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1. [bookmark: _Toc180594505][bookmark: _Toc181997948]Executive Summary
This consultancy report, prepared by Bain & Company for Four Seasons Hotel Mexico City, addresses some pressing challenges that have significantly affected the hotel’s market performance and customer satisfaction. Located in a prime location in Mexico City, the hotel offers luxurious services: more than 200 guest rooms, high-class dining, and spa and events facilities. But the Four Seasons Hotel’s occupancy rates have been falling, service quality was lacking, the facilities outdated, it had a weak digital presence and was not sustainable. These problems have combined to reduce annual revenue by 15 per cent, leaving the hotel in a weakened competitive position in the luxury market.
[bookmark: _Toc180594506][bookmark: _Toc181997949]Key Findings
Several areas of concern have been identified, and strategic intervention is needed. The hotel’s Net Promoter Score (NPS) of 45 is below the luxury industry benchmark of 60, and the issue of service inconsistency is a big one. It’s a score based on customer dissatisfaction with housekeeping and service at dining facilities, which saw online ratings fall from 4.5 stars in 2022 to 3.8 in 2023. The hotel is just as old as the outdated facilities, as hotels of this class should do major renovations every 3 to 4 years according to industry standards. As a result, the hotel has fallen behind competitors offering up-to-date amenities and smart room features with a 12% lower occupancy rate.
The hotel’s problems are only compounded by economic difficulties. Operating expenses have risen, as have budget cuts, including a 10% cut in staff training and guest amenities, as Mexico’s inflation rate, now 5.1%, has made up for losses in 2023 when 20% fewer international visitors. Moreover, the hotel dedicates just 5% of its budget to its digital marketing and, therefore, neither provides the online visibility nor the engagement necessary to attract a strong audience. The hotel’s lack of sustainability initiatives is risky: 66% of travellers prefer eco-friendly accommodations.
[bookmark: _Toc180594507][bookmark: _Toc181997950]Analysis
An analysis of the external factors affecting hotel performance using PESTEL showed economic conditions and the changing social preferences towards sustainability. Internal strengths such as the hotel's prime location and well-known brand were identified as strengths and threats from competitive pressures and rising market expectations. Bain & Company used the TOWS analysis to link the hotel’s strengths to market opportunities, deal with the weaknesses, and counter external threats.
[bookmark: _Toc180594508][bookmark: _Toc181997951]Recommendations
Bain & Company suggest four key strategies to improve the hotel market position. The first way to enhance service quality is by implementing standardised staff training programmes costing $50,000, which will increase the NPS to over 60 and help increase guest retention by 10% in a year. Secondly, the hotel should spend $1.5 million over two years on phased renovations of its facilities, which will lift occupancy levels 12 per cent and bring an additional $2 million in annual revenue. Thirdly, if the digital marketing budget is expanded to 15% of total expenditures (about $150,000 annually), online engagement will grow, and bookings 


will increase by 8% or $1.4 million in revenue.
[bookmark: _Toc180594509][bookmark: _Toc181997952]Conclusion
If Four Seasons Hotel Mexico City begins to implement these recommendations, it can solve its current problems and enable sustainable long-term growth. These strategies offer a balanced approach to optimising guest satisfaction, raising revenues, and gaining a competitive advantage. Bain & Company is pleased to work with Four Seasons Hotel Mexico City on this project and is eager to continue supporting the hotel to lead in luxury hospitality.
[image: Four Seasons Hotel Mexico City from $411. Mexico City Hotel Deals & Reviews  - KAYAK]



[bookmark: _Toc181997953]Intrduction
Four Seasons Hotel in Mexico City faces challenges addressed in this consultancy report prepared by Bain & Company. In the heart of Mexico City, this established five-star hotel has over 200 guest rooms, including suites, fine dining, a spa and event spaces. Located in a prime location with such a long history, the hotel has had its share of problems in the past decade: declining occupancy rates, inconsistent service quality, out-of-date facilities, limited digital presence, and no proactive sustainability. Zackariya (2023) has identified in his research that these problems have adversely affected revenue and guest satisfaction and have threatened the Four Seasons hotel’s position in the luxury hospitality market. While the world continues to debate on where to travel to and from, the world of luxury hospitality guests expects it to be well, healthy. The Four Seasons Hotel in Mexico City ready to grow wellness, which means individual programs of a healthy lifestyle, yoga, and other kinds of health and wellness retreats. It goes well with the growing trend of health-oriented travellers and may be applied to enhance the hotel’s occupancy and its customers’ loyalty. Through considering the hotel as the center of the wellness tourism, the hotel successfully improves the level of guests’ satisfaction and enhances its position in the luxury segment. To study these issues and propose strategic solutions, Bain & Company, one of the world’s leading consultancy firms specializing in the hotel sector, has been commissioned (Kumar, 2024).
Several analytical frameworks are used in the report to assess Four Seasons hotel challenges and opportunities systematically. External factors that affect hotel performance are discussed using the PESTEL analysis, which considers economic conditions and social trends. It has been recommended in the study of Whitney (2022) that SWOT Analysis is an internal evaluation of the Four Seasons hotel strengths and weaknesses while TOWS framework converts it into the actionable strategies. With these frameworks, the report seeks to determine the immediate and long-term solutions to help the hotel attain a market position, improve guest satisfaction, and achieve sustainable growth. This report presents the findings and recommendations in hopes of helping Four Seasons Hotel in Mexico City with issues it currently faces while positioning the company for success in a competitive and changing hospitality market.
[bookmark: _Toc180594511][bookmark: _Toc181997954]Analysis
This section analyses the primary issues identified at Four Seasons Hotel Mexico City: declining occupancy rates and customer satisfaction, declining hotel revenues, and declining reputation. These are due to external market forces, operational challenges, and competitive pressures. PESTEL, SWOT, and TOWS frameworks will detail the underlying causes, which will help offer strategic directions for improvement.
[bookmark: _Toc180594512][bookmark: _Toc181997955]Impact on the Four Seasons Hotel
The drop-in occupancy rates and customer satisfaction is important because this has resulted in an estimated 15% decrease in annual revenue from the previous year. According to Walker (2022), inconsistent service quality, a lack of personalization, and outdated facilities are the three main concerns that have come up in customer feedback. As Mexico City’s luxury hotels are growing newer, and the ones with the newest amenities and services, it is more difficult for the Four Seasons hotel to keep up with its market share. Fluctuating international travel trends and economic uncertainties amplify the situation (Cheruiyot, 2022). On the other hand, a low reputation makes the problem worse since bad reviews have increased in sites such as TripAdvisor and social media. Gavilan et al. (2018) shows that 80% of people who look for hotels read reviews on the internet before booking, indicating how reputation can play a crucial role in the good public image. The inability of the hotel to keep pace with the changing and progressive needs of customers in relation to sustainability, contemporary comforts, and other similar amenities will isolate some travelers here from the hotel. This is what makes Four Seasons Hotel Mexico City lose its competitive edge in a very competitive market and thus call for urgent strategic steps to reclaim its ground and win back its loyal customers.
[bookmark: _Toc180594513][bookmark: _Toc181997956]PESTEL Analysis
A PESTEL (Political, Economic, Social, Technological, Environmental, and Legal) analysis gives a general idea of external factors influencing the Four Seasons hotel’s performance (Koščak and O'Rourke, 2023).


	Factor
	Description
	Impact on Four Seasons Hotel

	Political
	Stability in Mexico is improving, but safety concerns still affect tourism.
	Negative impact due to perception of safety risks; travel advisories in some countries discourage tourists.

	Economic
	The Mexican economy is experiencing moderate growth; however, inflation (5.1%) is a concern (Morrison, 2022).
	High inflation affects operating costs, including food, labour, and utilities, impacting profitability.

	Social
	Increased preference for sustainable and wellness-oriented travel experiences.
	Opportunities to attract customers by incorporating eco-friendly practices and wellness-focused services (Barragán-Hernández and Aguilar-Fernández, 2024).

	Technological
	Rapid advancement in digital technology and customer service automation in the hospitality industry (Armengou Bendala, 2022).
	The Four Seasons hotel's current technology infrastructure needs to catch up to competitors, which will affect the quality of guest experiences (Mishra and Kukreti, 2022).

	Environmental
	Growing emphasis on sustainable practices due to climate change concerns (Legrand et al., 2023).
	Pressure to adopt environmentally friendly practices together may involve additional costs.

	Legal
	Compliance with health and safety regulations, including COVID-19 protocols, remains stringent (Lee and Lee, 2022).
	Compliance adds to operational complexity and cost; failure to comply could lead to legal repercussions and damage to the hotel's reputation (Latour and Joy, 2022).





Reflecting the growth of the consciousness concerning climate shift and environmental protection, the demand for environmentally sound operations has intensified. Hotel experiences concerns of following environmentally friendly trends implemented by the company and this has become a buzz to the young and accountability travelers. Environmental change impacts almost all areas of business functioning, including energy consumption, recycling and disposal, as well as supply chain management of food and supplies.  Policies for green practices like energy efficient lighting, water management and wastage management policies the net before effects are positive but they exert effects on operation expenses. Such expenses, which are often regarded as a disadvantage, may in fact lead to cost savings in the long run and brand strengthening, because sustainability-oriented guests can book a hotel that is ready to meet the highest environmental demands. Moreover, creating environment-friendly features is likely to win the hotel regulatory endorsements that help it establish a competitive edge in the market replete with luxury chain competitors. However, philanthropy has to be well managed alongside these initiatives, given that sustainability investments are usually capital-intensive and must be planned for. Buyers’ needs for environmentalism thus form an ideal foundation of environmentally friendly Four Seasons Mexico City that will place the brand as the unique luxury, sustainable product in the lush hospitality market.
[bookmark: _Toc181997957]SWOT Analysis
The SWOT (Strengths, Weaknesses, Opportunities, and Threats) analysis allows a SWOT view of the Four Seasons hotel's internal strengths and weaknesses and its external opportunities and threats.
Table 1 SWOT Analysis
	Strengths
	Weaknesses

	Prime location in the heart of Mexico City.
	Outdated amenities and lack of modernization.

	Established brand reputation in the local market.
	Inconsistent service quality as per customer reviews.

	Strong relationships with local suppliers.
	Limited digital presence and marketing outreach.

	Diverse range of luxury services and facilities.
	High operating costs affecting profit margins.



	Opportunities
	Threats

	Growing market for sustainable tourism.
	Increased competition from newer luxury hotels.

	Rising domestic tourism in Mexico.
	Economic instability and fluctuating exchange rates.

	Potential for digital transformation.
	Ongoing travel restrictions due to global health issues.


[bookmark: _Toc180594515]

[bookmark: _Toc181997958]Analysis of Issues and Contributing Factors
An analysis of the Four Seasons Hotel Mexico City has to note its strengths that are seen as the development areas. First, its location inside the central part of the Mexico City makes this place advantageous; the most local and foreign people find it convenient and enjoyable to be around there since it is near numerous business and culture centers. Being a luxury brand, Four Seasons holds a great reputation, attracting big-spending clients and giving it a perception of high-end services (Kvitkova and Petru, 2023). In addition, it has long-term relationships with its local vendors, which offers exclusive opportunities in the form of fresh and authentic cuisine that contributes to the value of the guest experience. 
Inconsistent service quality in Four Seasons Hotel Mexico City has negatively affected customer satisfaction, especially during peak travel. Online reviews and guest feedback surveys also show recurring complaints of different service levels, such as late housekeeping and inattention at dining facilities (Kar, 2023). The hotel’s Net Promoter Score (NPS) is currently 45 – significantly lower than the luxury hotel industry average of 60 – and one of the most glaring inconsistencies of the brand. Steiger and Desmet (n.d.) have discussed in their study that the NPS is a critical measure of how guests feel about the Four Seasons hotel and whether the hotel is underperforming in customer service standards. Another sign of low guest satisfaction is not only the drop in the hotel's rating on review platforms such as TripAdvisor, which went from an average of 4.5-star rating in 2022 to 2023 to a 3.8-star rating.
[bookmark: _Toc180594516][bookmark: _Toc181997959]Outdated Facilities and Infrastructure
Outdated facilities and infrastructure significantly limited the competitiveness of Four Seasons Hotel Mexico City in relation to the new modern luxury hotels in the area. Many of these parts of hotel facilities, from the guest rooms to the most shared accommodations, have not been upgraded fully over the recent past. This makes them rather worn, less attractive than discerning travelers might expect when expecting contemporary experience. Some guests even mention that its style feels old-fashioned in the hotel's online reviews.
 Since the age and condition of hotel facilities have become another crucial factor in the hotel's competitiveness in the luxury market, the problem is complex. Many high-end hotels do it once every 3 to 4 years to keep up with the changing luxury trends, but Four Seasons Hotel Mexico City has not updated its amenities, like spa services and guest room interiors, for more than 5 years (Kacmar, 2023). As a result, there has been a growing chasm between what the Four Seasons hotel provides and what today’s travellers expect, such as smart room tech, state-of-the-art wellness facilities and a modern, stylish look. Another researcher, Spanaki (2024), examined in his research that luxury hotels in Mexico City are at a clear disadvantage compared to newer luxury hotels in Mexico City, which have cutting-edge amenities and renovated interiors.

[bookmark: _Toc180594517][bookmark: _Toc181997960]Economic Factors Impacting Revenue
The socioeconomic environment has also influenced the financial challenges that Mexican Luxuhave has faced so far in Mexico. It has been anticipated in Smith's (2023) study that the country will face 5.1% inflation, causing operating costs, including wages, food, and utilities, to go up by 8%. That forced the Four Seasons hotel to cut the budget for staff training and guest amenities by 10%, and these further repercussions have affected service quality and customer satisfaction. This economic pressure has squeezed profit margins, so the Four Seasons hotel cannot invest the money to keep the price competitive. Additionally, the Mexican Ministry of Tourism said foreign visitors decreased by 20% in 2023 due to global economic uncertainties and travel restrictions (Jones and Wynn, 2023). The international tourism drop has affected the Four Seasons hotel’s occupancy rates, adding to its revenue shortfall. Furthermore, higher interest rates of 10.50% also affect both business and leisure travelers in Mexico (Trading Economics, 2024). Higher rates generally decrease both disposable income and corporate travel budgets with fewer bookings from domestic tourists and business clients. Here, this is worse because Mexico City is a business city of major business activities, which has not even recuperated from the economic impact of the pandemic.
[bookmark: _Toc180594518][bookmark: _Toc181997961]Lack of Digital Presence and Marketing
Budgeting for Four Seasons hotel in Mexico City in digital marketing is minimal, but it is meant to reach potential customers. It has been determined in the research of Russo et al. (2023) that in Mexico, Luxury Hotel Mexico Ci (2024) spends only 5% of its marketing budget on digital platforms, while leading luxury hotels in Mexico allocate around 25%. This huge discrepancy has led to little online presence, especially among younger travellers, who are more likely to book and review with digital channels. Without a good digital strategy, the Four Seasons hotel cannot connect with potential guests and exploit online travel agencies (OTAs) and social media, which are increasingly significant in acquiring bookings (Farooq et al., 2022). A weak digital presence affects marketing reach and online feedback response-ability, critical for reputation management.
Four Seasons hotel needs to focus on improving its digital marketing plan in order to tackle these obstacles. It starts by raising the budget for digital projects that enables a stronger online presence to connect with the desired audience. The hotel needs to think about adopting a thorough content marketing strategy. Such strategies incorporate compelling stories as well as top-notch visuals that represent its brand (Sivarethinamohan, 2023). Working with social media influencers can increase exposure that can help in building genuine relationships with potential guests. It is essential to invest in search engine optimization (SEO) to guarantee the hotel's website has a high ranking in search results. It can lead to increase visibility to potential guests who are looking for accommodations (Hanley, K., 2019). 
Utilizing focused online marketing strategies can draw in particular demographics that direct traffic to the hotel's online booking boards. These marketing strategies incorporate social media advertisements as well as PPC campaigns. It is crucial to develop a successful strategy for managing online reviews (BASNET, 2023). Reacting quickly in a professional manner to guest reviews on different platforms can improve the hotel's image. It shows the dedication of a business to consider the guest happiness. Four Seasons hotel in Mexico City can enhance its interaction with potential guests by adopting a proactive digital marketing strategy. However, this thing also help the business in gaining a competitive edge in the ever-changing hospitality industry (Trinh, 2022).
[bookmark: _Toc180594519][bookmark: _Toc181997962]Sustainability Expectations
Ecological tourism has become a leading trend in the hospitality industry: travellers are increasingly choosing eco-friendly accommodations. According to a 2023 survey by Booking.com, 66 per cent of travellers would be willing to pay a premium for Four Seasons hotels with strong sustainability practices (Eschenbrenner et al., 2023). However, one of its competitive disadvantages is that it does not have a comprehensive sustainability programme. Moreover, it has been suggested in the study of Ricaurte and Jagarajan (2023) that guests who are increasingly a segment of the luxury market looking for environmentally sensitive initiatives, such as energy-efficient systems, waste reduction programmes or sustainable sourcing policies, may be discouraged from visiting by the lack of such initiatives. If the hotel adopts sustainability practices, it wouldn’t only appeal to eco-conscious travellers but mirror global trends towards environmental responsibility.
Four Seasons could start a strong sustainability plan In order to meet these sustainability demands that covers different aspects of environmental consciousness. Forming collaborations with nearby farmers to acquire food and supplies support local economies. However, such collaboration also lessen the environmental impact of transportation (Velaoras et al., 2024). This plan may involve the use of energy-efficient innovations which results in decrease in energy usage. Such energy effective advancements incorporate LED lighting as well as HVAC systems. It is important to provide educational programs for visitors about sustainable practices while they are staying. It can help in promoting a culture of environmental accountability (Floričić, 2020). 
The Four Seasons hotel can improve its attractiveness to an expanding group of environmentally conscious customers that comply with the worldwide trend towards sustainability. This can be done by incorporating these practices into the operations of hotel. Another crucial component of a thorough sustainability program is handling waste (Ertuna et al., 2019). The hotel could implement strategies to composting organic waste, recycling materials, as well as reducing non-recycled plastics. The advancements can result in greater customer commitment that can solidifies the business’s image in the crowded market. This demonstrates that environmentally friendly actions are advantageous not only for the environment but also for the company (Olaleye et al., 2024).



[bookmark: _Toc180594520]TOWS Analysis
The TOWS (Threats, Opportunities, Weaknesses, and Strengths) matrix is used to formulate strategies to exploit the hotel’s strengths and overcome weaknesses and threats.
Table 2 SWOT Analysis
	Strengths – Opportunities (SO)
	Strengths – Threats (ST)

	1. Use prime location to promote local cultural and sustainable experiences.
	1. Leverage brand reputation to withstand competitive pressures.

	2. Capitalise on relationships with local suppliers to source sustainable products.
	2. Diversify luxury service offerings to differentiate from competitors.



	Weaknesses – Opportunities (WO)
	Weaknesses – Threats (WT)

	1. Invest in digital marketing to boost online presence and attract younger travellers.
	1. Upgrade amenities to meet industry standards and reduce competitive disadvantage.

	2. Develop staff training programs to enhance service consistency.
	2. Implement cost-control measures to address rising operating costs.



[bookmark: _Toc181997964]Summary of Analysis
The analysis of the findings reveals that Four Seasons Hotel Mexico City is confronted with the problems of a low occupancy rate, two unacceptable service quality levels, outdated facilities, and a weak digital presence. External issues aggravating these problems include economic instability, escalating competition and developing customers' expectations towards sustainability. The hotel’s strengths—its prime location and its reputation—are good ones, but they are not enough on their own to address its growing challenges. The PESTEL shows that the external environment is full of risks and opportunities, and the SWOT and TOWS frame strategic insight regarding turning challenges into actionable solutions.
[bookmark: _Toc180594522][bookmark: _Toc181997965]Recommendations and Change Management
Following the analysis of the luxury hotel, Four Seasons Hotel Mexico City, the several issues have been identified, impacting the overall performance, the customer satisfaction, and the operational efficiency. These challenges include the leadership inefficiencies, lack of the training and development, the outdated technology and the insufficient sustainability practices. The following recommendations and change management strategies aim to address these issues effectively and also ensure the hotel adapts smoothly to these necessary changes.
1. Enhancing Employee Training and Development
Recommendation: 
Given the competitive hospitality landscape in the Mexico City, the hotel should offer the continuous, advanced training programs to enhance the staff skills. This is particularly in areas such as personalized guest services, the language skills for the diverse international clientele and the cultural sensitivity. With the high customer expectations, the training should also include the courses on technology usage in the guest services, as the digital innovations play a growing role in the luxury hospitality.
Implementation and Change Management: 
The training programs should be integrated into the employees schedules without the overwhelming their workload (Delisle, 2020). The change management strategies include creating the mentorship program where the experienced staff can guide the newer employees, as well as offering the incentives such as certification programs or the promotions for completing the advanced training. The HR team should also offer the support through workshops on adapting to the new technologies and evolving guest demands, which helping the employees adjust to new responsibilities without fear of the underperformance.
Measurement of Success: 
To gauge the success of the training initiatives, metrics such as the guest satisfaction scores, employee productivity levels, and retention rates will be analyzed. The training success can also be measured through improved performance in the digital service platforms such as the check-ins, reservations, and the in-room service automation.
Potential Benefits to Be Experienced By the Hotel:
As a result of effective implementation of the training and development program at Four Seasons Hotel, the quality of service will probably improve and be in line with the conditions of the luxury hotel sector. Inconsistencies that are current areas of concern were highlighted in the bulk of the customer’s complaints and feedback. Moreover, qualified staff makes them be assertive and competent in their responsibilities, hence, increase the chances of making them satisfied at work, and thus cutting down on turnover. Increasing the capacity of the employees can also work if more efforts were made to make them solve problems by improving their communication skills and make them smarter in crafts to fit new technologies can help productivity since they are more in touch with guest’s needs (Moordiningsih et al., 2024). Additional training helps create a team environment which allows the staff to provide good high quality guest service. 
2. Technology Integration for Guest Experience
Recommendation: 
The four seasons hotel Mexico City should integrate the advanced technology to enhance the guest experience (Stringam and Gerdes, 2021). This from the AI-powered guest services to mobile apps that allow for the personalized services such as room preferences, booking tours and the ordering amenities. Additionally, adopting the contactless payment systems and the automated check-ins will appeal to the tech-savvy travelers seeking the efficiency in their luxury experience.
Implementation and Change Management: 
The introduction of the new technology will require the clear communication and the phased implementation to ensure the staff are comfortable with the systems (Nahar et al., 2022). A robust change management strategy will involve the workshops for the employees to familiarize them with the technology, this is followed by ongoing support through the dedicated IT team. It is important that the staff understand the benefits of the technology to avoid the resistance, which ensuring they feel empowered rather than the threatened by automation.
Measurement of Success: 
The success can be reviewed by tracking the guest usage rates of the new technological tools, as well as the feedback from the surveys regarding ease of the use and guest satisfaction. The internal performance metrics, such as the reduced check-in or check-out times and the frequency of the digital service requests, will also provide the various valuable insights into the effectiveness of the technology integration.
Potential Benefits to Be Experienced By the Hotel:
Applying the modern technology in services can upscale the general perception of the guest facilities by improving their convenience and customized touch. Other technologies incorporated into the system will assist the hotel in the provision of customized services as preferred by guests through other integrated intelligent systems that capture consumers’ patterns and make suitable recommendations. In adopting the use of technology, Four Seasons can be able to serve the new generation’s wise customers that expects immediate personalized services (Kumar et al., 2024). Also, such systems produce significant information about the guest activities that can be used in subsequent service improvement and marketing. It also serves to address both operational concerns and enhance the value offering: technology can often perform low-value tasks and, consequently, free up workforce for more meaningful interaction with guests and craft a better, more meaningful experience for guests and better employ talent.

3. Sustainability and Environmental Projects
Recommendation: 
The hotel should commit to increasing the sustainability efforts, this is particularly in the light of growing the guest demand for environmentally responsible luxury accommodations. The initiatives could include the implementing the energy-efficient systems, which reducing the water consumption, and the sourcing locally produced, the organic ingredients for the hotel’s restaurants. These efforts not only align with the global luxury hotel trends but also support the brand’s image as the socially responsible business.
Implementation and Change Management: 
To introduce these changes, the hotel should roll out the series of the small-scale sustainability projects first, such as reducing the single-use plastics or also introducing the energy-efficient lighting. A change management strategy should focus on raising the staff awareness and the involvement through the workshops on the environmental benefits of these changes, which making them part of the hotel culture. Additionally, providing the visible metrics such as energy savings data can help to motivate the employees and guests to participate in the sustainability initiatives.
Measurement of Success: 
The success of the sustainability projects will be measured by the hotel’s reduction in the carbon footprint, the energy usage and the water consumption. This can be tracked over the time. The guest feedback, which is especially from the environmentally-conscious visitors, will be critical to understanding the perceived value of these changes. The certification from recognized the environmental standards such as LEED certification could also serve as the benchmark of the success.
Potential Benefits to Be Experienced By the Hotel:
Implementation of anticipatory sustainability can significantly add more value to the hotel especially from competent travelers who are sensitive to the environment the Four Seasons can set a pace as a responsible luxury brand. Efficiency in lighting, recycling, and environmental friendly products in the course of renovation can lower environmental impact of the hotel and complement the trends of environmental conservation and sustainability in the provision of hospitality services in the world. Besides, displaying these green practices through marketing communication would ensure that guests who prefer green facilities flock into the hotel thus increasing the coverage of the hotel’s clientele. There are other advantages associated with cost reduction because energy efficient improvement and reduced waste generation provides lower energy bills and operating costs. Sustainability investment is not only good for the future of the environment, but also for the overall strategic plans of the hotel as it prepares for possibly increased regulatory expectations and higher prices for energy in the future (Rodríguez-García et al., 2023). In this regard, commitment to achieving positive sustainability impacts cannot only help the Four Seasons to strengthen its position on the market, but also can assist the company in the further positive impact on the environment of the location, which would further help the luxury brand to portray itself as a responsible businessman.
4. Staff Work-Life Balance and Flexibility
Recommendation: 
Improving the work-life balance for the hotel’s staff should be a priority, as it impacts the employee satisfaction, the productivity, and also retention. This could include the more flexible work schedules, the shorter shifts where possible, or the additional paid leave. By providing wellness programs, such as the access to gym facilities or the mental health services, can help to reduce the burnout, which is especially in a high-stress, customer-facing environment.
Implementation and Change Management: 
The implementation of the work-life balance improvements should be gradual, this allows for the feedback from the employees to fine-tune changes without disrupting hotel operations (Mohezar et al., 2021). The flexibility in shift planning, such as allowing the staff to swap shifts or reducing the hours during off-peak seasons, can be introduced first. A successful change management strategy would involve the close collaboration between the HR and department managers to ensure that the operational needs are met while enhancing the employee satisfaction.
Measurement of Success:
The employee turnover rates, absenteeism, and the feedback from staff surveys will provide the insights into the success of the work-life balance initiatives. The improved employee morale and also reduced stress levels, as reflected in the internal surveys and wellness program participation, will also be key indicators of the success.
Potential Benefits to Be Experienced By the Hotel:
Providing more flexibility at workplace and encouraging work-life balance among employees can lead to successful relations among them and with the organizations they work for, less stressed and happier employees can perform better (Ferdous et al., 2023). High turnover rates are typical for this industry as hospitality is a tough business; yet, if work schedules are flexible, there are mental health resources and managers care for work-life balance, living becomes considerably more endurable. An employee will always be motivated, committed and willing to offer a good service to the guests if they feel wanted and are in a better health. Also, work climate enhances employee commitment eliminating turnover costs chargeable to hiring new employees. Higher derived employee job satisfaction means better organizational climate or culture which affects the guest satisfaction. It was also expected that guests receive a good impression and are willing to return when the staff are happy and motivated. Therefore, the Four Seasons can bring staff satisfaction, better service quality, and guests’ loyalty in a way of reinforcing each one.
The Four Seasons hotel's revenue of $17 million has been used to develop a budget that balances short-term improvements and long-term growth opportunities. It has been found by Ramos-Henriquez and Morini-Marrero (2024) that service quality improvements are set at $50,000 for staff training and performance evaluations, and increased guest retention is projected to increase revenue by $200,000 in two years. Facility renovations, which will be phased over two years for $1.5 million and generate an additional $2 million in annual revenue, are expected to increase occupancy rates by 12%. With an annual spending of $150,000, we would enhance digital marketing to improve the Four Seasons hotel’s online presence and generate 8% more bookings, resulting in a potential $1.4 million additional revenue each year (Dev, 2023). Finally, sustainability initiatives with a $100,000 cost would attract eco-friendly travellers and save $60,000 annually on energy costs, with payback in two years.





	Recommendation
	Estimated Cost
	Time Frame
	Projected Benefits
	Return on Investment (ROI)

	Service Quality Improvements
	$50,000
	1 year
	Increase NPS from 45 to 60; 10% rise in guest retention (Cezarino et al., 2022).
	Expected revenue boost of $200,000 within 2 years

	Facility Renovations
	$1.5 million
	2 years (phased approach)
	12% increase in occupancy; additional $2 million in annual revenue
	Full recoupment in 3 years

	Enhanced Digital Marketing
	$150,000 annually
	Ongoing (start immediately)
	8% increase in bookings; $1.4 million additional revenue (Buitrón Estrada, 2022).
	Annual ROI of 900%

	Sustainability Initiatives
	$100,000
	1 year
	Attract eco-conscious guests; $60,000 annual energy savings
	Payback within 2 years

	Total
	$1.8 million
	3 years (cumulative)
	Revenue growth and cost savings
	Long-term revenue increase and sustainability






[bookmark: _Toc180594523][bookmark: _Toc181997966]Action Plan
The main challenges identified, along with their respective solutions and associated timelines and costs, are addressed in the Four Seasons Hotel Mexico City action plan to ensure that they are implemented and that there are measurable outcomes (Cruz-Milán, 2022). The table below outlines the recommended actions:
	Number
	Problem
	Solution
	Desired Outcome
	Time Scale
	Completion Date
	Planned Budget

	1
	Inconsistent service quality
	Implement standardised staff training programs
	Increase NPS from 45 to 60; improve guest retention by 10%
	6 months
	30/04/2025
	$50,000

	2
	Outdated facilities
	Renovate guest rooms, spa, and common areas in phases
	12% increase in occupancy; $2 million additional annual revenue /.
	2 years
	30/11/2026
	$1.5 million

	3
	Limited digital presence
	Expand digital marketing efforts and social media engagement
	8% increase in bookings; $1.4 million added revenue annually
	Ongoing
	Start immediately
	$150,000 annually

	4
	Lack of sustainability initiatives
	Introduce energy-efficient systems and waste-reduction programs /.
	Attract eco-conscious guests; save $60,000 annually on energy costs
	1 year
	31/12/2025
	$100,000


This action plan presents a structured way to solve the Four Seasons hotel’s problems by setting short—and long-term goals. In contrast, O'Flaherty (2024) has argued in his study that quick wins on service quality improvements and digital marketing enhancements can be delivered quickly in the first year, and renovations and sustainability efforts will be significant factors in growth over two to three years. It is imperative that with the Four Seasons hotel’s projected revenue growth from these initiatives, the budget of $1.8 million is doable.
 



[bookmark: _Toc180594524][bookmark: _Toc181997967]Conclusion
It is concluded that the Bain & Company consultancy report for Four Seasons Hotel Mexico City has identified several critical areas of concern to help the hotel reestablish its competitive edge and increase its overall performance. It then analyzed the main problems, including low occupancy rates, poor service quality, outdated facilities, poor digital representation, and a deficit of sustainability initiatives. Together, these issues have resulted in a drop in revenue and guest satisfaction, as shown by a drop in Net Promoter Score (NPS) and customer ratings Through a detailed assessment using PESTEL, SWOT, and TOWS frameworks, the report provided strategic recommendations focused on four main areas: This includes storing products in the right conditions, renewing the look of old facilities, carrying out more digital marketing and doing more sustainable things. The initiatives are to meet near term requirements, such as improving customer service, and long-term requirements, such as increasing occupancy rates by 12 percent and adding $2 million in annual revenue. The action plan proposed in this paper is structured and feasible with a total budget of $1.8 million, within the Four Seasons hotel's financial capacity and expected returns. These recommendations will allow Four Seasons Hotel Mexico City to improve guest experiences, attract additional customers and become a leader in sustainable luxury hospitality. Four Seasons Hotel Mexico City is grateful to Bain & Company for the opportunity to work on this project. However, we are confident the strategies in this report will help the hotel succeed further.
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