buhalis et al.2023).
AC Hotel Gran Canaria, which is part of the prestigious Marriott Group, is well-known for its calm and elegant ambience. Situated on the east coast of the island, this hotel is conveniently located near a popular beach, the airport, shopping district, and ferry terminal. Boasting over 200 rooms, AC Hotel Gran Canaria offers spacious areas that are specifically designed to promote a sense of tranquility and serenity. In contrast to other hotels in the area, this hotel places less emphasis on large spaces like meeting rooms, ballrooms, and restaurants. Instead, they have chosen to focus on providing top-notch facilities for special meetings and events, which has enabled them to attract clients and maintain competitive pricing successfully. (Heidt, 2022)
There are strategies for Relationship Marketing that can be implemented at this hotel to enhance relationships with existing guests, encouraging them to return and potentially recommend the hotel to others. These actions ( SWOT, PESTEL, TOWS Analysis) not only build customer loyalty but also demonstrate to others the positive experience guests have had, highlighting the value for money offered. (Dang et al.2023).
Customer satisfaction is becoming a top priority for businesses not in essential consumption industries. Nowadays, customers place greater importance on service quality and amenities rather than the price when choosing where to make their reservations for leisure experiences. These findings are relevant for any hotel looking to attract a specific client base. The recommendations provided in the practical section of this study can also be applied to other leisure hotels and companies that share similar characteristics with AC Hotels. (Matondolo, 2022)(Göral, 2020).
CMS Hospitality has been recognized as a leader in the study of customer experience, which has been a prominent topic in the past decade. While numerous scientific articles and resources exist, most focus on the psychological and behavioral aspects of customer experience, neglecting the conceptual needs of many researchers. This research takes a departure from the conventional approach by emphasizing the practical aspects of customer experience. This shift in focus is valuable for businesses, as meeting customer expectations leads to greater customer loyalty and a competitive edge in the hotel market. (Poorani et al.2023).
The primary objective of the hotel is to attract and retain guests. The effective approach involves adapting the 7 P's to the reality of the hotel industry. Extensive research and analysis have been conducted to align the hotel strategy and tactics with the 7 P's, particularly focusing on the services offered. Key performance indicators for hotel success include metrics such as repeat business percentage, customer satisfaction leading to word-of-mouth referrals, ability to attract new customers, among others. (Nofrizal et al.2022).
The lack of significant capital improvements in a Spanish climate over the past three years could pose potential challenges with regards to guest satisfaction and future repeat business. This issue is closely linked to the overall physical quality and condition of the guestroom offerings. It is essential for management to set aside a reasonable portion of revenues for annual renovations, upgrades, and maintenance. Whether it is revamping flooring, updating bedding, installing new bathroom fixtures, or refreshing soft goods, these renovations will cater to the preferences and needs of guests, ultimately attracting and retaining higher-spending customers. Consideration should be given to conducting focus groups or allowing potential guests to preview newly renovated rooms to gauge the demand for updates and assess the return on investment for such projects. While wear and tear due to product aging and usage is inevitable, the lack of significant investment in the past three years warrants monitoring. Relying on dissatisfied guests to flag issues with asset quality is the most expensive way to address major infrastructure concerns.
Given the recent introduction of the concept on the island, the AC Hotel Gran Canaria must educate potential clientele about the brand and establish its presence in the market. PASS Consultancy must conduct a follow-up survey to evaluate market conditions, awareness levels, and property occupancy. To achieve this, the management must invest substantial resources and budget into advertising efforts to generate widespread awareness and drive demand for the product. Apart from traditional paid advertising and promotions, leveraging positive word-of-mouth, referrals, and fostering strong relationships with local businesses and organizations will play a crucial role in amplifying positive brand recognition.
Our proposal includes a methodology to unite business analytical pursuits with organizational dialogue regarding transformative processes within companies. Our primary objective is to enhance customer service by enhancing attentiveness to their preferences and linking it with a strategy that fosters trust. .In the initial stages of this project, we have developed a preliminary solution and initiated the process of collecting data pertaining to guest behavior at hotels. Our strategy involves merging analytical business efforts with ongoing discussions within the organization regarding change initiatives. The main goal is to improve customer service by getting a deeper grasp of their preferences and implementing a design that builds confidence. This paper presents a proposal for the installation of a recommendation system at the Gran Canaria Island's AC Hotel. The study's goal is to highlight the advantages of including this method in a business's change management strategy. It also contains information on the Motivate & Innovate method, which is intended to serve as a roadmap for creating and executing the pilot programme with real hotel guests. The intention is to demonstrate how system integration may reduce frequent complaints from guests and enhance their overall hotel experience.
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