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The Gran Hotel Inglés is one of the most iconic luxury boutique hotels at Madrid. The hotel has been celebrating its blend of historical charm and modern sophistication for a long time. But despite it has a prestigious reputation, the hotel has been facing many challenges in handling a high level of guest experience constantly. This report has deeply assessed the problems which are affecting the ability of hotel to give seamless service and strategic actions to mitigate them. The outcomes show that so many key operational and experiential issues must have to be solved to make sure that the hotel stays competitive in the transforming industry of hospitality.
The current guest experience of the hotel has faced barrier for so many factors which includes inconsistent quality of service, lengthy wait times for the check-in and check-out, too many people in the public spaces and a need of modified services tailored to the preferences of the individual guest. While the hotel has a qualified team which is trained for the service, there are a lot of gaps in the continuous professional development which makes impact in the consistency of service. Guests often hope for a modified and quality service that makes alignment with the luxurious image of the hotel but due to the inconsistencies in employee performance the customers have been dissatisfied and have provided negative reviews. To improve the experience of the guest, it is necessary to implement advanced training programs for the staff that concentrate on the excellence of service, problem-solving and adaptability of the employees. By ensuring ongoing training, employees are able to develop the skills which are required to meet and exceed the expectations of guest which will strengthen the reputation of the hotel.
Another key problem is in the procedure of traditional check-in and check-out which makes contribution to lengthy wait times and inefficiencies of operation. As the guests are providing value to their convenience it is mandatory to advance this view of the service of the hotel. Ensuring a digital system for check-in and check-out the hotel authority will provide guests with greater amount of flexibility which will allow them to complete these procedures through apps in mobile and self-service kiosks. This enhancement of technology will streamline the hotel operations, minimize congestion at front-desk and free up employees to concentrate on providing more modified interactions. As a result, guests of the hotel will be able to enjoy a more seamless arrival and experience of departure which will lead to enhanced satisfaction levels and improved efficiency of operation.
Too many people in the common areas such as the lobby, restaurant and lounge has also created problems and it has become a great concern. The elegant design of the hotel while it is aesthetically appealing does not fully provide accommodation to the peak-time inflow of visitors. This has led to discomfort and provide barrier from the relaxed and sophisticated environment that the hotel targets to provide to the visitors. To mitigate this problem, a redesign of these areas of hotel is required to enhance their functionality and improve the experience of the guest. Strategic alternation such as the modification of the seating arrangements, specific quiet areas and enhanced flow management of traffic will assist in mitigating overcrowding and make a more inviting and comfortable ambiance for all the guests.
Modification of the experiences of guest has become a greatly important factor in the industry of hospitality. Guests of the hotel today looks unique, modified experiences that fulfil their individual preferences and needs. The Gran Hotel Inglés has the chance to make themselves different by improving its approach to modification. By utilizing the data of guest data and their preferences, the hotel can provide modified settings for room, curated recommendations for dining and enhanced experiences that makes alignment with the interests of guests. This level of modification will not only improve the satisfaction of the guest, but it also increases the loyalty of the guests as they are more likely to come to the hotel again that perceives and caters to their specific requirements.
Without spending time inside the hotel, guests are interested to see the rich culture of Madrid, its history and local attractions. However, the current engagement of guest with local experiences is narrowed which shows a missed chance to improve their overall stay. The hotel has the chance to enhance its offerings by making partnership with the local businesses, institutions of culture and operators of tour to make unique packages and experiences for visitors. By doing so, Gran Hotel Inglés will be able to position itself as an entrance to original Madrid, providing visitors with notable experiences that go beyond their expectations and the standard hotel services. This initiative of the hotel will not only provide extra value to visitor stay but it will also improve the ties of hotel with the local people.
Additionally, improvements in guest-facing, operations of internal employee must be enhanced to assist these improvements. Effective communication among employees is critical for providing seamless service yet the present system has inefficiencies which can lead people to delays and miscommunication. Proposing the modern tools of communication and platforms will ensure better direction among the members of team, ensuring that requests and problems are mitigated promptly. Improved internal communication will make contribution to more enhanced delivery of service, improved morale of staff and ultimately a better experience of guest.
Management of change is an important aspect of performing these recommendations properly. Proposing new systems, processes and enhancement of service needs careful planning and execution in the workplace. Staff members of the hotel must be trained adequately and get assistance throughout the transformation to ensure a quick adaptation to the new procedures. Regular workshops, sessions of feedback and incentives for adapting new things will assist staffs to feel engaged and motivated in the work. In addition to that, clear communication regarding the advantages of these transformations will be necessary in getting staffs buy-in and making sure a seamless integration of the modern initiatives.
To do the measurement of success of these strategies, a widespread system of review must be implemented. Getting feedback from guests through surveys, reviews from online and direct communication will give important insights into the effectiveness of the transformations which are implemented. In addition to that, metrics of operation such as minimized times for check-in, enhanced scores for guest satisfaction and improved utilization of space will assist gauge the effect of the modifications. Performance of the employee and their satisfaction should also be evaluated to make sure that staff members are getting advantage from the training programs and new procedures from operation.
The requirement for the financial investment for these initiatives must be considered carefully. While the generation of revenue is huge in the hotel from its luxury offers, it is mandatory to allocate the funds efficiently to make sure that costs of the hotel stay reasonable. The implementation of the systems of digital check-in, common space redesigns and training programs for employees will include initial costs but the benefit in the long-term regarding the satisfaction of guest, loyalty and maximized revenue will far cross these expenditures. A well-planned budget, keeping in mind about the hotel’s financial capability will make sure the successful implementation of these recommendations without putting excessive strain on the available resources.
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The Gran Hotel Inglés has 48 rooms and is located the centre of Madrid being one of the most prestigious boutique hotels in the city which is known for its significance of history, luxurious environment and unique service (Larrinaga, 2023). However, in the transforming industry of the hospitality, the hotel has been facing so many challenges that might make impact on its ability to ensure its elevated standards and competitive edge. The modern traveller of the world expects not only the premium accommodation but also enhanced service, modified experiences and an ambience that cherish relaxation and comfort (Heredia & Luque, 2023). To fulfil these expectations, the hotel will have to adapt regularly to the emerging trends, advancements technology and evolving preferences of guests. This report will evaluate the current problems faced by Gran Hotel Inglés and provide strategic recommendations to enhance the experience of guest, efficiency of operation and overall quality of service.
Elitestay Advisory is a firm which provides consultancy to the hospitality industry and it is specialized in improving the experience of the visitors, efficiency of operation and strategic growth for the hotels that provide luxury services to the people. The consultancy service has available expertise available in the services regarding modification, digital transformation and sustainability of the hotels in the long term. Elitestay Advisory has been continuously providing consultancy services to the leading hotels to apply modified outcomes that make sure success in the long-term.
A prominent challenge that the hotel face during their operation is the inconsistencies in their delivery of service, which makes impact on the satisfaction of guest and reputation of brand. While the hotel prides itself due to its better-trained employee, inconsistencies of service can rise due to a need of ongoing training and development of skill (Hagimont, 2023). Guests of the hotel expects a consistently higher level of professionalism, attentiveness and efficiency and even small lapses in quality of service can lead to the dissatisfaction of people. In addition to that, the traditional check-in and check-out procedure has become older which leads to lengthy wait times and inefficiencies in the operation. As the digital solutions become more dominant in the industry of hospitality, it is compulsory for the Gran Hotel Inglés to adopt advanced systems for check-in and check-out to improve efficiency and convenience of guest.
Another major problem is the overcrowding in the common spaces such as the lobby, restaurant and lounge, specifically during the peak hours. The existing layout of the hotel is elegant and inviting but does not always provide space for the high volume of visitors which leads to overcrowding and discomfort (Robayo-Acuña & Chams-Anturi, 2023). This not only makes impact on the overall experience of guest but also creates operational challenges for the staffs. A redesign of common spaces to enhance utilization of space, improving arrangements of seating and handle flow of guest more effectively is important to resolving this problem.
Modification has become a great factor in the modern hospitality yet Gran Hotel Inglés has been lacking in comprehensive strategies to provide modified experiences of guest (Ferren, 2023). Today’s guests expect modified services that cater to their needs from expected settings of room to curated dining and recommendations for activity. Ensuring a data-driven approach to visitor personalization will make sure the hotel to give a more notable and identical experience, enhancing loyalty of guest and positive word-of-mouth of people.
In addition to that engagement of guest with the local culture and experiences stays underutilized. While Madrid provides a wealth of culture, history and culinary attraction, the hotel does not totally integrate these experiences of the people into their offered services (Noble, 2023). Making partnerships with the local businesses, operators of tour and institutions of culture will enhance the experience of guest. 
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The Gran Hotel Inglés is a luxury hotel situated in Madrid, and it is renowned for its mixture of classic elegance and modern environment. However, despite its enhanced reputation, the hotel also faces a lot of challenges regarding the experiences of guest that impacts the overall satisfaction, efficiency of service and loyalty of brand (Blanco-Romero & Blázquez-Salom, 2023). Mitigating these problems are crucial to handling its reputation as a premier destination of luxury.
Inconsistent Service Quality
Guests at a luxury hotel expects seamless and high-end service but due to inconsistency in the performance of employee has become a recurring issue. While some of the visitors receive unique service, others provide complain regarding delays in responses, lack of attentiveness and differences in service levels (Solas, 2023). Difference in the housekeeping, room service and support from watchman have also created dissatisfaction. This makes impact to the reputation of the hotel as luxury guests expect flawless service.
Slow Check-In and Check-Out Process
Lengthy waiting times at the reception, specifically during the peak hours have led to the dissatisfaction among visitors. Traditional procedures for check-in are inefficient and employees struggle to handle peak-time for arrivals and departures (Navarro-Jurado et al., 2023). The need of a streamlined digital check-in and check-out technology further increase delays, impacting the initial and final impressions.
Digital Experience and Booking System Issues
Although the hotel has been providing modern amenities the digital infrastructure of them is outdated. Many of the visitors have faced complexities with the system of online booking which has led to the errors in reservation. Limited interaction in the digital system, lack of check-in in the mobile and improper integration of the preferences of guest with the database of hotel minimized the overall convenience. Current luxury visitors look forward for a seamless digital experience and failure to give this ensures disadvantage to the hotel.
Overcrowded Common Areas
The elegant lobby of hotel, restaurant and lounge spaces often become overcrowded, specifically during the seasons of high-occupancy (Bravo, Martinez, & Pina, 2019). Visitors have talked about complexity in finding the seating during the time of breakfast and face delays in getting service at the bar and restaurant of the hotel. Overcrowding reduces the sense of exclusivity and comfort which are expected inside a luxury hotel, minimizing the overall satisfaction.
Limited Personalization and Guest Recognition
Luxury hotels prosper due to modification, but the Gran Hotel Inglés finds it difficult to give modified experiences. Many guests feel like just another guest without getting the VIP treatment which is desired from a boutique hotel. There is a lack of modified welcome amenities, limited tracking for the preferences of guest and improper use of the guest data to improve stays.
Negative Online Reviews and Reputation Management
Dissatisfaction of guest has led to the negative reviews in the online which makes impact on the potential bookings. General complaints include the slow service, inefficient procedures and need of exclusivity (Milano, Novelli & Russo, 2024). While the hotel has an enhanced reputation, consistent negative review on platforms such as TripAdvisor and Reviews on Google can make impact on the future reservations. Effective management of reputation and proactive engagement of guest are required to mitigate these concerns.
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	Factor
	Analysis

	Social
	- Increasing demand for personalized and immersive travel experiences. 
- Rising expectations for seamless, high-quality service from luxury travelers (Florido-Benítez, 2024). 
- Cultural diversity among guests requires multilingual and culturally aware staff. 
- Influence of social media and online reviews on booking decisions (Fernández-Paradas & Larrinaga, 2024).

	Technological
	- Need for an advanced digital booking system to prevent errors and enhance user experience (Ivanov, 2023). 
- Growing expectations for smart room features such as mobile check-in, keyless entry, voice-activated controls. 
- Use of AI and chatbots for personalized guest interactions (Blázquez-Resino, Martínez-Ruiz & Muro Rodríguez, 2024). 
- Dependence on reliable high-speed Wi-Fi and seamless connectivity across hotel areas.

	Economic
	- Fluctuations in Spain’s tourism industry due to global economic conditions (Fredrich, 2023). 
- Rising operational costs, including wages, utilities, and maintenance. 
- Increased competition from other luxury boutique hotels and high-end accommodations. 
- Potential for increased revenue through premium services and exclusive experiences.

	Environmental
	- Need for sustainable practices such as energy-efficient lighting, water conservation, and waste reduction. 
- Growing preference for eco-friendly hotels among high-end travellers. 
- Potential impact of climate change on tourism trends in Madrid. 
- Opportunity to implement green certifications to attract environmentally conscious guests.

	Political
	- Compliance with Spain’s hospitality and tourism regulations, including health and safety laws. 
- Stability in Madrid’s political environment supports tourism growth. 
- Potential tax implications for luxury hotels in Spain. 
- Policies regarding employment laws and minimum wage adjustments in the hospitality sector.

	Legal
	- Adherence to data privacy laws such as GDPR to secure online bookings and customer data protection. 
- Compliance with labour laws to ensure fair working conditions for hotel staff. 
- Health and safety regulations affecting hotel operations, particularly post-pandemic sanitation measures (Jacob et al., 2024). 
- Licensing requirements for food, beverages, and spa services.

	Ethical
	- Expectation for fair wages and ethical labour practices for hotel employees. 
- Ensuring transparency in pricing and service delivery. 
- Commitment to diversity, equity, and inclusion in hiring and guest engagement (Morrison & Buhalis, 2023). 
- Ethical sourcing of food, beverages, and amenities to align with sustainability goals.

	Demographic
	- Increasing number of affluent travellers seeking exclusive experiences. 
- Rising number of business travellers requiring high-end amenities and meeting spaces. 
- Growth of digital nomads looking for luxury accommodations with co-working facilities (Boswell, 2023). 
- Need to cater to multi-generational guests with diverse service preferences.
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	Factor
	Analysis

	Strengths
	- Prime location in the heart of Madrid. 
- Rich history dating back to 1886 (Ardura Urquiaga, Lorente-Riverola & Ruiz Sanchez, 2020). 
- Luxurious boutique-style ambiance. 
- High-end amenities and elegant interior design. 
- Strong brand reputation among luxury travelers (Tang, 2018). 
- Personalized services for guests. 
- Well-trained and professional staff. 
- High customer ratings for comfort and cleanliness.

	Opportunities
	- Growing demand for unique and immersive luxury experiences. 
- Potential to improve digital services like mobile check-in. 
- Expansion of wellness and leisure activities (Bayliss, 2024). 
- Partnerships with local businesses for exclusive guest experiences. 
- Enhancing sustainability initiatives to attract eco-conscious travellers. 
- Investing in AI and automation for better service efficiency. 
- Targeting business travellers with premium meeting spaces (Üzüm, Özkan & Huertas-Valdivia, 2024). 
- Leveraging social media and influencer marketing.

	Aspirations
	- Become the top-rated luxury boutique hotel in Madrid. 
- Deliver a flawless and seamless guest experience (Spanaki, 2022). 
- Be recognized for personalized and innovative hospitality. 
- Expand customer loyalty and repeat bookings. 
- Set a benchmark for sustainability in luxury hotels. 
- Lead in digital transformation in boutique hospitality (Domínguez Pérez, Crespi-Vallbona & Gómez, 2024). 
- Build strong emotional connections with guests. 
- Offer exclusive cultural and local experiences.

	Results
	- Increased guest satisfaction and positive reviews. 
- Higher occupancy rates throughout the year (Mabillard, Pasquier & Vuignier, 2024). 
- Stronger brand loyalty and returning customers. 
- Growth in revenue from premium services. 
- Improved operational efficiency through technology (McLeod, 2024). 
- Recognition as a sustainable and innovative hotel. 
- Enhanced reputation in the global luxury market. 
- Stronger engagement with guests through digital channels.
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	Factors
	Strengths
	Weaknesses 

	Opportunities 
	SO Strategies
	WO Strategies

	
	- Use history and luxury branding for unique marketing (Lado-Sestayo et al., 2016).
	- Upgrade digital booking system to reduce errors (Makoondlall-Chadee et al., 2024).

	
	- Develop high-end personalized guest experiences.
	- Improve check-in and check-out processes.

	
	- Improve digital services for seamless booking (George, 2021).
	- Expand staff training for better service consistency (Elshaer & Marzouk, 2019).

	
	- Partner with premium local experiences.
	- Redesign common areas to prevent overcrowding.

	
	- Implement AI for guest interactions.
	- Offer better concierge services for personalized recommendations.

	
	- Promote wellness and sustainability programs (Legrand, Chen & Laeis, 2022).
	- Introduce mobile check-in and smart room controls.

	
	- Expand luxury spa and fitness services.
	- Improve housekeeping speed and efficiency (Rienda, Ruiz-Fernández & Andreu, 2024).

	
	- Enhance digital marketing and social media engagement.
	- Integrate AI chatbots for better guest communication.

	Threats 
	ST Strategies
	WT Strategies

	
	- Highlight hotel’s heritage to stand out from competitors.
	- Address online review complaints promptly.

	
	- Offer exclusive VIP services to retain high-end clients (Fernández-Villarán, Guereño-Omil & Ageitos, 2024).
	- Invest in service quality improvements to counter bad reviews.

	
	- Enhance customer loyalty programs.
	- Upgrade technology to meet modern guest expectations (Kimbu, Ngoasong & De Jong, 2024).

	
	- Provide seamless digital and in-person experiences.
	- Implement better crisis management strategies.

	
	- Strengthen staff training to maintain high service levels.
	- Improve pricing strategies to stay competitive.

	
	- Use guest data analytics to predict preferences (Sánchez-Amboage et al., 2024).
	- Regularly update facilities to match luxury standards (Ruíz-Molina et al., 2024).

	
	- Invest in sustainable practices to align with regulations.
	- Reduce dependence on seasonal tourism.

	
	- Partner with travel influencers to maintain a strong brand image (Guerra-Lombardi, Hernández-Martín & Padrón-Fumero, 2024).
	- Diversify service offerings to attract different guest segments (Sousa-Silva, Gueimonde-Canto & Diéguez-Castrillón, 2024).
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Staff Training and Development
Implementing a comprehensive and tailored staff training and development program is crucial to identify the challenge of inconsistent service quality at Gran Hotel Ingles (Lane & Opazo, 2023). The primary objective of this initiative is to enhance the customer service skills and also elevate the overall guest experience and this is also made sure that all staff consistently meet the hotel’s high standards of excellence.
Implementation:
The first step is to conduct a needs assessment to address the specific areas, and this also can understand the weakness of the employee and the areas where staff training is required. This could be based on feedback from guest surveys and the performance of the employee reviews and management input (Revilla, Moure & Einsle, 2023). The primary areas on this which can include customer interaction skills and the problem-solving and communication.
Tailored Training Program:	
The hotel should partner with an experienced hospitality consultant to establish a customized training program of the employee of the company. The program should cover:
· Front-line service delivery with highlights on greeting guests and also handling inquiries, and handling guest complaints (Gran Hotel Ingles, 2025).
· Upselling techniques for front desk and restaurant employee to increase the revenue while maintaining a high-quality the customer experience that can help to enhance the company’s reputations. 
· Cultural sensitivity training to make sure that international guests can feel respected and valued and they can get the best satisfactions from the service of the company.
· Communication skills both verbal and non-verbal to increase the interactions with guests (Kavlak & Erkekli, 2024).
· Knowledge about the hotel’s amenities and local attractions, and luxury service offerings and also allowing employees to help the guests more effectively.
Ongoing Development:	
The continuous learning opportunities should be provided in addition to initial training (Özgen Çiğdemli, 2021). This could include regular workshops and the online courses and skill refreshers that is also ensuring the staff stay updated on the latest trends in hospitality.
Mentorship and Coaching:	
Experienced employee of the company should be encouraged to mentor newer employees which can help them adapt to the hotel’s culture and standards. A buddy system can adapt a collaboration and also an effective teamwork and the sharing of best practices.
Change Management:
A clear communication is crucial to successfully manage this change. Employees should be informed about the goals of the training program that can include how it will help develop the both guest satisfaction and their career development (Ruiz Reina, 2024). Motivating employee by explaining the long-term benefits like the career advancement opportunities and improved tips can drive engagement with the program. 
Success Measurement:
· The Guest feedback and satisfaction surveys can help the company specially this can help to focus on service quality.
· Performance appraisals for employee of the company to develop the improvements in service delivery.
· Observation by management of employee engagement and the capability to handle guest inquiries and challenges more efficiently.
Costs:
The costs of this applying the program will include hiring an external hospitality trainer that also could range from €5,000 to €8,000 annually. Additional expenses may create from the development of online learning tools or the creation of training materials. Again, the potential return on investment by the proper improved guest satisfaction and loyalty will justify these costs.
Implementing a digital check-in and check-out system is a strategic recommendation to enhance guest experience and decrease the operational inefficiencies at Gran Hotel Inglés (Segarra-Oña et al., 2024). This solution will streamline the check-in/check-out process, and this can also make making it faster and more convenient, and more aligned with the preferences of modern travellers.
Implementation of Digital Check-In and Check-Out
Implementation Process:
1. Selecting the Right Technology:	
The first step is to select a digital check-in/check-out system which can aligns with the hotel company’s existing property management system (Eskerod et al., 2019). The system should be compatible with mobile devices, and this can help the guests to check in or out using their smartphones. Popular options include cloud-based solutions such as the Checkmate and Room Raccoon. These platforms typically offer the guests to check in and receive their room key digitally as this is also offering the option for express check-out.
1. Integration with the Hotel’s PMS:	
The digital check-in system must connect seamlessly with the hotel’s PMS to make sure the accurate customer data synchronization and the room assignment and billing. This integration will automate administrative tasks and offer the front desk employee to focus on more complex guest requests (Romagosa, 2024). It’s crucial to test the integration thoroughly to avoid technical glitches during applications. 
1. Guest Registration and Identity Verification:	
Digital check-in should add an easy-to-use interface for customers to register upon arrival. A photo ID upload and credit card authorization feature can be connected into the process to make sure the secure identity verification. This can be done either by a mobile app or a self-service kiosk in the hotel lobby. The hotel should also give a support helpline for customers of the hotel company who might encounter problems and issues during the process.
1. Training and Support for Staff:	
The hotel staff should be well trained and well skilled on how to guide guests by the new check-in/check-out process. This adds the troubleshooting, and this is also giving the assistance for guests who prefer not to use the digital system and ide notifying any questions about the mobile or kiosk options (Larson, 2024). Furthermore, the employee of the company should be equipped to manage any challenges that may create ensuring an experience for guests who prefer for manual check-in.
Benefits:
· Improved Efficiency: the improved efficiency if the one of the most noticeable benefits and the digital check-ins decrease waiting times at the front desk and this is also speeding up the process and ensuring a more efficient workflow.
· Enhanced Guest Experience: Offering a contactless ad this company also should have the self-service option caters to guests who prefer autonomy and convenience which can enhance the customer satisfactions. 
· Cost Savings: The hotel can allocate staff to higher-value tasks by reducing the need for manual processing at the front desk. The system also reduces the chances of errors in guest data and billing.
Change Management
This company can introduce the digital check-in will need managing the transition for both employee and guests. Communication with guests will be the primary in informing them about the new system and its benefits significantly via email or at the time of booking (González-Pérez et al., 2023). The employee should be reassured which the digital system will not replace their roles, and this can increase their productivity and this is helping them to deliver a more personalized service. Regular feedback should be gathered from both guests and employee to develop any challenges and continuously develop the process. 
Cost Considerations
The implementation of a digital check-in system will include the initial setup costs including licensing fees for the software and this is installation of self-service kiosks and staff training. A typical initial investment could range between €10,000 and €15,000 and this is depending on the scale of the system (Aguiar-Castillo et al., 2021). Again, the long-term savings in labour costs and operational efficiencies and developed the guest satisfaction will provide a positive return on investment.
Redesign of Common Areas to Prevent Overcrowding at Gran Hotel Inglés
Gran Hotel Inglés can increase the customers experience by redesigning common areas to resist overcrowding and create a more comfortable environment. Overcrowding in lobby spaces and lounges, and dining areas can result guest frustration and a diminished perception of the hotel’s luxury standards. The hotel can promote a relaxed atmosphere while improving the flow of foot traffic, comfort and overall guest satisfaction by strategically redesigning these spaces.
Creating Defined Zones:
One of the primary strategies in resisting the overcrowding is to divide the common areas into clearly defined zones. The lobby can be separated into distinct seating areas for guests waiting for transportation and also check-in areas and casual lounging. These zones can be obtained by the furniture arrangements like sectional seating or partition walls which can effectively create privacy and distinct pathways. This will direct foot traffic and make sure that all the guest of this company are not clustered in one area.  
Furthermore, in dining spaces, A clear distinctions between casual dining areas and formal dining settings can be made by addressing the different layouts and also lighting, and furniture arrangements (Hernández-Guedes, Pérez-Rodríguez & Manrique-de-Lara-Peñate, 2024). Creating semi-private dining sections or even offering more adaptive seating arrangements can accommodate varying guest preferences and this is also preventing the formation of long lines and waiting areas.
Maximizing Space Utilization:
The optimizing the available space is essential to address overcrowding. This can be obtained by reducing the unnecessary furniture and aiming on multi-functional pieces which can serve more than one purpose. 
Incorporating larger windows and reducing the natural light can make common areas feel more spacious and less claustrophobic and this also can enhance the satisfactions of the guest. The use of light colours for walls, ceilings and furniture will also help the space appear larger and more open.
Benefits of the Redesign:
Gran Hotel Inglés will improve guest satisfaction by giving them a more spacious and comfortable environment that is conducive to relaxation by implementing these changes. Resisting the overcrowding will allow the guests to enjoy the hotel’s amenities without feeling rushed or cramped which can make them more satisfied. Again, it will reinforce the hotel’s brand identity as a luxurious and well-designed property. 
Cost Considerations:
The costs associated with the redesign of common areas can be differ by depending on the scope of the changes. A basic layout overhaul may cost around €20,000 to €30,000 as more extensive renovations like including the partition walls or custom-built furniture and this also could enhance the budget to €50,000 or more. Additionally, these investments will likely result enhanced guest experiences and this can enhance the customer retention, and positive reviews and justifying the expenditure in the long term.
Personalization of Guest Experiences at Gran Hotel Inglés
Personalizing guest experiences at Gran Hotel Inglés is a strategic approach which can seamlessly increase the guest satisfaction and loyalty. The hotel can offer tailored experiences which make each guest feel valued and special and also increasing the likelihood of repeat visits and positive word-of-mouth by understanding and anticipating guest needs.
Understanding Guest Preferences:
The first step in personalizing guest experiences is gathering detailed information about guest preferences. This can be obtained by the guest surveys and the feedback forms and loyalty program data (Elgani et al., 2024). The hotel can address patterns and preferences like preferred room types and also amenities, or dining choices by monitoring the past visits and booking history and special requests. The data can be used into the management system of the property of the hotel to build profiles of guest which are accessed by the employee and this enables them to anticipate requirements of guest before they come.
Tailored Services and Amenities:
The hotel can provide modified services to maximize the experience of guest if preferences of guest are known. These can be made in advance inside their rooms if a visitor frequently asks for additional pillows and particular types of drinks. Providing modified amenities for welcome such as favourite snack and drinks upon their arrival and this can make visitors feel better at their house. Modified setting of room such as adjustment of lighting, temperature and even preferences for music. This can also be provided which can efficiently make sure that the room is prepared for the guests before their arrival.
Exclusive Offers and Packages:
Gran Hotel Inglés can modify guests’ experiences by giving unique offerings and packages regarding the preferences of guest. Furthermore, the hotel can provide modified guidance for tours and the tickets to major events in Madrid if a visitor is attracted in local experiences of culture. Unique offers such as the packages of spa, romantic dinners and activities which are family-friendly. This also can be sent to the visitors based on their profiles and this is ensuring a sense of monopolistic and recognition.
Technology Integration:
The hotel can use technologies such as mobile apps and inside the room tablets which provide visitors to modify their stay in the real-time to enhance modification. These platforms can provide options to access services and also do the reservations and even make communication directly with the watchman and this is also making sure a seamless and modified experience.
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	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Lack of staff training and development
	Implement a comprehensive staff training program focused on guest service excellence.
	Improve guest interactions, increase satisfaction, and foster loyalty.
	3 months
	31st May 2025
	€15,000

	2
	Inconsistent guest check-in and check-out experiences
	Implement a digital check-in and check-out system to streamline the process (Das et al., 2024).
	Faster check-in/out process, reduced queues, improved guest experience.
	2 months
	30th April 2025
	€10,000

	3
	Overcrowding in common areas
	Redesign common areas to create distinct zones and optimize space usage.
	More comfortable and spacious common areas, smoother guest flow.
	4 months
	31st August 2025
	€40,000

	4
	Lack of personalization in guest experiences
	Utilize guest data to provide tailored services such as customized room settings and welcome amenities.
	Enhanced guest satisfaction, loyalty, and positive reviews.
	3 months
	30th June 2025
	€12,000

	5
	Limited guest engagement with local experiences
	Offer personalized local experiences and packages based on guest interests (Foerster, 2024).
	Increased guest satisfaction and local tourism engagement.
	6 months
	30th November 2025
	€8,000

	6
	Inefficient staff communication during shift changes
	Introduce a new communication system such as a mobile app or team messaging system (Noordzife, 2014).
	Improved team collaboration, reduced miscommunication, and smoother operations.
	1 month
	30th March 2025
	€5,000

	7
	Insufficient use of technology for guest interaction
	Integrate technology, such as mobile apps and in-room tablets, for real-time guest customization (Whittington et al., 2020).
	Seamless and interactive guest experience, increased convenience.
	5 months
	31st July 2025
	€20,000
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The Gran Hotel Inglés has a rich history and elegant setting which ensures a good position in the sector of luxury hotel in Madrid. However, like the other established establishments it also faces so many challenges which are related to experience of guest, efficiency of operation and overall satisfaction of the people. After a thorough analysis of these issues, so many key grounds of improvement have been determined. Making solution to these areas properly will not only enhance the reputation of the hotel but also assist it ensure a competitive edge in a greatly dynamic and attracting market of hospitality. The key problems determined in the training of employee, inconsistent check-in and check-out procedures, too many people in the common spaces, lack of modification and limited engagement of guest with the local experiences are the crucial factors making influence in the experience of guest experience at the Gran Hotel Inglés. By ensuring aimed solutions, the hotel will be able to mitigate these concerns in a good manner that not only enhances satisfaction of guests but also improves efficiency of operation and morale of staff morale.
Training of employee and development has become a critical component in enhancing experiences of guest. A well-trained employee makes the backbone of any prosperous business of hospitality (Buttrick, 2009). Doing investment in the training of staff, concentrating on hospitality, solving problems and modified service, Gran Hotel Inglés can greatly improve the service quality provided to the guests. Such programs for training will make contribution to the greater satisfaction of guest, enhanced loyalty and getting higher ratings which will ultimately take them to a better market position. This investment will also minimize the rates of turnover and improve satisfaction of employee job.

The redesign of the common spaces is a compulsory recommendation that mitigates the overcrowding and ensures a better and comfortable ambience for the guests. The existing layout of the hotel does not properly accommodate the amount of guests during the peak times (Mínguez, 2024). By making specified areas and optimizing flow of traffic, the hotel can improve the experience of guest, ensuring that areas feel more spacious, relaxing and properly-organized. This will ensure the hotel to fulfil the various requirements of its guests while ensuring the environment that makes Gran Hotel Inglés unique among others.
Modification of the experiences of guest will ensure Gran Hotel Inglés to make them unique in a highly competitive market of hospitality. By analysing the data of guests to provide modified services from preferred room settings to advanced amenities and unique packages, the hotel will enhance the satisfaction of guest, increase loyalty and propagate positive word-of-mouth from people (Burnes, 2014). Guests of the hotel are increasingly expecting a modified experience and by implementing technology, Gran Hotel Inglés can mitigate these expectations by creating a unique visitor experience in the hotel.
Furthermore, engagement of the guests with the local experiences will enhance their stay and make contribution to the connection of hotel with the local community. By making partnership with the local businesses and attractions, Gran Hotel Inglés can provide guests a real experience of Madrid which will further increase the reputation of the hotel as a luxury location that strain local culture and give exclusive and notable experiences.
We sincerely appreciate for the opportunity that Gran Hotel Inglés has given us to provide consultancy service for the issue in the hotel. It has been a privilege to make contribution to the continuous success of this kind of esteemed establishment which is a very popular hotel in Madrid. We are looking forward to providing this kind of services in the future that continues to maximize the experience of guest and improve the position of the hotel by giving better services than others in the hospitality industry.
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	RESEARCH
	For this assessment, you can use Generative AI to support you in research, including searching for bibliography, using tools to summarise, compare and
interrogate materials.
	Yes ☐

No ☐

	STRUCTURE
	For this assessment, you can use Generative AI to support you in structuring your submission, including creating a draft argument structure, identifying parts
and headings, etc.
	Yes ☐

No ☐

	PROOFREADING
	For this assessment, you can use Generative AI to check your own text/creation for grammatical and syntactical mistakes, including rephrasing of your
own work within specific standards.
	Yes ☐

No ☐

	WRITING
	For this assessment, you can use Generative AI to create text for submission.
	Yes ☐

No ☐

	CREATIVE
	For this assessment, you can use Generative AI to create creative materials, such as images.
	Yes ☐

No ☐

	PROGRAMING
	For this assessment, you can use Generative AI to create and check code.
	Yes ☐

No ☐

	NONE
	For this assessment, you are not allowed to use any type of Generative AI support. This includes research support, structure support, writing/proofreading
support and creative support.
	Yes ☐

No ☐





I confirm that I have not presented any AI-generated text as my own work. I confirm I have copies of my drafts, notes, and other resources I used before, and after the use of AI tools which I may be asked to provide in evidence.

