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[bookmark: _Toc147181236]Executive Summary
In the heart of Spain, the luxurious hotel, named Hotel Maria Cristina, is located. In honour of Queen Maria Cristina, the hotel was built who was a frequent visitor in the San Sebastian city. In Spain, the hotel has become one of the most prestigious and iconic hotels. It has a strong brand value and presence in the competitive market and captures customer attraction by giving various types of outstanding experiences and services to the customers. A blend of Belle Epoque and Art Nouveau styles is the hotel’s architecture with a grand façade that includes intricate carvings and ornate balconies. With a crystal chandelier, grand marble staircase and elegant furnishing, the interior is equally impressive which evokes a bygone era’s glamour. More than 136 rooms, the luxurious hotel has and all of the rooms are elegantly decorated and sophisticated. With large windows, high ceilings and luxurious amenities such as marble bathrooms, plush bedding and high-speed internet, the rooms of the hotel are comfortable and spacious. 
The Hotel Maria Cristina focuses on sustainable practices to attract environment-conscious customers. The hotel also offers a wide range of products and services to its customers to meet their requirements and demands. According to the financial statement of Maria Cristina, the hotel experiences declining revenue because of increased competition from rival hotels. As a result, the hotel faces a lower profit margin and higher costs in operating the organisation. The higher labour costs and the lower efficiency are other reasons behind declining the profit margin of the organisation. to overcome the challenges, the hotel takes necessary measures and provides a modern and stylish hotel experience to stay enjoyable and comfortable. In addition, it also organises various training programs to develop the skills and knowledge of the hotel staff so that the staff can accomplish the respective activities effectively and efficiently. 
By creating unique experiences for customers of the hotel, it can differentiate itself from its rivals in the competitive market environment. Providing unique experiences creates additional value for the organisation by which a strong brand value can be created in the competitive market environment. However, the hotel also offers various types of luxurious and outstanding amenities for its customers including fitness centers and Free WIFI. To address the challenges faced by the organisation, the hotel has to focus on enhancing customer experience and operational efficiency and also reducing costs.
Some issues can be recommended for the Hotel Maria Cristina. To provide excellent customer service, the hotel should give proper training to their staff so that they would be more professional and efficient at the workplace which includes how to handle complaints of the guests, how to anticipate needs and how to communicate effectively. Besides, skilled and efficient employees can attract customers by providing outstanding customer service that creates a strong brand value in the competitive market. The hotel also should upgrade the facilities provided to the guests to ensure they are in good condition to use. The facilities include everything from the lobby to rooms and the common areas. The hotel should also embrace the current technology to provide outstanding guest experience. The technologies can provide more features and advantages which may create value for the organisation in the competitive marketplace. Eventually, Feedback from customers should be collected to improve customer service and problems. If the hotel can overcome the issues noted by the guests, the hotel can step ahead of its rivals. 
In the conclusion part, it can be said that the Maria Cristina hotel faced many difficult situations while operating the organisation. To overcome the situation, A deep analysis is conducted that helps to know the strengths and weaknesses of the organisation. After that, the Maria Cristina Hotel take necessary measures to overcome the weaknesses. However, it focuses on a sustainable environment, innovation and good product and service quality. To attract customers, the hotel provides a wide range of products, services and amenities by which the customers of the hotel get an outstanding experience while staying in the hotel. The dynamic environment and trending issues are analysed and focused by the organisation which helps to get the competitive advantage in a complex market environment.
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[bookmark: _Toc147181237]Introduction
A type of consulting service is referred to the organisational consultancy which assists businesses in achieving the mission, vision and objectives and improving the performance and effectiveness of the organisations (Dawson Shepherd et al., 2013). Increasing productivity, reducing costs and improving efficiency for an organisation are the basics of organisational consultancy. Besides, the organisational consultancy works with the change management, performance management, process improvements and talent management of an organisation. The Maria Cristina Hotel has been selected, Based on the critical evaluation. In 1912, The most renowned hotel started its journey in the city of San Sebastian, Spain. Whereas the hotel is located in the heart of the city, the location of the hotel is the key selling point. The Maria Cristina is recognised and famous in the location which offers a unique blend of elegance, luxury, history and history (Cadotte & Turgeon, 2018). Various issues including SWOT, TOWS, PESTLE, Recommendations and findings are covered by the assignment. The direct and indirect issues of external factors influence the profitability and operation of the Maria Cristina Hotel. To identify the influencing factors of the organisation, The PESTLE analysis has been done in the context of different situations. However, the SWOT and TOWS analysis has been also done to understand the strengths, weaknesses, opportunities and threats.  The Maria Cristina Hotel also practices sustainable issues to safe environment to attract environmentally conscious customers. However, the current market trends and innovations are also focused on surviving in the competitive market environment. 
[bookmark: _Toc147181238]Scope and Analysis
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Figure 1: The Hotel Maria Cristina
Sources: (Historic Hotels of the World-Then&Now, 2023)
A Spanish hotel, named Hotel Maria Cristina, was founded in 1912 and located in the city of San Sebastian, Spain. For travellers seeking a luxurious and comfortable stay, the San Sebastian has become a popular and recognised tourist destination since 1912. The Marian Cristina has 136 suites and rooms that are elegantly sophisticated and decorated with a standard and dynamic style (Cadotte & Turgeon, 2018). All of the rooms of the hotel are equipped with advanced amenities like flat-screen TVs, Air conditioning and high-speed internet access. Besides, Stunning views of Urumea River and the San Sebastian city are offered by some of the rooms of the hotel. For the guests, a range of facilities are provided to ensure an enjoyable and comfortable stay. 
The hotel maintains high-quality services and facilities for their customers and takes feedback to know the strengths and weaknesses of the services. the feedback from the customer's end provides a concrete understanding of the services. However, the Hotel can understand how to improve the guest service and how to attract them. The hotel also works with the negative reviews taken from the customers. For example, the customers complained about overpriced guest service while staying in the hotel. After getting the complaints, the hotel reconciles the price of the products, services and amenities (Lasmana & Gunthoro, 2022). Because of the lack of employee morale, the hotel faced negative consequences such as decreased productivity of the organisation.  For the hotel, securing guest information is the most important thing that increases credibility and brand value in the competitive marketplace. Any breach of customer information may create a huge negative influence on the organisation. The hotel should take the necessary steps to keep the customer’s information safe and create additional positive value within the market environment (Zhang & Kim, 2021).  For arranging a variety of events, the Maria Cristina Hotel has a positive reputation including conferences, weddings, parties, corporate meetings, product launches, exhibitions and social events. Various types of events can be accommodated by the luxurious hotel which has several event spaces such as meeting rooms, outdoor venues and ballrooms. Besides, Audiovisual equipment, catering services and other amenities are offered by the renowned hotel to ensure that events are memorable as well as successful (Stanworth, 2018).  Providing various types of outstanding services including personalized planning services, technology support and state-of-the-art meeting facilities, the Maria Cristina Hotel has become a trustable friend by arranging various business events and conferences. For the couples, the unforgettable services are provided by the Maria Cristina Hotel which increases organisational value and strong brand presence in the marketplace (Joviando & Kurniawati, 2022). The recognised and well-established business organisation also faced various types of challenges and negative things while operating the hotel. It tries to overcome the situation and provide outstanding services to the customers. It also practices a sustainable environment, and adapts the market trends and technology that helps to understand the market situation in the competitive market environment. 


PESTEL Analysis: The Maria Cristina Hotel is widely renowned for providing outstanding services and experiences to its guests. For assessing the external factors of the hotel organisation, the PESTLE analysis is commonly used to plan sterically. Now, the application of the PESTLE analysis in the context of the Maria Cristina Hotel is as follows,
· Political Factors: The political factors greatly influence the Maria Cristina Hotel such as laws and regulations and government policies. The Maria Cristina hotel operates its activities in the heart of the city, with various political systems. It must be obliged by various types of rules and regulations imposed by political factors while operating the business activities (Zhang & Kim, 2021). The Maria Cristina hotel is negatively influenced by the conflict and terrorism and political instability so that the hotel cannot run the business organisation properly.
· Economic Factors: The profitability and growth of the hotel are influenced by the economic growth, inflation rate, and currency exchange rate. The global pandemic makes economic conditions unstable across the world (Stanworth, 2018). The Maria Cristina Hotel’s operation has been negatively influenced during the pandemic covid-19. At this time, the whole economy of the world was down. As a result, the hotel faced a serious financial downfall due to the world pandemic.
· Socio-cultural factors: The Maria Cristina Hotel can be impacted by Lifestyle trends, cultural differences and changing customer preferences (Joviando & Kurniawati, 2022). In the dynamic era, People would like to travel to many countries. The hotel can attract customers by adapting to the trends going all over the world. In addition, environmentally friendly practices and sustainability are also concentrated by Maria Cristina which attracts environmentally conscious travellers to the hotel.
· Technological factors: The Maria Cristina Hotel developed the full hotel operations with advanced technologies including booking systems, room management, payment system and so on. These types of technologies including artificial intelligence and big data analytics influences significantly the organisational operations that make them more effective and efficient in the competitive environment (Saavedra-Rivano, 2019). The Maria Cristina Hotel also conducts deep research on the technologies used by the rivals that give knowledge of the technologies used by the rivals. Adapting the more developed technologies in the marketplace gives them a competitive advantage, strong market presence and brand value (Xu, 2020). 
· Environmental factors:  In the dynamic era, People would like to get eco-friendly products and services. A significant role has been played the environmental sustainability provided by organisations like Maria Cristina Hotel. It also focuses on green initiatives including waste management, energy consumption and water conservation. The trends of the marketplace are also adapted by the organisation which helps to get the competitive advantage in the marketplace. To attract customers and differentiate itself from the rival hotels, it also captures environmentally friendly customers by practising sustainable environmental issues. The sustainable environmental issues keep the environment fresh and clean (Howell, 2020). 
· Legal factors: By the legal factors of San Sebastian city, The Maria Cristina Hotel’s operation is influenced. In operating the hotel organisation properly, each of the requirements of the legal factors is the major influencer. Every requirement of the hotel should be properly fulfilled that increases the credibility of the customers over the rival hostels. (Dublin, 2017). 
SWOT Analysis: A technique for assessing the four aspects of the organisation is referred to as the SWOT analysis that assists in analysing the actual situation of the Maria Cristiana Hotel. The SWOT analysis of the hotel is provided as follows,
	Strengths:
· Prime location: Prime location is the first strength of the renowned hotel. Basically, the hotel is located in the heart of San Sebastian city, making it easier to accessible for business travellers and tourists (Orhan, 2023). 
· Historic charm: The rich history and elegant architecture of the hotel attracts customers’ mind and provide an outstanding experience. The travellers get outstanding experiences while visiting the location.
· Strong reputation: For providing luxurious accommodations and excellent services, the organisation has a strong reputation that increases value in the competitive environment.
· Wide range of amenities: A range of amenities such as spa facilities, fine dining and conference rooms are offered by the hotel to provide the best customer service. Travellers can get these types of services offered by the organisation (Pinder, 2013).

	Weaknesses: 
· High Prices: for budget-conscious travellers, the luxury status of the hotel may make it less affordable. So, overpricing can be the weakness of the company. 
· Competition: High competition is faced by the Hotel Maria Cristina from both the larger and smaller players in the market and conducting business in the hospitality industry is now more dynamic and competitive in the era. The operational cost would be higher for maintaining high standards of service and quality (Christensen & Knudsen, 2021). 
· Maintenance costs: the operational cost would be higher for maintaining high standards of service and quality. The hotel’s profitability can be influenced because of having high operational costs. 
· Limited exposure: the hotel has limited exposure to emerging markets, whereas a strong brand value and presence are acquired by the hotel leading to growth opportunities in the future (Gupta & Premapuri, 2015).




TOWS analysis: A strategic planning tool, named TOWS analysis, examines the threats, opportunities, weaknesses as well and strengths which is an extension form of SWOT analysis. Now, the TOWS analysis is provided as follows in the context of Hotel Maria Cristina,  
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Figure 2: TOWS analysis
Sources: (Johnson, 2023)
	Threats: 
Firstly, Tough competition is faced by the hotel from the other hotels in San Sebastian city that offer similar types of services and amenities. Through unique experiences and partnerships, it can be addressed by differentiating. Secondly, the economic downturn has a huge impact on the organisation (Michael & Carnochan, 2020). So, the hotel has to consider the price of the provided offers and services. By creating packages and offering more affordable packages that create additional value in the marketplace to the guests, the issue can be addressed. Eventually, the hotel industry may be influenced by changes in travel trends. The Maria Cristina Hotel has to cope with the current changes in travel trends and should adapt the technologies so that the guest gets outstanding services from the hotel.

	Opportunities: 
Firstly, the marketing efforts can be enhanced to attract more guests, especially those who have a passion for historical significance and luxury travelling. Secondly, the hotel facilities and services can be expanded to increase revenue and capture customer attraction to the hotel (Choi & Mattila, 2015). For instance, the hotel can build a rooftop pool or bar by which the guests of the hotel get refreshed. Eventually, to offer more unique experiences and options, the local business can be partnered with the hotel. For instance, to offer wine tasting, the local winery can be partnered. 


	Weaknesses: First of all, the high room rate is the major weakness of the hotel which may influence budget-friendly travellers. By creating more affordable packages and room options, the hotel can address the issue (Boo & Park, 2019). Secondly, it has limited dining options that decrease value in the competitive marketplace. By expanding dining options, the hotel can solve the problem. Eventually, the hotel has limited parking options that may deter those who would like to drive vehicles. By offering more parking options, the Hotel Maria Cristina can overcome the issue.

	Strengths: First of all, the beautiful and renowned hotel has elegant and luxurious décor which is a strength that builds a high-end atmosphere. Secondly, the prime location is the major strength of the hotel making it more easily accessible for tourists (Johnson, 2023). Thirdly, the high range of services and facilities are offered by the hotel which provides more options to its guests. Eventually, Historical significance is another strength of the hotel by which a unique marketing campaign can be conducted in the market.



 
[bookmark: _Toc147181239]Main body
Hotel Maria Cristina is most popular for providing outstanding services to its customers in the location of San Sebastian city. In the dynamic environment, Surviving is a very complex issue for the hotel. So, the Maria Cristina Hotel should constantly develop its operations and innovate new products and services to attract new customers (Choi & Mattila, 2015). In the context of Maria Cristina Hotel, the imaginative ways are provided as follows,
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Figure 4: The ways by which the operations are developed
Sources: Self-made - Adopted from Das (2021)
First of all, by collaborating with local businesses, Maria Cristina accomplishes business activities that provide outstanding and unique experiences to the customers. By providing these types of experience, the customers get satisfied and positive regarding the hotel and also tell their friends and families about the services of the hotel which generate the outcome of the hotel income and brand value (Vernis et al., 2016). The hotel also can collaborate with nearby restaurants in order to offer discounts or exclusive dining packages to the guests. 
Secondly, In the dynamic environment, People are more conscious regarding sustainable tourism and they choose only the hotels that practice the sustainable environment in the hotel operation (Jovanovic, 2021). To attract customers, The Maria Cristina Hotel take necessary measures including waste management, energy reduction, carbon offset programs and water conservation. The Maria Cristina Hotel also installs LED-efficient lights to reduce energy consumption. Besides, the hotel also invests in installing solar panel energy to reduce the dependency on non-renewable sources. 
Thirdly, using machine learning and technology development, the Maria Cristina Hotel can develop advanced technological processes so that the customers can get outstanding products and services easily. For instance, the booking system of the hotel reduces the accommodation problems of the travellers. (Kumar & Sharma, 2022). When the Hotel installs advanced technologies, the full operation time of the hotel is reduced and effective. However, The Maria Cristina Hotel implements an online room reservation system by which the guests can book the rooms which they want. 
Fourthly, During the world pandemic of Covid-19, people understood the need for contactless services. At that time, the trend of contactless services started. A virtual concierge system can enhance the guest experience through a mobile application or website. In addition, the system also offers various services including room service orders, and housekeeping requests. By adopting the system, the hotel can benefit and save time and money while operating the organisation (Das, 2021).
Eventually, New technologies should be adopted while providing staff training. For example, the staff can be trained with the hotel’s digital check-in and check-out process which ensures smooth experiences for the travellers. The staff can also be trained to promote the mobile concierge apps which provide various information regarding the guests (Watters et al., 2016).  Overcoming the weaknesses of the staff, the necessary measures should be taken so that the staff would be more professional and effective while providing services to the customers.
Various management techniques are required to follow by the Hotel Maria Cristina hotel as follows,



Figure 5: The Management Techniques adopted by the Hotel Maria Cristina
Sources: Self-Created (Adopted from Basu, 2022).
Guest Experience Management: Superior guest service and sustainable practices are provided to attract customers. However, the hotel also takes feedback from the guests to understand the quality of products and services. The feedback provides deep knowledge to the hotel regarding the strengths and weaknesses of the products and services. If the hotel can properly manage the guest service management, it can generate additional value and a strong market presence in the competitive environment (Kumar & Sharma, 2022).
Revenue Management: For optimising the occupancy and room rate, Hotel Maria Cristina developed an effective revenue management technique so that the revenue of the hotel can be properly managed. Based on the market demand and product price, the hotel leverages data to adjust profit and maximise revenue dynamically. 
Environmental management: the most renowned and recognised hotel Maria Cristina focuses on sustainable development to reduce the environmental impacts that have a great influence on the organisation. However, while maintaining quality products and services, the Hotel also implemented appropriate policies and procedures. It also practices the environmentally friendly organisation that attracts environmentally conscious customers (Freeland, 2017).
Employee training and development: through various training and development programs, the Hotel Maria Cristina invests a huge amount so that the staff of the hotel would be more professional and effective at the workplace. However, the skilled employees of the organisation can create positive value by giving outstanding services to the customers. In this situation, the Hotel can make a good relationship and credibility with the customers that helps to run the business in the long-term. 
Digital transformation: To improve guest experience and production process, the renowned hotel also adopts digital technologies. For example, Check-in and check-out applications. By using the application, the guests can easily reach and out of the hotel arena without facing any problems. In addition, the hotel also improves the technological issues so that the guests can get the best experiences while staying in the hotel (Basu, 2022).
The Maria Cristina Hotel should maintain the above techniques to develop the whole process of hotel operation effectively and efficiently. In addition, it should take necessary measures while occurring any the discrepancies occur in the organisation. If the issues can be fixed properly. The hotel can run its business organisation effectively and efficiently (Maria Norkus et al., 2016). Now, how the hotel faces the internal and external issues is provided as follows,
Internal Issues faced by the organisation: First of all, the customers of the hotel were dissatisfied because of low employee morale and high staff turnover rate. The high staff turnover rate comes up with new employees to the organisation which reduces the quality of the operation of the hotel. Secondly, Retaining and attracting new customers are complex issues that cannot be handled properly causing the lowest profits generated by the hotel (Sachau & Fritzsche, 2020). Eventually, challenges in updating and integrating new technologies may result in operational inefficiencies and outdated guest services.
External Issues faced by the organisation: Firstly, the economic downturns and political instability greatly influenced the organisation during the world pandemic of COVID-19. At that time, the Hotel faced very bad times and its financial condition was down according to its financial statement. Secondly, surviving in the competitive market is not so easy task that requires more analysis regarding the rival activities and market trends. If the organisational cannot accomplish the activities properly, it may face loss from various perspectives. Thirdly, hotel operations can be impacted by changes in local regulations including taxation or zoning laws (Bastien, 2018). Fourthly, the global pandemic increases health crises that may lead to travel restrictions, health and safety challenges and reduced occupancy rates. Eventually, the potential guests and the reputation of the hotel can be damaged because of bad reviews from the guests. 
Change management for the Hotel Maria Cristina: A process of planning, implementing and monitoring is referred to as change management with the organisation in order to ensure a smooth transition (Sachau & Fritzsche, 2020). In the above discussion, the internal and external problems of the organisation are identified. Now, some issues are recommended to overcome the internal and external problems,
	For internal issues: 
	For external issues:

	· Staff training and turnover: the hotel should invest in a comprehensive training program to ensure that the employees are more effective and efficient at the workplace by which high-quality service can be offered by the organisation (Robson & Attard, 2019).
· Maintenance issues: The hotel developed a comprehensive maintenance schedule to address issues. A dedicated budget has to be provided for the ongoing maintenance and renovation.
· Technology Integration: To enhance guest experience, the hotel invests in the modern property management system and other technology solutions. The use of modern technology increases productivity and efficiency in the working environment of the organisation (Heath & Parrish, 2020). 

	· Competition: the hotel should conduct regular analysis regarding the market rivalries and provide various offers to attract customers and adjust the pricing of the products and services provided by the Maria Cristina Hotel. 
· Economic downturns: By targeting customer segments including event hosting and business travellers, the hotel diversifies its revenue streams. Besides, the hotel should build a financial reserve during prosperous times (Kvítková & Petrů, 2023).
· Online reputation management: To address outcomes, the hotel should monitor online reviews and engage both positive and negative feedback from the customers. Analysing the negative feedback provides constructive knowledge regarding the weakness of the hotel (SHERRY, 2017).
 



Now, the positive and negative aspects of the hotel are provided as follows so that the hotel can understand the areas of improvement,
Positive aspects: 
· The diverse range of offerings: The most renowned hotel provides a variety of services so that the customers can choose the products and services from various options and amenities. In addition, it mainly concentrates on practising a sustainable environment in the hotel arena including waste management, energy reduction, water prevention and so on. The hotel also tries to provide the best customer service experience so that the customer gets satisfied and tell their friends and families regarding the products and services of the Maria Cristina hotel (Gerry, 2013).
· Corporate responsibility: the Maria Cristina Hotel also is committed to maintaining the environment safe and attracting environmentally conscious customers. In addition, People would like to go to the hotel which is more decorated, clean, well behaved, fresh and many things. Besides, the local communities are also supported by the organisation as part of social responsibility that creates a strong market value and credibility in the competitive market environment (Heath & Parrish, 2020).
· High-quality service: The hotel is greatly recognised and renowned which includes excellent facilities and personalised attention for providing high-quality products, services, and amenities (Chai & Wang, 2022).
Negative aspects:
· Inconsistent quality: Though the service provided by the hotel to the customer is overpriced, some reports have been received from the guests for inconsistent quality in amenities and rooms across different properties.
· Limited Loyalty Program: The rivals provide more loyalty programs than the hotel Maria Cristina for which the hotel gets negative reviews from the customers that create a negative influence in the competitive market environment. the hotel should increase the loyalty program to attract more customers and retain the customers to the hotel (Kang & Song, 2019).
· Price: While taking service from the hotel, the budget-friendly guests may face financial problems because of having overprice of the products and services of the hotel. To overcome the problem, the most renowned hotel should reconcile the prices of the products, services and various amenities so that the customer gets more benefits than the rival hotels (Zizzo & Sitzia, 2020).
The Maria Cristina Hotel has to rectify the above areas and take the necessary measures as follows, 
1. First of all, diversified and new products should be introduced in the competitive market environment to compete with rivals (Pyne, 2017). 
2. Secondly, the upgraded and new technologies should be adopted by the organisation to provide outstanding guest experience to the customers.
3. Thirdly, to understand the improvement areas of the organisation in the marketplace, a constructive market analysis should be conducted by the organisation that provides knowledge regarding the marketplace and rivals (Chai & Wang, 2022). 
4. Eventually, new customers can be attracted and the brand value of the hotel can increased by accomplishing some activities including community outreach, public relations efforts and target market campaigns (Gerry, 2013).
Staff Training programs and development programs are significant issues for any organisation to make an effective and efficient staff organisation that can contribute more to the success of the business organisation. Now, some reasons are provided as follows for the staff training and development programs, 
Improving guest experience: Staff training and development programs always help to develop the skills and knowledge of the employees of the organisation so that the effective and efficient employees can provide the best service to the customers. When the customers get satisfied after receiving services from the staff that increases the value and credibility of the organisation. in addition, the efficient employees can easily understand the needs of the customers. Skilled employees can provide the desired service to the customers after training and development programs (Demicco and Poorani, 2017). 
Employee retention: The hotel should increase employee morale and job satisfaction by providing various types of motivation and training. When the employees get motivated in the workplace, they would be more effective and accomplish their respective tasks in a more innovative way. So, by maintaining the proper employee retention process, the Maria Cristina Hotel can be benefitted in the long term.
Compliance requirements: The compliance requirements of an organisation are the various types of laws and regulations which the employees maintain (Closa, 2017). Each of the employees is obliged by the rules and regulations of the organisations. The proper training and development programs can provide knowledge regarding the compliance requirements of the Maria Cristina Hotel.
Enhance efficiency: The proper training and development programs for the employees develop their skills and knowledge regarding the market, customer and organisation. The more efficient employees make fewer errors than the inefficient employees. So, the hotel should concentrate on developing the skills and knowledge of the employees to work at the workplace effectively and efficiently. 
The highest level of services and amenities are offered by the Maria Cristina Hotel to its guests creating a strong brand value in the competitive marketplace (SHERRY, 2017). Besides, A 24/7 concierge service is offered to its guests with a wide range of information including transportation, local attractions and restaurants. A constructive and disciplined operational process is maintained by the organisation (Badran & Abdelatty, 2016). In addition, the Maria Cristina Hotel also practices a sustainable environment in the hotel arena. For example, the hotel implements energy-efficient practices including installing motion sensors, and LED lighting. Besides, A comprehensive waste management system has been developed by the organisation. (Phillips, 2023). 
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For many years, the hotel has operated its business activities effectively and efficiently (Badran & Abdelatty, 2016). Now, the summary of the findings and results are provided as follows in the context of the Maria Cristina Hotel,
Summary of SWOT analysis:
	Strengths:
· Luxurious facilities and amenities
· High-quality customer service
· Historic and prestigious reputation
· Strong loyalty and brand recognition (Fowler & Maranga, 2022).
	Weaknesses:
· Limited parking space
· Limited flexibility in terms of room specifications
· Limited room availability
· High room rates

	Opportunities: 
· Expansion of conference facilities and organisation also
· Diversification of customer segments and target markets (Helgesen, 2016).
· Introduction of digital marketing strategy and new technology
· Growing tourism industry

	Threats:
· Negative impacts of political instability or natural disasters
· Changing consumer preferences
· Economic fluctuations or downturns
· Increasing competition (Kniazeva & Baskin, 2023).





Summary of TWOS analysis:
	(SO) strategies:
· To cater for the growing tourism industry, expand conference facilities and business
· To increase revenue, the customer segments and target markets are diversified.

	(ST) strategies:
· To stay ahead of the competition, new digital marketing strategies and technologies are adapted
· During economic downturns, various discounts and promotions are offered.

	(WO) strategies:
· The room flexibility and availability are increased to cater for the growing tourism industry
· Dine options are expanded to attract more customers.

	(WT) strategies:
· To attract environmentally conscious guests, Implementing sustainable tourism practices.
· To offer competitive room rates.
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The finance of the Hotel Maria Cristina can be generated in many ways including room revenue, food and beverage sales, Meetings and events, additional services like spa, parking, laundry, Ownership and management as well as various types of investments (Hemmington & King, 2015). Now, an action plan has been provided as follow in the context of the Hotel Maria Cristina as follows,
	Problems
	Solutions
	Time scale
	Date of completion
	Budget
	Upper limit budget

	High room rates compared to other rivals in the marketplace
	A market analysis has to be conducted and the rates have to be adjusted accordingly (Alston, 2016).
	1 Month
	November 1, 2023
	£10,000
	£20,000

	Due to high demand, limited room availability
	The room capacity needs to be expanded (Peeters et al., 2021).
	6 months
	May 1, 2024
	£500,000
	£1,000,000

	Limited dining options on-site
	To offer a wide range of dining options, make a partnership with local restaurants
	3 months 
	February 1, 2024
	£20,000 
	£50,000

	In terms of room configurations, limited flexibility
	The rooms can be renovated to offer more flexible configurations (Kiers & Tendeiro, 2019).
	4 Months 
	March 1, 2024
	£50,000
	£1,00,000

	From new hotels and accommodations, increasing competition 
	A loyalty program can be implemented to attract new customers and retain existing customers (Chen et al., 2023).
	Ongoing
	N/A
	£5,000 per month
	£10,000 per month



[bookmark: _Toc147181242]Recommendations
Some recommendations are provided below in the context of the Hotel Maria Cristina,
· During the peak travel seasons, the clients should book in advance. Because the Maria Cristina hotel is very popular in the location. The rooms of the hotel are filled during the peak seasons. Easo restaurant is a must-visit for foodies who offer traditional Basque cuisines which are exceptional (Brinkerhoff, 2017). The travellers should also receive the spa service at the hotel to refresh the body as well as mind. Besides, Stunning views of the Sea and San Sebastian city are offered by the hotel’s rooftop which is a perfect place to get relaxed. The staff of the hotel are very knowledgeable and friendly at the place so the customers should take advantage of asking them about the beautiful places and foods.
· The customers should take the benefits of the immersive meeting and event space. in addition, to make any of the events successful, the Maria Cristina Hotel also offers personalised services and state-of-the-art services. With the catering service, the customers can get the outstanding services provided by the Hotel (Ellis, 2019) 
· The Most renowned Maria Cristina Hotel offers a wide range of dishes including fruits, juices, and various cold and hot dishes. The travellers must try the buffet breakfast of the Maria Cristina Hotel. Because, the delicious breakfast makes more refreshed and joyful so that the whole day will be enjoyable (Felicetti & Mattheis, 2016).
· The Maria Cristina Hotel also offers various categories of superior rooms that make it more enjoyable for the customer’s stay. Besides, the more outstanding and refreshed amenities are provided by the hotel that makes the customers satisfied and fancy (Ramos-Henríquez et al., 2018). 
· The Maria Hotel also provides various types of amenities including fitness centers, spas, etc. that provide outstanding guest experiences to the customers. The amenities create additional value in the competitive market environment.
· The customer should take advantage of Free WIFI access which is offered by all hotels by which the guests can stay connected with the WIFI and make the full stay enjoyable. An internet connection is required for those people who would like to get connected all the time with family.
· To earn points on every stay, the customers are allowed by the hotel. The rewards can be redeemed for upgrades, free nights and other benefits (Dekay et al., 2019). The customer can get the exclusive excess by using the rewards provided by the hotel 



[bookmark: _Toc147181243]Conclusion
At the end of the discussion, I would like to present my gratitude and thankfulness to the professional client who is renowned in the heart of San Sebastian city, Spain. The most renowned hotel is professional and effective at the hotel operation. But it faced many problems in various situations. To overcome the situation, the hotel accomplished constructive market analysis that provided the hotel knowledge regarding the market, rivals and the actual position of the hotel. In that situation, the hotel takes necessary measures to overcome the weakness. In addition, the hotel also takes feedback from the customers to understand the quality of provided products and service. The feedback allows the hotel to gain knowledge regarding the strengths and weaknesses of the products and services. As part of Corporate social responsibility, the Hotel also maintain the sustainable environment in the hotel arena including waste management, Water prevention and energy consumption. Practising a sustainable environment that makes the environment safe and clean also attracts environmentally conscious customers. Eventually, to survive in the competitive market environment, the hotel needs to analyse the rivals, market trends, technologies and customer demands. All of the analysis provides the hotel knowledge regarding what to do and what not to do. Whereas, the Hotel has strong brand value in the competitive environment, it can expand its operation into new market by using the brand value.
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What Is The TOWS Matrix?

The TOWS Matrix is an acronym for Threats, Opportunities, Weaknesses, and Strengths. The matrix
is a variation on the SWOT Analysis, and it seeks to address criticisms of the SWOT Analysis
regarding its inability to show relationships between the various categories.
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