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[bookmark: _Toc189982663][bookmark: _Toc189988588]Executive Summary
This consultancy report, authored by Elite Hospitality Consultants, comprehensively reviews the significant operational, strategic, and financial challenges The Ritz-Carlton Milan has been experiencing along with recommendations on how to improve its competitiveness in the luxury hospitality market. These are the urgent issues identified in the report: saturation of the market, changing guest expectations, digital transformation, and sustainability The hotel has to grapple with each of these factors that affects immensely its premium status in a more intense market environment. This paper, by combining qualitative and quantitative data, industry best practices, and a thorough strategic analysis, will present sound insights and practical solutions for sustaining long-term growth at The Ritz-Carlton Milan as well as about its reputation in service excellence.
Main Problems Identified
A myriad of macro and microeconomic challenges characterizes The Ritz-Carlton Milan. First of all, consumer behaviour has started to change within the luxury hospitality industry as consumers continue to pick up from where they left post-pandemic recovery. Currently, consumers desire experiences that are unique and deeply personalised. The hotel industry in Milan, specifically in the five-star category, has become overly saturated, hence increasing competition both from established and boutique hotels emerging with niche experiences. In addition, the growing expectations of guests regarding wellness, sustainability, and digital convenience must be addressed urgently in terms of operational and strategic changes.
Thirdly, as the hospitality sector becomes increasingly digitised, opportunities and challenges also arise for The Ritz-Carlton Milan. Whereas innovations in technology like AI-powered customer insights, mobile concierge services, and check-in and check-out services with automation increase the guest experience, the hallmark of personalised luxury service must also be balanced and measured against its need for progress in technology. Furthermore, it has become more urgent to think about sustainability: environmentally conscious tourists expect greater openness regarding hotels' energy efficiency and waste reduction activities and the procurement of products under sustainable conditions. Lastly, operational pressure increased costs on inflation and erratic tourist expenditure call for wise cost optimisation without compromising the amenities.

Findings and Analysis
From our analysis of financial data, competitor benchmarking, and market trends, the following are crucial insights:
Market Positioning & Competitive Analysis: The Ritz-Carlton Milan has a strong, premium position in the luxury hospitality market but faces growing competition from high-end boutique hotels and new global brands. Key competitors are the Bulgari Hotel Milan, Mandarin Oriental Milan, and Four Seasons Milan which deliver unique, very curated guest experiences. The group needs to differentiate and innovate.
Guest Experience & Personalisation: There is a rise in high-net-worth travellers who are interested in exclusivity, privacy, and bespoke experiences more than in standard luxury. Ritz-Carlton Milan is known for excellent service standards but needs to amplify its experiential features through personalised itineraries, wellness retreats, and customised unique culinary experiences aligned with ultra-luxury customers' taste buds.
Digital Transformation & Smart Hospitality: the increasing role of artificial intelligence, IoT (Internet of Things), and digital concierge services allows for operational efficiencies and enhanced guest experiences. Still, The Ritz-Carlton Milan will need to integrate digital in such a way as to align it with its refined, human-centred hospitality.
Sustainability & ESG Compliance: Ritz-Carlton Milan has little sustainability in its marketing, although there is much industry restructuring toward travellers into more sustainable travel practices. Such sustainability would encompass transparency around reduced energy usage, sustainable sourcing, and ethical partnerships with suppliers to make Ritz-Carlton Milan more attractive to its market.
Financial Performance & Cost Optimisation: Rising operational costs, particularly in labour, supply chain management, and energy, require innovative cost management strategies. While maintaining a premium pricing model is crucial to brand positioning, operational efficiency improvements, such as smart energy systems and staff training optimisation, can help reduce expenses while maintaining service quality.
Recommendations
To ensure continued growth and competitiveness, Elite Hospitality Consultants suggest the following strategic recommendations for The Ritz-Carlton Milan:

Personalised Experience & Luxury Experiences
Create ultra-personalised guest experiences, using AI-driven guest profiling to provide customised itineraries.
Expand wellness and sustainability-focused offerings, including exclusive spa packages, personalised fitness programs, and organic fine dining experiences.
Leverage strategic partnerships with local luxury brands, art galleries, and culinary experts to create bespoke experiences unique to Milan.
Strategic Digital Transformation
Include seamless digital integration encompassing AI-powered room personalisation with voice-activated and personalised smart rooms for a concierge service.
Implement human touch with full technology, guaranteeing that hard luxury service is not lost in the computer
An all-in-one digital experience for reservations, concierge services, dining, and on-demand requests through mobile app upgrades.
Sustainability & Green Hospitality Initiatives
Improve the hotel's environmental footprint reduction strategy, including investments in renewable energy sources, water conservation systems, and waste management improvements.
Create transparent ESG reporting and engage in sustainability efforts with guests, creating an eco-friendly luxury travel experience.
Source local suppliers for organic, farm-to-table ingredients and implement a zero-waste initiative in F&B operations.
Financial Efficiency & Cost Optimisation
In-depth Cost-Benefit Analysis: Identify areas where operational efficiencies can be introduced without decreasing service quality.
Introduce energy-efficient technologies such as smart lighting, automated HVAC systems, and sustainable supply chain practices.
Provide strategic workforce planning, cross-training staff, and formulate performance-based incentive structures so that labour costs can be optimised.
Conclusion
The Ritz-Carlton Milan is in an excellent competitive position in global luxury hospitality but needs to stay ahead of changing market conditions and guest expectations to retain its position in the market. It achieves this by personalising its guest experiences, utilizing digital innovations, integrating sustainable business practices, and optimising financial operations to ensure its continued presence in the market in step with luxury travel in the future. The strategic recommendations implemented will ensure that The Ritz-Carlton Milan becomes the market leader and sets benchmarks for sustainable, technologically integrated, and highly personalised hospitality not just in Milan but around the world. Elite Hospitality Consultants are dedicated to supporting the hotel in its transformation journey, ensuring long-term profitability, and sustaining the legacy of The Ritz-Carlton brand's unparalleled luxury service.
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[bookmark: _Toc189988589]Introduction
The luxury hospitality industry is experiencing rapid transformation, driven by the changing expectations of consumers, technology, and sustainability (Breda, Pacheco, and Dinis, 2019). Being a luxury hotel brand, The Ritz-Carlton Milan faces stiff competition from boutique hotels emerging in the market, changes in guest requirements, and operational challenges that require strategic intervention (Studente and Cattaneo, 2023). This report by Elite Hospitality Consultants aims to give The Ritz-Carlton Milan actionable recommendations that will keep it ahead of the competition while being aligned with industry trends.
[bookmark: _Toc189982665][bookmark: _Toc189988590]History of The Ritz-Carlton Milan
The Ritz-Carlton Milan, located in the heart of Italy's fashion and business capital, is a distinguished five-star hotel that epitomises luxurious service with timeless elegance (Deng, 2022). It was established sometime in the early 2000s in a historical building dating back to the 19th century, including Via della Spiga and the popular Duomo di Milano, therefore combining classic Italian architectural heritage with modern luxury. Featuring 200 beautifully designed rooms and suites, world-class dining, a full-service luxury spa, and state-of-the-art event spaces designed to accommodate the most discerning clientele (Birchell, 2018). 
The Ritz-Carlton Milan attracts different types of customers, such as business executives and affluent leisure travellers, as well as international celebrities (Aeberhard et al., 2020). However, despite its strength in brand reputation, the hotel is still affected by various problems, such as increased competition through luxury boutique hotels, changing travel preferences, and increasing pressure for sustainable business. These challenges make it necessary for a strategic reassessment of the operations, marketing efforts, and customer engagement to ensure long-term profitability and further excellence in luxury hospitality (Kemrichard, 2023). 
[image: ]
Figure 1: (The Carlton Milan)  
Source: (roccofortehotels.com)
[bookmark: _Toc189982666][bookmark: _Toc189988591]Background of Elite Hospitality Consultants
Elite Hospitality Consultants is a specialist consultancy firm focused on providing strategic solutions for luxury hotels around the world (Borralho, 2023). Having above 15 years of experience in the hospitality industry, our consultancy focuses on market analysis, digital transformation, sustainability integration, and operational efficiency (Turban, Pollard, and Wood, 2021). Our team comprises seasoned hospitality experts, financial analysts, and customer experience strategists, ensuring tailored solutions for each client.
Our approach combines data-driven insights with industry best practices to help hotels enhance guest experiences, optimise financial performance, and future-proof their operations (Negro, 2022). For The Ritz-Carlton Milan, Elite Hospitality Consultants will conduct a comprehensive evaluation of its business environment, competitive landscape, and internal capabilities to develop strategic recommendations that align with evolving industry demands.
[bookmark: _Toc189982667][bookmark: _Toc189988592]Frameworks for analysis
For a systematic and fact-based approach, this report will employ three critical strategic frameworks:
STEEPLED Analysis – This framework assesses all aspects of Social, Technological, Economic, Environmental, Political, Legal, Ethical, and Demographic factors that potentially influence The Ritz-Carlton Milan. Since the hospitality industry is constantly changing, an assessment using a STEEPLED analysis would give a rough macro-environmental perspective on all possible external factors that affect the functioning and strategic positioning of the hotel (Lavrenenko et al., 2024).
SOAR Analysis – Unlike the traditional SWOT analysis, which focuses on threats and weaknesses, SOAR (Strengths, Opportunities, Aspirations, and Results) is a more proactive tool that helps identify growth opportunities. This framework will aid in developing a forward-thinking strategy that enhances competitive advantage by evaluating the hotel's internal strengths and aligning them with market opportunities (Verawati et al., 2024).
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Figure 2: (SOAR Analysis) 
 Source: (marketing91.com)
TOWS Matrix – This strategy development tool takes the SWOT analysis to a higher level as it gives practical recommendations that would align internal capabilities with external challenges. TOWS will be very helpful in formulating strategies that use the strengths of the hotel to offset potential threats and exploit emerging opportunities (Saleh and Zohry, 2022). 
[bookmark: _Toc189982668][bookmark: _Toc189988593]Scope of the Report
First, this consultancy report will analyse the external environment with the help of STEEPLED to identify all the macroeconomic trends that would impact the hotel (George, 2021). Then it will conduct the internal assessment through SOAR that will highlight areas of competitive strengths and areas to grow. Then, using the TOWS matrix, it will present recommendations for strategic improvement for long-term success at The Ritz-Carlton Milan.
By integrating these analytical frameworks, Elite Hospitality Consultants aims to provide a practical and innovative roadmap for the sustenance of luxury brand presence, enhancement of guest experiences, and improvement in operational efficiency to The Ritz-Carlton Milan in this competitive market.
[bookmark: _Toc189982669][bookmark: _Toc189988594]Analysis of The Ritz-Carlton Milan: Challenges, Opportunities, and Strategic Recommendations
[bookmark: _Toc189982670][bookmark: _Toc189988595]Introduction
The Ritz-Carlton Milan is a luxury hotel that boasts world-class service, elegance, and a strong brand reputation (Addis et al., 2024). However, the changing hospitality industry presents several challenges that affect its competitiveness and profitability. Changing consumer preferences, rising operational costs, regulatory shifts, and increasing digital transformation require the hotel to adopt strategic approaches to maintain its market position (Buhalis et al., 2019).
Key challenges are declining customer satisfaction, increased competition from boutique luxury hotels, increased operational costs, and increasing demands for sustainability (Pereira, Silva, and Dias, 2021). Moreover, digital services and AI-driven personalisation are changing guest expectations, making innovation necessary to improve customer experiences.
This study will analyse the operational, competitive, and external pressures on The Ritz-Carlton Milan, identifying the root causes of these pressures and assessing their effects on guest satisfaction, revenue, and long-term sustainability (Baglieri, 2018). A STEEPLED analysis will consider external macroeconomic factors such as technological trends, environmental concerns, and legal regulations. The SOAR framework will emphasise the strengths and opportunities of the hotel to leverage brand power and customer loyalty to improve business performance (Elgahwash, Ahmed, and Al-Magarbi, 2023). Lastly, a TOWS matrix will offer practical strategic recommendations.
[bookmark: _Toc189982671][bookmark: _Toc189988596]1.1 Decreasing Customer Satisfaction Ratings
Customer satisfaction is the backbone of luxury hospitality, and recent feedback indicates a drop in guest ratings for The Ritz-Carlton Milan (Nkosana, 2022). Key concerns are service efficiency, lack of personalised experiences, and the perceived value for money is less (Uzir et al., 2021). However, with the high standards that luxury travellers have, even minor service lags might impact the hotel's reputation badly and create negative reviews, reducing loyalty, and occupancy rates (Jang and Moutinho, 2019). 

Causes
· Staffing Shortages: The hospitality industry is increasingly experiencing recruitment shortages, leaving understaffed departments (O’Leary, 2021). When turnover rates run high, these service levels drag down service speeds and guest experience.
· Less Tailoring: For luxury guests, the experience will be customised and tailored, whereas standardised service standards are increasing at a rapid rate (Milosh, 2023). This hampers more exclusivity associated with high-end travellers.
· Guest Expectations are increasing: Competitors, especially boutique luxury hotels, offer hyper-personalised services, including AI-driven guest preferences and customised amenities. The Ritz-Carlton Milan does not match those offerings, thereby lowering comparative satisfaction (Phatak et al., 2020).
The hotel needs to raise workforce retention levels, invest in personalisation technologies, and streamline service training programs to enhance the guest experience to maintain its position and meet new expectations.
[bookmark: _Toc189982672][bookmark: _Toc189988597]1.2 Growing Competition from Boutique Luxury Hotels
Milan luxury hospitality is growing to be very competitive with boutique hotels capturing a bigger share of the high-net-worth traveller (Naumik-Gladkaya, and Devon, 2018). Boutique hotels instead distinguish themselves by offering highly curated, intimate experiences; it is what's being sought after by modern luxury guests. Unlike large luxury chains, boutique hotels offer exclusivity, local culture, and personalised service. Very relevant alternative to traditional five-star accommodations like The Ritz-Carlton Milan.
Root causes:
· Localised Luxury Experiences: Boutique hotels are infused with the Milanese style, history, and culture (Prete, 2023). These hotels provide local interior designs inspired by the locality, and in some cases, exclusive partnerships with Italian artisans that offer an authentic experience.
· Agile Pricing Models: Boutique hotels unlike large hotel chains with a rigid pricing model employ flexible pricing that enables them to offer competitive prices without compromising their exclusivity appeal It will attract not only the old experienced luxury travellers but also the new affluent younger travellers (Giménez, 2018). 
· What sets boutique hotels apart is their innovative guest experiences (Buehring and O’Mahony, 2019). These can include private tours with designers and fashion legend collaboration, access to the controlled scenes of Milan's fashion week, or even private dining with Michelin-starred chefs. Such custom and tailored stay experiences are hard to reach for many traditional luxury chains.
To stay competitive, The Ritz-Carlton Milan needs to improve its personalisation strategies with more localised experiences and flexible pricing structures while remaining true to the brand standards it is known for.
[bookmark: _Toc189982673][bookmark: _Toc189988598]1.3 Increasing Operating Expenses
The Ritz-Carlton Milan is just like any other luxury hotel, struggling with increasing operating expenses in an attempt to gain revenues (Oskam and Zandberg, 2019). Major costs like energy consumption, labour, and high-value relationships with exclusive suppliers continue to balloon. It is increasingly pressuring the hotel to charge a higher room rate. However, this might negatively affect the budget-sensitive luxury traveller who will consider going to similar destinations for lower prices.
Causes:
· Inflationary Pressures: The inflationary pressures have driven up the food, beverages, and general operating costs. Sourcing quality, locally sourced ingredients for the hotel's fine dining has become increasingly expensive, thus affecting profit margins (Rezessy and Maravalli, 2023). 
· High Energy Consumption: Luxury hotels require extensive energy usage for climate control, 24/7 lighting, and spa operations. The Ritz-Carlton Milan's commitment to providing an opulent, comfortable atmosphere significantly contributes to its high energy expenditures (Orynycz and Tucki, 2021). 
· Tight Labour Laws: With such strict labour legislation in Italy, labour costs are higher as wages and employee welfare are increased. It has become expensive to sustain the highly skilled manpower required to serve the international market at world-class standards. In addition, increases in minimum wage levels and lack of skilled manpower add more pressure to operational cost lines (Treu, 2023). 
The Ritz-Carlton Milan must utilise energy conservation, sustainable supplier relationships, and automation of processes to help manage competitiveness while continuing its upscale services.
[bookmark: _Toc189982674][bookmark: _Toc189988599]1.4 Sustainability and Environmental Compliance Challenges
Sustainability is now an essential aspect of luxury hospitality (Pereira, Silva, and Dias, 2021). High-end travellers increasingly seek to stay in eco-friendly accommodations. On the other hand, The Ritz-Carlton Milan still has much to do in aligning its operations with the trend of sustainability, which gives it a competitive disadvantage. A lack of thorough implementation of sustainability will lead to lower appeal for green-conscious travellers, regulatory issues, and potential reputation risks (Abdelrazek, 2023). 
Causes:
High Carbon Footprint: The hotel consumes a lot of energy and water because of its spa, swimming pool, and fine dining operations. Inherent indulgence in luxury service demands more use of resources, which may reflect too much waste and inefficiency (Legrand, Chen, and Laeis, 2022). 
Competitive Disadvantage in Sustainable Initiatives: Rival high-end hotels around Milan are more aggressively marketing sustainable initiatives, from plastic-free programs to zero-waste kitchens and renewable integration. The non-aggressive and less aggressive positioning of the sustainability efforts of The Ritz-Carlton Milan may result in lower preference on the part of green-conscious travellers.
Regulatory Compliance Pressures: The Italian government and the European Union have imposed stringent regulations on waste management and energy efficiency for the hospitality industry. Compliance with these changing sustainability laws adds operational complexity and financial burden (Camilleri, 2021). 
The investment must be made toward renewable energy source usage, putting in place systems to save up water, as well as enhanced sustainability marketing communication (Hoang and Nguyen, 2021). Global recognition through eco-certifications will have the organisation adhere to such labels while attracting "green" consciousness luxury travellers coming to The Ritz-Carlton Milan Hotel.
[bookmark: _Toc189982675][bookmark: _Toc189988600]1.5 Lack of Digital and Technological Integration
Technology is now a differentiator in luxury hospitality, offering guests convenience, personalisation, and operational efficiency (Bharwani and Mathews, 2021). However, The Ritz-Carlton Milan has been behind its competitors in embracing new digital innovations, which affects guest satisfaction and operational effectiveness (Lei, 2018). Many luxury travellers today expect mobile check-ins, AI-powered concierge services, and smart room automation, all of which the hotel is currently not able to deliver.
Causes:
· Legacy systems are outdated, and as such, place the Ritz-Carlton Milan behind in integrating new digital platforms. Delivery of services occurs at slower rates, and automation is also limited, bringing inefficiency in the management of guests (Addis et al., 2024).
· The Lack of AI-Driven Personalisation: Many luxury hotels use artificial intelligence and machine learning to personalise guest experiences (Saxena, Gupta, and Kumar, 2024). For example, they can use predictive room preferences, customised itineraries, and automated service requests. Therefore, the absence of such personalisation at The Ritz-Carlton Milan reduces its ability to deliver exceptional, bespoke service.
· Advanced Digital Experiences Provided by Competitors: Competing luxury hotels in Milan have incorporated virtual reality (VR) hotel previews, smart room automation, and digital concierge services (Ivanov, 2023). These technologies provide guests with a more seamless, tech-driven stay experience that is not found at The Ritz-Carlton Milan.
For its part, the Ritz-Carlton Milan needs to invest in digital infrastructures to modernise them while investing in personalisation tools from AI to improve smart services provided to guests (Datta, 2022). Frictionless digital experiences that improve guest satisfaction, streamlined operations, and greater brand loyalty within the luxury hospitality market are in store.
[bookmark: _Toc189982676][bookmark: _Toc189988601]2 STEEPELED Analysis for The Ritz-Carlton Milan

	Factor
	Impact on The Ritz-Carlton Milan

	Social
	The increasing preference for authentic cultural experiences and sustainable travel means The Ritz-Carlton Milan must integrate local heritage into its offerings. This includes partnerships with local artisans, cultural tours, and personalized experiences that highlight Milan’s rich history. Additionally, sustainability initiatives such as zero-waste dining and carbon-neutral stays can enhance brand loyalty among socially conscious travelers (Zhang, Chen, and Hu, 2019).

	Technological
	Luxury hotel guests expect AI-driven personalization, automation, and smart room technologies. The Ritz-Carlton Milan can implement AI-powered concierge services, voice-activated room controls, and contactless check-in/check-out systems to enhance guest experiences. Moreover, leveraging big data and predictive analytics can help personalize services based on guest preferences.

	Economic
	Rising inflation and labour costs directly impact operational expenses and profitability. To mitigate these challenges, The Ritz-Carlton Milan may need to optimize cost structures, consider dynamic pricing strategies, and enhance revenue streams through premium services such as exclusive VIP packages and luxury wellness experiences.

	Environmental
	Sustainability-conscious travelers increasingly demand eco-friendly initiatives. The Ritz-Carlton Milan can implement green building certifications, energy-efficient lighting, water-saving technologies, and locally sourced, organic food in its restaurants. Sustainable luxury practices can also include biodegradable toiletries and responsible waste management to align with guest expectations (Ali and Anjum, 2024).

	Political
	Compliance with Italian labour laws and EU regulations affects workforce management. Changes in employment laws, working-hour regulations, and tax policies could impact hiring strategies and operational flexibility. The hotel must stay updated on regulatory changes and ensure alignment with best practices in employment law and workers' rights.

	Legal
	Compliance with GDPR is crucial to protect guest data, particularly with AI-driven personalization and digital check-in services. Additionally, hospitality safety regulations regarding fire safety, hygiene, and emergency preparedness require continuous monitoring to maintain compliance and avoid legal liabilities.

	Ethical
	There is an increasing demand for ethical business practices, including fair wages, diversity and inclusion, and sustainable sourcing of products. The Ritz-Carlton Milan must uphold corporate social responsibility (CSR) by ensuring fair employment conditions, promoting workforce diversity, and sourcing from ethical suppliers to maintain a positive brand reputation.

	Demographic
	Millennials and Gen Z travelers expect a blend of digital luxury and sustainability. This demographic values experiences over traditional luxury, preferring tech-integrated rooms, immersive local experiences, and wellness-focused amenities such as spa retreats and organic cuisine. The Ritz-Carlton Milan must tailor its offerings to cater to these evolving preferences through a blend of digital convenience and sustainability-driven experiences.





[bookmark: _Toc189982677][bookmark: _Toc189988602]3. SOAR Analysis for The Ritz-Carlton Milan
	Strengths (S)
	Opportunities (O)

	Globally Recognised Brand with Strong Customer Loyalty – The Ritz-Carlton is synonymous with luxury and exceptional service, fostering a loyal customer base among high-net-worth individuals and repeat guests. This strong brand equity allows for premium pricing and sustained demand.
	Expansion into Wellness Tourism and Sustainable Luxury – The rising preference for holistic wellness experiences presents an opportunity for The Ritz-Carlton Milan to introduce luxury wellness retreats, spa experiences, and sustainable hospitality initiatives that cater to eco-conscious travellers.

	Prime Location in Milan’s Fashion District – Situated in one of the world’s fashion capitals, The Ritz-Carlton Milan benefits from high foot traffic, affluent clientele, and proximity to major fashion and business events. This strategic location supports premium pricing and high occupancy rates.
	Leveraging AI-Driven Personalisation for Enhanced Guest Experiences – Implementing AI-powered guest preferences tracking, automated concierge services, and smart room technology can enhance the luxury experience. Customisation based on past stays can further strengthen customer loyalty and satisfaction.

	Exceptional Service Quality and World-Class Amenities – The Ritz-Carlton is renowned for its high standards of hospitality, personalized guest services, and luxury amenities, which differentiate it from competitors. Consistently exceeding guest expectations reinforces its reputation.
	Collaborations with Local Artisans and Designers for Unique Offerings – Partnering with Milanese designers, fashion brands, and artisans can create exclusive experiences, such as bespoke shopping services, in-room designer showcases, and luxury fashion-themed stays. These collaborations can enhance the brand appeal and attract style-conscious travellers.




	Aspirations (A)
	Results (R)

	Be the leading sustainable luxury hotel in Milan.
	Higher occupancy rates and guest loyalty.

	Improve digital guest experiences through AI and automation.
	Enhanced convenience and customer satisfaction.

	Expand exclusive cultural and experiential travel offerings.
	Increased revenue from premium experiences.



[bookmark: _Toc189982678][bookmark: _Toc189988603]4. TOWS Analysis & Strategic Recommendations


Strengths (S) vs. Weaknesses (W)
	Strengths (S)
	Weaknesses (W)

	Strong brand reputation – The Ritz-Carlton is globally recognised for its luxury and exceptional hospitality standards, which attract high-net-worth travellers.
	High operational costs – Premium service standards and prime location result in high fixed and variable costs, impacting profitability.

	Prime location in Milan’s Fashion District – Close to luxury shopping and cultural landmarks, which increases its appeal to affluent guests.
	Limited sustainability initiatives – The hotel lags in implementing eco-friendly policies, which can deter sustainability-conscious travellers.

	Loyal customer base – Repeat guests and a strong membership program ensure high occupancy rates.
	Slow adoption of digital transformation – Limited use of AI, automation, and smart technology compared to competitors in the luxury hospitality sector.



Opportunities (O) vs. Strategic Approaches
	Opportunities (O)
	SO Strategies (Use Strengths to Exploit Opportunities)
	WO Strategies (Overcome Weaknesses by Using Opportunities)

	Digital transformation in luxury hospitality – AI-driven personalization, automation, and seamless online booking are becoming industry standards.
	Enhance AI-driven guest personalization using brand resources – Leverage The Ritz-Carlton’s global recognition to implement AI-powered concierge services and predictive analytics for tailored experiences.
	Invest in smart technology to improve energy efficiency and reduce costs – Adopt IoT-based energy management systems, automated lighting, and AI-driven predictive maintenance to lower expenses.

	Rising demand for sustainable hotels – Luxury travelers are increasingly prioritizing eco-conscious accommodation.
	Market The Ritz-Carlton Milan as a leader in sustainable luxury – Use the brand’s strong reputation to highlight sustainability initiatives such as carbon-neutral stays, green building certifications, and waste reduction programs.
	Implement sustainability-driven pricing strategies to attract eco-conscious travellers – Introduce premium eco-luxury packages that offer sustainability-conscious experiences while justifying pricing adjustments.

	Collaborations with fashion brands – Milan is a global fashion capital, offering opportunities for exclusive brand partnerships.
	Create exclusive guest experiences with high-end designers – Partner with Italian luxury brands to offer personalized shopping experiences, in-room fashion showcases, and VIP designer meet-and-greet events.
	Partner with local suppliers to reduce costs and improve authenticity – Source locally produced amenities, artisanal décor, and sustainable fashion collaborations to enhance guest experience and manage procurement costs.



Threats (T) vs. Strategic Approaches
	Threats (T)
	ST Strategies (Use Strengths to Counter Threats)
	WT Strategies (Reduce Weaknesses to Avoid Threats)

	Intense competition from boutique hotels – Smaller luxury boutique hotels offer highly personalized, unique experiences.
	Strengthen brand storytelling to differentiate from smaller competitors – Highlight The Ritz-Carlton’s heritage, service excellence, and legacy of luxury to reinforce its unique value proposition.
	Enhance localized guest experiences to provide an authentic Milanese luxury stay – Introduce bespoke experiences such as private art tours, cultural immersion programs, and exclusive culinary collaborations to differentiate from competitors.

	Regulatory challenges in hospitality – Compliance with Italian labour laws, GDPR, and evolving EU regulations can impact operations.
	Maintain The Ritz-Carlton’s global standard of compliance to avoid legal risks – Establish a dedicated legal compliance team to monitor and implement regulatory changes.
	Adopt proactive compliance strategies to ensure legal adherence – Invest in legal tech solutions for GDPR compliance, staff training programs, and regular audits to ensure regulatory compliance.

	Changing customer expectations – Younger travellers demand seamless digital experiences, personalization, and sustainability in luxury hotels.
	Invest in service training programs to enhance customer satisfaction – Train staff in digital tools, AI-assisted personalization, and sustainability-oriented service approaches to meet evolving guest expectations.
	Conduct continuous market research to adapt quickly to emerging trends – Establish a dedicated customer insights team to track shifting consumer preferences and inform service innovation strategies.



Conclusion
The Ritz-Carlton Milan needs to innovate with rapidly changing consumer preferences, sustainability requirements, and technologies to sustain its market dominance. Improvement of digital experiences, enhancement of strengths in sustainability efforts, and extension of experiential luxury could help the hotel distinguish itself from boutique hotels and attract high-net-worth visitors. Ensuring smart technology implementation, eco-friendly input, and heightened personalisation will ensure that The Ritz-Carlton Milan is the gold standard in the competitively dynamic world of luxury hospitality.
[bookmark: _Toc189982679][bookmark: _Toc189988604]6. Recommendations and Change Management
A strategic set of recommendations for The Ritz-Carlton Milan would be developed to focus on customer satisfaction, competitive positioning, cost control, sustainability, and digital innovation (Fyall et al., 2019). Enhancing customer satisfaction would mean staff training exercises focused on personalised service, cultural awareness, and AI-driven profiling of guests to tailor experiences to their specific needs. To strengthen its competitive positioning, the hotel needs to introduce unique Milanese experiences: VIP fashion house visits, collaborations with Michelin-starred chefs, and customised cultural tours-features that the boutique hotel lacks.
Managing increasing operational costs requires the addition of energy-efficient systems, efficient supplier contracts, and changes in workforce scheduling to increase productivity without compromising service quality (Iris and Lam, 2019). The sustainability initiatives focus on the provision of eco-friendly amenities, food waste reduction programs, and considering the achievement of LEED certification through increasing demands for responsible hospitality. Digital transformation integrating smart room controls, and mobile check-in with AI-powered concierge services will help modernise interactions with guests and be productive.
Effective change management will be necessary for the smooth acceptance of these interventions and will involve training the staff, open communication, and phased implementation (Harrison et al., 2021). A cost-benefit analysis determines the initial investments in training, technology, and sustainability efforts that are financially viable. Success metrics will include customer satisfaction scores, occupancy rates, operational cost savings, and sustainability benchmarks, tracked through a formal review process. By implementing the recommendations, The Ritz-Carlton Milan will be able to enhance its reputation, improve experiences for guests, increase profitability, and maintain competitiveness in the luxury hospitality market.
[bookmark: _Toc189982680][bookmark: _Toc189988605]6.1 Enhancing Customer Satisfaction and Personalisation
To enhance customer satisfaction, The Ritz-Carlton Milan should develop a holistic training program for its staff on service personalisation, cultural awareness, and high-touch hospitality (Gaspani, 2022). A Ritz-Carlton Milan Academy will be developed to provide a structured curriculum for training in guest engagement, problem resolution, and luxury service refinement. Furthermore, AI-based guest profiling through CRM systems will track guest preferences and allow for personalised services such as customised room setups and tailored dining experiences. Improvements in responsiveness call for frontline authority to make spontaneous decisions that might provide immediate remedies, such as free services or amenities, in the absence of managerial approval.
A change management strategy will be structured to ensure that the staff adapts accordingly (Jayatilleke and Lai, 2018). Interactive workshops will be conducted to train employees in personalisation techniques, and recognition programs and performance incentives will foster a culture of exceptional service. These initiatives will ensure that employees feel motivated and equipped to deliver outstanding guest experiences.
The estimated cost for implementation includes €100,000 annually for training program development and a one-time investment of €150,000 for AI CRM integration (Akter et al., 2021). These will be measured through post-stay surveys, guest retention rates, and repeat bookings in terms of customer satisfaction scores. Moreover, fewer complaints and negative reviews would reflect the better quality of service. By increasing staff expertise and using technology to personalise, The Ritz-Carlton Milan can enhance luxury hospitality standards and strengthen guest loyalty in a competitive market.

[bookmark: _Toc189982681][bookmark: _Toc189988606]6.2 Competing with Boutique Luxury Hotels
To stand out in the crowd among boutique luxury hotels, The Ritz-Carlton Milan would need to showcase exclusive guest experiences inspired by the city itself as a haven of fashion, art, and gourmet culture (Solomon and Mrad, 2022). These include VIP access to exclusive fashion showrooms as well as styling sessions behind the scenes at these top houses, through an initiative called Exclusive Milanese Fashion Experience (Mensitieri, 2020). The hotel should also partner with Michelin-starred chefs to host exclusive culinary events and chef residencies to enhance its gastronomic appeal. To further immerse guests in Milan's rich culture, The Ritz-Carlton should provide private art gallery tours and bespoke opera experiences at La Scala, creating an unparalleled level of cultural engagement.
The concierge team needs to be trained on how to create bespoke itineraries that reflect the preferences of each guest. Targeted marketing campaigns will have to be developed to promote these bespoke experiences through luxury travel channels and social media. Coordination with local partners must be smooth and seamless for successful execution while maintaining high standards of service.
The estimated cost of implementation is partnership development at €250,000 per year and concierge staff training at €50,000 (Mor and Nadu, 2020). The effectiveness of these programs will be evaluated by higher occupancy rates both in peak and off-peak seasons, guest satisfaction ratings from the feedback forms, and revenue generated from premium experience bookings. By integrating Milan’s distinctive cultural elements into its offerings, The Ritz-Carlton Milan can strengthen its competitive edge against boutique hotels, attract high-net-worth travellers, and enhance its luxury brand positioning.
[bookmark: _Toc189982682][bookmark: _Toc189988607]6.3 Managing Increasing Operational Costs
To reduce increasing operating costs, The Ritz-Carlton Milan should implement strategic cost-cutting measures on energy efficiency, procurement optimisation, and workforce management (Robinson and Schroeder, 2020). Smart energy management systems will cut down the energy consumption by leaps and bounds. Motion-activated lighting, smart HVAC controls, and installation of solar panels will increase efficiency without compromising luxury standards (Menegaki, 2024). Furthermore, optimising supplier contracts through bulk purchasing agreements with high-end yet sustainable vendors will control costs without affecting quality.
Workforce optimisation is also a key feature of cost management. The installation of flexible scheduling systems would not only cut the labour costs but also maintain quality service delivery (Gurvich, Lariviere, and Moreno, 2019). Training staff in energy efficiency practices and rewarding participation in cost-reduction programs could further aid efficiency in operations. Change management practices should, therefore, focus on education programs that sensitise employees to energy matters and reward staff for their contribution to the efforts of reducing costs. Gradual implementation would cause minimal interference in daily activities.
This shall include a one-time investment in smart energy systems amounting to about €400,000, while an estimate of about €100,000 shall be done annually on optimising the contract of suppliers. Investments shall be well justified through savings and profitability gained in the long run. These shall be in terms of percentages in reduction, cost per room, and percentage of employees being compliant with saving practices. Regular audits and performance tracking will help ensure sustained efficiency, thus establishing The Ritz-Carlton Milan as the leader in cost-effective luxury hospitality.
[bookmark: _Toc189982683][bookmark: _Toc189988608]6.5 Digital Transformation and Technological Integration
The Ritz-Carlton Milan must implement AI-driven technology to personalise, automate, and enhance digital convenience in guest experiences and operational efficiency. Mobile check-ins and smart room controls will provide guests with access to contactless check-in services, voice-activated room settings, and mobile concierge assistance to improve convenience and reduce wait times (Sanli, 2024). Furthermore, AI-powered chatbots and virtual assistants will provide 24/7 guest support to answer inquiries, reservations, and personalised recommendations. This digital transformation will also use big data analytics to monitor guest preferences in order to build tailor-made services that lead to satisfaction and loyalty.
A structured change management approach is the only way in which this will be achieved easily. Staff will be trained appropriately to operate these new digital systems. A digital marketing campaign targeting guest engagement, with messages promoting the convenience and luxury appeal of these innovations, will ensure guest engagement. In a phased manner, guests will be given educational resources like digital guides and in-room tutorials that will make for a seamless transition.
[bookmark: _Toc189982684][bookmark: _Toc189988609]6.6 Measuring Success and Continuous Improvement
To ensure long-term success in the proposed recommendations, The Ritz-Carlton Milan should implement a formal performance monitoring system. This would monitor the effectiveness of strategic change, identify improvement areas, and sustain excellence in customer satisfaction, competitive positioning, cost management, sustainability, and technological adoption.
Success Metrics and Review Process
Setting measurable KPIs will enable the hotel to check on progress and make adjustments in time (Aithal and Aithal, 2023). Below is an overview of the key areas of improvement, corresponding success indicators, and review timelines.
Smart hotel technology is to be estimated as €500,000, whereas AI chatbot and analytics integration will be about €200,000 (Fang and Partovi, 2022). Those investments are assumed to bring massive efficiency and better guest satisfaction rates. Success factors will be identified through higher engagement of guests in digital services and improved operational responses, along with an increase in guest satisfaction ratings related to convenience in technology usage. The Ritz-Carlton Milan may use smart hotel innovations in order to thus solidify its position as a forward-thinking luxury destination that innovatively caters for evolving expectations from modern travellers while optimising the goings-on inside.
	Key Area
	Success Indicator
	Review Timeline

	Customer Satisfaction
	Higher ratings on TripAdvisor and improved internal guest feedback scores
	Quarterly

	Competitive Positioning
	Increase in market share, repeat guest bookings, and positive media mentions
	Bi-annual

	Cost Management
	Reduction in operational costs, improved energy efficiency, and lower procurement expenses
	Annually

	Sustainability
	Achievement of LEED certification, reduction in waste, and increased use of renewable energy
	Annually

	Technology Adoption
	Guest usage rates of digital services, mobile check-in, and AI concierge
	Quarterly


Cross-functional review team
In ensuring the tracking of these KPIs, The Ritz-Carlton Milan should develop a cross-functional review team made up of people from relevant departments such as guest services, finance, operations, marketing, and IT. This team will be in charge of:
Monitoring KPI performance; Follow-up on guests and employees to get insight about whether or not new initiatives are effective.
Identifying Improvement Opportunity Areas: Analysing trends and addressing operational inefficiencies or gaps in service delivery.
Data-Informed Adjustments: Strategic tweaks to improve quality and efficiency in service delivery
Customer Satisfaction Survey
Guest response is the primary benchmark of performance. The hotel should collect responses from post-stay surveys, online reviews, and direct communication with guests on customer satisfaction. Furthermore, it can also leverage AI-based tools for sentiment analysis to determine key themes in responses and tailor specific improvements.
Competitive Benchmarking
The Ritz-Carlton Milan needs to carry out bi-annual competitive analysis and compare its performance with the best boutique luxury hotels in Milan. The areas to be compared are pricing strategies, occupancy rates, guest retention rates, and innovations in customer experience.
Cost and Sustainability Audits
Smart energy systems, along with the optimisation of the supply chain and workforce efficiency, must have cost-saving outcome metrics within annual financial audits. Sustainability audits will track progress toward waste reduction, energy efficiency goals, and targets for green certification simultaneously (Duric and Potočnik Topler, 2021).
Technology Usage Analysis
Guest adoption of mobile check-in, smart room control, and AI concierge should be tracked for assessing digital transformation efforts. There should be a report for tracking operational efficiencies as well as convenience in service offerings.
A strict performance monitor along with the idea of constant improvement would mean success for the Milan property from The Ritz-Carlton group, followed by maintaining an upper hand within the luxury hospitality space.
[bookmark: _Toc189982685][bookmark: _Toc189988610]6.7 Conclusion: The Road Ahead
Therefore, if these strategic recommendations are put into practice, the quality of the guest satisfaction, the competitive advantage and the sustainable operating efficiency of The Ritz Carlton Milan would be improved. Addressing these aspects will enable the hotel to set itself apart from other boutique luxury hotels and will provide it with grouped service and unique Milan themed experiences driven by AI. Cooling operational costs with cost saving initiatives, such as energy efficiency and procurement optimisation will be offset by keeping service standards high.
Smart energy systems and reductions of waste can not only meet their environmental goals, but also retain brand reputation among ecologically minded travellers. However, with AI concierge services and mobile check-ins, guest experience will be modernised with greater convenience and efficiency.
Finally, to ensure these programs are a success, The Ritz-Carlton Milan must roll out planned change management model — staff training and stakeholder engagement as well as gradual roll out to minimise disruption. This approach is what would allow the hotel to implement KPIs, collecting guest feedbacks, and adapting strategies with stats and figures.
Continuous monitoring and adjustment of its strategy will lead to the making of Ritz-Carlton Milan, as a luxury hotel in Milan. This proactive stance will ensure that the business has a future proofed business against any possible market changes and also add to the reputation of the brand in terms of excellence in hospitality. The strategy will rely on innovation, sustainability, as well as a focus on the guest, in order to help the hotel continue to thrive in a transitioning landscape.
[bookmark: _Toc189982686][bookmark: _Toc189988611]7. Action Plan
The action plan below breaks down the key challenges of The Ritz-Carlton Milan into a structured format, including proposed solutions, expected outcomes, timelines, and estimated costs. This will help the hotel implement the recommendations effectively and track progress efficiently.
	No.
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Declining customer satisfaction
	Implement Ritz-Carlton Milan Academy for staff training in luxury service and guest personalisation. Integrate AI-powered CRM to track guest preferences.
	Higher guest satisfaction, improved reviews, and increased guest loyalty.
	6 months
	01/09/2025
	€100,000 (annual training), €150,000 (AI CRM setup)

	2
	Competition from boutique luxury hotels
	Develop exclusive Milanese experiences, including VIP fashion tours, Michelin-star collaborations, and private cultural excursions.
	Enhanced guest experiences, higher occupancy rates, and increased premium service bookings.
	9 months
	01/12/2025
	€250,000 (partnerships), €50,000 (staff training)

	3
	Rising operational costs
	Introduce smart energy management systems, optimise supplier contracts, and implement flexible workforce scheduling.
	Reduction in energy consumption and labour costs, improved cost efficiency.
	12 months
	01/03/2026
	€400,000 (smart energy systems), €100,000 (annual supply chain optimisation)

	4
	Lack of sustainability initiatives
	Implement waste reduction programs, renewable energy sources, and plastic-free policies. Train staff in eco-friendly practices.
	Increased eco-conscious traveller appeal, improved compliance with sustainability regulations.
	12 months
	01/03/2026
	€350,000 (renewable energy installation), €50,000 (annual sustainability training)

	5
	Outdated digital and technological infrastructure
	Integrate mobile check-ins, AI concierge services, and smart room technology. Implement big data analytics for personalised service.
	Improved guest convenience, better operational efficiency, and competitive advantage.
	9 months
	01/12/2025
	€500,000 (smart hotel tech), €200,000 (AI chatbots & analytics)



This action plan ensures that The Ritz-Carlton Milan will strategically address its main challenges while improving its operational efficiency, guest satisfaction, and market competitiveness.


[bookmark: _Toc189982687][bookmark: _Toc189988612]8. Conclusion
This report has comprehensively analysed the challenges of The Ritz-Carlton Milan, providing strategic recommendations to enhance customer satisfaction, competitive positioning, and control operational costs, as well as driving initiatives for sustainability, digital transformation. Addressing the critical areas should improve the general efficiency of operation, guest experiences, and overall financial performance with the hotel being one of the best luxury hospitality brands in its class.
Declining customer satisfaction was also among the critical concerns. By using the Ritz-Carlton Milan Academy, an extensive training program with the staff can ensure that it consistently delivers good service to standard luxury hospitality benchmarks. Moreover, guest profiling, AI-driven technology will allow individual experiences tailored for every guest based on their unique preferences, making it more satisfactory and likely to bring repeat guests.
A second major threat is the high competition through boutique luxury hotels. The Ritz-Carlton Milan has to make a difference and would be focused on offering true, Milan-themed experiences, which would include VIP fashion tours, Michelin-starred dining experiences, and private cultural events. These will create unique, high-value guest interactions, thereby increasing occupancy and positioning the hotel as the prime luxury destination in Milan.
Another concern has been the escalating cost of running operations. Here, the recommendations of the report are the integration of smart energy management systems, optimised supplier contracts, and flexible workforce scheduling to minimise costs from energy consumption, procurement, and labour while preserving service standards.
Sustainability is a fast-emerging issue in the hospitality industry, and The Ritz-Carlton Milan needs to take proactive measures to align with global environmental standards. Waste reduction programs, renewable energy sources, and plastic-free policies will make the hotel a better choice for eco-conscious travellers and improve regulatory compliance.
[bookmark: _Toc189982688]Finally, the need for digital transformation was highlighted as a crucial area for improvement. Integrating mobile check-ins, AI-powered concierge services, and smart room technology will modernise guest experiences, improve operational efficiency, and meet evolving customer expectations. With these innovations The Ritz-Carlton Milan will be able to stay at the top of a very competitive market.
The aim of this report is to present strategic roadmap with the recommendations that can assist in solving such a key challenge. Thus, the action plan will prepare this implementation structure in which it would be easier to be tracked in terms of success in The Ritz-Carlton Milan.
We want to thank The Ritz-Carlton Milan for this opportunity to collaborate on this project. We are very impressed by the hotel’s upcoming commitment to excellence and continued improvement which we believe will generate a great deal of benefits. If further consultation or support is needed, we would be happy to support smoothly transitioning and successfully implementing the proposed initiatives. We believe that The Ritz-Carlton Milan will go well and possibly work together in future.
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