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[bookmark: _Toc180599173]Executive Summary
Madrid Marriott Auditorium Hotel & Conference Center is one of the popular names in the hospitality industry in the Spain. The hotel is a part of the Marriott International Group and they have been offering customers with so many benefits during the time of their stay inside the hotel. The hotel is situated in Madrid as a lot of people come to the place for their business purpose and spending their holidays. Inside the hotel they have decorated very attractively and their decoration assist the people in knowing the culture of the country effectively. All types of customers are able to come to the hotel without any hesitation and they all get the same type of offering from the hotel. There is also no diversity available among the employees and the employees are able to do their work in a friendly environment which enhances their productivity at the workplace. Though the hotel has faced so much benefits over the time, they are facing some issues over the time and this is making impact in their operation of the hotel. 
The major issue that has happened in the hotel is the change of the preference of the people in the market. With the advancement of the technology and the rising awareness of the sustainability approach, many people are choosing the hotel based on the sustainable things availability inside the hotel. Also, there are some popular alternatives available in the market such as Airbnb where the people are able to choose their hotel and various types of options are available there. As a lot of options are available to the people in the society, the expectation of them has been increased a lot. That’s why the hotel authority of Marriott has been facing issues in meeting the expectations of the people. Also, the employees of the hotel have been doing work for a long time and any change in the hotel will make impact in their workflow. That’s why the hotel is not being able to meet the rising demand of the people and the guests in the hotel are not getting enough satisfaction by staying at Hotel Marriott. The people are also posting negative reviews in the social media which making hamper in the reputation of the hotel and they are losing their customers over the time. Another reason for the dissatisfaction of the people is the integration of technology in the hotel. Due to this the people in the hotel are not getting the chance to enjoy new things and that’s why they are losing interest in staying inside the hotel. 
The rise of the digital platforms has made it easier for the people to know about different things in the hospitality industry. The hotel has been facing issues regarding the occupancy rate and during the off peak hours they are not been able to get enough customers due to this reason. Also, most of the guests require personalized service during their stay. But the current situation of the hotel is not being able to provide personalized service to the people due to the lack of skills of the employees. 
That’s why some recommendations have been provided inside the report to increase the satisfaction of the people. One of the main thing that the hotel will have to offer to the people is the personalized service. As the people coming to the hotel are not from the same place, they will have to get the preferred things for themselves during the time of their stay inside the hotel. That’s why the hotel will have to analyze the data of the customers and this will assist them in finding out the things that are not available in the hotel. The rooms that are offered to the people will be customized and they will also arrange for various types of dining options for the people coming from different countries of the world. Offering personalized service by the hotel, the expectations of the customers will be met and they will also be able to become different than the others in the market. 
The hotel will also implement AI driven system inside the hotel rooms. This will enhance the experience of the people and the people will be able to do their things sitting at one place inside the room. The voice assistant system will be introduced in the hotel and the people will be able to turn on the appliances by providing command on the voice assistant app. Also, high speed internet will be provided to the people so that they will be able to fulfill their work during the time of their business meeting Also, the temperature of the room can be controlled very easily at that time. The scheduling of the staffs will also have to be done separately so that they will be able to provide better service and don’t get stressed out during the time of their work.  

[bookmark: _Toc180599174]Introduction
Madrid Marriott Auditorium Hotel and Conference Centre is very popular in the Madrid city and a lot of people go to the hotel for their stay. The accommodation provided by the authority is very comfortable and that’s why it has become popular among the others in the market. In the recent times, it is seen that the hotel has been facing issues regarding the needs of the people coming for their stay in the hotel. That’s why the hotel has been losing their reputation over the time and they people are also not getting satisfied through their service. The expectation of the customers is also getting increased due to so many options available to them (Lashley, 2024). To meet the need of the customers, the hotel is facing so many issues and they are not being able to make enough profit from their operation. Also, the hotel will also have to train the employees to meet the demands of the customers at this moment. This report is all about the issue that Madrid Marriott Hotel is facing over the time. The recommendations from the consultation firm for the mitigation of the issue in the hotel will also be discussed at the end of the report. 
[bookmark: _Toc180599175]Background of Madrid Marriott Auditorium Hotel & Conference Center
The Marriott Hotel at Madrid is one of the popular hotels which is chosen by the people from different countries. The hotel started their business back in 2002 and at this moment the hotel has made expansion in various places of the world exponentially (Ivanov, 2023). The service and the quality of the accommodation inside the hotel is very friendly for the people and they are always focused on the innovation to make the experience of the people better with time (Goh, Muskat and Tan, 2017). Both the business travelers and the tourists are getting various benefits and luxury products are also provided to them during the time of their visit to the hotel. 
The Marriott Auditorium Hotel have found Madrid as one of the most crucial places to start their business as many people come to the city for business purpose. At that time the people have to stay inside the hotel until their business work gets finished. Many tourists also come to the place and they also need a place where they will have to stay during the time of their visit (Seabra and Korstanje, 2023). With time Marriott International Hotel have expanded their business in various locations such as Middle East, Asia, Africa and Australia. The inside decoration of Madrid Marriott Auditorium Hotel & Conference Center is designed to maintain the connection between the local culture and the architectural heritage of the country (Abdou et al., 2020). For instance, Madrid Marriott Auditorium Hotel & Conference Center is located at Avenida de Aragon No 400 Madrid, 28022, Spain. The building has 869 rooms which are very spacious and about 2000 people can be sited inside the auditorium which is very beneficial for the people coming for business purpose. 
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[bookmark: _Toc180599189]Figure 1: Madrid Marriott Auditorium Hotel & Conference Center
The design of the hotel has been done to show the historic fabric of Madrid. The guests that will come to the hotel will be able to enjoy the state of art and will be able to get touch of the traditional Spanish architecture during the time of their visit.   
The service of the hotel is aligned with all the needs of the people that comes for tourist visit and for their business purpose in the country. Inside the hotel the guests are able to get fitness centers and spa services which will assist them in making their visit more fruitful. Inside the conference hall the people are able to get various types of benefits which will enhance their experience and they will be able to arrange for various types of foods for the people inside the hotel (Puyt et al., 2023). Without these things the guests inside the hotel will be able to get the facility of high speed internet and swimming pools which will assist them in enjoying their time inside the hotel. 
The sustainability approach of the hotel has been taken a long time ago to ensure that the people coming to the hotel will be able to make impact on the sustainability of the country effectively (Baquero, 2023). That’s why the hotel has installed energy efficient lighting system and low flow faucet to ensure that the consumption of energy gets reduced a lot and the wastage of water also gets decreased during the time of their operation. 
[bookmark: _Toc180599176]Theoretical Framework for the Madrid Marriott Auditorium Hotel & Conference Center
A theoretical approach is very helpful as it provides structured approach for analyzing the issues inside a company. For the analysis of the Madrid Marriott Auditorium Hotel & Conference Center, it will provide the analysis of the key management, marketing and strategic challenges that the hotel has faced over the time. 
At the core of the business of Marriott Hotel the management of the strategies is very important as it assist in the management of the factors of the internal and external very efficiently (Mandić and Walia, 2023). The management of the hotel depends on the skilled people available in their team and the ability of the authority to use the resources effectively in the operation. The people in the hotel will have to think outside the box to make new offerings from the hotel and this will assist them in making things better within the time. 
The SWOT analysis of the hotel will assist in determining the strengths of the hotel and based on this the opportunities can also be explored at that time (Sansa et al., 2021). The weakness of the hotel will also be included in the SWOT analysis (Morrison and Buhalis, 2024). That will help in determining the actions that can be taken inside the hotel for their betterment in the future. 
The PESTEL analysis will be done to know about the condition of the market and their impact on the business (George, 2021). This is very helpful for the determination of the potential impacts on the operation of the business and the business will be able to take decision for various things based on this (Legrand et al., 2022). The training for the employees at the hotel can also be ensured through this which will assist them in mitigating the external issues making impact on the operation of the hotel. 
The STEEPLED analysis will also provide some extra information’s through which the effect on the business operation can be understood properly (Claudio-Quiroga, de Villanueva and Gil-Alana, 2024). The people of the company will be able to take action that will assist the company in offering actions against the barriers in their business operation.
Ensuring all these things are done effectively, the hotel will be able to provide better experience to the people and the reputation of the hotel will get increased a lot in the market. 
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[bookmark: _Toc180599178]Recognizing the Issue in the Hotel  
Madrid Marriott Auditorium Hotel & Conference Center has been doing their business in Madrid for a long time. Within the time the hotel has faced various issues and they have learnt a lot from them during the time of their work (Martínez-Laiz et al., 2023). In the recent times, one of the major issue that has been seen in the hotel is the preference of the customers is getting changed. Also, the hotel is facing pressure from the other hotel chains doing business in Madrid (Alatsas, 2020). The people of the world are getting the chance to choose affordable accommodation during the time of visit to Madrid through Airbnb and they are also getting more satisfied from them. The reason for their satisfaction is that, they are able to choose the hotel that they want to stay and the cost of place of their stay can also be compared in Airbnb. Customers nowadays expect for the personalized service and they also look for premium things during the time of their stay in a hotel. 
The hotel is also facing pressure from the other hotel chains such as Hotel Nuevo Madrid, Meliá Avenida America Hotel & Conference Center and Intercontinental Madrid. They are very popular hotels and people have the choice to choose these hotels over Marriott during the time of the visit to Madrid (Jochims and Allen, 2023). Marriott has been popular for their comfort in the stay and excellent service to the people coming to the hotel (Kotter, 2012). As the advancement of the technology is getting enhanced over the time, many hotels are undertaking them for giving better things to the customers coming to the hotel. 
Customers in the market are not only seeking comfort during the time of their visit but they also look for the personalized service from the hotel authority. At the same time, they are also conscious about the sustainability approach of the environment as the environment is getting degraded over the time. Also, the service of the hotel sometimes become inconsistent due to the proper skill set of the employees of the hotel (Marriott, 2020). Guests coming to the hotel are from different backgrounds and that’s why they will require personalized service from the hotel. In the recent times, it has become a necessity for all the people and the hotel authority will have to arrange for the personalized service during the time of stay of the guests.
The advancement of the technology has also made impact on the preference of the people. The young generation of the country always look for the integration of the technology during the time of their visit to the hotel (Fiameni, 2020). They always try to book their hotel in the online and also look for mobile room keys when start staying in the hotel. If the integration of the technology not happens in the hotel, then the people will consider this hotel for their stay as they will not provide modern things to the guests. 
The people coming from different places of the world are focused towards the sustainability and they also expect it from the authority of the hotel also (Gursoy et al., 2022). Marriott is trying their best to ensure the sustainability in their operation and any failure in ensuring the satisfaction of the people along with the sustainability will cause the hotel to lose the customers. 
The effect of the problem that the hotel is facing will make impact on the customers of the hotel. The hotel will lose customers in the long run and if any negative review is provided in the social media, then it will also reduce the reputation of the hotel. This will also reduce the online booking of the hotel rooms and the occupancy rate of the rooms will get decreased a lot.  
[bookmark: _Toc180599179]Customer Feedback and Service Quality
Madrid Marriott Auditorium Hotel & Conference Center is a luxury hotel and this hotel is located near the Madrid Barajas Airport and IFEMA. People are able to go to the airport at a short time and the city center is also situated near to the hotel (Rogers and Wynn-Moylan, 2022). This five-star hotel offers blend of classic elegance and modern amenities. This also provide the best service to their consumers. This hotel company is available in Rome, Berlin and Amsterdam and more. All the company provide the best service to their consumer (Poleg and Poleg, 2020). Each hotel under the Marriott brand allows a unique experience to their consumer while maintaining to the high standards of service and luxury. The hotel has become popular and well reputed globally for their offerings. This company leverage the customer feedback effectively so that they can improve their service and enhance customer engagement. According to a 2023 survey by the Spanish Hospitality Association, 67% of hotels report faces challenges affecting service delivery (Whittington et al., 2020). The pandemic exacerbated issues around recruitment and retention in the hospitality sector which is lead to difficulties in maintaining pre-pandemic service standards. 
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This company should utilize all the promotional platform to reach huge customer base. Online reputation management is crucial for luxury hotels like the Madrid Marriott Auditorium Hotel and the reviews of customers and ratings directly influence customer decisions (Kandampully and Solnet, 2024). A decline in average online ratings can severely impact revenue (Mun et al., 2023). The hotel’s capability to attract international and high-spending clientele can be diminished if negative reviews on public platforms go unaddressed and these also can reduce the company’s reputations (Legrand, Kuokkanen and Day, 2023). When the company is not able to handle the customer feedback or delayed responses to online reviews may result sustained negative impressions. 
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	Factor
	Description

	Political
	- Government policies: Regulatory changes, such as health and safety guidelines, can affect operations and standards in industries like hospitality, manufacturing, and construction (Perinotto et al., 2022).
- Trade policies: Tariff changes or trade agreements influence companies reliant on imports/exports, such as retail or technology sectors.
- Political stability: A stable political environment encourages business investment, while political unrest or changes in government leadership can create uncertainty (Fregonese and Ramadan, 2015).
- Tax policies: Changes in corporate tax rates or incentives impact profitability and financial planning.

	Economic
	- Inflation rates: Rising inflation affects consumer purchasing power and operational costs (wages, raw materials).
- Interest rates: High-interest rates can reduce borrowing for expansion, while low rates encourage investment and consumer spending.
- Exchange rates: Fluctuations affect businesses operating internationally, influencing the cost of imports/exports and profitability (Fyall et al., 2019).

	Social
	- Demographic shifts: Aging populations in some countries lead to demand for healthcare and senior services, while youthful populations drive demand for education and technology.
- Cultural trends: Shifts in consumer preferences (sustainability, wellness) influence product and service development (Morrison, 2022).
- Lifestyle changes: Increased focus on work-life balance has led to demand for flexible working environments and remote work technologies (Hossard et al., 2024).
- Education and skills: Businesses are affected by the skill levels of the workforce and help to training or development opportunities of the employee.

	Technological
	- Digital transformation: The increasing trends of e-commerce, automation, and digital marketing impacts how businesses operate and aligns with customers and compete.
- Innovation: Constant technological advancements such as AI and machine learning can create new business opportunities but require continuous adaptation (Sun et al., 2024).
- Cybersecurity: Increasing cyber threats needs companies to invest in data protection and security measures.
- Automation: Increased use of automation enhance efficiency but may also lead to job displacement and this can also occur ethical concerns.

	Legal
	- Regulatory compliance: Compliance with labour laws and environmental regulations, and safety standards is essential across industries.
- Consumer protection laws: Businesses must maintain to laws protecting consumer rights such as product safety and data privacy regulations (Anon, 2024).

	Environmental
	- Climate change: Sustainability concerns pressure businesses to foster eco-friendly practices and decrease carbon footprints and impact from the environment.
- Waste management: Companies must manage waste disposal and other task responsibly, by following environmental standards to decrease pollution and environmental impact.


[bookmark: _Toc180599191]Table 1:PESTEL Analysis
[image: ]
[bookmark: _Toc180599190]Figure 2: PESTEL Analysis
The hotel will be able to make their decisions based on the external issues and they will have to look after the satisfaction of the people at that time. Any changes done by the regulatory authority might impact on their operation but the hotel will have to take action so that they don’t have to compromise the comfort of the people coming to the hotel (Font-Cot et al., 2023). At the same time the sustainability approach of the hotel will have to be ensured and this will assist them in attracting the people towards their service effectively (Baquero, 2023). They will also have to take feedback from the guests coming to the hotel. This will assist them in providing their needs properly and the people will be able to become loyal towards the hotel during their stay at Madrid. 
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	Factor
	Explanation

	Social
	- Growing demand for personalized guest experiences. 
- Increased focus on health and wellness offerings in hotels. 
- Cultural diversity of guests requires sensitivity and tailored services. 
- Travelers increasingly seek eco-friendly accommodations (Bitoun, David and Devillers, 2023).

	Technological
	- Integration of digital services like mobile check-in and smart rooms expected. 
- AI-driven personalization for guest preferences. 
- Guests demand reliable high-speed Wi-Fi and tech-enhanced rooms. 
- Growing importance of data security and privacy.

	Economic
	- Economic fluctuations affect travel demand and room pricing. 
- Post-pandemic economic recovery has increased tourism in Madrid. 
- Competition with budget hotels and Airbnb impacts pricing strategies. 
- Inflation raises operational costs and wages (Morris and Oldroyd, 2023).

	Environmental
	- Pressure to adopt eco-friendly operations and reduce carbon footprint. 
- Guests prefer hotels that implement energy-saving practices. 
- Waste reduction and sustainable sourcing in food and beverage are important (Martínez Paz and Seco Vallinas, 2022). 
- Climate change impacts travel patterns.

	Political
	- The effect of the political regulations affects labor and supply chains. 
- Visa policies for international travelers influence tourism. 
- Compliance with local health and safety regulations post-COVID. 
- Government incentives for sustainable tourism can be leveraged.

	Legal
	- Compliance with data protection laws like GDPR is critical. 
- Adherence to employment laws related to wages, working hours, and employee welfare. 
- Liability for guest safety and health regulations. 
- Taxation and licensing laws affect profitability.

	Ethical
	- Emphasis on diversity, equity, and inclusion (DEI) in hiring and customer interactions. 
- Ethical sourcing of products and services, especially in food and beverages. 
- Transparency in marketing and customer communication. 
- Fair treatment of employees (Hinson et al., 2024).

	Demographic
	- Rise in millennial and Gen Z travellers expecting unique experiences. 
- Aging population driving demand for accessible facilities (Gasga, 2022). 
- Increase in family travellers and multi-generational trips. 
- Shift towards long-term stays from remote workers and expats.
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	SWOT Component
	Details

	Strengths
	- Strong global brand recognition and reputation. 
- Prime location in central Madrid, attracting tourists and business travelers. 
- High standards in customer service and hospitality. 
- Comprehensive loyalty program such as Marriott Bonvoy encourages repeat bookings (Katsoni, 2023). 
- Diverse range of amenities like restaurants, spa, meeting spaces appealing to different customer segments (Burke et al., 2020).

	Weaknesses
	- High operational costs due to labor, maintenance, and energy expenses. 
- Limited flexibility in personalizing guest experiences compared to boutique hotels. 
- Outdated technological infrastructure in some areas, such as room tech and mobile integration. 
- Challenges in responding quickly to customer feedback and implementing changes.

	Opportunities
	- Increasing demand for sustainable and eco-friendly hotel services. 
- Growth in wellness tourism, offering opportunities to expand spa and health-related services. 
- Potential for partnerships with local businesses and attractions to enhance guest experiences. 
- Implementing cutting-edge technologies such as AI, IoT to offer more personalized and seamless stays. 
- Post-pandemic rise in domestic tourism and remote work creating demand for long-term stays.

	Threats
	- Intense competition from other luxury hotels, boutique accommodations, and Airbnb. 
- Economic downturns and inflation affecting consumer travel budgets. 
- Changes in visa regulations and international travel restrictions. 
- Increasing customer expectations for personalized and tech-enhanced experiences (Ivars-Baidal, 2024). 
- Environmental regulations and rising sustainability expectations impacting operational practices.
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	TOWS Component
	Details

	Strengths + Opportunities
	- Leverage strong brand and loyalty program to attract eco-conscious travelers with sustainability initiatives. 
- Utilize prime Madrid location to partner with local attractions and businesses to create unique guest experiences. 
- Expand wellness tourism offerings (spa, fitness, healthy dining) to capitalize on growing demand. 
- Invest in smart technologies to enhance personalized guest experiences and differentiate from competitors (Lukanova and Ilieva, 2019).

	Strengths + Threats
	- Use Marriott’s global brand reputation to maintain competitive pricing against new luxury and boutique hotels. 
- Strengthen customer loyalty through the Marriott Bonvoy program to retain guests during economic downturns. 
- Enhance operational efficiency to mitigate the impact of rising labor and energy costs. 
- Promote the hotel’s safety and health standards to reassure guests amidst changing travel restrictions and post-pandemic concerns.

	Weaknesses + Opportunities
	- Modernize technological infrastructure to meet the growing demand for seamless, tech-driven experiences. 
- Personalize services to compete with boutique hotels by incorporating AI and IoT solutions. 
- Invest in sustainability initiatives to meet environmental regulations and attract eco-friendly guests (Maribel et al., 2023). 
- Partner with local businesses to offer unique, tailored experiences and overcome limitations in guest personalization.

	Weaknesses + Threats
	- Address high operational costs by implementing energy-saving technologies and sustainable practices (Navalón-García, Rucci and Huete, 2023). 
- Improve responsiveness to guest feedback to combat negative reviews and enhance customer satisfaction. 
- Adapt to evolving guest expectations with flexible service offerings to reduce the gap between standardized operations and personalized experiences (Aaker and Moorman, 2023). 
- Invest in staff training to maintain high service standards amidst rising competition and guest demands.
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Madrid Marriott Hotel has the chance to make themselves unique than the others in the market. The hotel will have to arrange for loyalty programs so that the existing customers will be able to get more advantages and this will assist them in enhancing the word of mouth of the people coming to the hotel (Buttrick, 2009). They also have the chance to partnership with the local businesses so that the experience of the guests gets enhanced a lot and they will be able to see the local culture of the people at that time (Buhalis and Moldavska, 2022). Another thing is that, the people coming to the hotel will have to get some additional services along with their booking so that their satisfaction towards the hotel gets enhanced. The pricing of the hotel rooms will also have to be keep in mind and this will assist the hotel in getting more guests than the others in the market. 
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Madrid Marriott Auditorium Hotel & Conference Center has been facing issues with the changing preferences of the people and the pressure from the other competitors in the market. To mitigate the problem that the hotel has been facing over the time, the authority of the hotel will have to focus on their sustainability approach and they will also have to look after the integration of advanced technologies at the same time (Bujosa, Riera and Torres, 2015). The satisfaction of the people in the hotel depends on the service and the quality of the materials used inside the hotel rooms. The things that the authority of the hotel have to do to mitigate the issue of the hotel is given below:
Sustainable and Eco Friendly Operations
The authority of the hotel will have to focus on the sustainability as the guest coming to the hotel are becoming more aware about the sustainable materials (Aguiar-Quintana, Moreno-Gil and Picazo-Peral, 2016). The hotel will have to use the energy efficient appliances which consume less energy during the time of stay inside the hotel (Burnes, 2014). They will also have to ensure that the waste generated by the guests coming to the hotel are managed efficiently so that no negative impacts happen on the environment. The authority of the hotel will have to ensure that all the rules of the government are followed in the operation regarding the sustainability approach. 
As the things will be new in the hotel, the staffs of the hotel will have to get some training regarding the new materials so that they will be able to handle them efficiently. The employees of the hotel will have to be communicated about the importance of the mitigation of the environmental issues and they will have to be aware about the cost saving approaches inside the hotel. The people providing direction to the employees of the hotel will have to communicate clearly about the vision of the hotel (Alghamdi, Pileggi and Sohaib, 2023). They will have to provide reward to the employees that are doing better in their work during the time of their service to the guests. Proper communication with the staffs will ensure that they are getting aware about all the things and this will also increase their motivation at the workplace. Engagement of the people will also get increased and thus they will be able to do their work with full productivity. 
Installation of Advanced Technology
As the technology in the country is getting advanced with time, the hotel will have to take action for the integration of the new technology in the rooms. The implementation of AI inside the rooms and check outs from the mobile will enhance the experience of the people coming to the hotel. Voice assistant should be implemented in the rooms so that the guests will be able to turn off any appliances through the voice control feature (Vidal et al., 2024). A mobile app will have to be made for the guests so that they will be able to check in and call the room service easily from the app. The people who will come to the hotel for their business purpose will have to get high speed internet so that they will be able to do all their work efficiently and this will also fulfil their expectation from the hotel. 
The staffs of the hotel will have to get some time for their training on the new technology and they will have to ensure that they have learnt all the things effectively for providing assistance to the guests (Noordzife, 2014). Regular feedback will have to be taken from both the staffs and the guests so that any issues happening with the customer satisfaction can be mitigated at a short time. Adjustment will be done just after the feedback of the people and this will assist the hotel in ensuring the satisfaction of the guests at the right time. 
Personalized Service
The guests coming to the hotel are from various backgrounds. The need of the people varies from one another and that’s why the hotel will have to provide personalized solution to the people. The data from the Marriott Bonvoy program will assist the authority to provide rooms according to the choice of the people (Pérez Guilarte and Lois González, 2018). Only the rooms of the hotel are not the only thing that is different from one another but the foods provided to the people are also different from one another (Spadaro et al., 2023). The Ai chatbots will have to be introduced in the website of the hotel so that the guests will be able to ask about any query from the chatbots. Marketing campaigns will also have to be done which aligns with the need of the people and some targeted deals will be provided there to enhance the satisfaction of the customers (Santos Lacueva, Velasco González and González Domingo, 2022). The staffs of the hotel will communicate with the potential customers about the things and they will discuss the benefits to enhance the decision making of the customers. The use of AI in the workplace will also reduce the workload on the people and they will be able to provide better service to the guests.      
Staff Scheduling
The staffs of the hotel have to do their work for a long time and sometimes they become exhausted at the workplace due to too much pressure of assigned task. That’s why the shifts of the staffs will have to be divided so that no one gets overstressed at their work. Overstress will lead to dissatisfaction of the employees and they will not be able to provide better service to the guests in the hotel. During the peak hours of the hotel, the staffs will have to do their work in shifts so that the customers will be able to become satisfied and the reputation of the hotel will also get enhanced a lot. Clear communications will have to be done with the staffs to enhance their engagement and any issues in their work will have to understood by the authority effectively. Ensuring a better working hours for the employees will increase the satisfaction of them and they will be able to work for the development of the hotel during their work.   
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	Area
	Action Steps
	Responsible
	Timeline

	Sustainability
	- Install energy-efficient lighting
	Facility Manager
	3 months

	
	- Implement waste management system
	Operations Team
	2 months

	
	- Introduce biodegradable products
	Procurement Team
	2 months

	
	- Train staff on eco-friendly practices (Blanco-Romero and Blázquez-Salom, 2023).
	HR & Sustainability Team
	Ongoing

	Technology Upgrades
	- Install smart room systems 
	IT Department
	6 months

	
	- Launch mobile check-in/out app
	IT & Marketing Team
	4 months

	
	- Upgrade high-speed internet for guests
	IT Department
	3 months

	
	- Provide staff training on new technologies
	HR & IT Team
	2 months

	Personalization
	- Leverage guest data for personalized services
	Marketing & Front Desk
	Ongoing

	
	- Introduce AI-driven guest communication tools
	IT & Customer Service
	5 months

	
	- Offer personalized marketing and promotions
	Marketing Team
	Ongoing

	
	- Staff training on using data for guest personalization
	HR & IT Team
	Ongoing

	Staff Scheduling
	- Implement flexible shift patterns
	HR & Operations Manager
	2 months

	
	- Use data analytics to predict guest flow
	Operations Team
	Ongoing

	
	- Introduce multi-skilling opportunities
	HR Department
	3 months

	
	- Regular staff feedback on scheduling
	HR Department
	Ongoing

	Staff Development
	- Launch Continuous Professional Development programs
	HR Department
	Ongoing

	
	- Provide leadership and guest service training (Kádár, 2023).
	HR & Training Team
	4 months

	
	- Offer wellness programs for staff 
	HR & Wellness Team
	2 months

	
	- Recognize high-performing staff through rewards
	HR & Management Team
	Ongoing

	Wellness Experience
	- Expand spa offerings and wellness packages
	Spa Manager
	3 months

	
	- Introduce healthy dining options
	F&B Department
	2 months

	
	- Partner with wellness experts for in-house classes
	F&B & Wellness Manager
	4 months

	
	- Train staff on delivering wellness-focused services
	HR & Wellness Team
	Ongoing



The action plan of the hotel will have to be done within the mentioned time. As early as the things will be completed in the hotel they will be able to provide better things to the customers and the satisfaction will get increased a lot. The people will be able to become loyal towards the company and the hotel will be able to get more customers which will increase their profit than the previous times. The teams of the hotel will become more responsible and the development of the employees will also be done effectively inside the hotel. 
[bookmark: _Toc180599187]Conclusion
The issue of Marriott Hotel has caused them in losing a lot of guests and they are also lagging behind the others in the market. With the advancement of the technology many companies are implementing new things to enhance the experience of the customers. Madrid Marriott Auditorium Hotel will also have to take action for getting customers that are demanding new technologies inside the hotel and the staffs of the hotel will have to be trained to meet the demands of the people accurately. As the hotel has a good reputation over the past few years, they will have to align the offerings of the hotel with the expectations of the people. The authority of the hotel will be able to gain a lot of guests by implementing the recommendations and this will also enhance their reputation in the market. At the same time, the hotel will be able to make a lot of profit which will assist them in innovation for the sustainability of the environment. The people focused on the sustainability will get attracted through this and the CSR activities of the hotel will also be fulfilled at the same time.  
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