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From anticipation to adaptation
Update of the ILUNION Hotels trend report

In 2024, ILUNION Hotels prepared a strategic report identifying the 14 trends that, according to the analysis
of experts and international sources, would mark the future of the tourism and hotel sector. This exercise
made it possible to anticipate challenges and opportunities in areas such as sustainability, innovation, talent
management, digitalisation and customer experience, laying the foundations for the company's decision -
making and planning.

However, the tourism and hotel context is increasingly dynamic and volatile. Factors such as technological
acceleration, the intensification of climate phenomena, the evolution of social expectations and the
emergence of new risks have forced leading organizations to review and update their roadmaps on an
ongoing basis.

For this reason, an update of that report has been carried out, with the aim of reflecting the real situation
and prospects for 2026 and 2027 in a process that has allowed us to:

¢ Review the evolution of the trends identified in 2024, detecting which ones have
been consolidated, which have changed priority and what new manifestations they
presentin the market.

¢ Identify new emerging trends that, due to their impact and transformative
potential, must be incorporated into ILUNION Hotels' strategy in order to maintain

its leadership and adaptability.

Many of the original trends have evolved in depth: sustainability has become an operational and
reputational standard, digitalization has given way to hyper-personalization and artificial
intelligence, and talent management has shifted towards hybrid and more inclusive models.

e The impact of climate change has become more tangible, forcing destinations and
companies to adopt adaptation and resilience strategies, not just mitigation.

¢ Regulation and social demand have raised the bar in terms of accessibility,
diversity, transparency and good governance.

eInnovation is no longer only technological, but also organizational, social and
environmental.

In this context of accelerated change, the analysis of 2025 has made it possible to identify three emerging
trends that will set the sector's agenda in 2026:

1. Generative Al

Generative Al is no longer a futuristic promise; it has become an operational
reality that's redefining the boundaries of customer experience and operational
efficiency. Tourism services must go beyond simple task automation and
integrate Al as a strategic pillar to develop new service models, optimize data
management, and ensure hyper-personalization that is truly relevant and
anticipates the needs of the guest.
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2. Climate seasonality

Climate-adaptive tourism arises as a response to the intensification of heat waves,
droughts and extreme events. Destinations and companies that are able to adapt
their offer, infrastructures and communication to the new climatic conditions, and
to offer safety and comfortin any scenario, will gain a competitive and
reputational advantage.

3. Cybersecurity as a Pillar of Trust and Differentiation

Mass digitization and Al integration have increased exposure to cyber risks.
Cybersecurity ceases to be a technical aspect to become a strategic pillar of trust,
reputation and differentiation. Hotels that ensure data protection and operational
continuity will be preferred by customers, partners and regulators.

This update of the ILUNION Hotels trends report reflects the evolution of the sector over the last year
and anticipates the challenges and opportunities that will define success in 2026.

Adapting, innovating and leading in these new axes will be key to continue building a more sustainable,
safe and inclusive tourism.

C ILUNION Hotels @ AONCE
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Introduction

In tourism, the hotel industry is facing an
increasingly complex landscape, where emerging
shifts are redefining how hotels operate.

Changing Traveler Preferences Redefine How Hotels
Operate and Engage with

their customers, giving rise to new tourism models.
This report presents the key trends that are shaping
the tourism sector today to shape the hotels of
tomorrow. Talking about trends not only reflects
the transformation of the market, but opens the
door to significant opportunities for innovation,
competitive differentiation, and growth in the
hospitality industry.

Sustainability and environmental responsibility are
fundamental pillars for tourism, driven by the growing
awareness of the impact of climate change on a
responsible sector

of approximately 8% of global greenhouse gas
emissions. In this context, the adoption of sustainable
practices

and the implementation of business impact

reduction and mitigation policies become imperative
to reduce the environmental footprint and

ensure the long-term resilience of hotel activity.
Especially to a consumer

that increasingly prioritizes sustainability in its
purchasing decisions and a regulation

This is a growing growth that implies an increase in
operating costs and greater operational complexity.

This shift in business decisions around consumer
priorities is part of acomplete transformation of the
tourism experience, where travelers seek unique
experiences, tailored to their tastes and preferences.
This need for personalized experiences pushes hotels
to implement innovative strategies and increase the
use of artificial intelligence technologies or big data
analytics to anticipate guest needs

and offer tailor-made services. Studies support that
betting on the personalization of the offer of goods
and services not only increases customer satisfaction
and loyalty, but also translates into

an increase in sales and reputation. To achieve this, it
is necessary to advance in the digitalization of the
hotel industry. Technology streamlines internal
processes, boosts the offer of personalized services
and responds to contracting needs, as evidenced by
the fact that more than 67% of consumers make
their reservations online.

) ILUNION Hotels

In this context, innovation in hotel companies is
consolidated as a strategy of resilience and
competitiveness. At a time when geopolitical, social
and technological changes are taking place at an
unprecedented speed, having agile and effective
reaction mechanisms is vital to adapt to market and
consumer demands. Well-trained teams in innovation
and a conducive business culture will make it easier
for the transformations necessary to adapt to new
realities to be simple and tension-free. In an
environment as competitive as tourism, innovation
must be the strategy to create new products

and services that allow them to adapt to the needs of
customers and even anticipate consumer trends and
consumer demands.
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This renewed connection with nature is also
reflected in traveller preferences. The client
demands an improvement in their own well-

being that leads to a growth in leisure tourism,
where guests seek to disconnect and take care

of their physical and

mental. From spa services, yoga and relaxation
activities to healthy eating options, hotels are
expanding their offerings in the face of the forecast
that wellness tourism will continue to grow at a rate
close to the 21% at which it has grown until 2025.

) ILUNION Hotels

The adaptation of the service towards more
responsible practices also involves greater
involvement with local agents and an internal review
of the entire hotel structure, where the vision of
sustainability and social responsibility starts from
within. Talent management and development,
especially in the face of new hybrid work models and
the demand for

A better quality of life is also a key element to

finish building a brand with purpose. Hotels are

the reflection of a more sustainable, more diverse,
egalitarian and inclusive society.

This metamorphosis occurs at a time fraught with
external challenges and growing concerns about
resource scarcity and value chain management. Price
volatility, international trade tensions, and changes in
economic and monetary policies can have a significant
impact on tourism demand and investment in the
hotel sector. These challenges increase the risk and
complexity of the activity, but tourism has good
growth expectations and a good positioning of Spain
as a safe and attractive destination.

Far from constituting a barrier, all these changes
create a map of possibilities to redefine an

already thriving and innovative sector, where the
most important hotel experience is the most
important part of the world.

Fulfilling and authentic will go from offering places of
accommodation to vibrant destinations thatinspire,
connect and enrich the lives of those who visit them.
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TREND 01

Climate change

Where do we start from? State of the art

The political framework that determines climate
policies in the EU and in Spain is determined by the
Paris Agreement, the international climate change
treaty. It aims to limit global warming to well below 2,
preferably 1.5 degrees Celsius, with the intention of
achieving a climate-neutral planet by mid-century.
Scientific evidence suggests that there is a probability
of more than 50% that the increase in global
temperature will reach or exceed 1.5 °C between 2021
and 2040, according to the Sixth Assessment Report
(AR6) of the Intergovernmental Panel on Climate
Change (IPCC) of 2023. The document states that
adverse climate impacts are already more extreme
than anticipated, thus highlighting the drastic need to
reduce greenhouse gas (GHG) emissions to avoid
higher levels of global warming with the social
consequences that this entails.

The tourism sector is highly vulnerable to climate
change, butitalso contributes significantly to the
emission of greenhouse gases

greenhouse. The weather can determine the length and
quality of vacations and the sector is faced with

to the consequences of high temperatures, long
droughts or extreme phenomena, such as floods.
Accelerating the energy transition and reducing

climate impacts isimportant to ensure the resilience
and sustainability of the sector.

The World Tourism Organization, in its Glasgow
Declaration Implementation Report 2023, recovers the
forecast of an increase in tourism emissions of at least
25% by 2030, compared to 2016, in an unchanged
scenario. A sector that accounts for around 8% of
global GHG emissions, according to datafrom the
journal Nature, and where hotels and other types of
accommodation represent among the

ILUNION
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2% and 5% of the total CO2 emitted by the sector,
according to UN Tourism.

The World Tourism

Organization recovers the
Forecast of an increase in tourism
emissions of at least 25% by 2030

On the other hand, tourism is a major consumer of
water and the demand for water increases along with
the number of tourist establishments. Hotels account
for the highest rates of water consumptionin the
industry, according to a study by Water Resources

Development.

In the hotel sector, addressing climate change and its
associated problems, such as the energy transition
and the water crisis, emerges as a strategic priority
under the need to transform the activity to mitigate
environmental impact and guarantee long-term
sustainability.

In addition, awareness of climate change has led to
the adoption of standards

and environmental certifications in the hotel
industry. Many hotels are looking to obtain
certifications that validate their sustainable practices,
such as LEED certification, Green _ Globe, or Green
Key. These seals not only demonstrate environmental
commitment, but also respond to the growing
expectations of consumers aware of the importance of
supporting responsible business. According to the
Sustainable Travel Report 2023, 76% of tourists are
looking to travel more sustainably.
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\ grups

AONCE


https://unfccc.int/sites/default/files/spanish_paris_agreement.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_LongerReport.pdf
https://www.weforum.org/agenda/2023/08/temperatures-tourism-climate-impact/
https://www.weforum.org/agenda/2023/08/temperatures-tourism-climate-impact/
https://www.e-unwto.org/doi/book/10.18111/9789284425242
https://www.e-unwto.org/doi/book/10.18111/9789284425242
https://www.e-unwto.org/doi/book/10.18111/9789284425242
https://www.e-unwto.org/doi/book/10.18111/9789284425242
https://www.nature.com/articles/s41558-018-0141-x.epdf?sharing_token=Rjy7H1twyizwoRknFs5eStRgN0jAjWel9jnR3ZoTv0OWchRe3LnakvyDKR-guL4qloEQgdwp_vyK5UVXF3yYT1ocBRWIHrNDMJ6kJTeCXsyWcA72oZzTmYVAFtJ07-mkXQWv6AWFBguTBI_XXhleKInZV1ooW3JetNpSbxqvxGbrEnAbAtyO4lffIoMVRvBo7lz6HPkQU0n6FgMo6phhFSn98iLWHljrw1ElkeeIswE%3D&tracking_referrer=cnnespanol.cnn.com
https://www.nature.com/articles/s41558-018-0141-x.epdf?sharing_token=Rjy7H1twyizwoRknFs5eStRgN0jAjWel9jnR3ZoTv0OWchRe3LnakvyDKR-guL4qloEQgdwp_vyK5UVXF3yYT1ocBRWIHrNDMJ6kJTeCXsyWcA72oZzTmYVAFtJ07-mkXQWv6AWFBguTBI_XXhleKInZV1ooW3JetNpSbxqvxGbrEnAbAtyO4lffIoMVRvBo7lz6HPkQU0n6FgMo6phhFSn98iLWHljrw1ElkeeIswE%3D&tracking_referrer=cnnespanol.cnn.com
http://https/www.unwto.org/es/desarrollo-sostenible/hotel-energy-solution
https://www.tandfonline.com/doi/abs/10.1080/07900627.2021.2015683
https://www.tandfonline.com/doi/abs/10.1080/07900627.2021.2015683
https://www.usgbc.org/leed
https://www.greenglobe.com/
https://www.greenkey.global/
https://www.greenkey.global/
https://www.gstcouncil.org/booking-com-2023-sustainable-travel-report/
https://www.gstcouncil.org/booking-com-2023-sustainable-travel-report/
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Areas of opportunity for the tourism sector

From the perspective of the energy transition, hotels
have begun to adopt cleaner and more efficient
technologies. The implementation of renewable
energy sources, such as solar panels and cogeneration
systems, is increasingly, although only 10% of hotels
still have 100% green energy, according to ECO-ONE.
Likewise, there is a trend towards

BEUNATY SAREA" 1

the optimization of energy efficiency in hotel
management, with the introduction of

Intelligent systems to monitor and reduce energy
consumption. Hotels are also implementing measures
to conserve water, from the installation of recycling

and reuse technologies to the adoption of sustainable

water management policies.

Responsible consumption is a priority to .

reduce the carbon footprint

The year 2023 was extremely warm in mainland

Spain, with an average of 15.2 °C (1.3 °C).

°C above normal. Therefore, it became the second
warmest year since records began, only surpassed by
2022, according to measurements carried out by
AEMET. Faced with realities like this, the importance of
business policies that are committed to an
environmentally conscious business model is growing:
50% of customers say they take sustainability into
account when paying for a product or service, according
to the 2022 Sustainability and Consumption Study of
the Cetelem Observatory.

In this context, and with a sustained increase in
temperature in the coming years, the tourism

sector will have to rethink the suitability of some
destinations in times of extreme heat or propose

new destinations in areas that are

consolidate as climatic refuges. At the same time,
opportunities arise to refocus tourism services on
products related to climate comfort, connection with
nature or even tourism for the recovery of ecosystems
or new activities such as plogging.

50% of customers say they take sustainability into

- 50%

account when they pay for a product or service,

according to the 2022 Sustainability and Consumer

ILUNION
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Study by the Cetelem Observatory
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https://eco-one.es/informe-de-eficiencia-energetica-en-hoteles/
https://eco-one.es/informe-de-eficiencia-energetica-en-hoteles/
https://eco-one.es/informe-de-eficiencia-energetica-en-hoteles/
https://www.aemet.es/documentos/es/noticias/2024/01/avance_climatico2023.pdf
https://www.aemet.es/documentos/es/noticias/2024/01/avance_climatico2023.pdf
https://elobservatoriocetelem.es/app/uploads/sites/3/2022/10/sostenibilidad-consumo-2022.pdf
https://elobservatoriocetelem.es/app/uploads/sites/3/2022/10/sostenibilidad-consumo-2022.pdf
https://sustainablehospitalityalliance.org/tips-reduce-hotel-energy-bills/
https://ctprodstorageaccountp.blob.core.windows.net/prod-drupal-files/documents/resource/public/Hospitality-sector-guide.pdf
https://ctprodstorageaccountp.blob.core.windows.net/prod-drupal-files/documents/resource/public/Hospitality-sector-guide.pdf
https://ctprodstorageaccountp.blob.core.windows.net/prod-drupal-files/documents/resource/public/Hospitality-sector-guide.pdf
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More than 65% of Spaniards would increase
sustainable consumption if they had reasonable prices
and more than 73% would increase it if they could find
it in the physical and digital spaces they already know,
according to the report The Sustainable Customer, by
the consulting firms PwC and Uncommon. The impact
that this factor has in the purchase decision makes it
necessary to exercise transparency and communication
by tourism companies to adjust their offer and
generate new products that can attract amore
demanding public. Hotels can make the

OPPORTUNITY AREA 3

The circular economy is consolidated

as a necessary practice

sustainability initiatives an interactive experience
providing information about your eco-friendly
initiatives in rooms and public spaces,
encouraging guests to participate in
conservation efforts such as the reuse of towels
and linens. Offering services, such as toiletries in
refillable containers, helps reduce single-use plastic
waste. Sustainable behaviour can also be
incentivised through discounts and motivational
actions to increase customers' sense of
ownership.

Modifying the supply chain also means opening the
door to new players in the process. In this way,
opportunities arise to bet on areas such as recycling,
waste management or second-hand markets,
according to the ESG In Action: 2022 document by
the American company Alliance Bernstein.

ILUNION
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In fact, the global electronics recycling market will
reach $110.6 billion (€100.9 billion) by 2030, as can
be read in Research and Markets' Electronics Recycling:
Global Strategic Business Report.
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https://www.pwc.es/es/consultoria/assets/informe-cliente-sostenibile-pwc-uncommon.pdf
https://www.bernsteinresearch.com/CMSObjectBR/Files/Recruiting/ESG%20in%20Action%202022.pdf
https://www.bernsteinresearch.com/CMSObjectBR/Files/Recruiting/ESG%20in%20Action%202022.pdf
https://www.researchandmarkets.com/reports/2228028/electronics_recycling_global_strategic_business?utm_source=CI&utm_medium=PressRelease&utm_code=mg7qcs&utm_campaign=1823852%2B-%2BGlobal%2BElectronics%2BRecycling%2BStrategic%2BBusiness%2BReport%2B2023%3a%2BIncrease%2Bin%2BConsumer%2BSpending%2Bon%2BSmart%2BHome%2BGadgets%2BPresents%2BGrowth%2BOpportunities&utm_exec=jamu273prd
https://www.researchandmarkets.com/reports/2228028/electronics_recycling_global_strategic_business?utm_source=CI&utm_medium=PressRelease&utm_code=mg7qcs&utm_campaign=1823852%2B-%2BGlobal%2BElectronics%2BRecycling%2BStrategic%2BBusiness%2BReport%2B2023%3a%2BIncrease%2Bin%2BConsumer%2BSpending%2Bon%2BSmart%2BHome%2BGadgets%2BPresents%2BGrowth%2BOpportunities&utm_exec=jamu273prd
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OPPORTUNITY AREA 4

The energy transition is the
Future of the World Economy e

The industry that is committed to achieving net zero
emissions could reach the value of 10.3 trillion dollars
(9.4 trillion euros) globally by 2050, according to the
report The Global Green Economy: Understanding and
capturing the opportunity by the consulting firm Arup
and Oxford Economics. In the text, they point out that
the transition to a greener economy entails costs for
companies, but that not addressing them would cause
natural disasters that would have more and more

negative consequences for the planet and the
market. In fact, while the transition of the energy
system to a sustainable model would cost 5.9 trillion
dollars (5.4 trillion euros), not taking any action would
entail 6.3 trillion dollars per year (5.8 trillion euros),
according to the essay Empirically grounded
technology forecasts and the energy transition
published in the academic journal Joule.

Hotel companies can contribute to ensuring the
availability and sustainable management of water, as
well as sanitation, by improving their practices and
analyzing the management of this resource in the
communities in which they operate. The hotels

they are already implementing measures to conserve
water, from meters and the installation of recycling and
reuse technologies to the adoption of sustainable
water management policies or the filling of swimming
pools with seawater.

Hotels are implementing measures to conserve
water: from meters, recycling technology

installations, and sustainable water

management policies

C union @
Hotels
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https://www.oxfordeconomics.com/wp-content/uploads/2023/02/The-Global-Green-Economy-Report-2023_FINAL_10MB-version.pdf
https://www.oxfordeconomics.com/wp-content/uploads/2023/02/The-Global-Green-Economy-Report-2023_FINAL_10MB-version.pdf
https://www.oxfordeconomics.com/wp-content/uploads/2023/02/The-Global-Green-Economy-Report-2023_FINAL_10MB-version.pdf
https://www.oxfordeconomics.com/wp-content/uploads/2023/02/The-Global-Green-Economy-Report-2023_FINAL_10MB-version.pdf
https://www.sciencedirect.com/science/article/pii/S254243512200410X
https://www.sciencedirect.com/science/article/pii/S254243512200410X
https://www.sciencedirect.com/science/article/pii/S254243512200410X
https://www.sciencedirect.com/science/article/pii/S254243512200410X
https://www.hosteltur.com/162043_andalucia-propone-medidores-de-agua-en-hoteles-y-piscinas-de-agua-salada.html
https://www.hosteltur.com/162043_andalucia-propone-medidores-de-agua-en-hoteles-y-piscinas-de-agua-salada.html
https://ctprodstorageaccountp.blob.core.windows.net/prod-drupal-files/documents/resource/public/Hospitality-sector-guide.pdf
https://ctprodstorageaccountp.blob.core.windows.net/prod-drupal-files/documents/resource/public/Hospitality-sector-guide.pdf
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
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OPPORTUNITY AREA 6
The danger of greenwashing:

companies that look green, but
aren't

One of the European Commission's objectives is to
eliminate the practices of companies that appear
sustainable and environmentally friendly only in
appearance. Thatis why the agency will strengthen its
surveillance to detect and sanction companies

WQRPORTUNITY AREA 7

that use European green bonds in economic practices
that are not linked to sustainability, as reported by the
institution on its website.

The Government of Spain has begun the technical
analysis to ban short flights in Spain (lasting 2.5
hours) if there are alternatives by train, which would
mean a saving of more than 300,000 tonnes of CO2
and would derive everything that passenger traffic to
the railway network, according to a report by
Ecologistas en Accién. This would affect more than
50,900 flights per year, i.e. a third of mainland
operations and 5.9

ILUNION
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million passengers. This change in transport dynamics
makes railway stations a new point of interest for the
hotel sector, as stations are transformed into transit
points for travellers, with constant arrivals and
departures, and opportunities are generated to
accommodate passengers for short or long stays near
these points.
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https://environment.ec.europa.eu/topics/circular-economy/green-claims_en
https://static.infolibre.es/infolibre/public/content/file/original/2023/1024/11/acuerdo-gobierno-coalicio-n-2023-pdf.pdf
https://static.infolibre.es/infolibre/public/content/file/original/2023/1024/11/acuerdo-gobierno-coalicio-n-2023-pdf.pdf
https://www.ecologistasenaccion.org/wp-content/uploads/2023/10/Vuelos-cortos-web.pdf
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OPPORTUNITY AREA 8

More and more hotels are looking to go one step By operating in various natural environments, hotels
further and, in addition to trying to reduce their can have a significant impact on it. The growing trend
environmental impact and implement practices of hotels to maintain and regenerating biodiversity in
They seek to help maintain and regenerate the the places where they operate implies the adoption
biodiversity of the places where they operate. of sustainable practices that conserve the flora,
Biodiversity refers to the variety of life on Earth, fauna and surrounding ecosystems. These actions
including the diversity of species, ecosystems not only benefit the environment, but also

and genes that interact and contribute to the They also contribute to improving the guest

balance and functioning of natural systems. experience by providing attractive and healthy
Therefore, their preservation is essential to natural environments.

maintain the health of the planet and ensure
long-term human well-being. The

The growing trend of hotels to maintain and
regenerate biodiversity implies sustainable practices
that conserve the flora, fauna and surrounding

ecosystems
Beyond concrete measures, there are different strategic way and the following areas of
ways of approaching the transition of opportunity, according to Deloitte.

R W\ N\

Hotels can conduct comprehensive energy audits to more comprehensive solutions, such as a waste

identify areas where energy consumption can be management program. Operational efficiencies can be

reduced. This can result in small solutions, such as found throughout the hotel and can often be

changing a filter or replacing lighting, or resulting in implemented with little to no impact on the guest
experience.
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https://portals.iucn.org/library/sites/library/files/documents/2012-014-Es.pdf
https://portals.iucn.org/library/sites/library/files/documents/2012-014-Es.pdf
https://portals.iucn.org/library/sites/library/files/documents/2012-014-Es.pdf
https://portals.iucn.org/library/sites/library/files/documents/2008-031-Es.pdf
https://portals.iucn.org/library/sites/library/files/documents/2008-031-Es.pdf
https://portals.iucn.org/library/sites/library/files/documents/2008-031-Es.pdf
https://portals.iucn.org/library/sites/library/files/documents/2008-031-Es.pdf
https://www.deloitte.com/global/en/Industries/transportation/about/a-roadmap-for-sustainable-hospitality.html
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OPPORTUNITY AREA 10

The workforce, a
Key Ally '

Training staff on sustainable practices will lead to among guests and encourage their participation. An
more efficient operations and can cause a ripple engaged and informed workforce is an essential
effect when staff bring these practices into their asset in the energy transition.

homes and communities. Staff can also promote

practices

The extreme heatwaves and severe weather events active climate risk, integrating health, safety,
recorded in the summer of 2025 in Europe show that operational adaptation and communication to the
climate change is already having a health, operational traveller. Destinations and companies capable of
and reputational impact on eminently tourist sites. anticipating and protecting the experience in

This opens up an opportunity for the sector: to evolve extreme scenarios will strengthen their

from environmental mitigation to management competitiveness and credibility.
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https://www.imperial.ac.uk/grantham/publications/all-publications/summer-heat-deaths-in-854-european-cities-more-than-tripled-due-to-climate-change.php
https://www.imperial.ac.uk/grantham/publications/all-publications/summer-heat-deaths-in-854-european-cities-more-than-tripled-due-to-climate-change.php
https://www.imperial.ac.uk/grantham/publications/all-publications/summer-heat-deaths-in-854-european-cities-more-than-tripled-due-to-climate-change.php
https://www.imperial.ac.uk/grantham/publications/all-publications/summer-heat-deaths-in-854-european-cities-more-than-tripled-due-to-climate-change.php

TREND 02

Where do we start from? State of the art

Artificial Intelligence (Al) has gone from being an
emerging technology to becoming a strategic
pillar for the tourism industry and hotel. Its
impact extends across the entire customer
journey and operational value chain,
transforming the way travelers discover, book,
and experience services, and how hotels manage
their internal processes.

In the inspiration and search phase, generative Al
and conversational models have introduced a
radical change: travelers interact with intelligent
assistants that understand the user's context,
preferences, and budget. Platforms such as
Google, Booking or Expedia are incorporating Al to
offer hyper-personalized recommendations,
reducing friction in decision-making.

In the operational field, Al has established itself as a

tool for revenue optimization , automation of
repetitive tasks and demand forecasting. Revenue
Systems

1

NEW AREA
OF OPPORTUNITY 1.

Hyper-personalized guest

experience

Al makes it possible to design unique experiences

based on behavioral data, preferences, and context.

From dynamic recommendations

from the web to virtual assistants that accompany
the guest throughout their stay, personalization
becomes a factor in

C Lunion
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Areas of opportunity for the hotel sector

Al-based management systems allow prices to be
adjusted in real time according to elasticity, events and
historical patterns, while artificial vision and predictive
analytics improve efficiency in housekeeping and
maintenance.

At the regulatory level, the EU Al Act (2024)
introduces a regulatory framework that classifies
systems by risk levels, obliging companies to ensure
transparency, traceability, and human oversight. This
implies that the adoption of Al in hotels must be
accompanied by governance and compliance,
espedcially in cases of advanced personalization and
automated decision-making.

In short, Al has become a cross-cutting layer that
redefines the guest experience, internal
productivity, and competitiveness of the industry.
Its adoption is not optional: it is the new standard
to maintain relevance in a market where
efficiency, personalization, and trust are critical
factors.

loyalty and differentiation. Integrating Al into the CRM
and communication channels (WhatsApp, own app)
allows you to anticipate needs and offer relevant
upselling, increasing the average ticket and
satisfaction.
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https://artificialintelligenceact.eu/es/
https://artificialintelligenceact.eu/es/
https://artificialintelligenceact.eu/es/
https://www.deloitte.com/uk/en/Industries/consumer/blogs/embracing-the-future-ais-transformative-role-in-hospitality.html
https://www.accenture.com/us-en/insights/travel/travel-industry-new-trip
https://www.accenture.com/us-en/insights/travel/travel-industry-new-trip
https://www.accenture.com/us-en/insights/travel/travel-industry-new-trip
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NEW AREA
OF OPPORTUNITY 2.

Predictive Revenue
Management

Al algorithms analyze large volumes of data to adjust
prices and availability in real time, considering variables
such as local demand, events, weather and historical
behavior. This allows you to maximize revenue

Cr

OF OPPORTUNI I
Operational Aut
and Efficiency_
I
t

=
NEW AREA % Oq—

Al reduces administrative burden through chatbots
for customer service, internal assistants for shift
management, and computer vision tools for
housekeeping control.

In addition, predictive models anticipate breakdowns

NEW AREA
OF OPPORTUNITY 4.

Governance and digital trust

The deployment of Al must be aligned with European
regulations and ethical principles that guarantee
transparency and data protection. Implement
govemance frameworks, algorithm audits, and
human oversight processes

C Lunion
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and optimize occupancy without relying
exclusively on human intuition. Al also facilitates
targeted upselling strategies, offering upgrades
and complementary services at the optimal
time.

and maintenance needs, reducing costs and
improving the guest experience.

This automation frees up time for staff to focus
on tasks of high human value.

notonly does it avoid penalties and strengthen
customer trust. Chains that take a responsible
approach will have a competitive advantage in an
increasingly regulated environment.
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TREND 03

Innovation

Where do we start from? State of the art

Innovation is a fundamental driver for growth and
competitiveness in the contemporary business
world. Itis defined as the process of introducing
ideas, products, new or improved services,
processes, or business models that generate value
and improve an organization's efficiency and
effectiveness.

Boston Consulting Group says that innovation
strengthens economic resilience and that the
connection between innovation, growth and
competitive advantage is stronger than ever.

In addition, innovation not only drives differentiation
in the market, but also allows companies to adapt to
changes in consumer preferences, emerging
technologies, and the competitive environment.
Therefore, in the tourism sector, innovation plays a
crucial role in improving the traveler experience and
the competitiveness of destinations.

From implementing technology solutions to improve
operational efficiency to creating unique experiences
that surprise and delight customers, innovation,
understood as a cultural transformation

and business, it drives competitiveness and
profitability in the hotel industry. Brands are
combining innovation with their customer experience
to create unique and personalized experiences that
foster customer loyalty.

From a technological perspective, for example,

innovative hotels are adopting technologies such as
the Internet of Things (1oT), Al, and automation to
deliver more personalized services, improve energy
efficiency, and optimize resource management.
According to PwC's Hospitality tech investment pays off
study, Al is also democratizing revenue management
across all hotel segments.

Although a study by Accenture warns that only 13%

of tourism companies have the developed

capabilities in this regard to unlock their potential.

As far as corporate innovation is concerned, it has been
marked in the last two decades by the paradigm shift
towards open innovation . 95% of companies already
developed this type of practice according to the latest
Open Innovation Barometer by The Economist, while
71% of organizations plan to increase their investment
in open innovation practices.

In Spain, specifically, 79% of companies have a
business unit dedicated to open innovation.
Relationship Development with external
stakeholders helps companies exchange critical
knowledge and improve competitiveness, according
to the Hospitality Innovation Industry Report. To
continue advancing in this trend, the integration of
innovation into culture and business strategy, must
continue to be mainstreamed, inside and outside
companies and the sector, and become a constant
informed about the most outstanding success

stories, technological progress and user concerns.

Brands are combining innovation with their customer
experience to create unique experiences that foster

ILUNION
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loyalty
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https://hoteltechreport.com/news/ai-in-hospitality
https://www.pwc.com/us/en/industries/consumer-markets/library/hospitality-tech-investment.html
https://www.accenture.com/us-en/insights/travel/travel-ai-maturity
https://books.google.es/books?hl=es&lr&id=4hTRWStFhVgC&oi=fnd&pg=PR9&dq=Chesbrough%2BH.W.%2C.%2BOpen%2BInnovation%3A%2BThe%2BNew%2BImperative%2Bfor%2BCreating%2Band%2BProfiting%2Bfrom%2BTechnology%2BFirst%2BTrade%2BPaper%2BEdici%C3%B3n%2BMcGraw-Hill%2BEducation%2BLtd.%3A%2BNew%2BYork%2C%2BNY%2C%2BUSA%3B%2B2006&ots=XvRBRNw4wK&sig=FPBwX7JcJeRcsyv9pOw8zej-qR0&redir_esc=y%23v%3Donepage&q&f=false
https://impact.economist.com/projects/open-innovation/Open%20Innovation%20Briefing%20Paper.pdf
https://impact.economist.com/projects/open-innovation/Open%20Innovation%20Briefing%20Paper.pdf
https://www.capgemini.com/insights/research-library/open-innovation?utm_source=pr&utm_medium=referral&utm_content=none_none_none_pressrelease_none&utm_campaign=innovation_open-innovation
https://www.capgemini.com/insights/research-library/open-innovation?utm_source=pr&utm_medium=referral&utm_content=none_none_none_pressrelease_none&utm_campaign=innovation_open-innovation
https://www.soprasteria.com/docs/librariesprovider2/sopra-steria-corporate/notindexdocuments/sopra-steria-open-innovation-report_2023.pdf?sfvrsn=2bbc99dc_12
https://www.soprasteria.com/docs/librariesprovider2/sopra-steria-corporate/notindexdocuments/sopra-steria-open-innovation-report_2023.pdf?sfvrsn=2bbc99dc_12
https://hospitalityinsights.ehl.edu/resources/all-resources/hospitality-innovation-report
https://hospitalityinsights.ehl.edu/resources/all-resources/hospitality-innovation-report
https://www.bcg.com/publications/2023/advantages-through-innovation-in-uncertain-times
https://www.unwto.org/es/innovacion-educacion-inversiones-turismo
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Areas of opportunity for the hotel sector

Innovation in the hotel sector ranges from the design
of spaces to the optimisation of the services offered,
the deployment of latest digital technologies to the
establishment of synergies with other industries to
import new

OPPORTUNITY AREA 1
Decentralized innovation

business ideas. To harness the potential of innovation
in all its aspects, it is necessary to foster an innovative
company culture in itself, and to provide staff with
tools to soak up this vision.

As a transversal effort to business processes, this
conception of innovation It involves employees at
all levels in contributing creative ideas for
business development. The multiplicity of
perspectives increases the chances of success
(diversity is directly related to a

more innovative decisions), and involvementin an
innovative company fosters team engagement and
satisfaction (up to 82% of business leaders surveyed in
the Risk vs. Reward: Innovation in modern enterprises
report by the collaborative platform Miro believe thatit
helps attract and retain talent).

Corporate entrepreneurship is gaining strength, with
80% of IBEX 35 companies already developing some
type of initiative in this area, according to the Il
Report on Corporate Entrepreneurship in Spain.

Specifically, 70.5% have intrapreneurship programs to
provide Opportunities to their teams to ideate new
business ideas and improve. However, only between
5 and 10% of the workforce participates in these, on
average. There is, therefore, the possibility of
continuing toimplement a

authentic intrapreneurship culture, which is
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Extend to all teams and lead to organizational and
cultural changes. In addition to developing specific
programs for potential pilots,

Companies can foster the spirit of internal
entrepreneurship with strategies that reward
innovative initiative among their employees, such as
corporate communication that contributes to the
public recognition of intrapreneurial achievements,
incentive programs, the celebration of events and
competitions such as hackathons and the creation of
innovation labs for experimentation and creativity.
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https://www.mckinsey.com/featured-insights/diversity-and-inclusion/diversity-matters-even-more-the-case-for-holistic-impact
https://miro.com/risk-reward-innovation/
https://www.cise.es/emprendimiento-corporativo-elefantes-gacelas-bailan/#descargar_bailan_juntos
https://www.cise.es/emprendimiento-corporativo-elefantes-gacelas-bailan/#descargar_bailan_juntos
https://www.cise.es/emprendimiento-corporativo-elefantes-gacelas-bailan/#descargar_bailan_juntos
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OPPORTUNITY AREA 3
Innovation Ecosystem

76.4% of the companies surveyed by the Santander
International Entrepreneurship Centre (CISA) for its
Il Report on Corporate Entrepreneurship in Spain

develop some type of open innovation programme,
while 74.3% collaborate with companies in their
sector, 71.1% have acceleration programs, and 60%
make corporate venture capital investments. The
combination of these collaboration opportunities is
shaping up to be an evolution of the concept of open
innovation towards that of true open tourism. From
external venture studios that help turn the

A study by Deloitte showed that the fastest-growing
companies spend more time on

the exploration of the market in search of trends and
ideas rather than internal brainstorming of innovation
opportunities, and that focus more on the detection of
new technologies and changes in the market versus
identifying opportunities to optimize existing
operations. To make the most of the potential of
innovation surveillance, companies must rely on a
structured
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ideas developed in intrapreneurship programs in
landed businesses; acceleration, incubation and startup
scouting programs to attractideas and innovative
talent; alliances with other organizations; M&A
strategies, the creation of a corporate venture building
space within the company that identifies and promotes
entrepreneurial projects from their foundations, the
establishment of a business investment
vehicle,Corporate Venture Capital to support strategic
areas for the company..., there are many synergies
that the sector can explore.

organized to obtain competitive intelligence, as a
permanent observatory, which allows the search for
trends to be transformed from an isolated and sporadic
initiative to a systematic effort to seek continuous
innovation. A holistic and customer-centric trend
analysis will also help companies obtain market
intelligence not only based on the most innovative
companies and direct competition, but also to the
needs of a changing audience.
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https://www.cise.es/emprendimiento-corporativo-elefantes-gacelas-bailan/#descargar_bailan_juntos
https://www.cise.es/emprendimiento-corporativo-elefantes-gacelas-bailan/#descargar_bailan_juntos
https://www.researchgate.net/publication/313471173_Towards_a_Holistic_Framework_of_Open_Tourism
https://www.deloitte.com/global/en/our-thinking/insights/topics/innovation/corporate-innovation-program-report-and-key-takeaways.html
https://www.igi-global.com/gateway/chapter/211482#pnlRecommendationForm
https://www.igi-global.com/gateway/chapter/211482#pnlRecommendationForm
https://www.igi-global.com/gateway/chapter/211482#pnlRecommendationForm
https://www.fastcompany.com/most-innovative-companies/list
https://www.fastcompany.com/most-innovative-companies/list
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OPPORTUNITY AREA 5
An improved user experience

Automation.and optimization for

! & '//
F
)

4

Technology is the main protagonist of business
innovation strategies, as shown by the Global
Innovation Index 2023. Artificial intelligence, as a result
of the advancement in the understanding and processing
of natural language from large language models,
promises to have a significant impact

in improving the user experience and increasing
efficiency in all industries. A Deloitte report shows
that up to 91% of business and technology leaders
predict that generative Al will help improve
productivity, while 72% of the 13,000

consumers surveyed by Adobe believe it will help them
improve their user experience. In the tourism sector,
specifically, Al allows the customer to be accompanied
throughout the process of

)

OPPORTUNITY AREA 6"

Innovation dsla compet

Innovation ceases to be a set of specific initiatives to
consolidate itself as a structural capacity of the
tourism sector.

Systematically integrating it into strategic decision-
making allows us to anticipate changes in demand,
adapt with greater agility to volatile environments and
better respond to new customer and territory
expectations.
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purchase, from the moment of booking to check-
out, through chatbots and virtual assistants that
help manage queries and to give quick answers.
These conversational interfaces also offer
permanent availability, which reduces the

workload of staff and improves customer
satisfaction, according to the analysis of Info Tech
Research Group.

Al also makes it possible to process large amounts
of data to personalize the customer experience:
through learning algorithms

Automated and data analysis, it makes it possible to
offer information on local attractions, activities and
restaurants based on customer habits, create
personalized itineraries and recommend more products
to users.

When innovation is directly connected to the
business, it becomes a sustained source of
differentiation, efficiency and resilience,
strengthening the sector's competitive position in the
medium and long term.
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https://www.wipo.int/edocs/pubdocs/es/wipo-pub-2000-2023-exec-es-global-innovation-index-2023.pdf
https://www.wipo.int/edocs/pubdocs/es/wipo-pub-2000-2023-exec-es-global-innovation-index-2023.pdf
https://www.wipo.int/edocs/pubdocs/es/wipo-pub-2000-2023-exec-es-global-innovation-index-2023.pdf
https://www2.deloitte.com/content/dam/Deloitte/us/Documents/consulting/us-state-of-gen-ai-report.pdf
https://blog.adobe.com/en/publish/2023/03/21/research-generative-ai-will-play-starring-role-in-customer-experiences
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https://www.hotelmanagement-network.com/sponsored/five-game-changing-tech-disruptors-for-the-hotel-sector/
https://www.infotech.com/research/ss/ai-ml-use-case-library-for-hotels?utm_source=Cision_pressrelease&utm_medium=referral&utm_id=ITRG2024AIHotel
https://www.infotech.com/research/ss/ai-ml-use-case-library-for-hotels?utm_source=Cision_pressrelease&utm_medium=referral&utm_id=ITRG2024AIHotel
https://www.bbva.com/es/empresas/que-es-la-innovacion-empresarial-hacia-la-transformacion-del-negocio/
https://www.bbva.com/es/empresas/que-es-la-innovacion-empresarial-hacia-la-transformacion-del-negocio/
https://www.bbva.com/es/empresas/que-es-la-innovacion-empresarial-hacia-la-transformacion-del-negocio/
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Cybersecurity as

Hotel Confidence Axis

Where do we start from? State of the art

Cybersecurity has ceased to be a technical issue and
has become a strategic pillar of trust and reputation in
the tourism industry. The global cost of cybercrime will
reach $10.5 trillion by 2025, making it the world's third-
largest "economy", behind only the US and China
(Cybersecurity Ventures[1]).

This scenario reflects the magnitude of the risk: data
loss, disruption of operations, regulatory sanctions,
and most of all, erosion of customer trust.

The hotel sector is a priority target for
cybercriminals due to volume and

sensitivity of the data it handles: personal, financial,
and travel information. According to IBM, the
hospitality industry is among the ten most attacked
sectors globally (Enthec[2]). In Europe,

cyberattacks on tourism increased by 60% in 2024,
with peaks in high season (Panda Security[3]). The
most common threats include phishing, ransomware,
and attacks on Wi-Fi networks,

which can paralyze critical systems such as PMS,
payment gateways or digital check-in (WTW[4]).

In addition, the NIS2 Directive and the GDPR impose
strict obligations in terms of risk management, incident
reporting and governance, with penalties that can
reach 2% of global turnover (INCIBE[5]). Failure to
comply can lead to fines, but also anirreversible
reputational impact: more than 60% of consumers stop
hiring a company after a data breach (Fiberlux[6]).

Finally, the human factor remains the first line of risk:
95% of incidents originate from human error
(Coursebox[7]). This makes awareness and continuous
training an imperative to protect corporate assets and
empower employees in their personal lives, reinforcing
the culture of security as a social and labor benefit

(Cyberso[8]).

Areas of opportunity for the hotel sector

~ @ NEW AREA =

O¥Ff OPPORTLK@ITY 1.
Cybersecu rity asa f@etor

of trust and d1fferent|_at|on
o,

Guests expect their information to be just as
protected as their physical experience. A robust
cybersecurity strategy reinforces the value
proposition : privacy, security
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and trust. Hotels that communicate their

protection protocols (e.g., AES-256 encryption,

multi-factor authentication) generate advantage
and reduce the risk of cancellations due to mistrust

(Track Vigilante[9]).
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https://cybersecurityventures.com/official-cybercrime-report-2025/
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https://fiberlux.pe/el-coste-de-una-brecha-de-seguridad-impacto-en-la-reputacion-y-el-negocio/
https://fiberlux.pe/el-coste-de-una-brecha-de-seguridad-impacto-en-la-reputacion-y-el-negocio/
https://www.coursebox.ai/es/blog/capacitacion-en-ciberseguridad-para-empleados
https://www.coursebox.ai/es/blog/capacitacion-en-ciberseguridad-para-empleados
https://www.coursebox.ai/es/blog/capacitacion-en-ciberseguridad-para-empleados
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https://www.trackvigilante.com/blog/seguridad-digital-para-hoteles/
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https://www.trackvigilante.com/blog/seguridad-digital-para-hoteles/
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NEW AREA
OF OPPORTUNITY 2.

Cybersecurity culture and
employee well-being

The informed employee is the first line of defense.
Awareness programs reduce incidents and, in addition,
provide social value: teaching how to protect personal
digital identity improves satisfaction and reduces
associated stress

NEW AREA
OF OPPORTINITY 3.

Digital resilience
and operational contintity

Ransomware attacks can cripple bookings and
payments. Implement continuity plans, encrypted
backups

NEW AREA
OF OPPORTUNITY 4.

Cybersecurity assa lever for the

to fraud (Efficient Insurance[10]). Incorporating
cybersecurity as a corporate benefit (e.g., workshops
for families, identity insurance) impacts engagement
and talent retention . due to mistrust (Track

Vigilante[9]).

and network segmentation (guests vs. management)
reduces the impact and ensures the customer
experience even in crisis (INCIBE[11]).

Industry collaboration and risk-sharing -

management

The growing sophistication of cyberattacks and the
interconnection of tourism systems (PMS, OTAs,
payment gateways, technology partners,

external service providers) have shown that digital
security can no longer be addressed inisolation by
each company. The

NEW OPPORTUNITY AREA 5.

Cybersecurity as a differentiating

element in the offer of premium
services and loyalty.

The hotel sector has the opportunity to lead the
creation of collaborative cybersecurity ecosystems,
promoting sectoral alliances, joint response protocols
and threat intelligence sharing platforms.

i i,::fr: =

Premium and corporate customers demand additional
guarantees of privacy and data protection, especially on
business trips, events or extended stays. The hotel
industry can create customized cybersecurity services
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as part of its value proposition: rooms with
reinforced Wi-Fi and private networks, secure data
erasure services after check-in.

out, digital advice for executives, or even identity
protection insurance included in loyalty programs.
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Where do we start from? State of the art

Climate change is transforming the way people

travel. Extreme heatwaves in Europe during 2025
have marked a turning point: higher temperatures

at 45 °C in Mediterranean destinations, temporary
closures of iconic attractions (Acropolis, Eiffel Tower) and
health alerts due to "heat stress" have shown that heat

Centre projects that southern Europe will lose share
in summer, while medium seasons and climate-
adapted destinations will grow.

The adaptation of the hotel sector s, in this context,

essential. This adaptation goes beyond physical

can be an operational and reputational risk for
tourism.

This phenomenon is driving a shift in seasonal and
geographical demand: travellers are looking for cooler
destinations (Northern Europe, Northern

and move their vacations to spring and autumn to
avoid extreme heat. According to Morgan Stanley
Research, heat waves are already a key driver in the
choice of destinations and activities, consolidating the
trend of "coolcations" (trips to more temperate
climates). The European Commission, through the Joint
Research

infrastructure (air conditioning, materials) to focus on
operational and commercial management. Tourist
establishments

They must guarantee thermal comfort, safety and
well-being as pillars of their proposal

of value. This circumstance may involve the redesign
of operating calendars and schedules, the curation
of experiences adapted to the climate or the
implementation of dynamic pricing that integrates
environmental comfortindices, transforming the
climate challenge into an opportunity for business
differentiation and resilience.

Areas of opportunity for the hotel sector
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Extreme heat forces us to rethink the experience:
more shaded areas, swimming pools and aquatic
spaces, efficient air conditioning and activities

ILUNION

Hotels

at adapted times (morning/afternoon). Incorporating
indoor wellness, climate shelters and light menus
reinforces the perception of care and safety.
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https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.mercator-ocean.eu/july-2025-marine-heatwave-mediterranean-record/
https://www.moodys.com/web/en/us/insights/physical-transition-risk/2025-european-heatwave.html
https://www.moodys.com/web/en/us/insights/physical-transition-risk/2025-european-heatwave.html
https://www.moodys.com/web/en/us/insights/physical-transition-risk/2025-european-heatwave.html
https://www.moodys.com/web/en/us/insights/physical-transition-risk/2025-european-heatwave.html
https://www.moodys.com/web/en/us/insights/physical-transition-risk/2025-european-heatwave.html
https://www.morganstanley.com/insights/articles/traveling-industry-showing-resilience-2025
https://www.morganstanley.com/insights/articles/traveling-industry-showing-resilience-2025
https://www.morganstanley.com/insights/articles/traveling-industry-showing-resilience-2025
https://www.morganstanley.com/insights/articles/traveling-industry-showing-resilience-2025
https://www.hotrec.eu/media/static/files/import/all_news_2024_2024_38/crisis-resilient-guidelines-for-the-hospitality-sector.pdf
https://www.hotrec.eu/media/static/files/import/all_news_2024_2024_38/crisis-resilient-guidelines-for-the-hospitality-sector.pdf
https://www.hotrec.eu/media/static/files/import/all_news_2024_2024_38/crisis-resilient-guidelines-for-the-hospitality-sector.pdf
https://www.hotrec.eu/media/static/files/import/all_news_2024_2024_38/crisis-resilient-guidelines-for-the-hospitality-sector.pdf
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NEW OPPORTUNITY AREA 2.

Deseasonalization and
pricing for comfort

The shift towards spring and autumn opens the door
to revenue management strategies based on thermal
comfort indices. Offering "climate friendly" packages
and adjusting rates

NEW OPPORTUNITY AREA 3.

Climate communication
to build trust

Travelers are looking for information and
confidence. Communicate measures such as heat
alerts, hydration protocols, and cool spaces

NEW OPPORTUNITY AREA 4.

Innovation in design and
energy efficiency

Investing in bioclimatic architecture, green roofs and
passive cooling systems reduces dependence on air
conditioning, improves

C Lunion
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Depending on the perceived temperature, it allows
to soften the dependence on summer and optimize
occupancy.

generates security. Positioning the hotel as
"climate adaptive" reinforces the brand and
attracts segments sensitive to sustainability.

resilience and reduces energy costs, aligning with
ESG objectives.
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TREND 06

Sustainability
Regenerative

Where do we start from? State of the art

Nature, with its intricate network of ecosystems and
the biodiversity it hosts, is the cradle of life on our
planet. Throughout history, humanity has maintained a
close connection with nature, finding in its resources an
essential source for its existence. However,
Accelerated population growth and the expansion of
human activities have led to significant environmental
challenges, such as rising global temperatures,
threatening the health and resilience of ecosystems.
Human action has already altered more than 70% of the
entire ice-free surface, according to United Nations
data, which in addition to modifying

Land for agricultural use means the loss of habitat
and the risk of extinction for many plant and
animal species.

Tourism, in the human quest for exploration,
knowledge and connection, has experienced

an exponential growth in recent decades. This
expansion, while providing economic and cultural
opportunities, has also left a considerable ecological
footprint, including in protected natural areas. UN
Environment research points out that the
consumption of resources by the tourism sector —
energy, water, land and materials (such as fossil fuels,
minerals, metals)

and biomass) — is growing proportionally with its
generation of solid waste, wastewater, biodiversity
loss, and greenhouse gas emissions. The agency warns
that, in a "no change" scenario, tourism would
generate an increase of 154% by 2050

in energy consumption, 131% in greenhouse gas
emissions, 152% in water consumption and 251% in
solid waste disposal. These data

ILUNION
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increase concerns about the conservation of the
natural environment and long-term sustainability.

In this context, the hotel sector, as an integral part of
the tourism industry, has played a significant role in
the interaction between

travelers and the natural environment. The
operation of accommodations has traditionally
been a resource-intensive, waste and greenhouse
gas intensive enterprise.

In the face of this, new alternative tourism models
and regenerative sustainability are emerging as a
transformative paradigm. Go more

beyond mere sustainability, seeking not only to
minimise the environmental impact but also to actively
contribute to the restoration and revitalisation of
destinations affected by tourism activity. Nature would
not be the only beneficiary of this trend, the World

Economic Forum speaks of the need to bet on

"regenerative business" instead of just sustainable
ones, in the face of a world of finite natural resources
and the high impact of human activity.

In an unchanged
scenario, tourism would
generate an increase of

154% in energy
consumption and 152% in
energy consumption by
2050.

Water
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https://www.developmentaid.org/news-stream/post/163665/population-growth-and-sustainable-development
https://www.ipcc.ch/report/ar6/syr/downloads/report/IPCC_AR6_SYR_SPM.pdf
https://www.nature.com/articles/ncomms10122
https://www.un.org/es/climatechange/science/climate-issues/biodiversity#%3A~%3Atext%3DLa%20actividad%20humana%20ya%20ha%2Cel%20enfrentamiento%20a%20la%20extinci%C3%B3n
https://www.un.org/es/climatechange/science/climate-issues/biodiversity#%3A~%3Atext%3DLa%20actividad%20humana%20ya%20ha%2Cel%20enfrentamiento%20a%20la%20extinci%C3%B3n
https://www.unwto.org/news/international-tourism-to-reach-pre-pandemic-levels-in-2024#%3A~%3Atext%3DAccording%20to%20the%20first%20UNWTO%2Cestimated%201.3%20billion%20international%20arrivals
https://link.springer.com/article/10.1007/s11069-023-05934-x
https://www.unep.org/explore-topics/resource-efficiency/what-we-do/responsible-industry/tourism
https://www.unep.org/explore-topics/resource-efficiency/what-we-do/responsible-industry/tourism
https://susproc.jrc.ec.europa.eu/activities/emas/tourism.html
https://sustainablehospitalityalliance.org/only-one-earth/
https://sustainablehospitalityalliance.org/only-one-earth/
https://sustainablehospitalityalliance.org/only-one-earth/
https://www.nature.com/articles/s41558-018-0141-x.epdf?sharing_token=Rjy7H1twyizwoRknFs5eStRgN0jAjWel9jnR3ZoTv0OWchRe3LnakvyDKR-guL4qloEQgdwp_vyK5UVXF3yYT1ocBRWIHrNDMJ6kJTeCXsyWcA72oZzTmYVAFtJ07-mkXQWv6AWFBguTBI_XXhleKInZV1ooW3JetNpSbxqvxGbrEnAbAtyO4lffIoMVRvBo7lz6HPkQU0n6FgMo6phhFSn98iLWHljrw1ElkeeIswE%3D&amp%3Btracking_referrer=cnnespanol.cnn.com
https://www.nature.com/articles/s41558-018-0141-x.epdf?sharing_token=Rjy7H1twyizwoRknFs5eStRgN0jAjWel9jnR3ZoTv0OWchRe3LnakvyDKR-guL4qloEQgdwp_vyK5UVXF3yYT1ocBRWIHrNDMJ6kJTeCXsyWcA72oZzTmYVAFtJ07-mkXQWv6AWFBguTBI_XXhleKInZV1ooW3JetNpSbxqvxGbrEnAbAtyO4lffIoMVRvBo7lz6HPkQU0n6FgMo6phhFSn98iLWHljrw1ElkeeIswE%3D&amp%3Btracking_referrer=cnnespanol.cnn.com
https://www.nature.com/articles/s41558-018-0141-x.epdf?sharing_token=Rjy7H1twyizwoRknFs5eStRgN0jAjWel9jnR3ZoTv0OWchRe3LnakvyDKR-guL4qloEQgdwp_vyK5UVXF3yYT1ocBRWIHrNDMJ6kJTeCXsyWcA72oZzTmYVAFtJ07-mkXQWv6AWFBguTBI_XXhleKInZV1ooW3JetNpSbxqvxGbrEnAbAtyO4lffIoMVRvBo7lz6HPkQU0n6FgMo6phhFSn98iLWHljrw1ElkeeIswE%3D&amp%3Btracking_referrer=cnnespanol.cnn.com
https://www.nature.com/articles/s41558-018-0141-x.epdf?sharing_token=Rjy7H1twyizwoRknFs5eStRgN0jAjWel9jnR3ZoTv0OWchRe3LnakvyDKR-guL4qloEQgdwp_vyK5UVXF3yYT1ocBRWIHrNDMJ6kJTeCXsyWcA72oZzTmYVAFtJ07-mkXQWv6AWFBguTBI_XXhleKInZV1ooW3JetNpSbxqvxGbrEnAbAtyO4lffIoMVRvBo7lz6HPkQU0n6FgMo6phhFSn98iLWHljrw1ElkeeIswE%3D&amp%3Btracking_referrer=cnnespanol.cnn.com
https://www.weforum.org/agenda/2023/03/regenerative-business-sustainability/
https://www.weforum.org/agenda/2023/03/regenerative-business-sustainability/
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Areas of opportunity for the hotel sector

Regenerative sustainability represents an
opportunity for the hotel sector to not only minimize
its environmental impact but also actively contribute
to the revitalization of destinations and
communities. New Zealand is the great example of
this model, since in 2021 it launched a national
tourism regeneration plan under the premise that
tourism must

‘OPPBRTUNITY AREA

Commik to destinatic
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The hotel sector has the opportunity to lead the way
in creating destinations that are not only
sustainable, but also regenerative. This means
adopting design practices that not only

minimize environmental impact, but also regenerate
local ecosystems and promote

biodiversity. The hospitality sector has an
opportunity to adopt sustainable and regenerative
design practices in the construction and

Building trusting relationships with local communities
will help ensure that sustainability initiatives not only
benefit the natural environment, but also local people,
as this analysis with case studies in

ILUNION
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not only providing economic value, but also

helping to protect and restore the environment.
This approach encompasses sustainable practices in
hotel operations, initiatives to regenerate tourist
destinations and the promotion of sustainable
mobility, setting a new standard for responsible
tourism that is aware of the importance of preserving
the environment.

renovation of accommodations, from the use of
recycled and biodegradable materials to the
implementation of landscaping systems that restore
the surrounding ecosystems and the integration of
architectural solutions that maximize energy
efficiency, while encouraging the use of renewable
energies and optimizing energy and water

consumption.

Mexico and Chile. Itis advisable to involve
communities in regeneration projects to generate a
positive impact and foster local acceptance.
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https://www.newzealand.com/int/
https://www.mbie.govt.nz/immigration-and-tourism/tourism/tourism-projects/governments-tourism-snapshot/transitioning-to-a-regenerative-tourism-model/
https://www.hosteltur.com/161573_proyecto-pionero-de-turismo-regenerativo-en-europa-en-un-camping-de-madrid.html
https://www.mdpi.com/2071-1050/10/6/1910
https://www.pwc.co.uk/who-we-are/purpose/schools-toolkit/materials/business-case-study-challenges/case-study-3-student-information-pack.pdf
https://www.pwc.co.uk/who-we-are/purpose/schools-toolkit/materials/business-case-study-challenges/case-study-3-student-information-pack.pdf
https://www.pwc.com/gx/en/issues/esg/esg-asia-pacific/publications-and-case-studies/future-proofing-sustainable-tourism-in-new-zealand.html
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In line with the regenerative philosophy, hotels can
bet on promoting and facilitating mobility options
focused on supporting the regeneration of
destinations. The Future of Mobility report by
McKinsey states that mobility is one of the most
dynamic sectors today and is

immersed in complex changes that will transform it until
2035, and it is that private cars are used in 45% of all trips,
surpassing public transport, micromobility (scooters,
bicycles, scooters, etc.), shared trips

or walk. By prioritizing green mobility, hotels can
contribute to the regeneration of urban

ecosystems and reduce their footprint
environmental protection, in addition to taking advantage
of the opportunity

OPPORTUNITY AREA 5

Analyze your environmental
footprint

It is necessary to implement systems for monitoring
and measuring the hotel's environmental footprint,
for which there are already some popular tools

and methodologies, setting targets to reduce resource
consumption and emissions. The

-

OPPORTUNITY AREA 6 2

-
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Regenerative sustainability is maturing as a sectoral
agenda driven by the holding of more and more strategic

and position itself, facilitating and promoting
sustainable mobility options for guests, such as bicycle
rental, electric vehicles and enhancing access to public
transport or collaborating with local companies to
implement solutions

of shared mobility. Adopting practices that encourage
the circular economy such as waste recycling, product
reuse and waste reduction will also help regeneration.
Some of these best practices for hotels are includedin a
recent detailed guide from the European Commission.
These practices can be supported by local suppliers
that follow circular economy principles to close the
cycles of the life of materials and reduce dependence
on virgin resources.

Transparency in these efforts canincrease the
confidence of customers committed to the
environment and, above all, the measurement
and the analysis of the information will allow
hotels to adapt their regeneration strategies and
practices.

oEY

This opens an opportunity to structure projects aligned
with environmental, social and economic regeneration,

forums and dialoguesthat are promoting new lines of
financing aimed at impact.

ILUNION
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facilitating access to public and private funds.
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https://www.mckinsey.com/industries/automotive-and-assembly/our-insights/the-future-of-mobility-mobility-evolves
https://cehat.com/movilidad-electrica-para-tus-clientes-y-para-tu-marca/
https://hospitalityinsights.ehl.edu/best-circular-economy-practices-hotels
https://green-business.ec.europa.eu/document/download/ce64b451-a9fc-4b6a-9c2e-2ace3b1ead1f_en?filename=Good%20practices%20EN.pdfhttp%3A//
https://green-business.ec.europa.eu/document/download/ce64b451-a9fc-4b6a-9c2e-2ace3b1ead1f_en?filename=Good%20practices%20EN.pdfhttp%3A//
https://green-business.ec.europa.eu/document/download/ce64b451-a9fc-4b6a-9c2e-2ace3b1ead1f_en?filename=Good%20practices%20EN.pdfhttp%3A//
https://www.hotelfootprints.org/
https://sustainablehospitalityalliance.org/resource/hotel-carbon-measurement-initiative/
https://foretica.org/blog/2026/01/calendario-foretica-2026-sostenibilidad-esg/
https://foretica.org/blog/2026/01/calendario-foretica-2026-sostenibilidad-esg/
https://www.redseaglobal.com/en/w/media-center/global-report-urges-investment-in-regenerative-tourism-innovation-to-meet-surging-public-demand/
https://www.redseaglobal.com/en/w/media-center/global-report-urges-investment-in-regenerative-tourism-innovation-to-meet-surging-public-demand/
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Overregulation

Sustainability-related

Where do we start from? State of the art

The growing global awareness of the importance of
sustainability has led to anincrease in

in the regulation on the matter. The urgency of
addressing environmental challenges, such as climate
change, biodiversity loss, and pollution, has
prompted governments and international bodies to
implement stricter policies to mitigate the negative
impact of human activities. As a result, companies
are facing the arrival of a continuous trickle of
regulations, laws and directives in the field of
sustainability, a growing pressure

regulatory crisis that, in most cases, comes from the
institutions of the European Union, as recognized by
the UN Global Compact.

For this reason, the agency has developed a
legislative search tool on corporate sustainability,
where essential regulations such as Directive (EU)
2022/2464 on sustainability reporting or the
Law/2021 on climate change and energy transition
appear, which

It establishes the obligation to publish reports on risks
arising from the activity, to set specific objectives and
decarbonisation investments and the possibility of
calculating and offsetting polluting emissions.
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There are also important pieces of legislation under
development or pending approval, such as the
Sustainable Mobility Act; the Lawon Loss Prevention

and Food Waste Prevention; the Corporate

Sustainability Due Diligence Directive;

to improve the protection of human rights and the
environment, or the Green Claims Directive, which
seeks to set common criteria against greenwashing
and misleading environmental claims.

The tourism sector is no stranger to this 'regulatory

tsunami ', which is also made up of regulations such as

Royal Decree 1055/2022 on packaging and packaging

waste, Royal Decree 14/2022 with energy efficiency
measures, 1ISO 14001 environmental management
regulations and Law 7/2022 of waste and contaminated
soil for a circular economy. All these regulations
applicable to the hotel sector go hand in hand
consumer pressure, with tourists seeking to minimise
their ecological impact and where sustainability gains
prominence in consumption decisions.
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https://www.transportes.gob.es/el-ministerio/campanas-de-publicidad/ley-de-movilidad-sostenible-y-financiacion-del-transporte
https://www.consilium.europa.eu/es/press/press-releases/2023/12/14/corporate-sustainability-due-diligence-council-and-parliament-strike-deal-to-protect-environment-and-human-rights/
https://www.consilium.europa.eu/es/press/press-releases/2023/12/14/corporate-sustainability-due-diligence-council-and-parliament-strike-deal-to-protect-environment-and-human-rights/
https://www.pactomundial.org/leyes-directivas-normativas-sostenibilidad/directiva-ecoblanqueo-greenwashing-green-claims/
https://www.pactomundial.org/leyes-directivas-normativas-sostenibilidad/directiva-ecoblanqueo-greenwashing-green-claims/
https://www.europarl.europa.eu/thinktank/en/document/EPRS_BRI(2023)753958#%3A~%3Atext%3D%27Green%20claims%27%20directive%3A%20Protecting%20consumers%20from%20greenwashing%2C-Briefing%2005%2D03%26text%3DIn%20the%20absence%20of%20specific%2Cand%20verifiable%20throughout%20the%20EU%3F
https://www.pactomundial.org/noticia/normativas-sobre-sostenibilidad-que-revolucionaran-el-mundo-empresarial-en-2024/
https://www.pactomundial.org/noticia/normativas-sobre-sostenibilidad-que-revolucionaran-el-mundo-empresarial-en-2024/
https://www.pactomundial.org/noticia/normativas-sobre-sostenibilidad-que-revolucionaran-el-mundo-empresarial-en-2024/
https://www.boe.es/buscar/act.php?id=BOE-A-2022-22690
https://www.boe.es/buscar/act.php?id=BOE-A-2022-22690
https://www.boe.es/buscar/act.php?id=BOE-A-2022-22690
https://www.boe.es/buscar/act.php?id=BOE-A-2022-22690
https://www.boe.es/buscar/act.php?id=BOE-A-2022-5809
https://www.boe.es/buscar/act.php?id=BOE-A-2022-5809
https://www.boe.es/buscar/act.php?id=BOE-A-2022-5809
https://www.boe.es/buscar/act.php?id=BOE-A-2022-5809
https://www.consilium.europa.eu/es/policies/green-deal/#what
https://www.pactomundial.org/noticia/6-leyes-y-directivas-sobre-sostenibilidad-que-afectaran-a-tu-empresa/
https://www.pactomundial.org/que-puedes-hacer-tu/leyes-directivas-normativas-sostenibilidad/
https://www.boe.es/buscar/doc.php?id=DOUE-L-2022-81871
https://www.boe.es/buscar/doc.php?id=DOUE-L-2022-81871
https://www.boe.es/buscar/doc.php?id=DOUE-L-2022-81871
https://www.boe.es/buscar/doc.php?id=DOUE-L-2022-81871
https://www.boe.es/diario_boe/txt.php?id=BOE-A-2021-8447
https://www.boe.es/diario_boe/txt.php?id=BOE-A-2021-8447
https://www.boe.es/diario_boe/txt.php?id=BOE-A-2021-8447
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Areas of opportunity for the hotel sector

While initiatives to encourage more sustainable
practices are critical, as EY' s The Regulatory Tsunami
report acknowledges, over-regulation can pose
challenges for companies by imposing aburden
additional administrative and increase compliance
costs. In addition, the lack of harmonization and the
diversity of requirements between regions also
complicate sustainability management for hotel
companies operating in multiple locations.

In the hotel sector, this regulation is
manifested in the need to comply with

stricter standards in areas such as energy efficiency,
waste management, responsible water use and
emissions reduction. In fact, the implementation of
these measures is moving in the right direction, as
evidenced by the fact that Spain is one of the last
places in the Comell Hotel Sustainability

Benchmarking Index's energy, water and carbon

consumption rankings. Knowing the regulations and
the context will help hotels to find some advantages
and opportunities within this 'tsunami'.

Certification will increase the value of assets and

support compliance with social and environmental
regulations. Among the most important certifications
ISO 14001 is a global environmental management tool
adopted by hotels and restaurants to certify their
commitment to sustainability. This standard establishes
requirements for implementing environmental
management systems, preventing, reducing or
controlling impacts while maintaining a socioeconomic
balance. Although ISO 14001 is not mandatory, many
hospitality organizations opt for it because of its ability
toimprove
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environmental performance and customer satisfaction.
Its adoption can help hotels reduce their environmental
impact, optimize resources, and manage waste efficiently.

In addition, being certified can result in increased sales
and revenue, as it demonstrates a visible commitment
to sustainability and can improve customer perception

. This standard also encourages the periodic

assessment of legal compliance, ensuring that
that establishments comply with applicable
environmental regulations and avoid possible sanctions.

grupo social
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https://www.ey.com/es_es/rethinking-sustainability/sostenibilidad-tsunami-regulatorio-iii
https://www.ey.com/es_es/rethinking-sustainability/sostenibilidad-tsunami-regulatorio-iii
https://sustainablehospitalityalliance.org/wp-content/uploads/2020/05/Business-Case-for-Sustainable-Hotels-digital.pdf
https://www.aenor.com/certificacion/medio-ambiente/gestion-ambiental
https://ecommons.cornell.edu/server/api/core/bitstreams/220e2386-fac7-4985-8825-a901176b161f/content
https://ecommons.cornell.edu/server/api/core/bitstreams/220e2386-fac7-4985-8825-a901176b161f/content
https://ecommons.cornell.edu/server/api/core/bitstreams/220e2386-fac7-4985-8825-a901176b161f/content
https://www.eurofins-environment.es/es/legislacion-iso-14001-de-medio-ambiente-para-hoteles-y-restaurantes/#%3A~%3Atext%3DVentajas%20de%20la%20ISO%2014001%2Cy%20gesti%C3%B3n%20de%20los%20residuos
https://journals.sagepub.com/doi/10.1177/1938965513503488
https://journals.sagepub.com/doi/10.1177/1938965513503488
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OPPORTUNITY AREA 2

Green bonds, the ace in the h
sustafffable finance

Green bonds can represent a strategic opportunity for
sustainable tourism, aligning regulations and financing
with environmental goals, according to this Cornell
University analysis. BNP Paribas Markets plans to issue
green bonds

of 600,000 million dollars (about 517,800

The growing importance of environmental, social and
governance (ESG) criteria in the financial field presents
an unparalleled opportunity for hotels immersed in a
sustainable regulatory environment, recognizing that
effective management of these aspects not only
mitigates risks, but also unlocks investment
opportunities sustainable. An example of this is the
increase in investment in assets managed under ESG
criteria, which exceed

already 374,700 million euros, according to the
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million euros) this year, which will increase to

850,000 million in the next two years. With this growing
demand for responsible investments, the issuance of
green bonds in the sector is presented as a way to
finance projects that improve energy efficiency,
promote the conservation of destinations and promote
sustainable practices.

' o

_
h -

Sustainable and Responsible Investment in Spain
2023 study, by Spainsif, the benchmark platform for
this type of investment. Hotels_thatincorporate
practices and strategies aligned with ESG principles
can benefit from the growing demand for socially
and environmentally responsible investments.
Hosteltur stands out

the example of the Villa Le Blanc Gran Melia hotel, in
which the REIT Atom has invested €32 million to help
the establishment to equip itself with sustainable
infrastructure.

Rigour and traceaﬁlgtj’ <
fage W

The tightening of the regulatory framework on
sustainability at the European level, especially the entry
into force of the Directive against greenwashing, is
shifting the focus of the discourse towards evidence and
traceability. This context opens up a strategic opportunity
for the tourism sector: to transform

the ability to measure, verify, and report

ILUNION
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Environmental and social impacts on a competitive
asset as a differentiating factor. Transparency and
rigour strengthen the reputation of the tourism industry,
facilitate access to sustainable financing and reinforce
the confidence of customers, investors and
institutions.
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https://www.bnpparibas.es/es/el-mercado-de-bonos-sostenibles-evoluciona-a-nivel-global/
https://www.bnpparibas.es/es/el-mercado-de-bonos-sostenibles-evoluciona-a-nivel-global/
https://www.pwc.com/us/en/industries/consumer-markets/library/esg-reporting-in-hospitality.html
https://www.finanzas.com/esg/industria/blackrock-desafia-la-retirada-global-de-fondos-esg/
https://www.finanzas.com/esg/industria/blackrock-desafia-la-retirada-global-de-fondos-esg/
https://ideas.pwc.es/archivos/20231006/por-que-los-criterios-esg-son-rentables-y-crean-valor/
https://www.pactomundial.org/leyes-directivas-normativas-sostenibilidad/directiva-ecoblanqueo-greenwashing/
https://www.pactomundial.org/leyes-directivas-normativas-sostenibilidad/directiva-ecoblanqueo-greenwashing/
https://www.spainsif.es/wp-content/uploads/2023/10/Estudio_de_Mercado_2023_Spainsif.pdf
https://www.spainsif.es/wp-content/uploads/2023/10/Estudio_de_Mercado_2023_Spainsif.pdf
https://www.spainsif.es/wp-content/uploads/2023/10/Estudio_de_Mercado_2023_Spainsif.pdf
https://toolkit.bii.co.uk/sector-profiles/hospitality/
https://toolkit.bii.co.uk/sector-profiles/hospitality/
https://toolkit.bii.co.uk/sector-profiles/hospitality/
https://www.hosteltur.com/155239_los-criterios-esg-ya-son-un-must-en-las-transacciones-de-hoteles.html
https://cse-net.org/es/investors-prioritizing-esg-2026/
https://cse-net.org/es/investors-prioritizing-esg-2026/

TREND 08

Managing Resource Scarcity:
The Hotel Industry Value Chain

Where do we start from? State of the art

Despite the strong economic disruptions of the last four
years, the world economy hasshown remarkable
resilience inthe face of the crisis resulting from the
pandemic, supply problems, inflation and monetary policy
adjustments, according to the Global Economic Prospects
report of the World Bank. The organization welcomes
the recovery of global supply chains and highlights the
good performance, especially in the last year, of
exports of services, including tourism.

However, the economy has also been affected by
geopolitical tensions and, especially in Europe, by the
war in Ukraine and the resulting energy crisis, which
has highlighted the vulnerabilities that can arise in
increasingly complex and concentrated supply chains,
as explained by the

World Economic Outlook 2025 report by the IEB
Economic Institute. This reality, coupled with the global
climate crisis, highlights the need to improve the
resilience of value chains.

The United Nations warns that climate change is a
threat multiplier, as it intensifies the scarcity of
resources and worsens the situation of social,
economic and environmental factors. An example of
this is the situation in the industrial sector, where 91%
of companies suffer the effects of resource scarcity,
which has led 67% of them to increase their
investment in circular economy initiatives, according to
the study Circularity: no time to waste. In general, raw
materials are the scarcest commodity, followed by
energy and labor.
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This concern reaches the tourism sector, with a high
consumption of resources and with significant

challenges in terms of sustainability and responsible
use. In addition, studies support the idea that the
exploitation of natural resources has a detrimental
impact on the sector's income and tourism demand.
In this context, hotels play a crucial role in mitigating
these problems and promoting more sustainable and
efficient practices.

In the hospitality industry, resource scarcity
translates into operational and financial challenges,
as well as the need to adapt to a stricter regulatory
environment for sustainability. Hotels rely heavily on
resources such as water, energy, and food, and
inefficient management of these resources can have
a significant impact on their profitability and
reputation.

In the hospitality
industry, resource
scarcity translates into
challenges
operational and financial and
in stricter sustainable
regulatory environments
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https://www.imf.org/es/Publications/WEO/Issues/2024/01/30/world-economic-outlook-update-january-2024
https://openknowledge.worldbank.org/server/api/core/bitstreams/7fe97e0a-52c5-4655-9207-c176eb9fb66a/content
https://openknowledge.worldbank.org/server/api/core/bitstreams/7fe97e0a-52c5-4655-9207-c176eb9fb66a/content
https://www.caixabankresearch.com/es/analisis-sectorial/turismo/factores-detras-del-alza-precios-del-sector-turistico
https://www.ieb.es/wp-content/uploads/2025/01/IEB-monografico-Perspectivas-de-la-Economia-Mundial-2025_compressed.pdf
https://www.un.org/en/climatechange/science/climate-issues/human-security
https://resources.news.e.abb.com/attachments/published/111923/en-US/B890993BA0E5/ABB-Circularity_No_Time_To_Waste_.pdf
https://www.unwto.org/es/desarrollo-sostenible/eficiencia-de-recursos-en-el-turismo
https://www.unwto.org/es/desarrollo-sostenible/eficiencia-de-recursos-en-el-turismo
https://www.pactomundial.org/noticia/turismo-sostenible-viaje-al-presente-y-al-futuro/
https://www.sciencedirect.com/science/article/pii/S0301420723010954#sec5
https://www.nature.com/articles/s41586-024-07147-z
https://www.researchgate.net/publication/369484718_Green_Supply_Chain_Management_in_Hotel_Industry_A_Systematic_Review
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Areas of opportunity for the hotel sector

The World Tourism Organization explains that, as a
cross-cutting economic sector, tourism has an
extended and fragmented value chain that requires
the collaboration of

By collaborating effectively with the rest of the
agents in the value chain, they can

identify and more efficiently address challenges
related to resource scarcity and sustainability in
general. This can include building strategic alliances,
improving supplier relationships, engaging

in sustainable development initiatives and
coordination in the implementation of

a wide range of stakeholders, from different levels and
branches of government to the private sector and civil
society.

responsible, according to the firm specializing in
supply chains GEP. Hotels can lead and participate in
initiatives to promote sustainability and responsible
resource management with environmental
certification programs, promote good practices
among suppliers, and raise awareness among
guests

on the importance of reducing your environmental
footprint during your stay.

Concrete measures need to be taken to reduce
environmental impact and optimize the use of
resources in hotels, as explained in the article Green
Supply Chain Management in Hotel Industry: A
Systematic Review. This involves implementing water
and energy conservation practices, such as installing
water-saving devices and utilizing fountains

renewable energy. To this end, technological advances

such as Artificial Intelligence offer

ILUNION
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opportunities to improve resource efficiency, from
smart energy management systems to water
recycling and reuse solutions. In addition, work can
be done on reducing food waste and promoting
sustainable agriculture practices in the food supply
chain. The use of certified environmental

management systems and the adoption of
responsible purchasing policies are also important.
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https://www.e-unwto.org/doi/epdf/10.18111/9789284420605
https://hospitalityinsights.ehl.edu/moving-hospitality-forward-with-sustainable-supply-and-value-chains
https://www.researchgate.net/publication/369484718_Green_Supply_Chain_Management_in_Hotel_Industry_A_Systematic_Review
https://www.researchgate.net/publication/369484718_Green_Supply_Chain_Management_in_Hotel_Industry_A_Systematic_Review
https://www.researchgate.net/publication/369484718_Green_Supply_Chain_Management_in_Hotel_Industry_A_Systematic_Review
https://www.researchgate.net/publication/369484718_Green_Supply_Chain_Management_in_Hotel_Industry_A_Systematic_Review
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://sustainablehospitalityalliance.org/resource/hotel-water-measurement-initiative/
https://wttc.org/news-article/ai-set-to-revolutionise-travel-and-tourism-says-latest-wttc-report
https://wttc.org/news-article/ai-set-to-revolutionise-travel-and-tourism-says-latest-wttc-report
https://www.gep.com/blog/strategy/supply-chain-management-in-hospitality-sector-challenges-solutions
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There is a need to strengthen the capacity of tourism
value chains to address challenges related to resource
scarcity. Analyze sources of supply, develop
contingency plans for emergency situations, and foster
innovation in resource management to ensure
operational continuity even in adverse environments.
Hotels can reduce their vulnerability to resource
shortages by maintaining good inventory
management, diversifying their supplier base,and
building strong relationships with multiple trading partners.
Find local suppliers and

OPPORTUNITY AREA 4

Operational energy

efficiency

Water and energy scarcity is consolidated as a structural
variable in the tourism sector. Migrate to deeper
operational efficiency models

—real-time measurement, consumption reduction and
circular economy— reduces dependency

of critical resources, mitigates operational and

climate risks and improves service continuity.

C Lunion

Hotels

regional resources can help minimize the risks
associated with dependence on imported resources
and ensure a more sustainable supply. Examples
include some recent initiatives, such as this
Sustainable Hospitality Alliance project toimprove
the local supply chains of several hotel chains in eight
African countries. In addition, itis crucial to improve
the efficiency of logistics processes, from receiving
goods to storage and distribution, to help reduce
waste and optimize the use of resources along the
value chain.

In addition, it generates savings, strengthens ESG
reputation and prepares assets for more demanding
regulations.
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https://cdn.leverist.de/prod/6990/handbook-diversification-in-tourism.pdf
https://cdn.leverist.de/prod/6990/handbook-diversification-in-tourism.pdf
https://www.emerald.com/insight/content/doi/10.1108/IJOPM-09-2022-0567/full/html
https://sustainablehospitalityalliance.org/giz-supply-chain-partnership-africa/
https://sustainablehospitalityalliance.org/giz-supply-chain-partnership-africa/
https://www.mckinsey.com/industries/travel-logistics-and-infrastructure/our-insights/logistics-disruptors-data-driven-insights-for-greener-shipping
https://www.ithotelero.com/noticias/el-93-de-los-hoteles-mide-su-consumo-de-agua-y-el-77-aplica-medidas-de-ahorro-el-sector-avanza-hacia-una-gestion-mas-sostenible/
https://www.ithotelero.com/noticias/el-93-de-los-hoteles-mide-su-consumo-de-agua-y-el-77-aplica-medidas-de-ahorro-el-sector-avanza-hacia-una-gestion-mas-sostenible/
https://www.ithotelero.com/noticias/el-93-de-los-hoteles-mide-su-consumo-de-agua-y-el-77-aplica-medidas-de-ahorro-el-sector-avanza-hacia-una-gestion-mas-sostenible/
https://www.ithotelero.com/noticias/el-93-de-los-hoteles-mide-su-consumo-de-agua-y-el-77-aplica-medidas-de-ahorro-el-sector-avanza-hacia-una-gestion-mas-sostenible/
https://www.ithotelero.com/noticias/el-93-de-los-hoteles-mide-su-consumo-de-agua-y-el-77-aplica-medidas-de-ahorro-el-sector-avanza-hacia-una-gestion-mas-sostenible/

TREND 09

Collaborative economy

Where do we start from? State of the art

The exchange of goods and services on digital platforms
between users has registered a meteoric rise in the
last ten years, transforming the way people share
resources, goods and services. The trend is expected to
continue and the global sharing economy is expected
to increase to market value

of 793,680 million dollars in 2031 (728,972 million
euros), compared to 150,000 million dollars in 2023
(137,770 million euros), a growth of 32% annually,
according to the analysis firm Proficient Market

Insights.

Tourism and the hotel sector have not been immune to
this revolution. Collaborative economy platforms such
as Airbnb or Uber have redefined the way travelers find
accommodation and get around, challenging
traditional industry models, as the World Bank
acknowledges.

The sharing economy has become ingrained in
modern culture due to factors such as
accessibility to technology, ease of

access, the search for authentic experiences, and

ILUNION

Hotels

the preference for more personal interactions. In the
tourism field, travelers are not only looking for places
to stay, but also unique experiences thatreflect the
authenticity of the destination, being seen as people
and not just as consumers, according to this
Accenture analysis.

Already at the birth of this trend, the consulting firm PwC
predicted that tourism, especially in the
accommodation branch, would be one of the five
economic sectors with the greatest potential in this
area, altering the business status quo. In the hotel
sector, this phenomenon has posed challenges and
opportunities. On the one hand, it has increased
competition and required hotels to rethink their
strategies to attract travelers. On the other hand, it has
promoted

innovation and personalization of services to adaptto
changing consumer demands, which has increased
the connection with guests and social presence of
hotel companies, according to the study The sharing
economy in the hospitality sector of the journal
Nature.
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https://www.statista.com/statistics/830986/value-of-the-global-sharing-economy/
https://www.statista.com/statistics/830986/value-of-the-global-sharing-economy/
https://www.globenewswire.com/news-release/2023/09/20/2746224/0/en/Sharing-Economy-Market-Size-793680-0-Billion-by-2031-at-CAGR-of-32-01-CAGR-which-is-Booming-Strong-Growth-in-the-Globe-till-2031.html
https://www.globenewswire.com/news-release/2023/09/20/2746224/0/en/Sharing-Economy-Market-Size-793680-0-Billion-by-2031-at-CAGR-of-32-01-CAGR-which-is-Booming-Strong-Growth-in-the-Globe-till-2031.html
https://news.airbnb.com/airbnb-q4-2023-and-full-year-financial-results/#%3A~%3Atext%3DOverview%20of%20Q4%20and%20full%2Dyear%20results%26text%3DRevenue%20of%20%242.2%20billion%20grew%2Cour%20most%20profitable%20fourth%20quarter
https://investor.uber.com/news-events/news/press-release-details/2024/Uber-Announces-Results-for-Fourth-Quarter-and-Full-Year-2023/default.aspx
https://documents1.worldbank.org/curated/en/161471537537641836/pdf/Tourism-and-the-Sharing-Economy-Policy-Potential-of-Sustainable-Peer-to-Peer-Accommodation.pdf
https://www.accenture.com/us-en/blogs/travel/unified-travel-experience
https://www.accenture.com/us-en/blogs/travel/unified-travel-experience
https://www.accenture.com/content/dam/accenture/final/industry/consumer-goods-and-services/document/Accenture-Resilient-Consumer-Study-2023.pdf#zoom%3D40
https://www.pwc.com/hu/en/kiadvanyok/assets/pdf/sharing-economy-en.pdf
https://www.similarweb.com/top-websites/spain/travel-and-tourism/accommodation-and-hotels/
https://www.similarweb.com/top-websites/spain/travel-and-tourism/accommodation-and-hotels/
https://www.nature.com/articles/s41599-022-01379-y
https://www.nature.com/articles/s41599-022-01379-y
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Areas of opportunity for the hotel sector

The rise and success of the collaborative economy; led
by accommodation, transport or delivery platforms ,
has transformed the

rules of the game in the hotel sector, but the entry of
new accommodation models has driven dynamics of
adaptation of the traditional actors in the tourism
sector, which leaves room to maintain
competitiveness. As this Boston Hospitality Review
article explains, hotels aren't just looking to add
attributes and home-sharing experiences to their
properties to compete in

OPPORTUNITY AREA 1

Sustainability and social impact in

'potlight :
——

Hotels must continue to develop green initiatives
and integrate sustainable practices into their
management, aligning with the growing demand for
sustainable development options.
environmentally friendly travel. The growth of the
sharing economy and shared consumption also
means that customers are increasingly asking
companies to actively engage with the community
and have a greater social impact. The collaborative
economy implies reuse

of goods and services, which are shared,

C 1union
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more effectively, but also seek to take advantage of
the general business model based on the
collaborative economy. In essence, they are adapting
their traditional approach to include elements of the
sharing economy, such as community engagement
and resource sharing. The hotel industry has the
opportunity to transform challenges into advantages,
leveraging innovation and

adapting to the changing expectations of modern
travelers.

g

as a way to contribute to sustainability. Environmental
awareness is a growing trend and hotels can stand out by
adopting sustainable practices in their operations and
promoting collaboration with local initiatives to
minimize environmental and social impact, as explained
in the report A sustainable future for travel by the travel
agency Intrepid Travel. For example, activities that are
respectful of

the environment, community volunteering programs

or joining local recycling and waste management
systems.

grupo social
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https://revistas.ucm.es/index.php/REVE/article/view/92554
https://revistas.ucm.es/index.php/REVE/article/view/92554
https://books.google.es/books/about/The_Sharing_Economy_and_the_Tourism_Indu.html?id=lz5lEAAAQBAJ&redir_esc=y
https://books.google.es/books/about/The_Sharing_Economy_and_the_Tourism_Indu.html?id=lz5lEAAAQBAJ&redir_esc=y
https://books.google.es/books/about/The_Sharing_Economy_and_the_Tourism_Indu.html?id=lz5lEAAAQBAJ&redir_esc=y
https://www.bu.edu/bhr/2018/10/31/airbnb-and-the-hotel-industry-the-past-present-and-future-of-sales-marketing-branding-and-revenue-management/
https://www.bu.edu/bhr/2018/10/31/airbnb-and-the-hotel-industry-the-past-present-and-future-of-sales-marketing-branding-and-revenue-management/
https://retos-directivos.eae.es/que-es-la-economia-colaborativa-y-cuales-son-sus-beneficios/
https://www.intrepidtravel.com/sites/intrepid/files/basic_page/files/A%20Sustainable%20Future%20For%20Travel%20From%20Crisis%20To%20Transformation-231016-02.pdf
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One of the advantages offered by hotels is the Professionalization of services can benefit hotels when it
constant quality of their services and professional comes to attracting and retaining customers. In this
customer service , something that is difficult to sense, the rewards and loyalty programs that hotels have
match for collaborative economy services are also an advantage over collaborative economy

that connect a customer with another individual models, especially in business travel.

as a provider. Marketing strategies that
emphasize this difference, and

Establishing strategic partnerships with sharing such as CloudBeds, according to Hotel Tech Report' s
economy platforms to expand visibility and attract new analysis.Collaboration may include exclusive offers,
customer segments or partnering with landlords who joint promotions, or integration of services. Taking
offer services in the local community, is a good way to collaborative business models as an example, the hotel
capitalize on the sharing economy. Some hotels are industry can create online communities, exclusive
already taking advantage of Airbnb by publishing their membership programs or additional services in
inventory on the platform collaboration with local suppliers, in addition to offering
through hotel management platforms them its own services.

C Lunion @ A gocht.
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https://academica-e.unavarra.es/bitstream/handle/2454/46688/Sanchez_WhyDoGuests.pdf?sequence=1&isAllowed=y
https://www2.deloitte.com/content/dam/Deloitte/us/Documents/consumer-business/us-travel-hospitality-industry-outlook-2024.pdf
https://amadeus.com/en/insights/research-report/business-travel-trends-2024#modal-2116693330
https://hoteltechreport.com/news/airbnb-hotels-impact
https://hoteltechreport.com/news/airbnb-hotels-impact
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Various studies support the impact that platforms such
as Airbnb and short-term rentals have had on
residential communities and the rise in rental prices.
This, coupled with the lack of standardization and
regulation compared to traditional hotels, according to
the European Parliament, fragments the market

and could lead to potential risks to guests, as this
analysis also explains

OPPORTUNITY AREA

Technological transfa;ﬁ‘iatlon
for the dlgltalguest ¥e i

of the University of Navarra. The regulatory
compliance offered by hotels, together with their
professionalism and experience, are advantages

to be taken into account for the sector. The

security and solvent experience offered by the
Hotels are differential factors that the sector must
promote to influence the choice of guests over other
agents of the collaborative economy.

The sharing economy is redefining the way the
hospitality sector operates, so technological
transformation becomes crucial to adapt to the
demands of a new type of digital traveler. This
includes moving forward

in the digitization of services to deliver more
personalized and engaging guest experiences, for
example, through the use of

ILUNION
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Al to generate personalized recommendations, virtual
reality for immersive previews of accommodations or
mobile applications to manage reservations and
communicate with guests, as well as facilitate check-in
and

other digital services. According to Euromonitor

International's  barometer, 67% of consumers are

expected to book online.
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https://www.researchgate.net/publication/378434718_Challenges_of_the_Collaborative_Economy_in_Regulation_and_Assumption_of_Responsibility_From_Airbnb_to_Uber
https://www.sciencedirect.com/science/article/pii/S0264275123000641
https://www.europarl.europa.eu/news/en/press-room/20240223IPR18094/new-rules-for-a-responsible-and-transparent-short-term-rental-sector
https://academica-e.unavarra.es/bitstream/handle/2454/46688/Sanchez_WhyDoGuests.pdf?sequence=1&isAllowed=y
https://go.euromonitor.com/report-2026-global-consumer-trends.html
https://go.euromonitor.com/report-2026-global-consumer-trends.html
https://go.euromonitor.com/report-2026-global-consumer-trends.html
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OPPORTUNITY AREA 6 -
Blockchain technology
Breaks into the hotel sector

-

Blockchain technology represents a significant
opportunity for hospitality companies looking to
adapt to the sharing economy and differentiate
themselves in an increasingly competitive market.
First, by providing a secure and transparent way to
track transactions, the integration

of hotel services with blockchain could streamline
many of the processes involved in booking,
payment, and hotel stay. It would also help improve
security, transparency and trustin the

OPPORTUNITY AREA 7
Regulatory rebalanci

transactions and streamline the booking process.

Second, integrating this technology enables areas of
collaboration and, for example, hotels can work
together with each other to share relevant
information securely, as well as collaborate with
suppliers

to improve the traceability and quality of products. In
addition, collaboration with travel agencies and
booking platforms can streamline the booking and
payment processes, improving the customer
experience.

The regulation of tourist accommodation is
reconfiguring the accommodation ecosystem

in numerous destinations. This process opens up an
opportunity for the tourism sector: to anticipate
regulatory scenarios, order the offer and reinforce
professional models aligned with urban and
territorial sustainability.
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A strategic reading of this evolution allows us to
reduce uncertainty and consolidate a more stable
competitive framework.
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https://medium.com/%40sophie.loecher/the-potential-application-of-blockchain-technology-in-the-hotel-industry-307d3e4b0e74
https://www.nature.com/articles/s41599-023-02051-9
https://www.nature.com/articles/s41599-023-02051-9
https://www.rtve.es/noticias/20251008/gobierno-anuncia-creacion-observatorio-vivienda-turistica-espana/16762077.shtml
https://www.nature.com/articles/s41599-023-02051-9

TREND 10

Brands with a purpose

Where do we start from? State of the art

Growing social and environmental awareness has
transformed the way companies address their impact
on society and the environment. As sustainability and
social responsibility gain global relevance, brands are
driven to embrace a purpose beyond

profit maximization. This shift in business perception
reflects the demand of modern consumers,
especially younger ones, who value authenticity and
seek out brands committed to ethical practices and
social causes, as revealed by Amazon Ads' annual
Higher Impact study. The report points out that

84% of global consumers are rethinking their needs
to shop more sustainably and seven out of ten
support brands that contribute money or material
to causes important to them; placing healthcare,
health and well-being, the economy, the

environment and poverty as central issues.

In response to this demand, the specialized consulting
firm in sustainability Quiero, in its guide From brands
with a purpose to impact brands, recognizes that
companies have begun to apply changes to move in
that direction, but warns that in many cases that
purpose does not

It is activated in a clear and realistic way, falling into
greenwashing, which has consequences on the brand
and reputation. It recommends defining an active,
clear and tangible, related purpose

with a specific problem or cause and addressitin a
systemic way and with a regenerative vision.

According to the World Tourism Organization's brand
manual, in this sector, the brand refers to the essence
or set of basic characteristics of a product or
destination, which encompasses its personality and
makes it unique and distinct

of the competition. In the field of tourism, this

ILUNION
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The evolution of brand purpose translates into a
growing preference for destinations and services that
integrate sustainable practices and offer authentic
and responsible experiences

One industry in which human branding is
extremely important, although highly
undervalued, is the tourism or hospitality
industry, according to the study Human
branding: from attachment strength to loyalty,

since it is an industry highly influenced by personal
interactions, which significantly influences the
tourist's experience. The analysis explains that, in the

hotel sector, having a great human brand together
with the offer of a great service becomes an
important competitive advantage and, therefore,
entails the possibility of developing a feeling of
loyalty, attachment, kinship, and even a community
of followers with consumers.

One industry in which the human
brand is extremely important,
though vastly undervalued, is
industry

of tourism or hospitality

by the consulting firm Edelman assesses the level of
consumer trust and credibility in different types of
organizations, and ranks the hotel sector as the
fifth most trusted by consumers, with a significant
increase in trust in the last year.
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https://www.mdpi.com/2076-3387/13/4/105
https://www.mdpi.com/2076-3387/13/4/105
https://www.mdpi.com/2076-3387/13/4/105
https://www.repository.utl.pt/bitstream/10400.5/28668/1/Human%20branding%20%20from%20attachment%20strength%20to%20loyalty.pdf
https://www.repository.utl.pt/bitstream/10400.5/28668/1/Human%20branding%20%20from%20attachment%20strength%20to%20loyalty.pdf
https://www.mckinsey.com/featured-insights/the-next-normal/hotels
https://www.mckinsey.com/featured-insights/the-next-normal/hotels
https://www.mckinsey.com/industries/consumer-packaged-goods/our-insights/consumers-care-about-sustainability-and-back-it-up-with-their-wallets
https://www.mckinsey.com/industries/consumer-packaged-goods/our-insights/consumers-care-about-sustainability-and-back-it-up-with-their-wallets
https://advertising.amazon.com/library/guides/2023-higher-impact-power-of-purpose-driven-brands
https://drive.google.com/file/d/1EnkR3IqyZVAdYnxbjo99QvjvE2HgKexy/view
https://drive.google.com/file/d/1EnkR3IqyZVAdYnxbjo99QvjvE2HgKexy/view
https://issuu.com/bibliotecaperiodismoturistico/docs/handbook_on_tourism_-_destination_b
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Areas of opportunity for the hotel sector

The implementation of sustainable practices,
corporate social responsibility initiatives and the
alignment of values with guest expectations are key to
stand out in a market where the most human brands
are valued

The BrandSpark Most Trusted Awards 2024
analysis by the research firm BrandSpark
International, concludes that trust plays a
fundamental role in the decisions of consumers
around the world. Increase the

brand value and differentiate yourself from the
competition

Companies in the tourism sector can carry out
unique initiatives to contribute directly

society by raising its brand value, and the hotel
sector does so, for example, through the provision
of meeting spaces for social causes or through free
overnight stays

for associations or contribution of funding or
knowledge to specific causes, as Exceltur explains.
The employers' association assures that the future of
the sector lies in strengthening its commitment to

ILUNION

Hotels

and preferred by conscious consumers, especially
younger generations. Hotels can apply a few key
strategies to boost their brand with purpose.

Through purpose is possible for the hotel sector,
through building trust, making deeper and more
authentic connections with consumers, according to
the aforementioned Amazon Ads study.

workers, customers and local society by aligning

their objectives with the United Nations 2030
Agenda and incorporating the social and
environmental vision into their activity.

To this end, Exceltur recommends betting on sectoral
and intersectoral alliances, which help to combine
objectives and manage actions of all actors related to
tourism, whether public, private or social agents.

grupo social
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https://www.brandsparkmosttrusted.com/
https://www.brandsparkmosttrusted.com/
https://www.exceltur.org/wp-content/uploads/2023/05/AtlasMunicipalEspecializacionTuristica.pdf
https://www.exceltur.org/wp-content/uploads/2023/05/AtlasMunicipalEspecializacionTuristica.pdf
https://www.exceltur.org/wp-content/uploads/2023/05/AtlasMunicipalEspecializacionTuristica.pdf
https://www.exceltur.org/wp-content/uploads/2020/11/Exceltur-Informe-completo-Contribuci%C3%B3n-Social-del-Sector-Tur%C3%ADstico-171120.pdf
https://www.edelman.com/trust/2023/trust-barometer/special-report-brand-trust
https://www.edelman.com/trust/2023/trust-barometer/special-report-brand-trust
https://turismo.gob.es/es-es/estrategia-turismo-sostenible/paginas/index.aspx
https://www.exceltur.org/wp-content/uploads/2023/05/Nota-de-prensa-Atlas-de-Contribucion-Social-del-Turismo-EXCELTUR.pdf
https://www.unwto.org/es/turismo-agenda-2030
https://www.unwto.org/es/turismo-agenda-2030
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OPPORTUNITY AREA 3

Less sustainable travel,
"Mor‘e h.‘an«;susgingﬁl
' -
*
‘a4

While sustainability is a hot topic, consumers are Increase customer engagement. For example, hotels
faced with very different realities ranging from may offer bicycles or walking maps, develop locally
inflation to personal concerns, so the sourced dining options, or invite guests to pick
Accenture, inits report The human paradox, vegetables from the garden for dinner. Also
recommends that tourism companies develop their it is possible to link the tourist stay with social
strategies focused on the human factor, making involvement, such as Hilton Hotels' initiative with
sustainability easier to understand and apply, more Clean World to collect used bars of soap, recycle
identifiable and more human, to improve the value them and distribute them among people from
proposition and vulnerable groups.

In a context of growing social and territorial scrutiny, and local communities reinforces social acceptance
the purpose evolves from an element of of tourism and contributes to building long-term
communication to a framework of legitimacy, also in trust.

the tourism sector. Articulate purposes that connect
tourism activity with the positive impact that this activity
generates in destinations
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https://www.mckinsey.com/industries/travel-logistics-and-infrastructure/our-insights/next-stop-for-spanish-tourism-excellence-sustainability
https://www.accenture.com/us-en/insights/song/our-human-moment
https://www.accenture.com/us-en/insights/song/our-human-moment
https://www.accenture.com/us-en/blogs/travel/traveling-sustainably
https://www.forbes.com/sites/brentgleeson/2024/09/18/4-reasons-purpose-driven-companies-outperform-the-competition/
https://www.forbes.com/sites/brentgleeson/2024/09/18/4-reasons-purpose-driven-companies-outperform-the-competition/
https://www.forbes.com/sites/brentgleeson/2024/09/18/4-reasons-purpose-driven-companies-outperform-the-competition/
https://thewashfoundation.org/wp-content/uploads/2022/04/1-CTW_-Hilton-Partnership.pdf
https://thewashfoundation.org/wp-content/uploads/2022/04/1-CTW_-Hilton-Partnership.pdf
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Where do we start from? State of the art

Mental health has become a growing concern,
affecting people of all ages and walks of life, to the
point of becoming the main health problem,
according to the Global Health Service Monitoring
study by the research firm Ipsos. Stress,

Anxiety and other mental disorders are becoming
more common due to a variety of factors, including
work pressures, economic challenges, political
uncertainty, and lifestyle changes. The World Health
Organization warns that more than 25% of the world's
population reports feelings of social isolation and
loneliness and predicts that more than 900 million
people around the world will experience a mental
health disorder, with depression and anxiety being the
most common. The

context is particularly difficult for young people and
children, as the European Commission warns, and the
IV Youth Barometer 2025: Health and well-being of the
Mutua Madrilefia Foundation and Fad Juventud.

The World Health
Organization warns that
more than 25% of

The world's population
reports feelings of social
isolation and loneliness

ILUNION
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In a global study conducted by travel agency
eDreams, 92% of the 10,000

respondents say that traveling has a very beneficial
impact on their mental health. The

this figure is higher in Mediterranean countries and

in Spain it amounts to 97% of respondents.

Therefore, promoting destinations and tourism
experiences that promote emotional well-being and
offer support services can be a differentiating factor in
choosing a destination. Research supports that rest
linked to travel, and especially those linked to outdoor
activities and in nature, are good for mental health, as
explained by the study Tourism as a Tool in Nature-Based
Mental Health.

In the hotel industry, mental health care has

become essential to providing a positive and
satisfying experience to the

guests. Hilton 's 2025 Travel Report shows that 50% of
travelers are looking to travel to address physical or
mental well-being, for example,

What hotels should not only care about offering
quality amenities and services, but also about
creating a welcoming and safe environment that
promotes the emotional well-being of visitors. The
quality of the environment, the level of service and
the attention to detail can all play a role

significantly in the perception of the guest and in their
overall satisfaction during their stay.

50% of travelers seek to
travel to address physical or
mental well-being
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https://www.ipsos.com/sites/default/files/ct/news/documents/2025-10/Ipsos_Servicios%20de%20Salud_Report2025-ESP.pdf
https://www.who.int/teams/social-determinants-of-health/demographic-change-and-healthy-ageing/social-isolation-and-loneliness
https://www.who.int/teams/social-determinants-of-health/demographic-change-and-healthy-ageing/social-isolation-and-loneliness
https://www.who.int/teams/social-determinants-of-health/demographic-change-and-healthy-ageing/social-isolation-and-loneliness
https://www.who.int/health-topics/mental-health#tab%3Dtab_2
https://www.who.int/health-topics/mental-health#tab%3Dtab_2
https://www.who.int/health-topics/mental-health#tab%3Dtab_2
https://www.consilium.europa.eu/en/press/press-releases/2023/11/30/mental-health-member-states-to-take-action-across-multiple-levels-sectors-and-ages/
https://www.centroreinasofia.org/publicacion/barometro-juventud-salud-bienestar-2025/
https://www.centroreinasofia.org/publicacion/barometro-juventud-salud-bienestar-2025/
https://www.centroreinasofia.org/publicacion/barometro-juventud-salud-bienestar-2025/
https://www.centroreinasofia.org/publicacion/barometro-juventud-salud-bienestar-2025/
https://www.centroreinasofia.org/publicacion/barometro-juventud-salud-bienestar-2025/
https://www.edreamsodigeo.com/a-year-in-travel/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/#%3A~%3Atext%3DTourism%20can%20contribute%20to%20tourist%2Ccan%20improve%20their%20mental%20health
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/#%3A~%3Atext%3DTourism%20can%20contribute%20to%20tourist%2Ccan%20improve%20their%20mental%20health
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/#%3A~%3Atext%3DTourism%20can%20contribute%20to%20tourist%2Ccan%20improve%20their%20mental%20health
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/#%3A~%3Atext%3DTourism%20can%20contribute%20to%20tourist%2Ccan%20improve%20their%20mental%20health
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/#%3A~%3Atext%3DTourism%20can%20contribute%20to%20tourist%2Ccan%20improve%20their%20mental%20health
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Areas of opportunity for the hotel sector

Wellness tourism is booming and the Global Wellness
Institute expects it to grow by 21% to reach $1.3
trillion by 2027. In Spain, Exceltur notes in its Tourism
Perspectives report, the consolidation of the

a trend of high prioritization of travel spendingin
the search for greater physical and emotional well-
being, which opens up a range of opportunities for
the hotel sector.

The hotel sector can capitalise on the wellness tourism

trend by developing targeted offers that promote
guests' mental health and well-being, as reported by
Hosteltur. This may include onboarding

of spa services, relaxation activities such as yoga

and meditation, as well as the offer of

OPPORTUNITY AREA 2

Nature, a balm for the mind

healthy eating options and exercise programs. In
these environments, information can also be
provided or value added

added through workshops or events on how to
manage stress, anxiety, and otherrelated issues.

Hotels can take advantage of the natural
environment to offer experiences that promote
guests' mental well-being. This can include creating
outdoor spaces

such as gardens, walking paths, or contemplation
areas, where guests can connect with nature and
enjoy the mental health benefits it offers

C Lunion

Hotels

contact with the natural environment. In addition to
the hotel's facilities, outdoor services such as
excursions, hiking trails, water activities or outdoor
sports can be offered. A study in the journal Nature
showed immediate benefits to the brain before and
after taking an hour-long walk in a forest.
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https://globalwellnessinstitute.org/industry-research/the-global-wellness-economy-looking-beyond-covid/
https://globalwellnessinstitute.org/industry-research/the-global-wellness-economy-looking-beyond-covid/
https://globalwellnessinstitute.org/industry-research/the-global-wellness-economy-looking-beyond-covid/
https://www.exceltur.org/wp-content/uploads/2024/02/Informe-Perspectivas-N87-Balance-del-ano-2023-y-previsiones-para-2024.pdf
https://newsroom.es.paypal-corp.com/2023-09-12-Mejorar-el-bienestar-emocional-y-reducir-los-gastos-de-viaje-5-tendencias-que-han-marcado-esta-temporada-turistica
https://newsroom.es.paypal-corp.com/2023-09-12-Mejorar-el-bienestar-emocional-y-reducir-los-gastos-de-viaje-5-tendencias-que-han-marcado-esta-temporada-turistica
https://newsroom.es.paypal-corp.com/2023-09-12-Mejorar-el-bienestar-emocional-y-reducir-los-gastos-de-viaje-5-tendencias-que-han-marcado-esta-temporada-turistica
https://www.hosteltur.com/161246_como-aprovechar-las-nuevas-tendencias-de-turismo-para-consolidar-liderazgo.html
https://www.hosteltur.com/162516_la-falta-de-personal-se-agrava-los-hoteles-dejan-de-hacer-cantera.html
https://www.futuremarketinsights.com/reports/yoga-and-meditation-a-part-of-wellness-tourism-overview
https://www.futuremarketinsights.com/reports/yoga-and-meditation-a-part-of-wellness-tourism-overview
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/
https://www.ncbi.nlm.nih.gov/pmc/articles/PMC9602562/
https://www.nature.com/articles/s41380-022-01720-6
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Like hom

Creating physical environments that promote calm open spaces with natural light and rooms that
and well-being is crucial to meeting the needs of incorporate design elements that encourage
travelers. Hotels can design their spaces to include relaxation and rest.

green areas,

OPPORTUNITY AREA 4
Luxury Experiences for

Mental Care

The report Qutlook on the high-end market in Spain, Expertly designed mindfulness . In addition,

carried out by McKinsey for Circulo Fortuny, certifies personalized attention can be provided to each

the upward trend in luxury tourism and emphasises guest, ensuring that their needs

haute cuisine, emotional and mental care are attended to in an
hospitality and well-being as its key levers. Hotels individualized manner and with a high level of quality.
can offer exclusive services thatgo beyond the Not only does this create a memorable experience for
conventional, such as personalized spa treatments, guests, but it also positions the hotel as a luxury
holistic wellness therapies, and wellness programs. wellness destination that attracts guests looking for an

exclusive experience.
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https://globalwellnessinstitute.org/press-room/statistics-and-facts/
https://www.researchgate.net/publication/372657691_Creating_Wellness_Tourism_Experiences
https://www.researchgate.net/publication/372657691_Creating_Wellness_Tourism_Experiences
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OPPORTUNITY AREA 5

Employees, the most |mpor3;a
guests

Some studies support a worsening of mental

health in the sector's workforce

hotel, especially after the pandemic, in parallel with
what happened with the general population. It is
important to foster an organizational culture of
support and understanding in the workplace, and
there is also the option of implementing
comprehensive wellness programs

including psychological support services,
counseling, and resources to help employees
manage stress,

anxiety and other mental health problems. These
programs may include meditation and relaxation
sessions, group activities, and skills training.

The growing focus on mental health expands the
traditional concept of wellness in tourism. The industry

has an opportunity to embed emotional well-being
into both the traveler experience and that of the
employees themselves

ILUNION
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of the sector, responding to new social expectations
and contributing to a more sustainable tourism
activity from a human point of view.
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https://www.researchgate.net/publication/362653562_How_emotional_labor_affect_hotel_employees%27_mental_health_A_longitudinal_study
https://www.rsph.org.uk/about-us/news/one-in-five-hospitality-workers-suffer-from-work-related-severe-mental-health-issues.html
https://www.emerald.com/insight/content/doi/10.1108/IJSBI-06-2023-0037/full/html
https://www.emerald.com/insight/content/doi/10.1108/IJSBI-06-2023-0037/full/html
https://globalwellnessinstitute.org/press-room/statistics-and-facts/
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Social awareness:
Diversity, Equity, and

Inclusion

V

Where do we start from? State of the art

Social awareness, understood as awareness and action
regarding diversity, equity and inclusion (DE&I), has
become a fundamental pillar in contemporary society.
This movement embraces the notion that all

people, regardless of their origin, gender, race,
orientation, condition, or

capacity, deserve equal opportunities and treatment.
This trend is not only manifested in the everyday
environment, but has also left a significant mark on
the business environment, transcending beyond
regulations and giving rise to new strategic elements
of the culture of organizations, corporate purpose
and competitiveness, as stated in the

the Adecco Foundation's 2024 Diversity, Equity

and Inclusion Trends report. In fact, 76% of
companies in the word cite diversity and inclusion
among their priorities, according to the consulting
firm PwC.

In tourism, increased social awareness has
influenced how travelers choose destinations and
experiences that reflect inclusive values. Modern
tourists are looking for

destinations that respect and value diversity in all
its forms. This demand has led to the integration of
social awareness not only

in the choice of destinations, but also in the selection
of accommodation and services. The sector takes this
context into account and, according to the first
diversity report by the World Travel & Tourism
Council (WTTC), in some markets analysed, such as
the United Kingdom or the United States, tourism
employed more LGBTQ+ workers or people with some
type of disability than the economy as a whole. The
report points out that 60% of the companies analysed
have staff dedicated to their inclusion and diversity
policies.

In the hotel sector, social awareness has triggered
changes in the way establishments manage their
staff, interact with local communities

and adapt their facilities to be more inclusive.
Diversity becomes an asset, and hotels seek not only to
attract a varied audience, but also to contribute to a
more equitable and fair environment.

In hospitality, social awareness has promoted logistical
and talent changes to interact with local communities

and be more inclusive

ILUNION
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https://www.mmgyglobal.com/news/new-international-study-shows-u-s-black-travelers-are-more-influenced-by-concerns-about-safety-and-representation-in-marketing-than-european-black-travelers/
https://www.mmgyglobal.com/news/new-international-study-shows-u-s-black-travelers-are-more-influenced-by-concerns-about-safety-and-representation-in-marketing-than-european-black-travelers/
https://www.mmgyglobal.com/news/new-international-study-shows-u-s-black-travelers-are-more-influenced-by-concerns-about-safety-and-representation-in-marketing-than-european-black-travelers/
https://www.mmgyglobal.com/news/new-international-study-shows-u-s-black-travelers-are-more-influenced-by-concerns-about-safety-and-representation-in-marketing-than-european-black-travelers/
https://researchhub.wttc.org/product/creating-belonging-diversity-equity-inclusion-belonging-in-travel-tourism-2023
https://researchhub.wttc.org/product/creating-belonging-diversity-equity-inclusion-belonging-in-travel-tourism-2023
https://gacetadelturismo.com/hoteles/iberostar-primera-hotelera-que-recibe-el-sello-diversity-leading-company-por-la-promocion-de-la-diversidad-e-inclusion/
https://www.thinkwithgoogle.com/intl/en-emea/future-of-marketing/management-and-culture/diversity-and-inclusion/booking-inclusive-travel-hospitality/
https://www.thinkwithgoogle.com/intl/en-emea/future-of-marketing/management-and-culture/diversity-and-inclusion/booking-inclusive-travel-hospitality/
https://www.thinkwithgoogle.com/intl/en-emea/future-of-marketing/management-and-culture/diversity-and-inclusion/booking-inclusive-travel-hospitality/
https://fundacionadecco.org/azimut/diversidad-equidad-e-inclusion-3-definiciones-basicas/
https://fundacionadecco.org/azimut/diversidad-equidad-e-inclusion-3-definiciones-basicas/
https://fundacionadecco.org/tendencias-diversidad-equidad-inclusion/
https://fundacionadecco.org/tendencias-diversidad-equidad-inclusion/
https://fundacionadecco.org/tendencias-diversidad-equidad-inclusion/
https://www.pwc.com/gx/en/services/workforce/global-diversity-and-inclusion-survey.html
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Areas of opportunity for the hotel sector

Research shows that more diverse companies are
more successful at attracting and retaining talent and
fostering innovation. But the success of an DE&I
strategy is only achieved when

systems, managers and staff foster an inclusive and
diverse environment without losing opportunities or
talent, according to the analysis of the consulting

firm McKinsey.

Hoteliers that have all three key elements are best
placed to respond to challenges, attract the best talent
and respond to the needs of their wide variety of
guests, as explained by the research Diversity and
inclusion in hospitality and tourism. Guests from all
over the world come to a hotel with very varied
backgrounds and cultures, so having a workforce that
reflects this diversity guarantees a

The strategies implemented to achieve a standard of
true diversity, equity and inclusion must cut across all
areas of hotel activity: in staff selection, in professional
promotion, in terms of training, work-life balance and
co-responsibility. These

ILUNION

Hotels

deeper understanding of customer needs and better
service delivery.

Diverse teams bring a rich range of perspectives and
ideas, fostering creativity and innovation, which are
essential to continue

being competitive. In addition, an inclusive workplace
attracts top talent and also retains them, resulting in a
more stable and engaged workforce.

Strategies are not only a matter of the Human
Resources department, but must permeate
organizational culture and being presentin internal
communication and in all policies and procedures,
especially promoted by management, as explained by
the Adecco Foundation.
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https://www.emerald.com/insight/content/doi/10.1108/IJCHM-11-2023-120/full/pdf?title=guest-editorial-diversity-and-inclusion-in-hospitality-and-tourism
https://www.emerald.com/insight/content/doi/10.1108/IJCHM-11-2023-120/full/pdf?title=guest-editorial-diversity-and-inclusion-in-hospitality-and-tourism
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://www.mckinsey.com/capabilities/people-and-organizational-performance/how-we-help-clients/diversity-equity-and-inclusion
https://fundacionadecco.org/azimut/tendencias-diversidad-equidad-inclusion/

ILUNION Hotels Trend Report 2026-2027

11 | SOCIAL AWARENESS: DIVERSITY, EQUITY AND INCLUSION

It is important to promote accessibility at all stages of
the journey, from transport to accommodation and
tourist attractions, ensuring that all people, regardless

of their physical or cognitive abilities, can fully enjoy
themselves

of tourist experiences without barriers or
discrimination. For hotels, it is possible to turn
accessibility into a competitive advantage by
ensuring that all people, including those with
physical or cognitive disabilities, can fully enjoy their
stay. This implies not only complying with accessibility
standards in the

hotel facilities, such as ramps, elevators, and adapted
rooms, but also offer additional services that enhance
the experience for all guests, such as Braille
information, menus in accessible formats, and
personalized assistance for people in need

special. By prioritizing accessibility at all stages of the
journey, from booking to stay, the hotel company
demonstrates its commitment to inclusion and
diversity, while expanding its customer base and
enhancingits reputation as a socially responsible brand
thatis aware of the needs of all its guests.

The purchase expense of a tourism entity (catering,
outsourcing of services, maintenance, amenities,
technology, works, logistics, MICE, etc.) can become a
direct driver of social and territorial inclusion. Design
a procurement policy with a focus
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incdusive — that prioritizes local and diverse

suppliers, promotes employment of groups
underrepresented and ensures fair conditions—allows
the positive scope of atourism entity's actions to be
expanded beyond internal operation.
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TREND 13

Talent Management
in the face of new
hybrid work models

Where do we start from? State of the art

The growing adoption of hybrid work models, driven
by technological advancements and changes in work
dynamics, has redefined talent management in the
business environment. This shift in the way of working,
boosted by the increase in teleworking due to the
COVID-19 pandemic , has led to greater flexibility in
location and working hours, challenging traditional
employment structures. At the present time,
compared to the 100% remote work of the months of
the pandemic, data from the National Institute of
Statistics (INE) support that companies are opting for a
hybrid format to a greater extent.

Faced with this paradigm shift, organizations are

forced to adapt to attract and retain talent, as

well as to

Maximize employee productivity and engagement. A
study by the Social Observatory of the La Caixa
Foundation concludes that the reconciliation and
improvement of personal and family life is one of the
most important aspects of the work-life balance.

one of the most valued elements in this new labor
system where teleworking is gaining prominence.

The INE survey reflects that

Workers consider their experience with this

modality to be very positive, with an average of 8.6
points out of 10.

In the tourism sector, which encompasses a wide
range of roles and functions, talent management is
faced with the need to balance seasonal demand and
fluctuations in demand with the growing preference
for flexible working models. The sector employs 2.6
million workers, according to the latest figures from
the Ministry of Tourism, and, despite the recovery
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of activity after the pandemic stoppage, in the last
year it has also had to deal with staff shortages. By
2026, studies suggest that Spain will exceed the
record number of tourists

international and expenditure reaching 91 million
visitors and 125,000 million euros of spending. Its
forecast is that the sector will contribute 15% of GDP
and 20% of the direct and indirect employment
generated in the coming decades.

The figures highlight the need to attract and retain the
right talent for the hospitality industry. Attracting and
retaining skilled employees in an environment
characterized by labor mobility and changing
expectations become crucial aspects for operational
success and service quality. In hotels, talent
management is also impacted by the need to adaptto
more flexible and attractive work structures.

Spain continues to exceed
the record of international
visitors year after year and

the number of visitors, far
exceeding the barrier of 90

million visitors and 125,000
million euros of expenditure
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https://nosotros.infojobs.net/wp-content/uploads/2023/03/Informe-Anual-InfoJobs-Esade-2022.pdf
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Areas of opportunity for the hotel sector

The implementation of remote collaboration
technologies, professional development programs
adapted to hybrid work and employee well-being
strategies gain prominence

when it comes to maintaining committed teams and

In a competitive environment affected by

talent shortages and turnover, CEHAT

He assures that benefits programs are essential

for attracting and retaining talent in the hotel
sector, in addition to

benefit the employer brand image. Within the benefit
plans, the confederation highlights those that have to
do with health

and well-being (physical, emotional, and financial).
On the other hand, in the face of the current
economic uncertainty, hotel companies may not be
able to

.
i)

The transition of the hotel work environment does not
only refer to the modalities of work, but hybridization
also points to the employment itself; to all those
traditional jobs that will have to incorporate more
technical and
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efficient. Creating work environments that foster

connectivity, work-life balance, and career growth
are key to differentiating and strengthening
employer branding in the hospitality industry.

have as much room for manoeuvre to implement
flexible remuneration strategies or increase spending
on employee social benefits. Instead, the consulting
firm WTW recommends increasing the possibilities of
choice and flexibility (flexible shifts, rotation, rest days,
day off

on birthdays...) and expand work-life balance

options. Another element that can help increase

staff satisfaction is, for example, offering discounts

on hotel services.

Digitalisation of newly created functions or positions
linked to new technologies. The article Hybrid jobs of

the future, by Hosteltur, emphasizes how the

incorporation of advanced technologies and the
automation of
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repetitive tasks, derives in hybrid job profiles

that combine technical and commercial skills. An
example is the hotel reception, where the
traditional receptionist evolves into a profile that
includes skills

techniques for managing automated systems and,
atthe same time, commercial capabilities

OPPORTUNITY AREA 3

Conmmitinent to© stratedies

OHOTESS|

Offering a stable and friendly work environment is
necessary to retain talent and protect productivity.
CEHAT recommends that

hoteliers are committed to training and professional
development in combination with work-life balance,
to increase the feeling of belonging of the workforce
and retain talent. This implies

e R

Reconfiguration of tounsm_

employment

The transformation of job expectations is forcing
the tourism sector to rethink its employment
models. This context opens up a strategic
opportunity: to evolve

towards work proposals that integrate stability,
professional development, well-being and social
recognition.
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to make upselling sales and recommend products
from the destination. On the other hand, the need for
professionals specialized in the analysis of big data
and the interpretation of biometric data requires the
incorporation of new profiles and newly created
positions.

Establish career plans, mentoring strategies and
training programs adapted to new hybrid work
models. In addition, the implementation of job rotation
plans that take into account teleworking and flexibility
will offer additional incentives to build employee loyalty.

Reconfiguring tourism employment allows improving
the attraction and retention of talent and raising the
quality of service.
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TREND 14

Technological disruption:
Hyperconnectivity

Where do we start from? State of the art

Technology has infiltrated virtually every aspect of
everyday life and the increasing interconnectedness
of devices has generated a hyper-connected
environment where_consumers are constantly online,
accessing a wealth of information and services through
their different devices. However, this
hyperconnectivity has also led to an increased
awareness of

The need to disconnect digitally

and finding a healthy balance between the digital
world and the real world. In fact, accordingto a
study by the cybersecurity company Kaspersky, 70%
of the Spanish population is technologically
dependent.

In the tourism industry, technological disruption
has transformed the way travelers plan, book, and
experience their trips. From searching for
destinations to booking accommodation and
exploring local activities, travelers now rely heavily
on technology to meet their needs and preferences.
Google Travel data shows that 74% of tourists
already plan their trips online. The

The proliferation of mobile apps, online booking
platforms and virtual assistance services has made the
travel process easier, but also

it has generated a greater dependence on

digital connectivity.
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For hotels, this hyperconnectivity presents both
opportunities and challenges.

On the one hand, hotels can take advantage of
technology to offer more personalized

experiences adapted to needs

from contactless check-in and check-out to the
personalization of services through mobile
applications,

technology can improve customer satisfaction and
operational efficiency, as analyzed in the study
Improving the service industry with

hyper-connectivity. However, over-reliance on

technology can also alienate certain customer
segments that are looking for a more authentic and

disconnected experience. The study Between escape

and retumn: Rethinking daily life and travel in

selective unplugging

highlights that, in an increasingly digitized world,

some travelers value the opportunity to
disconnect, enjoy the

present moment and reconnect with local nature and
culture without digital distractions.

Google Travel data
shows that 74% of
tourists already plan their
trips by

internet
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Areas of opportunity for the hotel sector

Hoteliers are embracing technology in multiple
aspects, from customer service to operational
management, in the quest to improve their guest
experience and be more efficient. The technological
applications of the

Travelers expect personalized experiences and
greater interaction with their surroundings, even
within their hotel room. The Internet of Things (loT)
offers

The ability to meet these expectations by allowing
guests to interact with all elements of their room
intuitively and conveniently. From adjusting
lighting and temperature to controlling electronic
devices, such as TVs and

Blinds, guests can customize their surroundings
according to their preferences. In addition,

OPPORTUNITY AREA 2
Mobile applications,

indispensable allies of hotel
management

The growth of mobile apps in the B2B sector, i.e.,

in the business realm, continues to increase due to
their convenience

and ability to keep businesses connected. More and
more travelers are valuing these apps for their
ability to reduce the cost of
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Smart hotels include the use of artificial intelligence,
data analytics, the Internet of Things and mobile apps,
without losing sight of the necessary balance between
the connected and real worlds.

The implementation of electronic keys on customers'
mobile devices facilitates check-in and check-out,
guaranteeing greater security in access to the room. On
the other hand, collecting data through this
technology helps hoteliers better understand guest
behavior and adapt their services and perform predictive
maintenance, so thatinternal processes can be optimized and
operational efficiency improved, according to PwC.

stress associated with travel planning, and a
significant portion would be willing to use apps that
offer incentives. In fact, 76% of global tourists find
that mobile apps reduce the stress of trip planning,
according to Booking.
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OPPORTUNITY AREA 3

Virtual reality opens up a
World of Possibilities

Hotels are embracing virtual reality (VR) as an
innovative way to enhance the guest experience. From
virtual tours of hotel facilities to immersive
experiences showcasing local destinations, VR is being
used to offer guests a

It's important to find the right balance between the
convenience of technology and the authentic
experience that hotels offer. To meet the demand of
customers looking to disconnect, experiences that
promote digital disconnection can be created, such as
wellness retreats, outdoor activities, and technology-
free spaces. Offline time

OPPORTUNITY AREA 5

Hyperconnectivity

Management

Detailed and exciting insight into what to expect during

your stay. This integration not only adds value to the
customer experience, but also positions the hotel as a
leader in technology and becomes an important ally of
the marketing strategy.

digital is usually considered as a more real experience,
as time for oneself or quality time, according to the
study Creating opportunities for temporary
disconnection: How tourism professionals provide
alternatives to being permanently online, which is
committed to nature and cultural activities as a
counterpoint to hyperconnectivity.

Hyperconnectivity redefines the traveler's
relationship with destinations and services, but it
also generates digital saturation. Managing this
environment consciously, balancing technology and
human presence, allows us to improve the quality of
the experience and differentiate the

C Lunion
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tourism proposal in highly digitized
environments.
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Customer Experience

and hyper-
personalization

Where do we start from? State of the art

The pace of technological change has completely
redefined consumer expectations, a transition driven
by widespread access to technology, which has made
it possible to collect and analyze data more
effectively, giving companies the ability to understand
the specific needs and wants of each customer, in the
words of the consulting firm McKinsey. In the same
sense, the article

Forbes Business Council's Why Traditional

Customer Service Is Over And Hospitality Is The
Future argues that, in a world where artificial
intelligence (Al) can respond to queries instantly

24 hours a day, the

Personalization is consolidated as the key to the
future of customer experience.

By prioritizing personalized customer experience,
businesses can increase retention and loyalty, expand
their market share, and ultimately their profits. In
another analysis,

McKinsey explains that, in general, successful
experience-based growth strategies can increase
cross-sell rates by 15% to 25% and improve customer
satisfaction and engagement by 20% to 30%.

The traditional approach to offering standard tourism
services has evolved towards a highly personalised
customer experience. There is a paradigm shift in the
perception of tourism and hotel services, where
guests are not only looking for a place to stay, but a
unique experience that suits their individual
preferences. The study Experience is everything by
the consulting firm PwC, says

thatthe hotel sector is one of the branches of tourism
where experiences have the greatest influence on
customers' purchasing decisions, as well as other
magnitudes such as price or quality of service.

The hotel sector is one of the branches of tourism
where experiences have the greatest influence on

customers' purchasing decisions
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Areas of opportunity for the hotel sector

There is no single strategy to achieve success
through hyper-personalization and create a
memorable customer experience. Every guest
has needs and tastes

individuals, so it is necessary to have the right tools to
generate solutions adapted to any solution and
consumer:

Al applications can interpret complex data and
behavior patterns, learn from them, and predict
customer needs.

These tools can help hotels identify demand
patterns, anticipate and meet these needs with a
greater degree of personalization and make a more
efficient allocation of resources, as explained by the
World Travel & Tourism Council (WTTC). Analyzing
behavior and consumption patterns, pricing
strategies can be adapted

O PEORTUNI

"‘Big;ij;\;;éio':é ntici pate

__—Guest prefer

Personalizing guest experiences means for hotels to
collect and analyze large volumes of data about their
preferences and behaviors. Big data helps revenue
management, rate optimization, and profits by
analyzing data such as occupancy rates, current
bookings, and external events. It also allows you to
identify
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and loyalty programs according to personal
preferences. Al can also be an ally to create services
according to the customer's previous experiences and,
of course, an essential tool to automate tasks, such as
meal reservations, flight changes or service purchases.
For the WTTC,

Al has evolved from an opportunity to a strategically

vital business tool for creating more sustainable,
personalized, and meaningful travel experiences.

preferences and trends in the services and activities
associated with the sector. On the other hand, it helps
to identify and analyze data to apply in segmented
targeted marketing strategies and optimize online
advertising campaigns, in addition to analyzing
comments and reviews on social networks to better
adapt its services.
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Big data helps with revenue management, rate optimization, and profits

by analyzing data such as occupancy rates, current bookings, and

OPPORTUNITY AREA 3

Customer Relationship Manager (CRM)

systems and multichannel services for a
5-star experience

external events

The integration of these two elements allows
customer information to be managedina
comprehensive way, ensuring consistent and
personalized communication across various
channels, which will result in a better experience
and a more personalized hotel experience,
according to Salesforce. The CRM acts as a
centralized repository of customer data, from
booking histories to individual preferences. By
leveraging stored information, hotels can anticipate
guest needs and offer highly personalized services.
For example, a hotel can use CRM to remember a
customer's food preferences and offer tailored
dining options during their stay. For its part, the
Implementation of multichannel services makes it
possible

.~
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The hotel sector must bet on sustainability strategies,

since guests, increasingly
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Interact with the hotel through their preferred
channels, whether from the mobile app, website,
social media, a chat, or phone support. Not only does
this provide convenience to the customer, but it also
gives the hotel the opportunity to collect additional
data about their preferences and behaviors in
different contexts. The combination of CRM and multi-

channel services facilitates seamless, personalized

communication at all stages of the customer journey,
from planning toheck-out. For example, the hotel can
send personalized offers through the mobile app,
providing booking updates via text message and
collecting feedback and reviews through social media
platforms, all managed efficiently through the CRM.

more, they seek to stay in places that respect the

environment and are more demanding about the
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materials with which hotels are built, the way food is
processed and served, recycling, energy efficiency,
water management, etc. Guests themselves are also
already implementing measures to increase the
sustainability of

according to a Booking report, 74% of customers turn
off the air conditioning in the accommodation when
they are not in the room, 66% reuse the same towel
several times and 57% use their own reusable water
bottle.

The proportion of people aged 65 and over is
increasing at a much faster rate than other age
groups, so it is expected that by 2050 16% of the
world's population will be over 65 years of age,
according to projections by the United Nations
United. The ageing of the population opens up a long-
term market niche for the hotel sector, linked to the
so-called silver economy

or silver economy. This age group is generally
characterized by having a higher income and
spending capacity. In addition, their preference for
tourism is confirmed; seven out of ten have gone on
holiday in the last year and 76% plan to travel this
year, especially within Spain, according to the IV
Barometer of the senior consumer . The report states
that hotels are the most common type of
accommodation for them

OPPORTUNITY ARu 6

Trust-based personalizition o

(54%) on their journeys. Tourism destinations should
seize the opportunity by tailoring their offerings to
meet the needs and preferences of this segment of the
population, from travel programs designed specifically
for seniors to creating friendly and accessible
infrastructure for seniors. The latest edition of the
biannual report of the National Observatory of

Outbound Tourism (ObservaTUR), predicts an

evolution of the senior market above other segments,
taking into account the size and capacity of the target
market, with a customer that is the driving force

of demand and has a high capacity for influence. This
trend not only presents economic opportunities for
hotels, but also promotes inclusion and diversity in

the sector.

Hyper-personalization is evolving towards models
that prioritize utility and real value for the traveler
over the intensive use of data. The tourism sector
has the opportunity to offer personalized
experiences that respect the

ILUNION
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context, privacy, and customer expectations. When

personalization is perceived as a service that simplifies
decisions and improves the experience, itis
consolidated as a key factor of loyalty and sustainable
differentiation.
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New models
Tourism

Where do we start from? State of the art

Changes in consumer habits, new sustainability
standards and the search for different experiences are
marking the evolution of the global economy.
Companies are looking to adapt to consumers who
prioritize their well-being and expect that

brands personalize their goods and services based on
their tastes and mood, according to Euromonitor
International. Inits Global Consumer Trends 2024 report,
it explains that consumers want to stop thinking about
what stresses them out on a daily basis and that, with
their purchases, they seek to relieve their anxieties and
break away from the mundane.

The research organization The Conference Board
explains that consumer psychology has changed since
the pandemic and, in plain sight,

of wars and geopolitical tensions, their behavior

is marked by uncertainty and they tend to "live
today and spend

today", a trend especially true in the younger
generation.

ILUNION

Hotels

The tourism sector is no stranger to this search for
moments evocative of positive feelings with the
premise of leaving worries behind, even if it is for a
few days. When it comes to

In order to respond to this strategic trend, the
complexity of what KPMG calls a generational
paradigm shiftis added: the traditional model in

which tourists booked packages in their countries of
origin is added to the

the new profiles that demand a differentiated offer
of products and services. They are looking for
unique experiences, tailored to their individual
tastes and preferences, rather than following the
standard itineraries offered by conventional
packages. This leads to several models

coexisting at the same time and to which each
destination and element of the tourism value chain
must adapt, to attract its potential customers.
Specialization to learn about different identities,
cultures and preferences will be the key for the hotel
companies to learn about the different identities,
cultures and preferences.

can respond correctly to this demand, according to the
consultancy.
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Areas of opportunity for the hotel sector

The tourism industry is undergoing a significant
transformation driven by various factors that have
redefined traveler preferences and the way hospitality
businesses

operate, with the emergence of new models of
tourism adapted and embracing more diverse and
personalized concepts.

This new trend in the tourism sector encompasses
sustainability and responsibility from three axes: the
environment, the economy and society.

with the aim of reducing the negative impact and
promoting cultural conservation and local
traditions. It also seeks to promote the

local economic development through purchases from
local producers and service providers, generating
employment and improving the quality of

OPPOR:I'UNITY Aﬁ{EAZ W
Connection with nature, a

desire on the rise

life of the receiving community. Hotels can support

the local economy by purchasing products and services
from local suppliers and hiring community
professionals for their services, and promote cultural
preservation by offering experiences that allow guests
to learn about and appreciate the traditions and
customs of the region, as well as promote cultural
preservation.

In the search for greater well-being, more and more
tourists (68%) are looking to surround themselves with
nature to gain mental health, according to the
American Express Travel Global Trends Report. Nature
tourismincludes a wide range of outdoor experiences,

such as adventure trips, hiking, or wildlife viewing trips.

It is one of the types of tourism that registers the
greatest growth and there are studies

ILUNION
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which guarantee its compatibility with a positive
economic impact . Within the context of regenerative

tourism, some destinations are already promoting
alternative business models, which favour coexistence
with the local, are committed to sustainable transport
such as bicycles or

hiking and create unique experiences where nature,
agriculture and community customs are mixed.
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OPPORTUNITY AREA 3
Unique hotels, a
booming trend

Cabins, caravans, teepees, lighthouses or
accommodations adapted to the natural
environment are gaining popularity in the tourist
market. With the aim of specializing and
differentiating themselves from the competition,
more and more hotel openings are taking place

OPPORTUNITY AREA 4

" Global demand

cruise ship prices continue
to rise

After growing by 14%in 2023, 36 million passengers are
expected worldwide in 2024, according to a report by the
Cruise Lines International Association . Hotels are no
strangers to this trend and the combination of their
services together with the offer of cruises is gaining
prominence, as shown by their inclusion in

ILUNION
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unique, demonstrating the growth potential of this
segment, according to Hosteltur. Itis also a response to
the growing trend for destinations adapted to the
natural environment and consumer preferences.

the reference publication Forbes Travel Guide since
2023 or the entry into the sector of two giants such
as Four Seasons or The Ritz-Carlton. The figures for
Spain also support the margin for growth, with a
record of 12 million

cruise passengers last year, according to Hosteltur
and Puertos del Estado.
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Booking assures that more than 40% of tourists, if Madrid, maintain the levels of visits throughout the
they can afford it, prefer to travel outside the high year thanks to the leisure and culture offer, according
season. It isan upward trend, but the data from the to the marketing firm Braintrust.

Tourist Expenditure Survey reflect that the summer
season undoubtedly remains at the forefront in

spending and number of bookings, especially in beach More than 40% Of tourists
destinations, such as the Balearic Islands. Offer prefer to travel outside the
alternatives and diversify . .

Supply is at the heart of deseasonalisation h’gh season, ’f they are
strategies. Other destinations, such as can allow

PPORTUNITY AREA 6
on the road:
| Regeneration

Hilton's trend report ensures that the search for rest the habits of the new generations, such as listening to
will be one of the priorities when choosing the a podcast or regulating exercise before sleeping, to
destination and accommodation, a desire that is adapt their services and products in the rooms.
common to all generations of travelers (generation Z, Relaxation and wellness services are a growing trend,
millennials, generation X and baby boomers). Hotels are and in Europe this market niche is developing, being
looking for new ways to ensure comfort and noise the main region of origin for wellness tourists.
reduction to promote that rest and can take advantage

of

Relaxation and wellness services are on the rise, and Europe is
the main source region
of this type of tourism
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C Hotels A.ONCE


https://news.booking.com/es/informe-de-viajes-sostenibles-2023/
https://www.dataestur.es/general/egatur/
https://stories-editor.hilton.com/wp-content/uploads/2023/10/2024-Trends-Report.pdf
https://www.braintrust-cs.com/espana-necesita-un-plan-de-desestacionalizacion-del-turismo-extranjero/
https://www.cbi.eu/market-information/tourism/wellness-tourism

. .
ILUNION Hotels Trend Report 2026-2027 , e

3 o)
16 | NEW MODELS OF TOURISM Y ’ q ;-

OPPORTUNITY AR EM

gastronomic,
tourismionthe i

In line with the search for greater personal care, other gastronomic, which seeks to explore the local culinary
emerging tourism models are observed, such as luxury, culture and enjoy unique culinary experiences; and solo
which offers exclusive experiences and a high level of tourism, aimed at those who prefer to travel alone to
service; health tourism , focused on activities and experience

services that promote physical and mental well-being; a deeper connection with themselves and their
tourism environment.

®
OPPORTUNITY AREA

Immerse yt%lrs

explore, an

Four out of ten tourists choose their destination A sports car or a concert can be a good way to adapt to
based on its cultural offerings, according to the this trend. Expedia data shows that 70% of travelers
European Commission , and nearly two-thirds of are more likely than ever to travel outside of

travelers say they often or always book their hotel their city to go to a concert and that 40% would use a
based on access to local experiences, according to concert as an excuse to visit a new place.

Hilton. Offer room packages with tickets to a show,

event
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Conclusions

Sustainability has become an imperative for the hotel
industry, not only because of growing regulatory
pressure, but also because of consumer demand and
the need to efficiently manage resources. Energy
optimisation is a strategy

effective to improve hotel efficiency, from the design
of facilities and the use of renewable sources to the
implementation of responsible practices in daily
activity. These measures involve simple changes, such
as replacing lighting and strategies to reduce resource
or food waste, and more comprehensive solutions,
such as waste management and circular economy
programs. Training staff on sustainable practices is also
crucial to lead to more efficient operations and
promote responsible behavior among guests.

Added to this is the need for hotels to move towards
"climate adaptive" tourism models, capable of
responding to extreme heat waves and disruptive
weather events through thermal comfort, risk
communication and operational resilience solutions.
This climate adaptation is consolidated as a structural
component of sustainability, by guaranteeing safety,
well-being and continuity of service in more
demanding environmental scenarios.

Regenerative sustainability offers an opportunity to
revitalize destinations and communities while
minimizing environmental impact. Effective
collaboration along the entire hotel value chain and
participation in local development initiatives are key to
moving in this direction. Redirecting services towards
products that promote well-being and the relationship
with the natural environment, such as ecosystem
recovery tourism, not only responds to the demand for
authentic experiences from travelers, but also
contributes to the conservation of the environment.
The commitment to sustainability also helps to
capitalizethe rise of wellness tourism, for which it is
essential to incorporate comprehensive programs that
address both the physical and emotional needs of
guests, with initiatives such as mindfulness programs
or activities in nature that promote connection and
mutual care.

) ILUNION Hotels

While over-regulation is a challenge in terms of
regulatory compliance and operational costs, it is also
an opportunity for hotel companies to adapt and meet
stricter standards in areas such as energy efficiency,
waste management and emissions reduction. Hotels
that manage to navigate this complex regulatory
environment will increase their business value and
brand reputation.

Both on the operational side of hotels and in customer
service, innovation has become a necessary constant in
the sector. Innovation in all areas of companies boosts
competitiveness and profitability and in the case of
the hotel sector, it also serves to anticipate the
needs of the hotel sector.

of customers. In this sense, it plays a crucial role in
improving the traveler experience and the
competitiveness of destinations. That is why it is
necessary to have innovation teams, capable of
implementing solutions and new products and services
and anticipating market changes.
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Technology also plays a crucial role in improving the
customer experience and operational efficiency in
hotels. The implementation

Internet of Things and mobile apps allow guests to
personalize their experience and facilitate access to
services. Virtual reality can be used to offer a
detailed view of the facilities and local destinations,
adding value to the tourist and positioning the hotel
as a leader in innovation.

The incorporation of advanced artificial

intelligence systems and the reinforcement of
cybersecurity are gaining importance

growing in the modernization of the sector. Al makes
it possible to optimize internal processes, improve
decision-making, and raise the level of
personalization in all phases of the

customer, from pre-booking recommendation toin-
stay interaction. In turn, cybersecurity is consolidated as
an essential element to protect sensitive information,
guarantee operational continuity and strengthen trustin
an increasingly digitized environment.

) ILUNION Hotels

The combination of both dimensions drives
innovation that is safer, more efficient, and aligned
with the expectations of guests and the teams
themselves.

However, it's important to balance the

convenience of technology with the

authenticity of the hotel experience.

Some travelers are looking to disconnect and enjoy
more genuine experiences and hotels can meet this
demand by offering packages

and activities that promote digital disconnection, such
as wellness retreats and technology-free spaces, so
guests can immerse themselves in the present and
fully enjoy their experience.

Likewise, the rise of the collaborative economy has
driven adaptation dynamics in the sector, which seeks
to add attributes and experiences similar to those of
shared housing for

compete effectively and increase synergies with local
actors.

In addition, talent management is presented as

a decisive aspect for companies

Hospitality companies, which must attract and retain
skilled employees in an environment of labor mobility
and changing expectations. The implementation of
remote collaboration, professional development
programs adapted to work

hybrid and employee care strategies are

opportunities to strengthen the employer brand and
differentiate yourself in the market. The promotion of
diversity, equity and inclusion, as well as a commitment

to social responsibility, are vital elements to attract and
retain talent, as well as to strengthen reputation

of the brand and generate a positive impact on society.
In a conscious and demanding market, hospitality
companies that integrate talent management, social
awareness, and a purposeful brand into their
business strategy are better positioned to compete in
the market and generate a positive impact in the long
term.

The adoption of sustainable practices, the integration
of cutting-edge technology and the focus on
customer experience shape a new paradigm in the
hotel sector. These transformations not only
represent a change, but an opportunity for hotels to
become exciting destinations by taking the hotel
experience to a whole new level.
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