
·In three words, what is the Madrid Marriott Auditorium for you?

“Humble, concentration and smile. Smile because as Marriott as this hotel, is very 
important the staff´s attitude and our professionalism to the client.

Concentration. Being focus on the guest as the internal client. For Marriott, the 
associates are the key.

Humble is recognize your mistakes and learn from them, as well as affirm that we´re 
professionals who should be trained constantly.”

·Among so many clients, there are sure to be moments of 
crisis. How is it managed?

The hotel is so big that you can create impossible 
things inside. This is the magic to work here.

“For instance, a cancelled flight could create a complicated 
situation. This issue means to plan very quickly in order for 
the hotel to be prepared for another day. This involve a 
collaboration with the staff which offer a high level of 
flexibility. A cancelled flight can modify the occupancy and 
the next day planning so it´s important all things back to 
normality as fast as it was possible. The hotel is used to this 
kind of process as well as all people who work here who have 
achieved to train ourselves about how to deal with these 
situations.

The hotel is so big that you can create things that seems 
impossible. What you think is a “no”, here you can 
become in “yes”. This is the magic to work here. I´ve 
learnt many things here for this two years and specially from 
that people who have been working more years than me.”

·How would you describe your experience at Marriott?

“Learning thing that I´ve never deal with.”

“I define it as an opportunity where I´ve had the chance to 
doing things that I´ve never thought it was possible in a 
hotel. In a professional level, I´m learning a lot because I´m 
living complicated situations that I´ve never lived in my 
career. Working in a hotel where you can create all you want 
it´s the most important positive aspect: learning things that 
I´ve never deal with.”

·How the refurbishment was lived from inside?

“When you see every single corner so beautiful, you think: it was really 
worth it.”

“It was a tough process. Working in order for the client didn’t noticed anything during 
the refurbishment was the main concern which require work, effort and investment. 
The works were very hard but when you see the results, it´s really satisfactory. And 
here is when the housekeeping department was a really good job.

It´s to be thankful for the effort to leave all areas perfect during the renovation so the 
client didn’t perceive it. When you see everything so beautiful, you realize that it was 
worth it. There´re always many anecdotes. A process like that makes a better team.”

They usually demand it especially if the stuff is an electronic device. When it´s about personal documents, we 
communicate to front desk as soon as possible because we know that anytime the guest will make a call. It´s not the 
first time we´ve go in a hurry to the Airport to give him the documents. It could be happening weekly.

If the client doesn’t demand it, we try to find him but sometimes it´s not easy. If after a reasonable period of time 
they aren´t reclaimed or the client renounces them, we donate them, in this case, to “Mano a Mano”, a non-profit 
association with which Iberia has been working for a long time. The positive side about it is that it goes directly to its 
hangars, so it´s distributed according to needs and in a direct way, without intermediaries.

Besides, as you already know, the hotel´s been refurbished. We used to have another standard with blankets and 
we´ve changed to duvets. What did we do with all these blankets? We donate all of them as well as pillows, curtains 
and textiles. It was distributed to Madrid and African countries. We try to keep a positive social activity as we can. It´s 
exciting to receive the gratitude of these people who cannot access to all our services. We´re promise people.

·In relation to the guests´ petitions. What are the 
strangest things that have been requested?

“We´ve so many requests that we treat them 
with normality”.

The client is very sensible, however having so many 
rooms is possible that different requests become a 
routine. But what really strikes me is the number of 
allergic people we find nowadays. It´s perhaps what is 
drawing attention to me and what we´re currently 
working on at the hotel.

·The clients forget so many times their stuffs. What 
is the most curious object they´ve left on the hotel?

“In the room where we keep the forgotten 
objects, you can find from dentures to 
orthopaedic legs.”

The most surprise thing was when a flag bearer from an 
Olympic team leave their jacket at the hotel. It was 
really worry because there´ve been a national 
relevance. Thinking in that person who could loose 
such a unique opportunity, it was one of the most 
impressive stories.

In the room where we keep the forgotten objects, you 
can find from dentures to orthopaedic legs. And, of 
course, a high volume of suitcases.

We try to transmit to all the people who make up this department that for us are very important. Many times, 
they´re a department that feels like “an ugly duckling”. It´s s a job that the client doesn’t always appreciate, but 
requires. Everything has to be perfect and something clean lasts very little; making it very frustrating.

In the housekeeping department, people are very grateful. Any detail knows how to value it and something very good 
this week is the affection that we´re giving the colleagues of other departments. My department not only works for 
the guest, the satisfaction of the associate is very important: changing rooms, corridors, offices, the uniformity we´re 
all wearing. The invisible part is an area that involves more people than it seems.

In the hotel, between staff of common areas and housekeeping staff, we´re about 100 
people working. Day by day we don’t have much contact between us, but believe me if 
I tell you that I have the luck to work with people that I value as human beings: capable 
and intelligent.

At the hotel, we´ve tried to make a lot of surprises. This week, in the staff dining room 
we´re watching videos of decoration with towels: how to make a swan, a flower, etc. 
We´ve put the figure of each day and we´re leaving towels asking the colleagues to 
practice this decoration with us. We´re also trying to surprise them with some kind of 
detail.

Let’s have some talks with colleagues who collaborate daily with the department, as a 
receptionist and coordinator in house because having the rooms simply perfect. We´ll 
also be accompanied by our General Manager, Pablo Vila, to give us a few words and 
recognize this special job. Every day we´re trying to have an action and many surprises 
to make this week one of the most special one of the year.

“You´ve to work with the external client as well as to the internal one. In order to get the smile in a 
guest you have to make them little tickle”.

The Housekeeping Manager has several and different responsibilities. In my case is a comfortable job because it 
requires to have skills that, for me, are very easy ones. But if you check those from outside you can think differently. 
You´ve to take care about everything is perfect as the internal as external clients and the colleagues.

This week, for example, Marriott is celebrating the international housekeeping week. It´s an excellent opportunity 
to appreciate and admire the daily work. In order to get the smile in guests you have to make them little tickles. This 
sentence is the claim that this department must be.

You must have knowledge about accounts, administration, human recourses, public relations and a high capability to 
organize, but above all, a wide emotional intelligence because you´re working for people.

·How is your daily work?

“Although it could sound strange, the first thing I do is a recognition tour”.

My day starts doing a recognition tour through the hotel. It´s a fantastic way to make a very first initial contact and get 
noticed about how is the hotel. It´s a way to visualize from a client point of view. After that, we check with the room 
area guests´ requests, organization with the maintenance team and check all the works that we´ve to make real and 
plan or even arrange meetings with people responsible of common areas and rooms and see what is going to 
happen during the day. Plan and anticipate is the key.

·What is the International Housekeeping Week?

“It wants to praise and recognize the performance of people who are working in the housekeeping 
department”.

“It is something that, unfortunately in Spain, doesn’t have the same importance that it has internationally. For 
Marriott, the housekeeping department is a very important area in any hotel establishment. That is why the brand 
has been celebrating this international week for many years. It´s intended to praise and recognize the performance of 
the people working on this department.

It´s a difficult task but at the same time is 
very simple. At the Madrid Marriott 
Auditorium we have an App in which our 
guests make us requests before they get 
to the hotel. And, of course, a Guest 
Relations department which is taking 
care about the guest’s petition. That allow 
us to personalize the room. For example, 
we´re having more and more clients with 
any kind of allergy problem to the 
feathers. This is why is very important 
the anticipation in order to the room is 
perfect as well as the information from 
the client.

·Which is the responsibility of a 
Housekeeping Manager?
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“It´s very important 
playing with senses and 

sensations of people. This 
is what it makes us 

different”.

·We´re talking about a hotel with 869 rooms, which is the 
same to talk about 869 experiences. However, Madrid 
Marriott Auditorium is a great building became in home, a 
place full of sensations and experiences. How it that 
possible?

“The most important aspect is the personalization so in the 
surroundings there´re establishments which are doing the things 
very well. At the level of housekeeping department is very 
important, that not only the floor maids take care about the 
cleanliness and the rooms but also playing with with people 
senses. If you don’t get playing with this, you´ll end up becoming 
in one more hotel. It´s essential to observe what is a client needs, 
anticipating and playing with the senses. For instance, with the 
view checking that everything is organized as well as all looks 
attractive; the smell; the touch that will make that you dear to 
walk barefoot trough the room without fear nothing is dirty; the 
ear, don’t disturbing the noise that can cause the AC, a door 
closing… The taste, always offering a detail: chocolates, 
candies…”

·Welcoming to hundreds of people every day has to be a 
complicated task. How it does possible?

 “It´s very important the anticipation in order to 
everything is perfect.”
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senses. If you don’t get playing with this, you´ll end up becoming 
in one more hotel. It´s essential to observe what is a client needs, 
anticipating and playing with the senses. For instance, with the 
view checking that everything is organized as well as all looks 
attractive; the smell; the touch that will make that you dear to 
walk barefoot trough the room without fear nothing is dirty; the 
ear, don’t disturbing the noise that can cause the AC, a door 
closing… The taste, always offering a detail: chocolates, 
candies…”

·Welcoming to hundreds of people every day has to be a 
complicated task. How it does possible?

 “It´s very important the anticipation in order to 
everything is perfect.”



·In three words, what is the Madrid Marriott Auditorium for you?

“Humble, concentration and smile. Smile because as Marriott as this hotel, is very 
important the staff´s attitude and our professionalism to the client.

Concentration. Being focus on the guest as the internal client. For Marriott, the 
associates are the key.

Humble is recognize your mistakes and learn from them, as well as affirm that we´re 
professionals who should be trained constantly.”

·Among so many clients, there are sure to be moments of 
crisis. How is it managed?

The hotel is so big that you can create impossible 
things inside. This is the magic to work here.

“For instance, a cancelled flight could create a complicated 
situation. This issue means to plan very quickly in order for 
the hotel to be prepared for another day. This involve a 
collaboration with the staff which offer a high level of 
flexibility. A cancelled flight can modify the occupancy and 
the next day planning so it´s important all things back to 
normality as fast as it was possible. The hotel is used to this 
kind of process as well as all people who work here who have 
achieved to train ourselves about how to deal with these 
situations.

The hotel is so big that you can create things that seems 
impossible. What you think is a “no”, here you can 
become in “yes”. This is the magic to work here. I´ve 
learnt many things here for this two years and specially from 
that people who have been working more years than me.”

·How would you describe your experience at Marriott?

“Learning thing that I´ve never deal with.”

“I define it as an opportunity where I´ve had the chance to 
doing things that I´ve never thought it was possible in a 
hotel. In a professional level, I´m learning a lot because I´m 
living complicated situations that I´ve never lived in my 
career. Working in a hotel where you can create all you want 
it´s the most important positive aspect: learning things that 
I´ve never deal with.”

·How the refurbishment was lived from inside?

“When you see every single corner so beautiful, you think: it was really 
worth it.”

“It was a tough process. Working in order for the client didn’t noticed anything during 
the refurbishment was the main concern which require work, effort and investment. 
The works were very hard but when you see the results, it´s really satisfactory. And 
here is when the housekeeping department was a really good job.

It´s to be thankful for the effort to leave all areas perfect during the renovation so the 
client didn’t perceive it. When you see everything so beautiful, you realize that it was 
worth it. There´re always many anecdotes. A process like that makes a better team.”
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They usually demand it especially if the stuff is an electronic device. When it´s about personal documents, we 
communicate to front desk as soon as possible because we know that anytime the guest will make a call. It´s not the 
first time we´ve go in a hurry to the Airport to give him the documents. It could be happening weekly.

If the client doesn’t demand it, we try to find him but sometimes it´s not easy. If after a reasonable period of time 
they aren´t reclaimed or the client renounces them, we donate them, in this case, to “Mano a Mano”, a non-profit 
association with which Iberia has been working for a long time. The positive side about it is that it goes directly to its 
hangars, so it´s distributed according to needs and in a direct way, without intermediaries.

Besides, as you already know, the hotel´s been refurbished. We used to have another standard with blankets and 
we´ve changed to duvets. What did we do with all these blankets? We donate all of them as well as pillows, curtains 
and textiles. It was distributed to Madrid and African countries. We try to keep a positive social activity as we can. It´s 
exciting to receive the gratitude of these people who cannot access to all our services. We´re promise people.

·In relation to the guests´ petitions. What are the 
strangest things that have been requested?

“We´ve so many requests that we treat them 
with normality”.

The client is very sensible, however having so many 
rooms is possible that different requests become a 
routine. But what really strikes me is the number of 
allergic people we find nowadays. It´s perhaps what is 
drawing attention to me and what we´re currently 
working on at the hotel.

·The clients forget so many times their stuffs. What 
is the most curious object they´ve left on the hotel?

“In the room where we keep the forgotten 
objects, you can find from dentures to 
orthopaedic legs.”

The most surprise thing was when a flag bearer from an 
Olympic team leave their jacket at the hotel. It was 
really worry because there´ve been a national 
relevance. Thinking in that person who could loose 
such a unique opportunity, it was one of the most 
impressive stories.

In the room where we keep the forgotten objects, you 
can find from dentures to orthopaedic legs. And, of 
course, a high volume of suitcases.

We try to transmit to all the people who make up this department that for us are very important. Many times, 
they´re a department that feels like “an ugly duckling”. It´s s a job that the client doesn’t always appreciate, but 
requires. Everything has to be perfect and something clean lasts very little; making it very frustrating.

In the housekeeping department, people are very grateful. Any detail knows how to value it and something very good 
this week is the affection that we´re giving the colleagues of other departments. My department not only works for 
the guest, the satisfaction of the associate is very important: changing rooms, corridors, offices, the uniformity we´re 
all wearing. The invisible part is an area that involves more people than it seems.

In the hotel, between staff of common areas and housekeeping staff, we´re about 100 
people working. Day by day we don’t have much contact between us, but believe me if 
I tell you that I have the luck to work with people that I value as human beings: capable 
and intelligent.

At the hotel, we´ve tried to make a lot of surprises. This week, in the staff dining room 
we´re watching videos of decoration with towels: how to make a swan, a flower, etc. 
We´ve put the figure of each day and we´re leaving towels asking the colleagues to 
practice this decoration with us. We´re also trying to surprise them with some kind of 
detail.

Let’s have some talks with colleagues who collaborate daily with the department, as a 
receptionist and coordinator in house because having the rooms simply perfect. We´ll 
also be accompanied by our General Manager, Pablo Vila, to give us a few words and 
recognize this special job. Every day we´re trying to have an action and many surprises 
to make this week one of the most special one of the year.

“You´ve to work with the external client as well as to the internal one. In order to get the smile in a 
guest you have to make them little tickle”.

The Housekeeping Manager has several and different responsibilities. In my case is a comfortable job because it 
requires to have skills that, for me, are very easy ones. But if you check those from outside you can think differently. 
You´ve to take care about everything is perfect as the internal as external clients and the colleagues.

This week, for example, Marriott is celebrating the international housekeeping week. It´s an excellent opportunity 
to appreciate and admire the daily work. In order to get the smile in guests you have to make them little tickles. This 
sentence is the claim that this department must be.

You must have knowledge about accounts, administration, human recourses, public relations and a high capability to 
organize, but above all, a wide emotional intelligence because you´re working for people.

·How is your daily work?

“Although it could sound strange, the first thing I do is a recognition tour”.

My day starts doing a recognition tour through the hotel. It´s a fantastic way to make a very first initial contact and get 
noticed about how is the hotel. It´s a way to visualize from a client point of view. After that, we check with the room 
area guests´ requests, organization with the maintenance team and check all the works that we´ve to make real and 
plan or even arrange meetings with people responsible of common areas and rooms and see what is going to 
happen during the day. Plan and anticipate is the key.

·What is the International Housekeeping Week?

“It wants to praise and recognize the performance of people who are working in the housekeeping 
department”.

“It is something that, unfortunately in Spain, doesn’t have the same importance that it has internationally. For 
Marriott, the housekeeping department is a very important area in any hotel establishment. That is why the brand 
has been celebrating this international week for many years. It´s intended to praise and recognize the performance of 
the people working on this department.

It´s a difficult task but at the same time is 
very simple. At the Madrid Marriott 
Auditorium we have an App in which our 
guests make us requests before they get 
to the hotel. And, of course, a Guest 
Relations department which is taking 
care about the guest’s petition. That allow 
us to personalize the room. For example, 
we´re having more and more clients with 
any kind of allergy problem to the 
feathers. This is why is very important 
the anticipation in order to the room is 
perfect as well as the information from 
the client.

·Which is the responsibility of a 
Housekeeping Manager?

·We´re talking about a hotel with 869 rooms, which is the 
same to talk about 869 experiences. However, Madrid 
Marriott Auditorium is a great building became in home, a 
place full of sensations and experiences. How it that 
possible?

“The most important aspect is the personalization so in the 
surroundings there´re establishments which are doing the things 
very well. At the level of housekeeping department is very 
important, that not only the floor maids take care about the 
cleanliness and the rooms but also playing with with people 
senses. If you don’t get playing with this, you´ll end up becoming 
in one more hotel. It´s essential to observe what is a client needs, 
anticipating and playing with the senses. For instance, with the 
view checking that everything is organized as well as all looks 
attractive; the smell; the touch that will make that you dear to 
walk barefoot trough the room without fear nothing is dirty; the 
ear, don’t disturbing the noise that can cause the AC, a door 
closing… The taste, always offering a detail: chocolates, 
candies…”

·Welcoming to hundreds of people every day has to be a 
complicated task. How it does possible?

 “It´s very important the anticipation in order to 
everything is perfect.”



·In three words, what is the Madrid Marriott Auditorium for you?

“Humble, concentration and smile. Smile because as Marriott as this hotel, is very 
important the staff´s attitude and our professionalism to the client.

Concentration. Being focus on the guest as the internal client. For Marriott, the 
associates are the key.

Humble is recognize your mistakes and learn from them, as well as affirm that we´re 
professionals who should be trained constantly.”
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·Among so many clients, there are sure to be moments of 
crisis. How is it managed?

The hotel is so big that you can create impossible 
things inside. This is the magic to work here.

“For instance, a cancelled flight could create a complicated 
situation. This issue means to plan very quickly in order for 
the hotel to be prepared for another day. This involve a 
collaboration with the staff which offer a high level of 
flexibility. A cancelled flight can modify the occupancy and 
the next day planning so it´s important all things back to 
normality as fast as it was possible. The hotel is used to this 
kind of process as well as all people who work here who have 
achieved to train ourselves about how to deal with these 
situations.

The hotel is so big that you can create things that seems 
impossible. What you think is a “no”, here you can 
become in “yes”. This is the magic to work here. I´ve 
learnt many things here for this two years and specially from 
that people who have been working more years than me.”

·How would you describe your experience at Marriott?

“Learning thing that I´ve never deal with.”

“I define it as an opportunity where I´ve had the chance to 
doing things that I´ve never thought it was possible in a 
hotel. In a professional level, I´m learning a lot because I´m 
living complicated situations that I´ve never lived in my 
career. Working in a hotel where you can create all you want 
it´s the most important positive aspect: learning things that 
I´ve never deal with.”

·How the refurbishment was lived from inside?

“When you see every single corner so beautiful, you think: it was really 
worth it.”

“It was a tough process. Working in order for the client didn’t noticed anything during 
the refurbishment was the main concern which require work, effort and investment. 
The works were very hard but when you see the results, it´s really satisfactory. And 
here is when the housekeeping department was a really good job.

It´s to be thankful for the effort to leave all areas perfect during the renovation so the 
client didn’t perceive it. When you see everything so beautiful, you realize that it was 
worth it. There´re always many anecdotes. A process like that makes a better team.”

They usually demand it especially if the stuff is an electronic device. When it´s about personal documents, we 
communicate to front desk as soon as possible because we know that anytime the guest will make a call. It´s not the 
first time we´ve go in a hurry to the Airport to give him the documents. It could be happening weekly.

If the client doesn’t demand it, we try to find him but sometimes it´s not easy. If after a reasonable period of time 
they aren´t reclaimed or the client renounces them, we donate them, in this case, to “Mano a Mano”, a non-profit 
association with which Iberia has been working for a long time. The positive side about it is that it goes directly to its 
hangars, so it´s distributed according to needs and in a direct way, without intermediaries.

Besides, as you already know, the hotel´s been refurbished. We used to have another standard with blankets and 
we´ve changed to duvets. What did we do with all these blankets? We donate all of them as well as pillows, curtains 
and textiles. It was distributed to Madrid and African countries. We try to keep a positive social activity as we can. It´s 
exciting to receive the gratitude of these people who cannot access to all our services. We´re promise people.

·In relation to the guests´ petitions. What are the 
strangest things that have been requested?

“We´ve so many requests that we treat them 
with normality”.

The client is very sensible, however having so many 
rooms is possible that different requests become a 
routine. But what really strikes me is the number of 
allergic people we find nowadays. It´s perhaps what is 
drawing attention to me and what we´re currently 
working on at the hotel.

·The clients forget so many times their stuffs. What 
is the most curious object they´ve left on the hotel?

“In the room where we keep the forgotten 
objects, you can find from dentures to 
orthopaedic legs.”

The most surprise thing was when a flag bearer from an 
Olympic team leave their jacket at the hotel. It was 
really worry because there´ve been a national 
relevance. Thinking in that person who could loose 
such a unique opportunity, it was one of the most 
impressive stories.

In the room where we keep the forgotten objects, you 
can find from dentures to orthopaedic legs. And, of 
course, a high volume of suitcases.

We try to transmit to all the people who make up this department that for us are very important. Many times, 
they´re a department that feels like “an ugly duckling”. It´s s a job that the client doesn’t always appreciate, but 
requires. Everything has to be perfect and something clean lasts very little; making it very frustrating.

In the housekeeping department, people are very grateful. Any detail knows how to value it and something very good 
this week is the affection that we´re giving the colleagues of other departments. My department not only works for 
the guest, the satisfaction of the associate is very important: changing rooms, corridors, offices, the uniformity we´re 
all wearing. The invisible part is an area that involves more people than it seems.

In the hotel, between staff of common areas and housekeeping staff, we´re about 100 
people working. Day by day we don’t have much contact between us, but believe me if 
I tell you that I have the luck to work with people that I value as human beings: capable 
and intelligent.

At the hotel, we´ve tried to make a lot of surprises. This week, in the staff dining room 
we´re watching videos of decoration with towels: how to make a swan, a flower, etc. 
We´ve put the figure of each day and we´re leaving towels asking the colleagues to 
practice this decoration with us. We´re also trying to surprise them with some kind of 
detail.

Let’s have some talks with colleagues who collaborate daily with the department, as a 
receptionist and coordinator in house because having the rooms simply perfect. We´ll 
also be accompanied by our General Manager, Pablo Vila, to give us a few words and 
recognize this special job. Every day we´re trying to have an action and many surprises 
to make this week one of the most special one of the year.

“You´ve to work with the external client as well as to the internal one. In order to get the smile in a 
guest you have to make them little tickle”.

The Housekeeping Manager has several and different responsibilities. In my case is a comfortable job because it 
requires to have skills that, for me, are very easy ones. But if you check those from outside you can think differently. 
You´ve to take care about everything is perfect as the internal as external clients and the colleagues.

This week, for example, Marriott is celebrating the international housekeeping week. It´s an excellent opportunity 
to appreciate and admire the daily work. In order to get the smile in guests you have to make them little tickles. This 
sentence is the claim that this department must be.

You must have knowledge about accounts, administration, human recourses, public relations and a high capability to 
organize, but above all, a wide emotional intelligence because you´re working for people.

·How is your daily work?

“Although it could sound strange, the first thing I do is a recognition tour”.

My day starts doing a recognition tour through the hotel. It´s a fantastic way to make a very first initial contact and get 
noticed about how is the hotel. It´s a way to visualize from a client point of view. After that, we check with the room 
area guests´ requests, organization with the maintenance team and check all the works that we´ve to make real and 
plan or even arrange meetings with people responsible of common areas and rooms and see what is going to 
happen during the day. Plan and anticipate is the key.

·What is the International Housekeeping Week?

“It wants to praise and recognize the performance of people who are working in the housekeeping 
department”.

“It is something that, unfortunately in Spain, doesn’t have the same importance that it has internationally. For 
Marriott, the housekeeping department is a very important area in any hotel establishment. That is why the brand 
has been celebrating this international week for many years. It´s intended to praise and recognize the performance of 
the people working on this department.

It´s a difficult task but at the same time is 
very simple. At the Madrid Marriott 
Auditorium we have an App in which our 
guests make us requests before they get 
to the hotel. And, of course, a Guest 
Relations department which is taking 
care about the guest’s petition. That allow 
us to personalize the room. For example, 
we´re having more and more clients with 
any kind of allergy problem to the 
feathers. This is why is very important 
the anticipation in order to the room is 
perfect as well as the information from 
the client.

·Which is the responsibility of a 
Housekeeping Manager?

·We´re talking about a hotel with 869 rooms, which is the 
same to talk about 869 experiences. However, Madrid 
Marriott Auditorium is a great building became in home, a 
place full of sensations and experiences. How it that 
possible?

“The most important aspect is the personalization so in the 
surroundings there´re establishments which are doing the things 
very well. At the level of housekeeping department is very 
important, that not only the floor maids take care about the 
cleanliness and the rooms but also playing with with people 
senses. If you don’t get playing with this, you´ll end up becoming 
in one more hotel. It´s essential to observe what is a client needs, 
anticipating and playing with the senses. For instance, with the 
view checking that everything is organized as well as all looks 
attractive; the smell; the touch that will make that you dear to 
walk barefoot trough the room without fear nothing is dirty; the 
ear, don’t disturbing the noise that can cause the AC, a door 
closing… The taste, always offering a detail: chocolates, 
candies…”

·Welcoming to hundreds of people every day has to be a 
complicated task. How it does possible?

 “It´s very important the anticipation in order to 
everything is perfect.”
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·In three words, what is the Madrid Marriott Auditorium for you?

“Humble, concentration and smile. Smile because as Marriott as this hotel, is very 
important the staff´s attitude and our professionalism to the client.

Concentration. Being focus on the guest as the internal client. For Marriott, the 
associates are the key.

Humble is recognize your mistakes and learn from them, as well as affirm that we´re 
professionals who should be trained constantly.”

·Among so many clients, there are sure to be moments of 
crisis. How is it managed?

The hotel is so big that you can create impossible 
things inside. This is the magic to work here.

“For instance, a cancelled flight could create a complicated 
situation. This issue means to plan very quickly in order for 
the hotel to be prepared for another day. This involve a 
collaboration with the staff which offer a high level of 
flexibility. A cancelled flight can modify the occupancy and 
the next day planning so it´s important all things back to 
normality as fast as it was possible. The hotel is used to this 
kind of process as well as all people who work here who have 
achieved to train ourselves about how to deal with these 
situations.

The hotel is so big that you can create things that seems 
impossible. What you think is a “no”, here you can 
become in “yes”. This is the magic to work here. I´ve 
learnt many things here for this two years and specially from 
that people who have been working more years than me.”

·How would you describe your experience at Marriott?

“Learning thing that I´ve never deal with.”

“I define it as an opportunity where I´ve had the chance to 
doing things that I´ve never thought it was possible in a 
hotel. In a professional level, I´m learning a lot because I´m 
living complicated situations that I´ve never lived in my 
career. Working in a hotel where you can create all you want 
it´s the most important positive aspect: learning things that 
I´ve never deal with.”

·How the refurbishment was lived from inside?

“When you see every single corner so beautiful, you think: it was really 
worth it.”

“It was a tough process. Working in order for the client didn’t noticed anything during 
the refurbishment was the main concern which require work, effort and investment. 
The works were very hard but when you see the results, it´s really satisfactory. And 
here is when the housekeeping department was a really good job.

It´s to be thankful for the effort to leave all areas perfect during the renovation so the 
client didn’t perceive it. When you see everything so beautiful, you realize that it was 
worth it. There´re always many anecdotes. A process like that makes a better team.”

They usually demand it especially if the stuff is an electronic device. When it´s about personal documents, we 
communicate to front desk as soon as possible because we know that anytime the guest will make a call. It´s not the 
first time we´ve go in a hurry to the Airport to give him the documents. It could be happening weekly.

If the client doesn’t demand it, we try to find him but sometimes it´s not easy. If after a reasonable period of time 
they aren´t reclaimed or the client renounces them, we donate them, in this case, to “Mano a Mano”, a non-profit 
association with which Iberia has been working for a long time. The positive side about it is that it goes directly to its 
hangars, so it´s distributed according to needs and in a direct way, without intermediaries.

Besides, as you already know, the hotel´s been refurbished. We used to have another standard with blankets and 
we´ve changed to duvets. What did we do with all these blankets? We donate all of them as well as pillows, curtains 
and textiles. It was distributed to Madrid and African countries. We try to keep a positive social activity as we can. It´s 
exciting to receive the gratitude of these people who cannot access to all our services. We´re promise people.

·In relation to the guests´ petitions. What are the 
strangest things that have been requested?

“We´ve so many requests that we treat them 
with normality”.

The client is very sensible, however having so many 
rooms is possible that different requests become a 
routine. But what really strikes me is the number of 
allergic people we find nowadays. It´s perhaps what is 
drawing attention to me and what we´re currently 
working on at the hotel.

·The clients forget so many times their stuffs. What 
is the most curious object they´ve left on the hotel?

“In the room where we keep the forgotten 
objects, you can find from dentures to 
orthopaedic legs.”

The most surprise thing was when a flag bearer from an 
Olympic team leave their jacket at the hotel. It was 
really worry because there´ve been a national 
relevance. Thinking in that person who could loose 
such a unique opportunity, it was one of the most 
impressive stories.

In the room where we keep the forgotten objects, you 
can find from dentures to orthopaedic legs. And, of 
course, a high volume of suitcases.

We try to transmit to all the people who make up this department that for us are very important. Many times, 
they´re a department that feels like “an ugly duckling”. It´s s a job that the client doesn’t always appreciate, but 
requires. Everything has to be perfect and something clean lasts very little; making it very frustrating.

In the housekeeping department, people are very grateful. Any detail knows how to value it and something very good 
this week is the affection that we´re giving the colleagues of other departments. My department not only works for 
the guest, the satisfaction of the associate is very important: changing rooms, corridors, offices, the uniformity we´re 
all wearing. The invisible part is an area that involves more people than it seems.

In the hotel, between staff of common areas and housekeeping staff, we´re about 100 
people working. Day by day we don’t have much contact between us, but believe me if 
I tell you that I have the luck to work with people that I value as human beings: capable 
and intelligent.

At the hotel, we´ve tried to make a lot of surprises. This week, in the staff dining room 
we´re watching videos of decoration with towels: how to make a swan, a flower, etc. 
We´ve put the figure of each day and we´re leaving towels asking the colleagues to 
practice this decoration with us. We´re also trying to surprise them with some kind of 
detail.

Let’s have some talks with colleagues who collaborate daily with the department, as a 
receptionist and coordinator in house because having the rooms simply perfect. We´ll 
also be accompanied by our General Manager, Pablo Vila, to give us a few words and 
recognize this special job. Every day we´re trying to have an action and many surprises 
to make this week one of the most special one of the year.

“You´ve to work with the external client as well as to the internal one. In order to get the smile in a 
guest you have to make them little tickle”.

The Housekeeping Manager has several and different responsibilities. In my case is a comfortable job because it 
requires to have skills that, for me, are very easy ones. But if you check those from outside you can think differently. 
You´ve to take care about everything is perfect as the internal as external clients and the colleagues.

This week, for example, Marriott is celebrating the international housekeeping week. It´s an excellent opportunity 
to appreciate and admire the daily work. In order to get the smile in guests you have to make them little tickles. This 
sentence is the claim that this department must be.

You must have knowledge about accounts, administration, human recourses, public relations and a high capability to 
organize, but above all, a wide emotional intelligence because you´re working for people.

·How is your daily work?

“Although it could sound strange, the first thing I do is a recognition tour”.

My day starts doing a recognition tour through the hotel. It´s a fantastic way to make a very first initial contact and get 
noticed about how is the hotel. It´s a way to visualize from a client point of view. After that, we check with the room 
area guests´ requests, organization with the maintenance team and check all the works that we´ve to make real and 
plan or even arrange meetings with people responsible of common areas and rooms and see what is going to 
happen during the day. Plan and anticipate is the key.

·What is the International Housekeeping Week?

“It wants to praise and recognize the performance of people who are working in the housekeeping 
department”.

“It is something that, unfortunately in Spain, doesn’t have the same importance that it has internationally. For 
Marriott, the housekeeping department is a very important area in any hotel establishment. That is why the brand 
has been celebrating this international week for many years. It´s intended to praise and recognize the performance of 
the people working on this department.

It´s a difficult task but at the same time is 
very simple. At the Madrid Marriott 
Auditorium we have an App in which our 
guests make us requests before they get 
to the hotel. And, of course, a Guest 
Relations department which is taking 
care about the guest’s petition. That allow 
us to personalize the room. For example, 
we´re having more and more clients with 
any kind of allergy problem to the 
feathers. This is why is very important 
the anticipation in order to the room is 
perfect as well as the information from 
the client.

·Which is the responsibility of a 
Housekeeping Manager?

·We´re talking about a hotel with 869 rooms, which is the 
same to talk about 869 experiences. However, Madrid 
Marriott Auditorium is a great building became in home, a 
place full of sensations and experiences. How it that 
possible?

“The most important aspect is the personalization so in the 
surroundings there´re establishments which are doing the things 
very well. At the level of housekeeping department is very 
important, that not only the floor maids take care about the 
cleanliness and the rooms but also playing with with people 
senses. If you don’t get playing with this, you´ll end up becoming 
in one more hotel. It´s essential to observe what is a client needs, 
anticipating and playing with the senses. For instance, with the 
view checking that everything is organized as well as all looks 
attractive; the smell; the touch that will make that you dear to 
walk barefoot trough the room without fear nothing is dirty; the 
ear, don’t disturbing the noise that can cause the AC, a door 
closing… The taste, always offering a detail: chocolates, 
candies…”

·Welcoming to hundreds of people every day has to be a 
complicated task. How it does possible?

 “It´s very important the anticipation in order to 
everything is perfect.”


