
For me it´s an honour to share every day, not only with 
my department, but with all the hotel colleagues, people 
I admire and learn from every day.

How do you imagine the hotel in a few years?

As a reference for MICE in Europe.

How did you experience joining Marriott?

At the beginning, with uncertainty and then with much 
emotion and expectation. It´s been an incredible 
experience, not only professionally, but also personally. 
For me the really amazing thing hasn’t been the physical 
change of the hotel, but the change that has taken place 
within each one of us. I believe that all of us have 
enriched us and we´ve grown professionally. From 
everything I have experienced, I keep on my mind the 
illusion, involvement and emotion of the whole team. 
Now I know that with motivation, everything is possible.

Define in three words the Madrid Marriott Auditorium

Team, passion and again personalization.

There is a word that always accompanies you: personalization 
How do you achieve this in your case?

The first thing is to find out, not only the material needs of the 
clients, but also to go further, find out their expectations, 
motivation, the value of the event for them. Knowing what is really 
important and what concerns them. Of course, it´s also important 
to know the budget and needs. With all that information and our 
experience, the whole team works to offer them a personalized 
proposal to be the ideal option.

To do all this work, what is the team in the department? How is 
your relationship?

In the commercial department we´re a team of 20 people, which 
include the department of events, quotes, national and 
international sales, marketing and revenue. We´re all in the same 
office, in a single space, which favours communication between us 
and also relationships.

We´re well structured having very well-defined functions, which 
allows us to add value to our work, specializing and looking for ways 
to improve in our day to day as well as in the department. About our 
relationship, I think we´re an open, fun, collaborative, positive and 
supportive team which is very involved in the routine of the hotel. 

We also work on other actions aimed at maintaining 
those connections before commented, always with the 
objective of loyalty to the client in the long term, for 
example, organizing special events and inviting our 
clients to enjoy them with us. That makes you connect in 
another mode and makes the client think of us as soon 
as they´ve the first opportunity to make an event.

How do you achieve success in a hotel of these 
dimensions?

It´s easier by making it easy, simplifying all the steps and 
always focusing on the client. In my case, everything 
starts in the simplest way: listening to the client. Each 
event travels a path and once you have all the steps well 
organized and structured, once you understand the 
event and empathize with the client, you start to create, 
proposing, anticipating, getting involved in such a way 
that you gain their trust. If we add to this a specialized 
team, dedicated to the event, with a direct and close 
contact as well as unique facilities, success is 
guaranteed.

We´re a large hotel and we work with a great team who 
makes the sentence most repeated by our clients: “how 
easy it´s working with you, I feel at home”.

We want to make them see that we´re in the same boat 
and that their success is our success.
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How is your daily routine? What is your function and job?

My job is basically to make customers stay with us, to choose us to 
hold their events and become their “trusted hotel”. We do this by 
taking care of them, creating connections and getting involved. 
It´s not about offering meeting rooms, menus and rooms, it´s 
about to accompany them on the customer journey from the first 
quote until the end of the event, advising them, providing them 
with value, solutions and alternatives, so then continue working in 
order for the connection that has been created isn´t lost.

In my routine, I´m in permanent contact with clients, gathering 
information, advising them, following up on the proposals and 
inviting them to come to discover the hotel, in order for them to 
experience it as their attendees would. Site inspections are the 
key in making decisions, it´s the moment in which the client is 
most receptive and willing to be surprised, it´s the time the client 
dedicates exclusively to us. That is why we´re working on a series 
of actions to take advantage of that moment and getting the 
client to leave with a very clear idea of how the event would be and 
with the feeling that we´re the best option. Even if the client 
cannot come to visit, we can make virtual site inspections live with 
a mobile device through a link.
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