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DearInnovatorFriend,

I am pleased to present ILUNION Hotels' 2024 Innovation Report, where we set out our renewed 
strategy and this year's main milestones and projects. In 2024, we have once again achieved a 
record economic result and have taken an important step at the strategic level by reinforcing 
Innovation with Purpose as a fundamental lever of the company's strategic plan.

This year, our Innovation strategy has been recognized with several national and international 
awards and recognitions that fill us with pride and motivate us to move forward.

Over the course of 2024, we have strengthened our Innovation 
management processes to align them with international 
standards.

We have developed strategic projects such as Umániko(a unique 
gastronomic concept in the world), DEIB Coach (Management of 
the diversity of our people), Brill-IA-nt (Artificial Intelligence 
Roadmap) and the Competitive Intelligence Observatory.

Finally, we have consolidated the X-PACE International Innovation 
Ecosystem, which allows us to improve co-creation with our 
stakeholders.

The challenges that 2025 presents us with are exciting and we are 
ready to face them with enthusiasm and determination. At 
ILUNION Hotels, we firmly believe that Innovation with Purpose 
involves an attitude and a way of doing things that drives us to 
continuously improve and generate a positive impact on society.

I am grateful for the efforts of all those who have made the 
achievements included in this report possible and I hope that it will 
be of interest and usefulness to you to continue building together a 
better world with everyone included.

Bestregards,

José Ángel Preciados

CEO of ILUNION Hotels

LETTER FROM
OUR CEO





WHO ARE 
WE?

ILUNION Hotels is a unique company, a fundamental part of the ILUNION business group

and theONCE Social Group, which began its business journey in 1993 under the name of Confortel
Hotels.

Our history is marked by an unwavering commitment to Innovation with Purpose, focused on 
accessibility, inclusion and sustainability.

EVERYONE-INCLUSIVE HOTELS
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/ ILUNION  Hotels:
A unique Hotel Company

At ILUNION Hotels we have developed a unique 
model of Business Innovationthat has transformed 
the way we understand business
purpose of companies. Since our founding, we have 
revolutionized the industry by integrating 
accessibility, inclusion, sustainability, and economic 
growth as fundamental pillars of our innovative 
strategy.

ILUNION Hotels' innovative business model has been ratified with the EFQM+600 (European 
Foundation for Quality Management) international certification.

Highlighting the use of Innovation as a catalyst and drive for the company towards its 
transformation.

On an economic level, this business model has proven to be economically profitable, increasing its 
turnover year after year, which reinforces its sustainability and long-term success. We have 31 
establishmentsdistributed throughout Spain, in ILUNION Hotels. We stand out for our 
commitment to universal accessibility and the inclusion of people with disabilities and 
vulnerable people, and for our focus on digitalization and innovation. Of our team of 1,800 
people*, 50% belong to a vulnerable group, which reflects our firm commitment to labor and 
social integration.

We operate 12 of our hotels and 2 work centers in the Central Offices as Special Employment Centers 
(CEEs)in which more than 70% of the employees have some type of disability. In 2024, we have opened 
Umániko, our new independent restoration line, incorporating a new CEE, demonstrating our social 
commitment and our dedication to universal accessibility.

31
Establishments

1800
people

50%
Belongsto

vulnerable groups
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Chapter01

/ What role does Innovation play in the growth of 
ILUNION Hotels' business?

ILUNION Hotels: A business model with a unique and innovative purpose

Innovation is the cornerstone of ILUNION Hotels. It contributes to supporting our purpose through 
the successful and significant transformation of the company, with new solutions, incrementally, 
disruptively and sustainably, that add value to stakeholders.This model redefines the business 
concept by setting new standards of excellence, transformation and an unwavering social 
commitment.

Social and Economic Profitability
The business model we have at ILUNION Hotels has proven to be a resounding success, in terms of 
innovation and economic profitability. Year after year, at ILUNION Hotels we have shown that it is 
possible to achieve social and economic profitability, redefining the business model in the sector and 
setting a precedent for other companies and organizations to continue in the search for a more 
inclusive and responsible model.

Digitalization

At ILUNION Hotels we adopt the latest technologies to improve the customer experience and 
optimize the management of the company. Digitalization is a tool for efficiency

of the company's processes and a lever for the changes and transformations that today's 
competitive market requires daily basis. The results of the solutions we develop have also been 
implemented in other companies in various sectors, nationally and internationally.

Accessibility and inclusion

In addition to the company's commitment to the inclusion of 
people with disabilities and vulnerable people in the workplace, 
each of our hotels in ILUNION Hotels is designed to be completely 
accessible, with universal accessibility certification (UNE 170001-
2).

Sustainability

At ILUNION Hotels, ethics and commitment to sustainability 
principles are reflected in every decision and action. Our business 
strategy is aligned with environmental, social and governance 
(ESG) criteria, ensuring that each service offered meets the highest 
quality standards and contributes positively to the well-being of 
society and respect for the environment. This ethical approach 
translates into a firm commitment to transparency, equity and 
corporate social responsibility, pillars that sustain the trust of our 
customers and the reputation of our brand, serving as a model for 
more than 20 companies from various sectors.

Our hotels are certified with the Q Sustainable seal, which 
guarantees the sustainability of our buildings. In addition, all our 
hotels are certified with the BREEAM Sustainable Construction 
Seal.

Click or scan to view the video





MAIN INNOVATION 
INDICATORS

Through the following indicators that synthesize ILUNION Hotels' innovative activity during 2024, 
we demonstrate our organization's commitment to Innovation, Transformation, Technology and 
Cybersecurity.

EVERYONE-INCLUSIVE HOTELS
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Area Indicators

Weall innovate 2024 #InnovACTION Report

Projects

Ideas for InnovationProjects 460 490

26,8%

StartedProjects 30 26

27,1%

20

ScaledProjects 14 15

30

% Staff formedin:

Digital Transformation/ Innovation

CybersecurityTraining No.

People

Cybersecurity

Value2023 Value2024



2024 #InnovACTION Report Weall innovate Main Innovation Indicators  13

Chapter02

Indicators Value2023 Value2024

SupplierInnovationSpending 610.000 721.500

No. of InnovationPartners 24 35

No. of InnovationAllies 0 3

Awardsand Recognitions 6 7

% People who collaborate in the Diagnosis 12% 34%

Area

Economic
Indicators

Innovative 
ecosystem

Diagnosis





INNOVATION STRATEGY 
WITH PURPOSE

Innovationwith Purpose

Collaborativeinnovation, which, thanks to the culture of the organization, creates tangible value (social, 
environmental, ethical, educational, good governance), not only generating economic value, but also 
with new ideas/solutions that really transform the organization, to add value to stakeholders.

Weall innovate

The great strength of ILUNION Hotels' Innovation Model is the fact that through the Call to Action to 
Innovate (#InnovACTION), the entire workforce feels driven to participate in the business strategy of 
Innovation.

EVERYONE-INCLUSIVE HOTELS
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#InnovACTION
in=inside nova=new acción=action

Definition of Innovation for ILUNION Hotels included in the survey of executives.
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Chapter03

/ History of Innovation
with Purpose at ILUNION Hotels
To explain the evolution of businessinnovation in the company
and how it has been managedover time, four key stageshave
beenstructured:

LAUNCH
An All-Inclusive Social #InnovACTION Model: The First Great 

Innovation

A first stage from the foundation of the company to the 
consolidation of the business model, marking the beginnings and 
commitment to transformation with universal accessibility (1993 
ς2013). This stage includes the creation of the first Special 
Employment Centre (CEE) in the sector, the expansion of CEE's 
business innovation model, focused on social inclusion, 
reflecting the effort to eliminate barriers and facilitate the 
integration of workers (2014 ς2018). At this stage, the 
innovation model is consolidated in other companies in different 
sectors, demonstrating the business and social advantages.

TAKEOFF
Benchmarksin accessibility

The period between 2018 and 2021 makes up the second stage, already as benchmarks in 
accessibility and inclusion thanks to implemented solutions. At ILUNION Hotels, innovative 
milestones are developed in the model based on the Customer Journey, digitalization in terms of 
accessibility that allows the business impact of social innovation to be increased. The innovative 
business model is internationalized.

PROMOTION
Digital boost

During the third stage, ILUNION Hotels experienced significant growth in the company's digitalization, 
and the development of an internal innovative culture, adapting to the latest technologies (Data Driven, 
robotisationand automation, etc.), improving processes and services, and providing constant value that 
allows stability to be maintained during the economic crisis (2021 ς2022).

IMPACT
#InnovACTION Weall innovate

Finally, in the fourth stage called #InnovACTION (from 2022), ILUNION Hotels has completed the 
implementation of the decentralized hybrid model, which allows all people in the company to 
participate in the Innovation processes. In addition, it highlights the consolidation of Innovation 
facilitators, such as the Competitive Intelligence system, effective communication, methodologies, 
structure, processes, and the innovative open ecosystem.

Launch

4 4 4

Takeoff Promotion Impact
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/ Innovation Diagnosis
In 2024, ILUNIONHotelshascarriedout a new internal and externaldiagnosisto assessthe current
levelof Innovationwithin the organization. Thisdiagnosishasbeenbasedon an Innovationsurveyof
employees,customersand partners whose results have provided a detailed view of the state of
Innovationin the company.

Main conclusions

ωTraining Needs:The need to continue 
strengthening training in Innovation and the 
introduction of new work tools was identified.

ωAutomation and Robotization:The automation of 
low-value processes and the integration of 
solutions with AI and robotization are key areas 
for the future.

Diagnosis Innovation Survey 2024

ωParticipation: The survey obtained a response rate of 34%, with 604 responses for a total of 
approximately 1810 employees. 

o The normal thing in this type of survey is to receive around 10% of answers.

ωTraining: 59% of participants considered that training in tools is crucial to foster innovation.

ωKnowledgeof Initiatives: 61% of employees are aware of Innovation initiatives, while 
39% are not aware of them.

ωValuingInnovation: 38%consider the work of the Innovation area "very important", 
and 44%rate it as "important".

ωInternal Communication: Only 13% consider internal communication on Innovation 
initiatives to be "very good". 47% prefer to receive updates through department meetings.

ωCulture of Innovation: 88% of employees are comfortable sharing ideas about innovation, 
and 61%would do so with their department head.

Participation
and 
Motivation:

88%
Of employees
would be willing to
share ideas about
Innovation,highligh
ting a strong
participatory
culture.

Approach in Techology:

40%
of employees consider 
technology to be the 
most present form of 
innovation in their work.
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Identified Actions

Based on the results of the Innovation survey, the following 
actions are identified:

ωImprovement of the culture of Innovation, with a 
reinforcement in training, awareness and monitoring 
actions.
ωCreate reward systems for employees who propose and 

develop innovative ideas.

ωIntroduction of new technological tools: Promotion by 
the organization to introduce new work tools to facilitate 
processes.

ωInvolve all employees in the projects and initiatives carried out 
by the Innovation area

ω

ω

Promote cooperation between different departments to 
generate innovative ideas.

Implementation of Artificial Intelligence tools and algorithms to 
predict trends, automate tasks and improve communication 
between employees and customers.

ωSearch for solutions to mitigate the carbon footprint in 
hotel activity and minimize water consumption in our 
facilities.

Innovation Survey to Customers and Suppliers

Survey carried out withcustomers. The evaluation of the 
perception of the level of Innovation by customers carried out in 
May 2023 shows that the concept of Innovation is not clearly 
understood by customers, since they have focused on the concerns 
they had and not on how to seek to solve them through Innovation.

Survey carried out on interests related to innovation of suppliers, 
partners, regulators, associations and companies in the tourism 
and hotel sector.The findings of this survey demonstrate interest 
and expectations related to:

ωHow to prepare companies to innovate.

ωHow to ensure that Innovation is applied at all levels of the 
organization.

ωProfiles and skills needed for employees to be able to 
innovate.

ωHow to incentivize employees to innovate.

ωRelevance of training in Innovation or innovating in training 
methodologies.

ωRelevance of artificial intelligence in the sector.

ωInnovation trends in the sector.

Chapter03
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Surveys Conducted with the ONCE Social Group

Surveys and interviews have been carried out with those interested in the field of Innovation 
within the ONCE Social Group, the ONCE Foundation and ILUNION to find out their needs for 
Innovation (and technology) and what expectations they have of ILUNION Hotels in this area. The 
result has demonstrated the alignment of the strategic plans of these representatives of the 
stakeholders. The main conclusions are:

ωILUNION: the main themes identified are continuous coordination with the group companies and 
corporate departments. ILUNION Hotels is expected to help inspire, share good practices and 
greater involvement in punctual initiatives (Silver Plan). The most relevant needs detected are 
creation of new business models, intrapreneurship, mature technological environment, project 
management methodology, a change management model, training of people, implementation of 
the EFQM model.

ωONCE and ONCE FOUNDATION. The main needs and expectations are related to the 
continuation of ILUNION Hotels as an innovative company, focused on the social integration of 
people with disabilities. The introduction of measures in their hotels and in the company that 
facilitate this integration by favoring accessibility. In addition, the coordination of initiatives, 
identification of new solutions and the exchange of information remains a relevant issue.

The result of these surveys and concerns of 
stakeholdersregarding ILUNION Hotels' Innovation 
model has been of important value for the 
identification of
specific actions that reflect the needs and 
expectations of these stakeholders.
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/ Innovation Benchmark 2024
To carry out an Innovation strategy, it is essential to identify the leading companies in Innovation in the hotel sector, 
the large companies that are benchmarks in Innovation and what Innovation is being carried out in the so-called 
analogous sectors.

During 2024, a new Innovation and Technology Benchmark study of the main national and international hotel chains 
has been carried out, which has served to reinforce the new Innovation Planand compare the organization's 
innovative status with international standards.

The study aimed to analyze the degree of adoption and the most outstanding examples of innovation in the hotel 
sector.

ωIt focuses on the practices of the main national and international hotel chains, as well as those smaller 
but innovative, to understand their strategies and actions in terms of Innovation, technology and 
Cybersecurity.

ωThis comparative analysis seeks to provide Competitive Intelligence that allows us to know the best 
practices in the sector, learn from them and lead business transformation.

Chapter 03
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The results of this analysis have been of great 
importance for ILUNION Hotels' Innovative 
strategy and confirm the position
Ahead in the sector of this organization with an 
average rating of 2.8 out of 3 points.

Conclusions of the Report and Areas of Action:

The study has revealed that, although hotel chains stand 
out for their focus on Innovation, the degree of 
implementation is barely sufficient, with an average rating 
of 1.6 out of 3 according to the values established for the 
preparation of the report.

Another of the conclusions drawn from the study 
has been to confirm that there is no direct 
correlation between the size of the chains and their 
level of Innovation. Some small chains show more 
visible innovative activity than much larger ones.

The main applications of Innovation include the 
implementation of new technologies, the optimization of 
processes and the creation of strategic alliances. 
However, there is a better maturity in the development of 
specific Innovation and Cybersecurity methodologies, as 
well as in obtaining official certifications.

/ Innovation Strategy ilunion hotels : 
Strategic Innovation Axis

ILUNION Hotels Strategic Plan. Strategic Line of Innovation

In 2024, ILUNION Hotels has presented its new Strategic Plan. An ambitious Plan that includes ILUNION 
Hotels' strategic lines for the period 2024-2027 and the projects carried out and those proposed in the 
future in relation to these lines. This plan is a Roadmap to walk and advance in the objectives, 
commitments and indicators that will guide management in the coming years.

For the first time, a strategic plan of this organization recognizes only Innovation as one of the 5 
strategic lines, configuring the following strategic map for the organization:

CIBER TECHNOLOGY INNOVATION

Degreeof full implementation

1,6
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Chapter03

Good Governance
and Excellence

Manage the company 
responsibly.

Build trust and perception 
of

transparency on the part 
of all stakeholders, 

guaranteeing a business 
model

outstanding and 
benchmark in the tourism 

sector.

1 2
Economicsustainability

Generate long-term 
profitability in a responsible 

manner. To maintain a 
sustainable growth path 

that allows us to generate 
value for stakeholders.

Social sustainability

Lead the ecosystem, 
facilitating its orientation 
towards diversity, equity 

and inclusion

in coherence with the 
purpose of ILUNION 

Hotels.

3 4 5
Environmental
sustainability

Establish a commitment to 
the protection and care of 

the environment, 
managing in a responsible 
and respectful manner, 
minimizing the negative 

impacts of the activity, and 
seeking the maximum 
environmental return.

Innovation

Managing Innovation as a 
key strategic variable to be 
able to respond to internal 

challenges and needs.



24  InnovationStrategywith Purpose Weall innovate 2024 #InnovACTION Report

Innovation Master Plan 2024 ϐ2027

In 2024, ILUNION Hotels has updated its Innovation Master 
Plan:

The result of the external and internal diagnostic analyses 
(Trend Observatory, Internal Diagnosis and External 
Benchmark)carried out in 2024 have provided the organization 
with a clear vision of the strong areas and opportunities for 
improvement in Innovation within ILUNION Hotels from the 
point of view of its employees.  which has been considered in 
the preparation of the company's new Innovation Master Plan 
2024-2027.

Disruptive Drivers:

In the present context, 4 factors 
(drivers) are determined that, 
due to their relevance, can 
radically transform the hotel 
tourism sector and

that ILUNION Hotels must 
address through specific actions:

ωArtificial Intelligence(AI): AIisa transformativeforcein today'sinnovationlandscape. AI,with its ability to process,analyzeand
generatelargevolumesof information at unmatchedspeedand accuracy,is redefininghow organizationsoperateand make
decisions.

ωData Intelligence: Dataintelligenceis fundamentalfor decision-makingand activatestwo vital needsfor an organization: The
integrity, veracityandqualityof the datathat isgeneratedandthe goodgovernanceandknowledgeof these.

ωDigitization: Digitizingtraditionaloperations,optimizingefficiencyandcreatingnewbusinessopportunitiesisallowingcompanies
to bemoreagileandcompetitivein anever-changingmarket.

ωCybersecurity: With the increasein dependenceon digital technologiesandservices,cybersecuritybecomesa criticalaspect
for organizations. Protectinginformation andsystemsfrom threats is critical to maintainingcustomertrust andoperational
integrity.

ARTIFICIAL 
INTELLIGENCE

DIGITALIZATION

DATA 
INTELLIGENCE CYBERSECURITY

DISRUPTIVE DRIVERS
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ILUNION Hotels Innovation Model

ILUNION Hotels structures its Innovation Management System in 
such a way that the Innovation Management
provides internal management with a global model, as it 
understands that the innovation process must be homogeneous, 
systematic and unique for the entire company.

In this new plan, ILUNION Hotels is committed to a management 
model in which Innovation with Purpose is supported by the 
following drivers (levers) to promote change and excellence:

ωCompany Strategyand Objectives

ωStrategy and Definition of Innovation

ωTechnology

ωStructure

ωInnovationEcosystem

ωCulture of Innovation

Innovation 
ecosystem

COMPETITIVE INTELLIGENCE

COMMUNICATION

Culture of
innovation

Structure

Company Strategyand 
Objectives

Strategy and Definition 
of Innovation

C
L
O

S
E

D
 IN

N
O

V
A

T
IO

N
O

P
E

N
 IN

N
O

V
A

T
IO

N

Product

Strategic

Process 
Operations

Service

Management

(Organization)

INNOVATION

Technology

Innovati
on Triggers

Strategic
searchfields

INNOVATION WITH PURPOSE

INNOVATION MANAGEMENT MODEL

IDEA 
GENERATION

METHODOLOGY

Idea

Prototype

Data PROCESSES

Initial A d j u s t e d DevelopementIntroduction 
Concept Concept

DRIVERS FACILITATORS RESULTS
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These drivers are driven by the following model enablers. The main enablers of the model are:

The generation of ideas and solutions is a fundamental concept at ILUNION Hotels. Therefore, it is managed 
with the Innovation Funnel, the Competitive Intelligence Observatory, workshops and dynamics 
(brainstorming, design thinking, intergalactic thinking, blind storming, etc.) and the Idea Management 
Platform "Transforma".

ωOpen Innovation is considered fundamental and is related to most of the actions and projects that are 
implemented in this strategic line. Despite this, it is necessary to consider closed Innovation for very 
specific cases that require maintaining the privacy of the actions or results obtained.

ωThe methodology and processes that are applied ensure that the results obtained can be introduced and 
scaled up at ILUNION Hotels. The defined Innovation management system allows you to know how they 
are composed: the dashboard of project indicators, the plan Director of Innovation, the management of 
new needs to shape projects or actions, the necessary documentation for the activation of a project, and 
the bodies and roles for the correct management of Innovation.

ωCompetitive Intelligence makes it possible to collect, analyze, use, communicate and protect information 
related to external and internal factors to the organization (competitors, markets, technologies, 
regulations, innovations, research and development) for the development of the company's strategy.

ωCommunicationencourages collaboration and the exchange of ideas. It is a complement and an essential 
component that connects, informs, and aligns the organization and its stakeholders around the objectives 
of Innovation.

The result of the application of the Innovation management model allows innovations to be obtained in the 
different strategic lines defined in the Innovation plan (Strategy, Management (Organization), Process 
(Operational), Product and Service).
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Chapter 03

Technology Plan 2024 ϐ2027

The ILUNION Hotels Technology Plan 2024-2027 has been drawn up through an 
exhaustive analysis of the company's current technological situation, using specific 
IT methodologies and the EFQM model. Meetings were held with different 
departments to analyze the technological map and strategic documents, 
benchmarking reports and trends were reviewed, as well as internal Innovation 
diagnostic surveys.

The plan includes the following contents:

ωAnalysis of the External and Internal Context of Technology in the Tourism 
and Hotel Sector:

o History of the impact of technology on the hotel sector, highlighting the 
waves of digitalization and their evolution.

ωA development of main Strategic Lines detailed in the technology section 
and designed to position ILUNION Hotels as a benchmark in Innovation and 
Cybersecurity in the hotel sector, supporting the company's strategy and 
guaranteeing the achievement of its objectives:

o Cybersecurity.

o Value generation.

o IT Governance.

o Efficiency.

o Current situation of the sector, considering regulations and 
emerging technological trends such as artificial intelligence, 
big data, hyperconnectivity, regenerative sustainability, and 
resilient cybersecurity.

o Internal diagnosis of ILUNION Hotels' technological situation, 
evaluating recent milestones, strengths, weaknesses, 
opportunities and threats (SWOT).

o Culture.





STRUCTURE AND 
INNOVATION PROCESSES

This chapter presents various modifications and innovations in the processes that, over the last few 
years, have allowed the strategic model of Innovation in the company to be developed more efficiently. 
These include a series of changes to the Innovation management roles and structure, a reorganization of 
the Innovation project management process and a reference to the EFQM model, which, through its 
vision of continuous improvement and operational excellence, provides a global management 
framework for the company.

EVERYONE-INCLUSIVE HOTELS
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In a constantly changing business environment, defining procedures ensures a structured and efficient management of ideas, from the moment the need is identified to the 
dissemination and transfer of knowledge. Establishing and improving these procedures aims to:

Ensure that everyone 
in the organization 
follows the same 

steps

and methods.

1 2
Help identify and 

eliminate inefficiencies, 
optimizing the use of 
resources and time.

Improve

communication 
and collaboration 
between different 
departments and 

teams.

3 4 5
Identify and efficiently 

manage the risks 
associated with 

Innovation.

Ensure that projects 
are aligned with the 
company's objectives 

and purpose.
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/ Structure and Processes
of Innovation: Milestones 2024

In 2024, ILUNION Hotels has made significant advances in the 
structure and management roles of Innovation. Among the 
most outstanding milestones are:

ωReorganization of the Innovation Department:The 
Innovation area has been restructured, dividing into three 
differentiated sub-areas: Innovation, Technology and 
Project Management. The latter, which was previously a 
subsidiary of the Innovation area, has been consolidated as 
an independent area, reflecting its growing importance.

ωConsolidation of Innovation Committees: More than 60 
Innovation Committees have been held, involving 
various business areas and ambassadors from different 
geographical areas. These committees have been 
instrumental in fostering the culture of innovation and 
the exchange of ideas, promoting the development of 
new solutions in a collaborative manner.

ωRole Development: The number of Innovation Leaders and 
Ambassadors has increased, who play a crucial role in 
facilitating communication and capturing trends in their 
respective fields. This development has allowed for greater 
decentralization and effectiveness in the implementation 
of innovation initiatives.

Chapter04

STRUCTURE OF INNOVATION MANAGEMENT

CORPORATE 
SYSTEMS AND 
TECHNOLOGY

ILUNION 
GROUP 

COMPANIES

TRANSFORMATION AND 
CORPORATE 
EXCELLENCE

CORPORATE
STRATEGY AND
INNOVATION

INNOVATION SYSTEM UNIQUE STAKEHOLDERS INNOVATION DIRECTIONS
SUPPORT TECHNOLOGY INITIATIVES PROJECTS

COORDINATION

LEADERSHIP

DIRECTORATE OF 
INNOVATION

Leadershipintervention Coordinationintervention

All these changes have strengthened the position of ILUNION Hotels' Innovation Area in the Internal Innovation 
Ecosystem of the ONCE Social Group.
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Implementation of ITM Platform: A project management tool has been
implemented,which hasprovided greater transparencyand efficiencyin the
achievement of objectives. This tool has been key to improving the
managementandmonitoringof projectswithin the organization.

/ Project Management Culture:

During 2024, we have made significant progress in the consolidation at the organizational level of a renewed project culture.This progress has been made possible by the 
implementation of various strategic initiatives that have strengthened our ability to manage and execute projects more efficiently and effectively.

ω ω Da Vinci Project: A significant update has been carried out in the project 
management framework, thanks to the Da Vinci project. This update has 
allowed the new project management area to establish new guidelines and 
orders, thus improving the efficiency and effectiveness of projects.
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Chapter 04

/ Excellence

ILUNION Hotels' Innovation processes are inspired by three management models of recognized international prestige:

ωEFQM Model: This globally recognized model 
focuses on excellence at all levels of the 
organization. Its implementation has been 
crucial to ensure that Innovation processes 
meet the highest standards of quality and 
efficiency.

ωISO 560001 model: Throughout 2024,
intense work has been done to ensure that the 
Innovation processes are comparable and 
comply with the standards established by this 
Innovation management model. This has allowed 
ILUNION Hotels to align itself with international 
best practices

and continuously improve its Innovation 
processes.

ωIn 2024, ILUNION Hotels' Innovation 
System has received its first 
international Certification by the CEO 
Experts Advisory Council group.





TECHNOLOGY
AND CYBERSECURITY

Technology is an enabler of ILUNION Hotels' objectives, helping all business areas and all 
stakeholders to achieve their objectives.

At ILUNION Hotels, technology has a transversal scope, always thinking holistically and striving to 
present information transparently to all employees and stakeholders to facilitate the understanding 
of a complex technological framework, with a clear vocation to help make decisions.

EVERYONE-INCLUSIVE HOTELS
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/ Technology
Technology at ILUNION Hotels is focused on creating value for internal and external customers, with efficient mechanisms so that their main activity is toadd value to 
the business.
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SWOT:
Through the SWOT, the conclusions obtained in the internal and external analysis of the organization and the environment thathas facilitated the preparation of the 
Technology Master Plan are collected. The main conclusions of the analysis are:

Opportunities Threats Strengths Weaknesses

Implementation of technologies already 
common in the sector (RMS, payment 
gateway, digital twins, P2P, MDM)

Losing competitiveness by not being at 
the forefront of Innovation

Leverage infrastructures and 
capacities Ilunion Group

Obsolescence of some of the 
organization's technological 
systems.

Generative AI Increasing complexity of the 
ecosystem

Digital Maturity of the Teams The day-to-day management of 
technology (Business as Usual) lacks 
structured governance.

Hyper-personalizationthrough
technology

Growing legal requirements in the 
Spanish tourism environment.

IT project initiatives from business 
areas

Technical Debt: Accumulation of 
projects and technical aspects with 
little associated documentation

Automations, in-houselow-code
developments

Cybersecurity ImportantTechnologyPartners τ

Export business model (new 
markets, accessible technology) τ

Innovative organizational leadership 
(management committee and CEO 
support)

τ

Chapter05
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Strategic Technology Plan:

In order to position ILUNION Hotels as a technological benchmark in the hotel sector, supporting the company's Innovation strategy, as a transversal element in all business 
areas, a Technology Plan has been created for the period 2024-2027.

The Technology Plan has the following focuses:

ωCybersecurity: Resilient approach with prevention, training, 
and rapid response strategies to protect systems and data.

ωCo-Value Creation: Monitoring and implementation of
businessdemandandidentificationof externalopportunities.

ωEnterprise Architecture: Diagnosisof capabilitiesand value
chainto facilitatedecision-making.

ωIT Governance: Management structure to meet business 
standards and needs, guaranteeing Cybersecurity.

ωCulture of Technology and Innovation: Information
facilitatorwith a transversalvisionof the ecosystem.

ωEfficiency and Maximization of Resources: Efficient and 
responsible use of technological resources, with controls and 
traceability.
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Leading Technology Ecosystem:
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Chapter 05

ILUNION Hotelshas developed a robust and 
dynamic technological ecosystem. Its focus 
on Innovation and collaboration with 
companies in the
internationally renowned allows to maintain 
efficient and high-quality operations.

http://www.ilunionhotels.com/
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/ Cybersecurity

Cybersecurityat 
ILUNION Hotels

Cybersecurity is a strategic pillar in ILUNION Hotels' 
technology governance that aims to protect the correct 
functioning of ILUNION Hotels' computer systems and 
operational information.

To achieve maximum protection, it is essential to 
implement robust security protocols and foster a 
culture of cybersecuritywithin the company, promoting 
safe practices to defend against new digital threats.

Strategic Focus: Cybersecurity Plan

Cybersecurity is a strategic focus of the Technology Master Plan and a project of the company's 
Strategic Plan.

Raising awareness and preventing risks and improving defense actions are a key 
objective to maintain the security of ILUNION Hotels' information and systems.

The objective of the Cybersecurity Plan is to increase the level of maturity of the organization 
in four key areas between 2024-2027.

Indicator Current Future (2025)

Global 2,05 2,44

Strategy 2,43 2,90

Safety 2,06 2,37

Vigilance 1,9 2,55

Resilience 1,86 2,16

*scores based on the CSFv5 framework using a scale of 0 to 5.
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The three key components of the plan are as follows:

ωPolitics:

o What is it : The Cybersecurity policy establishes the guidelines and corporate rules that 
must be followed to ensure the protection of information.

o Why it matters: Its creation has been fundamental in creating a framework of reference 
that guides actions and decisions in the field of security.

ωPreventionActions:

o What is it : Specific prevention actions have been defined in the Hotel sector, such as the 
implementation of security policies and the performance of cyberattack simulations.

o Why it matters: These actions are crucial to minimize the risks of cyberattacks, detect 
potential vulnerabilities, and strengthen the company's defenses against external threats.

ωAwarenessActions:

o What is it :The plan includes awareness-raising actions aimed at all employees, such as 
cybersecurity training through videos, infographics and webinars.

o Why it matters: Awareness is essential to increase employees' knowledge and 
responsibility for IT security, promoting a culture of security throughout the organization.

The Cybersecurity Plan includes numerous actions that improve the indicators in each of the 
dimensions. The indicators are compared with the averages of the hospitality industry to position 
ILUNION Hotels as a leader in security in the sector.

Chapter05
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During 2024 and within the Cyber Security awareness and training strategy, the following training and 
awareness-raising actions have been carried out:

Action Quantity

Webinar Anti-Phising 2

Newsletter Sending with Curiosities and CyberTips 12

Mandatorytraining 2

Access Management and Data Protection Webinar 1

SimulatedPhishing Exercise 3

Cyberattack Simulation in the Organization 1

WebinaronPhishing campaigns 1

Awareness-raising actions in the Assemblies 5

Spotlight 3
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Complementary Actions : Cyberattack Drill 2024

In March 2024, ILUNION Hotels carried out its first successful Cybersecurity drill to assess and 
improve our capacity to respond to possible cyberattacks.

This exercise consisted of simulating a cyberattack on one of our hotels, without warning about what 
the specific target would be.

The simulation was designed to test our response plans and coordination between the different 
teams involved in crisis management.

Simulation Objectives

Observe the responsive, coordination and decision-making capacity of the Security 
Committee.

To raise awareness of the existence and execution of the plans and procedures, currently 
existing in ILUNION, for the identification, escalation and management of crisis situations.

Raise awareness among the Security Committee about the multiple impacts (reputational, 
legal, operational, financial, etc.) that a crisis could generate.

Identify aspects that can be improved in existing plans and procedures, as well as in the 
coordination and execution of these during crisis management.

Evaluate the execution, actions carried out and decisions taken by the Security Committee.

Some of the good practices and opportunities for 
improvement detected are the following:

Good practicesobserved:

ωKnowledge and organization: Participants
demonstrated a good knowledge of internal
functioningandadequatesegmentationof tasks.

ωCrisismanagement: The importance of technical and
reputationalrecoverywasassessed,and control points
wereestablishedto shareinformation.

Opportunitiesfor improvement:

ωDecision-making: Improving decision-making in situations 
of uncertainty.

ωCommunication: Strengthen internal and external 
communication and transparency in information.





DATA 
INTELLIGENCE

ILUNION Hotels has a strong orientation towards data analysis. This commitment is based on the 
systematic application of advanced strategies and analytical tools, which allow us to interpret large 
volumes of data, and redefine our decision-making processes, thus consolidating our leadership 
position in the hotel sector.

EVERYONE-INCLUSIVE HOTELS
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/ Data Driven Culture

Estrategia Data

ILUNION Hotels' Data strategy, an essential part of the 
Strategic Plan, seeks to become a Data-Driven company, 
optimizing operational efficiency and customer experience 
through decisions based on accurate data and advanced 
analytical models.

Objectives

ωImprove decision-making at all organizational levels with 
access to accurate and up-to-date information.

ωDevelopa data-driven culture,encouraging decision-
making based on analysis rather than intuition.

ωIncrease operational efficiency and profitability, optimizing 
processes through insights extracted from data analysis.

ωTo promote interdepartmental collaboration through the 
democratization of access to information.

ωAdopt Business Intelligence (BI) technologies to 
position ILUNION Hotels as a leader in the hotel sector 
in advanced analytics.

Roles Data

This year, the Data team has experienced significant growth, bolstering the company's ability to 
execute its data strategy. In addition, key support figures have been incorporated in other areas, 
such as Data Stewards, whose purpose is:

ωEnsuringQuality, Data consistencyand accessibilityacrossthe organization.

ωMonitor data governance, establishing standards, nomenclatures and validations.

ωAct as a liaison between business teams and the BI area, ensuring that data responds to strategic 
needs

The team also has specialized roles such as:

ωData Analyst: Generate insights through data analysis and dashboard building.

ωData Engineer: Design and maintain data infrastructure, ensuring its integration and 
scalability.

ωData Scientist: Develop predictive models to anticipate trends and optimize strategy

Data Architects: They design the data storage and governance structure.ω

ωBI Coordinator: Ensures alignment of data projects with the strategic needs of the business.
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Management Model

To ensure efficient execution of the strategy, a management and 
monitoring model has been implemented, consisting of:

ωPreparationof ActionPlans: Identification of areas for 
improvement in each department and definition of 
initiatives to address them.

ωData Council Mensuales: Periodic meetings where the 
impact of the initiatives is reviewed, the state of data quality 
and strategic priorities are aligned.

Indicators

Wecurrentlyhave:

ω87 Reportsgeneratedin PowerBI for the different business
areaswith 404Dashboardsdevelopedto optimizedecision-
makingin eachdepartment.

/ Brill IAnt : Artificial Intelligence Roadmap

ILUNIONHotels'Artificial IntelligenceRoadmap,BRILL-IA-NT, is a project designedto guide
the adoption of Artificial Intelligence(AI) technologiesin the company.

Its main objective is to coordinate the implementation of AI tools that solve the needs of 
the different business units, ensuring a positive and coherent impact with the company's 
technological ecosystem.

This structured approach seeks to maximize the benefits of AI, transforming the company 
through innovative solutions.

The BRILL-IA-NT project is developed in several phases, starting with raising awareness and training 
teams on the key concepts of AI and its applications in the tourism and hospitality sector. The 
specific needs of each area are then identified and validated, grouping them into viable and 
technically feasible use cases. Subsequently, these use cases are evaluated and prioritized according 
to criteria of ease of implementation, price and scope, to finally execute the selected projects.

Thiscollaborativeandsystematicprocessmaximizesthe potential of AIandfurther promotescross-
departmental collaboration, ensuring that all parties are involved from the start. In this way,
ILUNIONHotelscandrive Innovation with Purpose, improveefficiencyandguaranteethe integrity
andsecurityof its technologicalsystems.
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Ensuring Integrity and Security :

ωIntegrate AI solutions in a coherent way with existing
technologicalsystems,suchas SAP,Operaand Salesforce,
minimizingvulnerabilitiesandensuringCybersecurity.

ωImplement robust cybersecurity measures to protect data 
and ensure the integrity of systems, aligning AI solutions with 
the company's security policies.

Objectives of the AI Roadmap at ILUNION Hotels

This initiative seeks to modernize the company's technological infrastructure and promote a culture of Innovation with Purpose and continuous improvement. The 
specific objectives are:

Raising Awareness and Empowering Teams :

ωRaise awareness among employees about the relevance of AI in the current context and its 
transformative potential.

ωProvide ongoing training to ensure teams are well-equipped to use AI tools effectively.

Select and Prioritize Use Cases:

ωIdentify and evaluate the most promising use cases, based on studies and surveys conducted in 
2023 and 2024.

ωAdopt the most appropriate AI technologies for each specific need, ensuring a consistent and 
orderly implementation.

Optimize Operations and Enhance Knowledge :

ωImplement AI solutions that improve operational efficiency and optimize internal processes, 
generating a significant economic impact.

ωUse AI to gain valuable insights that facilitate more informed decision-making and improve 
the customer and employee experience.
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Project Phases

Sensitization

The first phase is essential to prepare the organization 
for technological transformation. At this stage, 
presentations and training aimed at the different 
business areas were carried out, the objective was to 
familiarize the teams with the key concepts of AI and its 
relevance in the tourism and hotel sector.

These trainings included topics such as the types of AI 
(generative and predictive), their evolution and 
practical applications, in addition, a catalog of AI use 
cases implemented in other companies in the sector 
was presented, in order to inspire the different areas 
about the possibilities of this technology. Awareness 
was raised through from various channels, such as 
Innovation committees, contained in the internal 
communication bulletin and presentations at general 
assemblies, reaching more than 300 people in the 
organization. This phase helped mitigate fears and 
resistance to change, fostering a positive attitude 
towards technology.

Needs Detention

The second phase focused on the collection of specific needs of each business area, so each unit was asked to 
fill out a form detailing the needs that could be solved by AI in their department. To support this detection, a 
catalog of cases of use was provided grouped by business areas, such as resume management, dynamic pricing, 
analysis of income statements, and predictive maintenance. The needs collected covered a significant variety of 
areas, allowing a comprehensive view of the challenges and opportunities in the organization.
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Validation of Needs

This process included the technical validation of the 
needs and their conversion into viable and technically 
feasible use cases. The validated needs were 
transferred to the Corporate Systems Area of the 
ILUNION Group for evaluation and proposal of 
appropriate solutions, this collaboration ensured that 
the proposed solutions were both practical and 
effective.

Technical Assessment and Prioritization

The next phase involved the grouping of use cases by 
technology and feasibility such as content generation, 
chatbots and predictive analytics. Ease of implantation, 
cost, and scope criteria were applied to prioritize use 
cases according to their relevance and potential benefit. 
The selected projects were presented at the

two to the management committee for approval and 
scheduling, ensuring an orderly and efficient 
implementation.

Execution of Prioritized Projects

Some of the most emblematic AI-based projectsthat 
have been implemented or are in the process of being 
implemented in the last year, are significantly 
transforming the daily operations of hotels and the 
support provided from central services. These projects 
optimiseoperational efficiency, improve the quality of 
service and the customer experience, positioning 
ILUNION Hotels at the forefront of innovation in the 
hotel sector.
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Sensitization

The Awareness Phase prepared the 
organization for technological 

transformation through 
presentations and trainings on AI, 
addressing key concepts, types of 
AI, their evolution and practical 

applications. A catalogue of AI use 
cases was presented in other 

companies in the sector, reaching 
more than 300 people and 

promoting a positive attitude 
towards the technology.

Needs Detention

In the second phase of needs 
detection, a catalog of AI use 
cases was delivered by areas, 

such as resume management and 
dynamic pricing. The needs 

collected covered various areas, 
providing a comprehensive vision 

of the challenges and 
opportunities in the organization.

Technical Assessment
and Prioritization

The Evaluation Phase grouped 
and prioritized use cases by 

technology and feasibility. The 
selected projects were 

presented to the steering 
committee for approval and 
scheduling, ensuring that an 

orderly and efficient 
implementation.

Validation of Needs

The Needs Validation Process 
technically validated their viability, 
turning each one into viable use 
cases. The validated needs were 

transferred to the Corporate Systems 
Area of the ILUNION Group for 

evaluation and proposal of 
appropriate solutions, ensuring that 

the solutions were practical and 
effective.

Execution of Prioritized
Projects

The AI projects implemented in 
the last year have transformed 
the day-to-day operations and 

support of core services at 
ILUNION Hotels, optimizing 
operational efficiency and 

improving service quality and 
customer experience.
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