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Dear shareholders, team members, customers and partners,

For the first time as Chairman of Meliá Hotels International, I present the 
2023 Annual Report; a year of normality and growth after the disruption 
caused by the COVID pandemic. As you know, global tourism demand has 
resurged and continues to show “extraordinary resilience” in the words of 
the Secretary-General of the World Tourism Organization (UNWTO), which, 
like the sector’s other institutions and experts, has just once again revised 
upwards its forecasts for the closing of this year. This is despite the complex 
context that has conditioned the exit from the crisis, marked by geopolitical 
insecurity, the inflation crisis, the climate emergency and the shortage of 
talent in the industry.

In the case of Meliá Hotels International, 2023 will be remembered as the 
year in which we consolidated the recovery curve that began in 2022, cap-
italising on the positive situation to grow and get stronger by following our 
strategic roadmap, while also mitigating the worst impacts of inflation and 
the polycrisis. We are continuing to keep more alive than ever the commit-
ments made in our Roadto2024, with the ambition of being “more profitable, 
better managers, more sustainable and more efficient”, commitments on 
which we have been underpinning our progress and building our achieve-
ments.

Growth and transformation

The tailwinds of international tourism demand have undoubtedly helped 
our Company meet targets such as exceeding 2019’s revenues by 7.8%, 
and achieving EBITDA excluding capital gains of 486.5 million, above the 
commitment made at our last Annual General Shareholders Meeting. But 
along with the current situation, our strategy has also been fundamental 

for consolidating our portfolio’s growth and promoting greater efficiency in 
our management. This has contributed to maintaining our margins despite 
the inflationary context, while giving us a leading competitive factor for ex-
pansion through less capital-intensive formulas, including management and 
franchising, under which we have already incorporated more than 65 hotels 
in the last 6 years.

Our Roadmap has helped us to continue progressing in areas such as tech-
nology, and we now have a top-rate suite of solutions to manage our hotels 
and third-party hotels more efficiently, while we keep on evolving our distri-
bution platform’s digital assets. While last year we updated our B2C melia.
com website, this year the investment has been focused on the B2B Meliá 
PRO platform, laying the foundations for significant growth in demand from 
this very important segment which, following a strong recovery after the 
pandemic, now accounts for 5.3% of our global turnover.

Technology with a global approach that follows the customer throughout 
their ‘journey’ by means of a more efficient and digital relationship model, 
wherever the customer needs it and during their stay, putting at their finger-
tips our hotels’ entire offer in a user-friendly way, to make their stay a true 
experience.

In the area of innovation, we have continued committing to knowledge and 
personalisation of the offer to our customers with the aid of our loyalty pro-
gramme, MeliáRewards. Turning 30 in 2024, this programme welcomes new 
members every day and, like the other parts of the Company, is essential on 
the path of growth and expansion.

On the subject of expansion, together with our management and distribu-
tion capacity as competitive levers, Meliá’s growth is strongly linked to our 

Letter from the Chairman and CEO
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brand strategy. Significant advances include the consolidation of our unique 
luxury hotel brand Meliá Collection, which already has 8 hotels in operation 
and 8 to be opened in the future, the debut of the ZEL brand, created in col-
laboration with Rafael Nadal, with an increasing pipeline of openings for the 
coming years, and the launch in Europe of the Paradisus by Meliá “Destina-
tion Inclusive” resorts brand, specifically in the Canary Islands with Paradisus 
Salinas Lanzarote and Paradisus Gran Canaria. 2024 will be a pivotal year for 
the ME brand, with the planned openings of ME Malta, ME Sayulita, ME Gua-
dalajara in Mexico and ME Lisbon (Portugal).

In 2023, our Company signed a total of 26 new hotels and 12 new openings, 
some as major as the Gran Meliá Palazzo Cordusio (Milan), the ZEL Mallorca 
hotel, our first Gran Meliá in Southeast Asia, Gran Meliá Nha Trang (Vietnam) 
or the Innside Bangkok in the capital of Thailand. I would also highlight our 
return to growth in countries like Mexico and our consolidation in holiday 
destinations with significant potential for growth, such as Albania and Malta.

Our portfolio’s current evolution already reflects the positive tendency creat-
ed by our luxury strategy, a segment which accounts for 13% of the portfolio 
and to which one in three of the group’s new openings belong. As the seg-
ment with the highest demand and the most resilient to cycles and crises, 
the growing focus on luxury hotels and rooms has given us a clear compet-
itive strength over the years. It is also helping to consolidate an increasingly 
qualitative RevPAR, prioritising quality over quantity and at the same time 
minimising risks and negative impacts on resources and communities in the 
destinations where we operate.

A responsible business

Our sustainability strategy, or responsible business, as we designed it in 
Roadto2024, encompasses the three dimensions of the ESG acronym (en-
vironmental, social and governance), and I am pleased to report that S&P 
Global ESG has recognised us in its Sustainability Yearbook 2024 as Europe’s 
most sustainable company in the Hotels, Resorts & Cruises Lines sector. 
However, this milestone should not cause us to overlook the countless chal-
lenges posed by the climate situation and social demands, both nationally 

and internationally, all under a regulatory environment of governance and 
regulation promoted by the European Economic Community with the am-
bition of making progress in the face of the challenges set out in the New 
Green Deal.

The 2023 Climate Change Conference (COP28) held in Dubai concluded 
with a hopeful agreement to boost the energy transition, with an express 
call to abandon fossil fuels, with the mission of achieving net zero emissions 
by 2050.

Under these premises, Meliá continues to work on reducing its carbon foot-
print and promoting the use of renewable energies, as well as ensuring an 
efficient environmental management system that contributes to meeting the 
targets set to reduce our emissions by 71.4% by 2035 (vs 2018).

During the year, we resumed environmental certifications with the aim of 
completing this process in 2024 for our entire portfolio of owned, leased and 
managed properties. On the other hand, given the situation of water stress 
that many hotels are experiencing, mainly in Spain and other countries in 
the Mediterranean basin, last year we launched the Magnum project, an in-
itiative in partnership with two other business entities to measure the water 
footprint, applying Building Information Modelling (BIM) technology and the 
creation of a platform that integrates current and future data in a structured 
way. This project is scheduled for completion during 2025 and will give the 
Company a level of detail on the hotel’s water performance and conclusions 
to be incorporated into new hotel constructions.

Regarding the social dimension, Meliá is meeting its target of recovering its 
pre-pandemic workforce levels and achieving TOP Employer recognition in 
eight countries (Spain, Dominican Republic, Mexico, Italy, France, United 
Kingdom and Germany), which together represent no less than 96% of the 
Company’s total workforce. Together, this certification, the new vision of its 
Very Inspiring People employer brand, presented this year, and the extraordi-
nary results of the Culture and Engagement Study, with an average rating of 
engagement and sense of belonging of over 87%, ratify Meliá’s internal and 
external reputation as an employer and support our competitiveness in an 
environment of increasing shortage of and competition for talent.
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Thirdly, in terms of governance, Meliá continues to get stronger with a more 
independent (54.54%) and more diverse Board, maintaining its 36.36% per-
centage of women. In 2023, the most significant milestone was undoubtedly 
the culmination of the succession process for the Executive Chairmanship, 
planned since 2016 following the resignation of our founder and current 
Honorary Chairman.

Strength and trust

Global tourism demand’s shining moment, which according to estimates 
and booking indicators will continue in 2024, should not obscure the sig-
nificant challenges that our industry continues to face. After providing an 
example of resilience and commitment in the face of disruption, the current 
transition period requires us to continue to strengthen our balance sheet to 
restore the healthy debt levels and value generation prior to the pandemic, 
and to capitalise on our strengths and leadership as our industry continues 
to grow in the coming years.

To achieve this, along with cash generation, the growth and improvement 
of our portfolio and efficiency improvements, we are continuing to promote 
other levers such as the turnover of certain non-strategic assets and the con-
solidation of corporate alliances with leading entities in the market, such as 

the agreement signed with Banca March for three hotels located in Ibiza and 
Fuerteventura, and the two operations linked to the Abu Dhabi Investment 
Authority (ADIA).

I would like to conclude by reiterating that without trust there is no growth, 
no investment and no future. For this reason, Meliá Hotels International 
would like to thank you for the privilege of having kept the trust of our share-
holders, partners and collaborators during such difficult times. Safeguard-
ing this trust and continuing to contribute to the generation of shared value 
with our stakeholders is, and will assuredly be, our priority in the new era of 
growth and consolidation that we now begin, guided by our Roadmap 2030.

Gabriel Escarrer Jaume
Chairman and CEO
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Basis for the report
GRI: 2-1; 2-2; 2-3; 2-4

This Non-Financial Information Statement for Meliá Hotels International, S.A. 
is prepared in line with the provisions of the current mercantile regulations 
(Act 11/2018 of 28 December on diversity and non-financial reporting) and 
following the criteria of the selected Global Reporting Initiative standards, 
as well as those described in accordance with the aforementioned in the 
Non-Financial Reporting and Diversity Requirements annex (Act 11/2018).

In addition to the information required under current regulations and the 
developments related to the recently published Corporate Sustainability Re-
porting Directive, this report includes the following:

•	 Annual Corporate Governance Report (ACGR): In accordance with the 
provisions of Article 538 of the Spanish Companies Act, the Annual Cor-
porate Governance Report for 2023 forms part of the Consolidated Man-
agement Report and is published on the Comisión Nacional del Mercado 
de Valores website (www.cnmv.es) and on the company's corporate web-
site (www.meliahotelsinternational.com).

•	 Annual Directors' Remuneration Report (ADRR): In accordance with the 
provisions of Article 538 of the Spanish Companies Act, the Annual Di-
rectors' Remuneration Report for 2023 forms part of the Consolidated 
Management Report and is published on the Comisión Nacional del Mer-
cado de Valores website (www.cnmv.es) and on the company's corporate 
website (www.meliahotelsinternational.com).

Group information

The parent company, Meliá Hotels International, S.A., hereinafter, the "Com-
pany" or the "Parent Company", is a Spanish limited company that was incor-
porated in Madrid (Spain) on 24 June 1986 under the company name Invest-
man S.A. On 1 June 2011, the Annual General Shareholders Meeting approved 
the change of name to Meliá Hotels International, S.A. The Company moved 
its registered office to 24 Calle Gremio Toneleros, Palma de Mallorca in 1998.

Meliá Hotels International, S.A. and its subsidiaries and associates (herein-
after, the "Group" or the "Company") form an integrated group of compa-
nies engaged mainly in tourism activities in general and, more specifically, 
in the management and operation of owned, leased, managed or franchised 
hotels, as well as vacation club operations. The Group is also engaged in 
the promotion of all kinds of businesses related to the tourism industry and 
the hotel sector and to leisure, entertainment and recreational activities, as 
well as participating in the creation, development and operation of new busi-
nesses, establishments and entities in the tourism industry and hotel sector 
and any leisure, entertainment and recreational activities.

With more than 65 years of history behind it, Meliá Hotels International has 
consolidated its international presence with 350 hotels in 38 countries, 
mainly in Spain, Latin America, the rest of Europe and Asia.

http://www.cnmv.es
http://www.meliahotelsinternational.com
http://www.cnmv.es
http://www.meliahotelsinternational.com
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/AnnualReportCGDocs/IAGC%202023_CONSOLIDADO_VF_ENG_Links.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ManagersDocs/IARC_2023_VF_ENG.pdf
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Scope of the report

The period covered by the report corresponds to the financial year begin-
ning on 1 January 2023 and ending on 31 December 2023.

The information reported is aligned with the consolidation perimeter used 
in the Group's Consolidated Financial Statements (full consolidation meth-
od). Consequently, this report includes information on all entities over which 
the Group exercises effective control, which is generally accompanied by a 
shareholding of more than half of the voting rights.

Details of the companies included in the consolidation perimeter as at 31 
December 2023 are provided in Annex 1 and Annex 2 of the 2023 Consol-
idated Financial Statements, classified into subsidiaries, joint ventures and 
associates.

The changes in the presentation of the current report are due, on the one 
hand, to the recent publication of the Corporate Sustainability Reporting 
Directive, or CSRD, which governs the European Sustainability Reporting 
Standards, or ESRS, to be transposed during 2024 and, therefore, applicable 
for next year's reporting. On the other hand, said changes are also due to our 
ambition to be a benchmark in the transformation towards a new tourism 
model in which sustainability takes precedence as a strategic criterion in 
management. In this way, we have taken the first steps towards adapting the 
structure and content required under the new Directive, while still meeting 
the requirements of current mercantile legislation (Act 11/2018 of 28 Decem-
ber on diversity and non-financial reporting).

As at the date when this report was prepared, no errors have been detected 
that would entail the rectification of previous publications.

External verification

In order to ensure the transparency and reliability of the information, Meliá 
Hotels International has submitted its non-financial reporting to verification 
by an independent external auditor since 2010. The 2023 non-financial in-
formation has been verified by the firm Deloitte with a limited level of assur-
ance, obtaining an independent review report, based on the essential GRI 
standards, including the process scope and objectives, as well as the verifi-
cation procedures used and their conclusions.
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Disclosures in relation to specific circumstances

Time horizons

In the specific case of the assessment carried out in 2021 in which we identi-
fied climate change risks and opportunities, in line with the Task Force on Cli-
mate-Related Financial Disclosure (TCFD) recommendations, time horizons 
were used that deviate from those defined by the regulations to come into 
force in 2024.

The following time horizons were used in this case:

•	 Short term: 0 to 5 years.
•	 Medium term: 6 to 15 years.
•	 Long term: 16 to 30 years.

Sources of uncertainty in estimation 
and results

Waste generation

We consider it relevant to mention that, given the scaling of our reporting 
system for waste generated (37% of the active portfolio) as well as the limit-
ed knowledge of its treatment by the managers of the same in the different 
destinations where the company operates, the information reported in this 
area includes a significant degree of estimation.

In this regard, the calculation of waste generated by business units that do 
not report data is carried out by multiplying each of these business units’ 

number of stays each month by the ratio of kilograms of waste generated 
per stay and type of waste of the business units that do report data. 

On the other hand, concerning the treatment of the waste generated, our 
calculation assumes that the treatment of the company's waste behaves in 
the same way as the statistical information reported by each country annu-
ally for each type of waste. Consequently, the treatment will depend on the 
location of the business unit and the type of waste generated.

We plan to further consolidate our waste management system in the coming 
years so we can identify both the waste generation and the waste treatment 
at the business unit level and thus eliminate any uncertainty in this regard.

Queries

Should you have any queries or suggestions relating to this report, please 
contact us directly at:

•	 FINANCIAL INFORMATION: Investor Relations Department (investors.re-
lations@melia.com)

•	 NON-FINANCIAL INFORMATION: Sustainability Department (sustainabil-
ity@melia.com)
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Gran Meliá arrives
in Barcelona
We announce the signing
of Gran Meliá's Torre Melina 
hotel, a renovated luxury 
urban resort that represents 
the conversion of one of 
Barcelona's most iconic 
hotels, which we will manage 
together with the Palau de 
Congressos de Catalunya.

We continue
on the road to 
sustainability
For yet another year, we 
have consolidated our 
leadership in sustainability 
by once again being 
recognised as the World's 
Most Sustainable Hotel 
Company.

We commit to 
strengthening
our luxury hotel 
portfolio
We are driving the growth 
of our luxury brands with 
the signing of a ME by 
Meliá hotel in the heart of 
Malaga, which will boost 
the quality of the 
destination and provide a 
unique luxury proposal.

The generational 
handover is completed
During our General 
Shareholders’ meeting, we 
announced the appointment 
of our founder, Gabriel 
Escarrer Juliá, as Honorary 
Chairman and Gabriel 
Escarrer Jaume as Chairman, 
in addition to maintaining his 
position as CEO.

Albania, the next 
pearl of the 
Mediterranean
We arrived in Albania, one of 
the most promising tourist 
destinations, and became 
the leading hotel developer 
in the country with the 
opening of the Meliá Durrës 
and SolTropikal Durrës 
hotels.

Paradisus and its 
Destination Inclusive 
arrive in the Canary 
Islands
The luxury resorts brand 
Paradisus by Meliá arrived in 
Europe, specifically in the 
Canary Islands, with the 
opening of Paradisus Gran 
Canaria, which was joined in 
May by Paradisus Salinas 
Lanzarote, two stunning hotels 
that redefine the all-inclusive 
approach with the brand’s 
Destination Inclusive, concept.

2023 We continue to
expand worldwide
We continue to add hotels 
around the world with the 
opening of the INNSiDE Kuala 
Lumpur Cheras in Malaysia 
and the signings of the ME 
Lisboa hotel in Portugal and 
Meliá Bečići Budva on the 
coast of Montenegro, with 
which we will reach even
more destinations in the 
Mediterranean.

"Personality of the 
Year" in Spain's 
Sustainable Media 
Awards
Organised by Turespaña 
through its Tourism Council 
in London, they have 
recognised, in their first 
edition, the leadership of 
Gabriel Escarrer Jaume in 
the field of sustainability.

Palacio de los Duques Gran 
Meliá chosen as the best 
luxury hotel in Madrid 
according to TripAdvisor
From a selection of the 500 best 
hotels in the city, the Palacio de los 
Duques hotel has been ranked 
number one thanks to the 
exceptional experience it o�ers.

JANUARY

APRIL

JUNE

MARCH

FEBRUARY

MAY
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We landed in one
of Asia's most 
important capitals
We continued our journey 
to new destinations and 
opened our first INNSiDE 
hotel in Bangkok.

ME by Meliá,
coming soon
to China
The ME by Meliá brand 
signed its first hotel in 
China, specifically in the city 
of Guangzhou, bringing the 
most avant-garde luxury 
experience to the 
destination.

Committed
to equality
We signed the third 
Equality Plan in Spain and 
promoted awareness as 
the main basis for the 
entire employee journey, 
demonstrating our 
commitment to the 
well-being of all company 
employees

We launched  Road
to Net Zero Events
A programme to measure, 
reduce and o�set the carbon 
footprint of major events held 
at our hotels.

We ended the year with 
luxury in the spotlight
The opening of the spectacular 
Palazzo Cordusio Gran Meliá, a 
luxury hotel located in an ancient 
palace in the centre of Milan 
represented the perfect end to a 
year marked by expansion. This 
demonstrates the consolidation 
of the company's luxury o�er, 
which is growing rapidly, with 
one out of every three openings 
related to this segment.

We were named 
best luxury hotel 
group
We triumphed in the 
readers’ awards of Global 
Traveler, one of the world's 
leading luxury travel 
magazines. We have been 
named best luxury leisure 
hotel group in the world.

Our luxury brands 
continue to expand
With the signing of the stunning 
Gran Meliá Dubai Jumeirah, 
located in Port de la Mer, the 
new leisure and business 
destination in Dubai, we 
continue to add new luxury 
hotels around the world and 
demonstrate our commitment 
to this segment.

Outstanding places 
for unique 
experiences
We consolidate our hotel 
portfolio in the world's most 
exceptional locations and our 
exclusive o�er in Tanzania 
with the addition of the 
Ngorongoro Lodge Meliá 
Collection in the Ngorongoro 
Conservation Area.

The first Zel hotel
is now a reality
We o�icially opened the first Zel 
hotel in Mallorca. The first hotel of 
the brand, in collaboration with the 
tennis player  Rafa Nadal, faced the 
season with great expectation and 
new experiences.

We continue
to work to boost 
destinations
We continue the actions to 
consolidate the 'new' 
Magaluf, a destination 
conversion project we 
have led with the third 
edition of the Expanded 
Literature Festival in 
collaboration with the 
INNSiDE by Meliá brand 
and various local agents.

Our company,
a reflection of our 
ethical values
We were recognised for 
Transparency and 
Compliance among the 
leading Ibex35 companies.

2024

JULY

AUGUST

SEPTEMBER

NOVEMBER

DECEMBER

OCTOBER



2023 Management Report Meliá Hotels International

13

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Main figures

F I N A N C I A L

Total revenue 
(consolidated)

€ 1,932.2
million
(+14.2%)

EBITDA 
(excluding capital gains)

€486.5M
(+16.2%)

Net debt

€ 2,613.1
million

(-2.2%)

RevPAR 
(consolidated)

€107.4
(+17.3%)

ARR 
(consolidated)

€158.6
(+6.8%)

Occupancy 

67.7%
(+6.1pp)

B U S I N E SS

melia.com revenue 
(aggregate)

€678.3M
(+11.1%)

NPS Customers 
(aggregate)

53.1%
(+6.9pp)

Portfolio

350
hotels

(+0.8%)

Rooms

92,057
(+1.2%)

Openings

12
(-21)

Countries

38
(+1)

G OV E R N A N C E

Board 
Members

11

Independent Outside 
Directors

 54.5%

Women 
on the Board

36.4%

Attendance at the Board (in 
person and by proxy)

91.0%

Average tenure 
on the Board

11.1
years
(+0.2)

Meetings of the 
Sustainability 
Committee

9
(+1)

P EO P L E

Total Workforce FTEs

18,279.9
(+8.7%)

Women in executive 
positions

30.4%
(+1.2pp)

Staff with 
permanent contract

87.7%
(+4.3pp)

Turnover rate

25.4%
(-5.9pp)

Hours of training 
per employee

12.7
Hours pax
(+50.3%)

Employee Engagement 
Ratio

87%
(+4pp)

E N V I RO N M E N T

Energy consumption 
per stay

31.25
kwh/stay

(-9.5%)

SBTi Carbon Footprint 
Reduction 

(scope 1 and 2)

19.6%
Target 21%

Recycling rate

50.4%
(-4.1pp)

Water consumption 
per stay

0.655
m3/stay
(+0.6%)

Portfolio located in 
water-stressed areas

52
hotels
(+4%)

Portfolio located 
in protected areas

35
hotels
(-8%)

VA LU E  C H A I N

External Services 
Staff FTEs

27,063.8
(+20.7%)

Total Suppliers

6,548
(-1.3%)

Suppliers with signed 
Code of Ethics

38.1%
(+9.7pp)

Critical 
suppliers

18
(-10.0%)

Local 
suppliers

5,720
(-3.4%)

Purchases from 
local suppliers

84.55%
(-4.0pp)
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ESG analyst ratings

At Meliá Hotels International, we listen to our stakeholders and act accord-
ingly with the highest standards. In response to the growing demand for 
ESG information from investors, regulators and other stakeholders, we are 
responding to specific requests and participating in specialised rankings to 
understand the robustness of our performance in the three areas: environ-
mental, social and governance.

By listening, measuring and assessing, we identify areas for improvement in 
our Company with the aim of implementing measures to improve our perfor-
mance and meet our stakeholders’ expectations. 

For more than 10 years, we have been participating in some of the most pres-
tigious indices and frameworks internationally with the goal of endorsing our 
progress and ensuring that the roadmap we have designed is aligned with 
expectations.

The S&P Global Sustainability Yearbook 2023 has once again recognised us 
as the most sustainable hotel company worldwide in the Hotels, Resorts & 
Cruise Lines segment, regaining the leadership awarded for the first time in 
2020. 

Meliá received the highest rating in the industry in governance and finance, 
standing out in the areas of risk management, in terms of the environment in 
the areas of climate change and environmental indicators and, finally, in the 
social field in the areas of human rights, human capital development, team 
management indicators and, lastly, management with our customers.

Being recognised, once again, as a market leader in terms of sustainability 
requires us to continue promoting our firm commitment to the integration of 
ESG criteria in our business model, and is an additional incentive to consoli-
date a more sustainable and responsible tourism model.

E SG  M O N I TO RS  20 2 3

ENTITY
RATING

ASSESSMENT CRITERIA FROM
2023 2022

S&P Global ESG 3rd position 1st position 0-100 points 2018

ISS ESG B- Prime B- (Prime) D- a A+ 2022

ISS Quality Score E:1 / S:1 / G:6 E: 1 / S: 1 / G: 3 1-10 (lower to higher risk) 2018

Sustainalytics 25.7 23.6 0-40 points (higher score, higher risk) 2018

(Medium Risk) (Medium Risk)

MSCI ESG A A CCC - AAA 2018

FTSE 4 Good ESG Score: 3.7 ESG Rating: 3.6 0-5 (the higher the score, the better the rating) 2009

(E: 3.3 / S: 3 / G: 5)

EcoVadis Bronze (60 points) Gold (64 points) 0-100 points 2020

CDP Climate B B D - A 2015
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Inspired by our vocation for continuous improvement, we also participate 
in benchmark rankings and monitors in areas aligned with the company's 
needs, material issues and strategic priorities. The aim in this case is twofold: 
to strengthen our reputation in intangible issues and to identify good man-
agement practices in these areas.

The more knowledge we gather, the better we manage the issues consid-
ered material by both the company and our stakeholders.

Merco (Corporate Reputation Business Monitor) is the benchmark corporate 
monitor that has been assessing the reputation of companies since 2000, 
based on a multi-stakeholder methodology comprising six assessments and 
more than twenty sources of information.

It is the first audited monitor in the world since the monitoring and verifi-
cation of its development process and results is subject to independent re-
view by an internationally recognised audit firm, in accordance with the ISAE 
3000 standard, which publishes its opinion for each edition. All the weight-
ing criteria are public, as are the results of each edition.

For many years now, the Company has placed first in the sectoral ranking of 
companies.

DESCRIPTION MONITOR 2023 2022 FROM

Top 100 companies with the best 
corporate reputation in Spain MERCO COMPANIES 21 25 2001

Top 100 business leaders with 
the best reputation in Spain MERCO LEADERS 28 27 2002

Top 100 companies with the best 
talent management in Spain MERCO TALENT 32 38 2012

Top 100 companies with the best capacity 
to attract university talent in Spain MERCO UNIVERSITY TALENT 39 41 2017

Top 100 companies with the best ESG corporate 
reputation in Spain MERCO ESG RESPONSABILITY 25 28 2012

Environment 33 -

Internal Sphere, Customers & 
Society 28 -

Ethics & Governance 18 -

R E P U TAT I O N  M O N I TO RS  20 2 3

The Company has also revalidated its Socially Responsible Company (SRC) 
award for all of its hotels in Mexico in 2023, based on self-testing, this rec-
ognition is verified by the Mexican Centre for Philanthropy (CEMEFI). It is 
awarded to companies that exceed 75% on the CSR index. All the hotels in 
Mexico have participated from 2022.
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The awards we have received in 2023 make us stand out in areas as rele-
vant for any company as executive leadership, reputation, brand strength, 
staff management, talent management model and sustainability. We are also 
particularly proud of the recognitions awarded to different hotels in our port-
folio by leading national and international entities, some specialised in the 
tourism industry. They encourage us to continue working to make each es-
tablishment synonymous with a unique experience for the traveller.

Internationally, our performance in integrating sustainability across the value 
chain was recognised in 2023 by the following awards:

I N T EG R AT I N G  SU STA I N A B I L I T Y

The following awards stand out in the area of reputation and brand strength:

ESG AWARDS RECOGNITION ORGANISER

The Most Eco-Friendly The Most Eco-Friendly Grupo Piñero

Spain's Sustainable Media Awards Sustainability Personality of 
the Year

Spain's Sustainable Media 
Awards

Ibex35 Leading Companies in 
Transparency and Compliance

Ibex35 Leading Companies 
in Transparency and 
Compliance

Fundación Haz & Cumplen

B R A N D  ST R E N GT H  A N D  R E P U TAT I O N

LEADERSHIP AWARDS AWARDS RECOGNITION ORGANISER

Gabriel Escarrer Jaume Top 100 Best CEOs in Spain #32 Best CEO in Spain Forbes Spain

Gabriel Escarrer Jaume Top Spanish CEOs on LinkedIn 2023 Top 4 Epsilon Tecnhologies

Gabriel Escarrer Jaume Beyond Luxury Awards Best Hotelier Beyond Luxury Awards

Meliá Hotels International Traveller Review Awards Traveller Review Awards Booking

Meliá Hotels International Spain's Strongest Brand Spain's Strongest Brand Brand Finance

Meliá Hotels International Prevue Visionary Awards Best All Inclusive Group Prevue Meetings

Meliá Hotels International Ranking Universum Top 10 Most Attractive Companies 
for Business Students Universum

Meliá Hotels International Leisure Lifestyle Awards Best Luxury Hotel Group in the 
World Global Traveler

Meliá Hotels International Leisure Lifestyle Awards Best Hotel Chain in the Caribbean Global Traveler

Meliá Hotels International Iberian Lawyer Gold Awards Best In-House Team of the Year 
Travel & Tourism Iberian Lawyer

TALENT AND 
PEOPLE AWARDS RECOGNITION AREA ORGANISER

Best Companies to Work For Best Companies to Work For Employer Brand Forbes Spain

MERCO University Talent Best Tourism Company to Work For 
according to University Students Employer Brand MERCO

In addition, one of our brands, Paradisus by Meliá, was recognised as Best 
All-Inclusive Resort at the Leisure Lifestyle Awards, and Meliá Hotels & Re-
sorts was awarded Bronze Destination Weddings & Honeymoons by the 
Reader's Choice Awards.

We received the following recognition in 2023 in the area of people and talent:

P EO P L E  A N D  TA L E N T
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on the tourism industry
GRI: 2-6

After global growth of 3.5% in 2022, growth in 2023 closes at around 3%, 
with the prospect of remaining at these levels in 2024. The forecast for 2024-
2025 is lower than the historical average of 3.8% (2000-2019) in the face of 
monetary policies of high interest rates to combat inflation, the withdrawal 
of fiscal support, in an environment of heavy indebtedness that is dampen-
ing economic activity and low underlying growth in productivity.

Despite a complex global context in 2023, marked by the acceleration of 
technological change, the vulnerability of cyberspace, economic uncertain-
ty, extreme weather events and armed conflicts between states, interna-
tional tourism made headway to reach nearly 90% of pre-pandemic levels, 
almost 38% more than what was observed between January and September 
2022, according to the World Tourism Organization (UNWTO). This thus con-
firms the sector’s resilience, with a return to pre-pandemic levels in terms of 
employment, high occupancy and adaptation to the new requirements and 
expectations of visitors.

According to data from Amadeus, a leader in travel technology, global hotel 
occupancy levels up to the end of August 2023 showed 10% growth com-
pared to 2022. It estimated that for the fourth quarter 2023, booking growth 
would remain at similar growth rates to those mentioned. International tour-
ism is expected to fully recover to pre-pandemic levels in 2024, with initial 
estimates pointing to growth of 2% compared to levels achieved in 2019. 
These figures are a source of optimism for the global hotel sector for the 
coming year.

With regard to our main market, Spain consolidated its recovery in 2023 after 
a successful last quarter, which raised tourism’s contribution to the Spanish 
economy to 12.8%, a record high. An industry that stands as the main driver of 
real economic growth, according to Exceltur's tourism assessment. This evo-
lution is mainly based on the strength of demand, in a context of improving 

salaries, consumers’ preference for travel experiences and the return of the 
meetings and conferences segment, as well as an increase in prices that re-
duced the impact of the increase in energy, supplies (9.6%), financial (+18.9%) 
and wage (7.3%) costs. This situation has reduced the capacity of companies 
in the sector to increase their financial results.

According to the World Bank, the global economy is in better condition than 
a year ago: the risk of a global recession has reduced, but rising geopolitical 
tensions could create new dangers in the short term. The World Tourism 
Organization (UNWTO) is optimistic and indicates that it is on track to fully 
recover to pre-pandemic levels in 2024, despite economic challenges such 
as high inflation and weak global production, as well as significant geopolit-
ical tensions and conflicts.

According to the International Monetary Fund, global headline inflation is 
projected to fall to 5.8% in 2024 and 4.4% in 2025. In the face of this disin-
flation and firm growth, the likelihood of a hard landing has receded, and 
risks to global growth are broadly balanced. On the positive side, faster dis-
inflation could lead to a further easing of financial conditions and looser fis-
cal policies, bringing with it a temporary increase in growth and a boost to 
productivity. On the other hand, more spikes in commodity prices as a result 
of geopolitical upheavals (such as the ongoing attacks in the Red Sea) and 
supply disruptions, or further persistence of core inflation, could prolong 
tight monetary conditions.

Meliá is facing these forecasts with optimism, focused on moving forward 
our Roadto2024 strategy, with the ambition of meeting all the targets set 
in this final year of our 2022-2024 strategic plan. We ended 2023 by being 
recognised as the most sustainable European hotel company according to 
S&P Global ESG.



2023 Management Report Meliá Hotels International

19

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Business model

GRI: 2-6

Our Essence: Leisure at heart, 
business in mind

Our values

Our corporate slogan is a reflection of our values, expressing the perfect 
harmony between our heart and mind, between the exceptional hospitality 
we offer and our excellence and precision when it comes to management.

O U R  VA LU E S

Service 
vocation

born of our passion
for hospitality.

Excellence and 
coherence

because we do things well, 
professionally, e	iciently

and consistently.

Proximity
because we love to share, 

listen and feel.

Innovation
because we anticipate

events and innovate
to become better

every day.

They all come to life through the behaviours we promote being part of this 
great family.

Hospitality is more than a business, it is an attitude to life, something you 
carry in your heart. That's why we care just as much about our customers' 
experience as we do about our management excellence. Heart and mind 
united to earn our customers’ trust and our success.
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tegrated group of companies engaged mainly in tourism activities in general 
and, more specifically, in the management and operation of owned, leased, 
managed or franchised hotels, as well as vacation club operations.

•	 Owned: the hotel is owned and managed by Meliá.
•	 Leased: Meliá is the hotel’s leaseholder and the owner of the operation.
•	 Managed: Meliá operates a third party’s property under one of its brands.
•	 Franchised: a hotel owner operates under one of the Company's brands 

and contracts our marketing and distribution system.

As indicated in the basis of presentation of the information disclosed in this 
report, our financial perimeter includes all entities over which the Group ex-
ercises effective control.

Our aim is to provide differential value to our stakeholders by becoming a 
global leader in the Leisure and Bleisure hotel sector under a profitable, agile 
and excellence-focused business model based on sustainability.

Business divisions

The segments mentioned below constitute the company’s organisational 
structure:

•	 Hotel business: operating the Group's owned and leased hotels. This 
also includes activities supplementary to the hotel business, such as ca-
sinos and tour operators.

•	 Real Estate: real estate development and operation.
•	 Corporate: structural costs, results linked to the broking and marketing 

of room bookings and tourist services, as well as the Group's corporate 
costs that cannot be allocated to any of the other business divisions.

•	 Vacation club: refers to the sale of shared use rights to specific resort 
units.

•	 Hotel management: operating hotels that are managed or franchised.

Value chain

Our value chain is comprised of two main groups: (1) The supply chain (vari-
ous kinds of suppliers) and (2) Owners, partners and associates. The compa-
ny aims to build long-term relationships based on a model of trust, respect 
and mutual benefit, anchored in a strong ethical and responsible commit-
ment and its essence as a family business. Our value chain is an essential 
part of our success. Collaboration with all our members and working togeth-
er mean we can secure the Company’s present and its future.

Products and services offered

To our partners

•	 Asset management: conservation, maintenance, development and op-
eration of real estate.

•	 Hotel management: operation of hotels that are owned, leased or man-
aged.

•	 Brand management: franchising of our brand architecture and stand-
ards.

•	 Distribution management: we offer our partners our multiple booking 
and training channels for their users.

To our customers

•	 Accommodation: our hotel room offer, with a presence in 38 countries.
•	 Food and drink: An innovative and quality gastronomic offer, as well as 

restaurants run by nationally and internationally renowned chefs.
•	 Other services: this refers to services provided directly by the hotels, 

such as meeting room hire, events, rental of commercial premises to 
third parties etc. To meet the needs of our customers and enhance the 
B2B and MICE segments.
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At Meliá, we are very much aware of the transcendental role that the destina-
tions play in our business model. The tourism industry, and especially leisure 
tourism, in which we are leaders, is on the one hand particularly sensitive 
to environmental and social issues. On the other hand, our industry plays 
an essential role in the fight against climate change and its contribution to 
promoting the conversion of some mature destinations, established at the 
beginning of the holiday tourism boom.

Our passion for hospitality drives us to respond to our world’s global chal-
lenges, approaching sustainability as a fundamental lever to transform the 
tourism model and ensure a positive legacy for our society and our planet.

We have a far-reaching potential to influence people. On the one hand, 
through the training and engagement of our employees and partners (true 
ambassadors for sustainability). On the other hand, by raising awareness 
among the millions of customers we welcome each year of the importance 
of taking care of our environment.

Gran Meliá Palacio de Sancti Petri, Spain
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47%
+4 16%

-1

11%
+1

25%
-4

350
HOTELS

+3 51%
+2

14%
0

13%
0 21%

-2

92,057
ROOMS

+1,141

75%

22%
3%

64
HOTELS

84%

13% 3%

13,524
ROOMS

HOTELS TOTAL

2022 38 41 32 95 141 347

2023 37 42 34 98 139 350

VAR.% 23-22 -3% 2% 6% 3% -1%

ROOMS TOTAL

2022 11,512 10,738 13,916 19,372 35,378 90,916

2023 11,294 11,246 14,252 19,996 35,269 92,057

VAR.% 23-22 -2% 5% 2% 3% 0%

2023 TOTAL

Urban 39% 67% 15% 52% 35% 40%

Leisure 61% 33% 85% 48% 65% 60%

Presence map

ACT I V E  P O RT FO L I O:  H OT E LS  A N D  RO O M S P O RT FO L I O  P I P E L I N E :  H OT E LS  A N D  RO O M S
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Despite being a year marked by an international context of uncertainty and 
intensifying geopolitical tensions, an inflationary crisis, the climate emer-
gency and a shortage of talent in the industry, 2023 will be remembered 
as the year that consolidated the recovery. Today, it is safe to say that the 
trend observed in 2022 has continued, and 2023’s evolution has been "from 
good to better", with global tourism demand continuing to grow despite 
constraints, and closing at close to 90% of pre-pandemic levels.

In contrast to this trend, hotel investments showed a significant decrease 
(30%) worldwide, according to JLL Research's 2023 Global Hotel Investment 
Outlook. An environment laden with high interest rates resulted in historical-
ly low portfolio transaction results, as well as a reduction in transaction size. 
However, in the case of Spain, investments in the hotel sector led the way in 
2023 with close to € 4.1 billion, accounting for 36% of the total amount trans-
acted, according to CBRE. 2023 was thus the year with the second highest 
transacted volume of hotels, behind only 2018. It was the only real estate 
sector to grow (+31%) compared to 2022. Investors continue to favour high-
end hotels due to their more resilient and inelastic nature, accounting for 
85% of the total amount transacted.

In this environment, we experienced significant growth, setting major mile-
stones in various regions worldwide. We continued to grow by opening 12 
hotels and 2,000 rooms, a key step in our global expansion and further con-
solidating our position as leaders in the hospitality industry. Our objective 
is to continue to strengthen our balance sheet and hotel value proposition 
through less capital-intensive formulas and by enhancing luxury brand pen-
etration. And, in terms of our geographic strategy, we have focused on hol-
iday destinations in South East Asia, the Mediterranean and the Caribbean.

In line with our targets, 92% of our openings in 2023 followed the asset light 
model, driving new contracts under the management modality, and in ge-
ographic terms were evenly distributed across the EMEA, CUBA and APAC 
regions. Our focus on continuing to grow qualitatively also stands out with 
significant milestones in the expansion of our luxury brands including Gran 
Meliá and The Meliá Collection, and our premium brands INNSIDE and Meliá.

On the other hand, it is important to highlight the following openings in the 
expansion of our brands:

•	 Gran Meliá Palazzo Cordusio: Milestone for the Gran Meliá brand as it is 
the first in Milan.

•	 ZEL Mallorca: This is the first hotel under our Mediterranean essence 
brand promoted together with Rafael Nadal.

•	 Paradisus Gran Canaria and Paradisus Salinas Lanzarote: The first ho-
tels in Europe under the Paradisus by Meliá brand, our Destination Inclu-
sive Luxury Resorts brand.

Future evolution

Our Company will continue to advance on the Roadmap we adopted on 
leaving the pandemic that runs to 2024. It sets out 4 major priorities: to be 
bigger and better managed, more profitable and resilient, more efficient and 
digital, and more sustainable. This strategy has helped us keep on growing 
(with 25 new hotels signed in 2023). As for our outlook for 2024, we are ap-
proaching it with caution, as is always advisable.

Of particular importance is the momentum we will give to the expansion 
of our luxury brands, which will account for one out of every three planned 
openings between 2024 and 2027. We expect to open the following facilities 
in 2024:

•	 Gran Meliá Torre Melina: This urban resort located in Barcelona will see 
the light of day after the complete renovation of the former Hotel Rey 
Juan Carlos I.

•	 ME Lisbon: This will raise the luxury lifestyle proposal in Lisbon to a new 
level, following the brand's success in other major cities, including Lon-
don, Milan and Dubai.

•	 ME Malta: This will be the city’s new social and cultural epicentre, locat-
ed in Saint Julians on the east coast of the island, it will offer an exclusive, 
personalised and immersive experience.
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Roadto2024

It has been two years since the launch of our Roadto2024 Strategic Plan. 
2023 was the year of the tourism industry’s recovery after the COVID-19 cri-
sis, with a return to pre-pandemic results and figures in some cases even 
higher than in 2019.

Our strategic vision is based on four strategic pillars, shown in the chart be-
low, and a firm commitment to advancing the principles that underpin the 
Roadto2024 strategic vision: economic excellence, operational efficiency, 
and economic, social and environmental sustainability, as essential precepts 
for consolidating our position in the market and meeting present and future 
challenges.

This strategic vision required supporting this transformation with a cultural 
and organisational transformation plan to strengthen the commitment and 
engagement of all our teams, with a new structure conceptualised under 
the premises of consolidating a more efficient and responsible management 
model, including digital transformation with a 360º vision.

4  ST R AT EG I C  P I L L A RS

This report reflects all the progress made and achievements realised, as well 
as detailed information on the initiatives launched in 2023 and their impact. 
We are aware that in this last year, 2024, of the Roadto2024, we need to work 
to achieve the targets set and ensure the key principles that the strategic 
vision set out: being more profitable, better managers, more efficient and 
more sustainable.

profitable
more

e�icient
more

management
more

sustainable
more

In this regard, our pipeline at year-end 2023 totals 64 hotels, mainly compris-
ing hotels under asset light management models (97%), with a commitment 
to our brands’ luxury (33%) and premium (53%) segments. We are continuing 
to strengthen our international vocation, with 90% of our future incorpora-
tions being outside Spain.

Leverage our brands, our 
talent, our sales channels, 
our management skills 
and ability to generate 
revenue to generate 
qualitative and 
sustainable growth 
through asset-light 
formulas.

• Signing of 25 new 
hotels

• 12 new openings
• Progress on the F&B 

strategy
• Growth in the luxury 

segment

• New consolidated 
structures

• Promotion of Data 
Analytics

• Continuity of the 360º 
digital transformation 
process

• Environmental Taxonomy
• 1st scenario of Internal Control 

System for Non-Financial 
Information (SCIINF)

• Consolidate the positioning in 
terms of Sustainability

• Sustainability visibility in the 
eyes of customers

• Strengthening of the 
organisational structure in two 
key destinations: Mexico and 
Dominican Republic 

Leverage the flexibility 
provided by a more agile, 
digital and e�icient 
operating model to 
improve our teams’ 
productivity and 
analytical capabilities and 
thus enhance the Group's 
reporting.

Lead the transformation of 
tourism towards a more 
sustainable model that includes 
ESG criteria in the business 
model and the generation of 
short, medium and long-term 
economic, environmental and 
social value.

MANAGEMENT
MODEL

MANAGEMENT
EFFICIENCY

RESPONSIBLE
COMPANY
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This year we are celebrating our 15th anniversary, integrating sustainability 
criteria into our strategic vision with the mission to continue advancing to-
wards a responsible and sustainable business model.

These principles have matured over the years, with the aim of reinforcing an 
integrated approach in our management and operational system, and the 
need to ensure that ESG criteria are taken into consideration in our decisions 
and actions.

Sustainability means taking a long-term view, balancing financial profitability 
with the environmental and social impact of our activities.

Today, we are faced with a scenario that has changed significantly, with 
the regulator, mainly the European Union, requiring that listed companies 
initially make progress in the area of sustainability and implement control 
and oversight mechanisms in their governing bodies with the aim of putting 
non-financial and sustainability information on the same level as financial 
information.

We continue to advance in our commitment and to build a strong narrative 
that appeals to all our stakeholders, avoiding any hint of greenwashing and 
participating in sustainability indices that verify our sustainability model and 
progress.

In recent years, it has become increasingly important to promote a risk cul-
ture that goes beyond a purely financial vision in areas as relevant to the 
tourism industry as climate risk, and to adopt measures in our management 
to mitigate its impact in the short, medium and long term.

This year we have seen an increase, mainly from corporate clients wanting 
to know our level of commitment to sustainability, in some cases not very 
noticeable when they stay at our hotels. Consequently, we have promoted 
the certification of our portfolio by GSTC-endorsed bodies to ensure that our 
establishments meet the required standards.

We recognise that corporate sustainability is not only an ethical responsi-
bility, but also a competitive advantage, as companies that demonstrate a 
commitment to sustainability tend to gain the trust and loyalty of consum-
ers, employees and investors. 

During 2024, the last year of our Responsible Business strategic pillar, we 
will undertake various actions to reinforce our model under the three areas 
of sustainability, also keeping economic sustainability very much in mind.

Environmental sustainability
•	 Continuing to adopt measures to reduce the negative impact on the 

planet, advancing in the fulfilment of our public commitments aligned 
to the SBTi criteria and reducing waste generation with the operation as 
the key player. We will also undertake a climate risk analysis to identify 
each hotel’s vulnerability, and we will conclude with the requirements of 
Environmental Taxonomy.

Social sustainability
•	 Strengthening our commitment to promoting diversity, equality and in-

clusion, and reinforcing our positioning regarding impact on local com-
munities.

•	 In addition, we will update two topics of relevance to the Company, 
namely the Human Rights CSA (Control Self Assessment) and the double 
materiality assessment, an initial exercise from a financial perspective.

Governance sustainability
•	 We will adapt our management report and reporting model to the new 

sustainability regulations, aligned with the CSRD (Corporate Sustainabili-
ty Reporting Directive). On the other hand, we will strengthen our report-
ing system by making progress in identifying new targets for the main 
sustainability-related indicators.
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Our growth strategy is based on the incorporation of hotels under manage-
ment and franchise contracts. This model requires us to raise awareness 
among the owners of these new properties to be managed by the Company. 
Providing a vision of the importance of sustainability in the model requires us 
to develop an attractive and profitable value proposition, and to showcase 
our best practices in our own assets to demonstrate the economic, social 
and environmental impact generated.

Strategic vision

Given the current context, the promotion of our responsible management 
model with a long-term vision takes on special relevance as we aspire to 
consolidate ethical, transparent and responsible management in our busi-
ness model.

We want to be a benchmark in the transformation towards a new tourism 
model in which sustainability takes precedence as a strategic management 
criterion, enabling us to contribute minimising our impact on the planet, as 
well as promoting economic and social development at all the destinations 
where we have an active presence. This approach is embodied in a pro-
gramme we have called Responsible Business. 

It is the result of a process of learning and maturity that we began more 
than a decade ago. A process that has led us to promote the integration of 
sustainability as a key lever for value creation in our core business. Only from 
this understanding of sustainability will we be in a position to advance in our 
sustainable strategy, which takes as a reference our Vision 2030, to position 
ourselves among the world's leading hotel groups in the medium and high 
end, urban and leisure segments, consolidating our leadership in leisure and 
bleisure hotels, and being recognised as a global benchmark for excellence, 
responsibility and sustainability.

Transition to sustainability

Being aware that the drive for sustainability must be understood as a bal-
anced advance across all its areas, the current reality sets us a priority chal-
lenge: to advance in the decarbonisation of our business and evolve towards 

a more efficient, responsible and sustainable tourism model. We have taken 
on this commitment throughout our value chain with the ambition of allocat-
ing the necessary financial resources to meet the targets set.

Given the current complex regulatory context, in 2022 we updated our car-
bon footprint reduction objectives with targets for 2025 and 2035, taking 
2018 as the base year.

With the aim of progressing towards the decarbonisation of a business that 
we operate in more than 38 countries based on a third-party asset manage-
ment model, we have considered it appropriate to focus our efforts on a fi-
nancial, rather than operational, perimeter, to be validated under the criteria 
of the Science Based Targets initiative (SBTi) in 2023.

Along these lines, in 2022 we decided to align the public commitments to our 
global integration perimeter and adjust our decarbonisation ambition under 
the financial control model. This change in no way conditions our determina-
tion to work resolutely and continuously towards the longed-for decarbonisa-
tion of our business model, which has to involve our entire value chain.

We have also continued with projects and initiatives focused on reducing 
emissions from our activity. On the one hand, our efficiency in terms of 
natural resource consumption is increasing as a result of investment and 
efficiency and innovation measures that leverage technology. Moreover, our 
business is less intensive in terms of the consumption of energy and water 
resources. We are also identifying opportunities to promote circular econo-
my and food waste reduction initiatives, as well as initiatives in other areas.

In addition, we have renewed our commitment to transparency in environ-
mental matters with our eleventh consecutive participation in CDP Climate 
Change, the international benchmark ranking on climate change and environ-
mental management, and have maintained a B rating. We have also renewed 
our participation in the CDP Water ranking, which measures companies’ water 
management, likewise maintaining the B rating we achieved in 2021.
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Responsible for transferring 
commitments and objectives, 
enhancing the Committee 
with the experience in hotels 
and the business, and 
identifying possible di�iculties 
in project implementation.

Ensures the integration of environmental 
and social criteria in all areas under their 

responsibility. Promotes projects that lead 
to progress in the e�icient and profitable 

management of energy and water 
resources and in a sustainable supply 

chain. Ensures progress in the company's 
positioning in environmental matters.

Makes company 
progress and results 

in terms of ESG more 
visible to investors 

analysts or 
regulatory bodies.

Ensures the assignment of roles and 
responsibilities in ESG issues within the 

company's organizational and 
functional model as well as the 
organization's awareness about 

sustainability. Intermediary in their area 
in the measurement, management and 

control of social indicators and the 
assignment of ESG objectives within 
the company's performance model.

Approves and supervises 
sustainability strategy
and ESG policies.

Ensures the inclusion 
within the global 
strategy of approaches 
or proposals in terms 
of sustainability.

Assigns a classification 
to investments in 

environmental matters 
to facilitate Group 

reporting.

Ensures a growth 
model that 

incorporates an 
ESG risk 

assessment.

Designated with powers
in CSR matters. Supervises 
the strategy, progress with 
projects and achievement
of objectives in the area
of sustainability.
Verifies and coordinates
the reporting process
for non-financial information 
in relation to matters within
its responsibility.

Supervises the identification, 
assessment and mitigation of

ESG risks, as well as internal
ESG control systems.

Coordinates and verifies every
year the preparation and
accuracy of non-financial

information.

Proposes the strategy and 
objectives in sustainability to the 
Board of Directors. Supervises the 
evolution of strategy and ensures 
the achievement of objectives.
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Sustainability governance

The Meliá Hotels International Sustainability Committee, formalised in 2020, 
has new leaders this year, 2023, as a result of the changes made to the Com-
pany's Executive Committee (SET). It keeps the same structure of respon-

sibilities, with roles being assumed by the current representatives of Real 
Estate and Legal & Compliance, two critical areas due to the relevance of the 
regulatory framework currently required and demanded by both Europe and 

SU STA I N A B I L I T Y  G OV E R N A N C E  O RGA N I SAT I O N  C H A RT
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Governing bodies

The Company has developed an organisational and governance structure 
that assigns and allocates specific responsibilities in terms of sustainability 
to the different executive bodies and committees of our Board of Directors. 
The Board of Directors approves and oversees the sustainability strategy, in-
cluding that related to climate change, and delegates different sustainability 
roles to its two committees.

The Remuneration, Appointments and Sustainability Committee is the 
governing body that has been delegated the roles in this area and is respon-
sible for the application of the policy and its public commitments, for ensur-
ing progress in sustainability and for monitoring the strategy and practices 
concerning sustainability and the environment, as well as the progress that 
the Company is making in its hotel portfolio in terms of climate risks.

Likewise, to reinforce the Company's commitment to sustainability and cli-
mate change, a Sustainability Committee was set up in June 2020, chaired 
and vice-chaired by two members of the Company's senior management 
and made up of different corporate and operational departments that are 
key to driving progress in this area. This Committee assumes a key essential 

Spain. While the Real Estate area brings together under its responsibility very 
significant areas in terms of sustainability, primarily: works & maintenance, 
procurement and energy and water consumption management.

In 2023, this governing body set the objective of holding monthly meetings 
to ensure the transformation and adaptation of our business model to sus-
tainability standards, in an increasingly demanding regulatory context which 
requires more agile and effective decision-making and implementation.

This Committee also reports to the Company's Senior Executive Team (SET) 
and maintains a close link with our Board of Directors through direct report-
ing to the Appointments, Remuneration and Sustainability Committee and 
the Audit & Control Committee on non-financial reporting.

SUSTAINABILITY TRAINING 
(HOURS PAX)

1.3
(2022: 1.2)

role: to ensure the integration of sustainability at all levels of the organisation 
and make sure that our roadmap contributes to fulfilling the public commit-
ments assumed in terms of ESG from a global, integrated perspective, and 
to address the main challenges of Agenda 2030.

Nine sessions were held in 2023, all incorporating information related to cli-
mate change, the environment or climate risk management, a topic that has 
been very much present at all the Committee's meetings.

SUSTAINABILITY 
COMMITTEE SESSIONS

9

On the other hand, the Company has strengthened its organisational struc-
ture in terms of sustainability, particularly in the fight against climate change, 
giving the Sustainability Department roles and responsibilities in relation to 
all (1) public commitments associated with the carbon footprint, (2) the pro-
motion of the conclusions identified in our analysis of climate-related risks 
and improving our management by applying the recommendations of the 
Task Force on Climate-related Financial Disclosures (TCFD), and (3) waste 
management and the drive towards a circular economy.

Finally, the Sustainability Department has expanded its structure in two of 
the Company's key destinations, Mexico and the Dominican Republic, with 
the aim of becoming a benchmark in environmental and biodiversity issues.
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Our short- and medium-term variable remuneration model includes a set of 
non-financial targets, including one related to sustainability. Meeting this tar-
get depends on the Company's position in the various internationally-recog-
nised ESG indices. These indices assess environmental, social and govern-
ance areas, and each of these categories has sub-indicators and parameters 
used to evaluate a company's performance. 

At Meliá, we recognise that our participation and performance in the differ-
ent rankings are a catalyst for continuous improvement, fostering a culture 
of sustainability and promoting responsible business practices that have a 
positive impact on the company and the destinations where we operate.

In terms of scope, the remuneration model is applicable both to the Com-
pany's senior management and to executives with corporate or business re-
sponsibilities and key profiles.

On the other hand, there are areas within the business units that are work-
ing on reducing energy and water consumption, setting targets to enhance 
their management and control, and ensuring the promotion of initiatives to 
reduce the carbon footprint and improve hotel facilities.

Gran Meliá Nha Trang, Vietnam
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Financial and business results

Global hotel business

OWNED & LEASED
(millions of €)

2023 2022 ∆%

Owned & Leased Hotels revenues 1,671.1 1,500.8 11.3%
Owned 782.9 692.2 13.1%

Leased 888.2 808.6 9.8%

Of which Rooms Revenues 1,124.0 969.3 16.0%
Owned 454.5 396.6 14.6%

Leased 669.4 572.7 16.9%

EBITDAR 451.2 420.3 7.4%
Owned 190.7 172.5 10.6%

Leased 260.5 247.8 5.1%

EBITDA 408.8 401.9 1.7%
Owned 190.7 172.5 10.6%

Leased 218.1 229.4 -4.9%

EBIT 169.3 208.3 -18.7%
Owned 111.6 135.3 -17.5%

Leased 57.7 73.0 -21.0%

MANAGEMENT MODEL
(millions of €)

2023 2022 ∆%

Revenues 336.3 291.0 15.6%
Third-party fees 65.2 53.9 21.0%

Owned & leased hotels fees 88.8 84.2 5.5%

Other revenues 182.3 152.9 19.2%

EBITDA 110.2 81.4 35.3%
EBIT 107.5 76.4 40.8%

OTHER HOTEL REVENUE
(millions of €)

2023 2022 ∆%

Revenues 104.2 54.6 90.8%
EBITDA 6.5 4.2 55.3%
EBIT 5.8 2.7 109.8%

OWNED & LEASED OWNED, LEASED & MANAGED

OCCUPANCY ARR REVPAR OCCUPANCY ARR REVPAR

% ∆ (PP) € ∆% € ∆% % ∆ (PP) € ∆% € ∆%

Total Hotels 67.7% 6.09 158.6 6.8% 107.4 17.3% 58.7% 5.3 130.7 0.0% 76.8 10.0%
SPAIN 73.1% 7.0  150.7   7.9%  110.1   19.4% 70.7% 6.5  137.8   7.4%  97.4   18.2%

EMEA 65.7% 9.9  175.5   4.9%  115.3   23.5% 64.4% 8.9  177.2   2.8%  114.1   19.3%

AMERICA 59.2% 0.1  155.5   4.9%  92.0   5.1% 57.7% 0.6  145.9   10.1%  84.2   11.3%

ASIA - -  - -  - - 46.4% 10.4  83.2   1.5%  38.6   30.7%

CUBA - -  - -  - - 40.6% 5.5  76.9   -37.2%  31.2   -27.3%

B U S I N E SS  R E SU LTS :  K E Y  STAT I ST I C S
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B U S I N E SS  R E SU LTS :  P O RT FO L I O  C H A N G E S

OPERATIONAL PORTFOLIO PIPELINE

2023 2022 2024 2025 >2025 TOTAL

HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS

Owned  40    12,195    37    11,923    -      -      -      -      -      -      -      -     

Leased  87    19,675    100    21,176    1    271    -      -      1    149    2    420   

Management  166    47,036    151    44,456    17    3,649    14    3,426    17    4,247    48    11,322   

Franchised  57    13,151    59    13,361    5    306    4    446    5    1,030    14    1,782   

Total  350    92,057    347    90,916    23    4,226    18    3,872    23    5,426    64    13,524   

OPENINGS DISAFFILIATIONS

HOTEL COUNTRY/CITY MANAGEMENT ROOMS REGION HOTEL COUNTRY/CITY MANAGEMENT ROOMS REGION

 INNSIDE KUALA LUMPUR CHERAS  Malasia / Kuala Lumpur  Management  238    Asia  AMENA RESIDENCES AND SUITES MANAGED BY MELIÁ  Vietnam / Ho Chi Minh  Management  146    Asia 

 MELIÁ DURRES ALBANIA  Albania / Durres  Management  471    EMEA  INNSIDE SAIGON CENTRAL  Vietnam / Ho Chi Minh  Management  69    Asia 

 SOL TROPIKAL DURRES  Albania / Durres  Management  168    EMEA  GRAN HOTEL AFFILIATED BY MELIÁ  Cuba / Camagüey  Management  72    Cuba 

 HOTEL MISTRAL ST. JULIAN'S AFFILIATED BY MELIÁ   Malta / Saint Julians  Management  51    EMEA  HOTEL CAMAGÜEY COLÓN AFFILIATED BY MELIÁ  Cuba / Camagüey  Management  58    Cuba 

 INNSIDE HABANA CATEDRAL  Cuba / Havana  Management  50    Cuba  DORTMUND AFFILIATED BY MELIÁ  Germany / Dortmund  Franchised  90    EMEA 

 NGORONGORO LODGE MELIÁ COLLECTION  Tanzania / Ngorongoro  Management  56    EMEA  MELIÁ ROYAL TANAU  Spain / Baqueira · Lleida  Management  41    Spain 

 INNSIDE BANGKOK SUKHUMVIT  Thailand / Bangkok  Management  208    Asia  MELIÁ BUENOS AIRES  Argentina / Buenos Aires   Management  209    North & South 
America 

 GRAN MELIÁ NHA TRANG  Vietnam / Nha Trang  Management  272    Asia  HOTEL BONAVIA PLAVA LAGUNA AFFILIATED BY MELIÁ  Croatia / Rijeka    Franchised  120    EMEA 

 HOTEL SEVILLA HABANA AFFILIATED BY MELIÁ  Cuba / Havana  Management  60    Cuba 

 MELIÁ TRINIDAD PENINSULA  Cuba / Trinidad  Management  200    Cuba 

 SOL TURQUESA BEACH  Cuba / Holguín   Management  156    Cuba 

 PALAZZO CORDUSIO GRAN MELIÁ  Italy / Milan   Leased  84    EMEA 
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2023 was the first year of complete normality and the recovery of tourism, 
a year that went from good to better. The trend seen throughout the year 
in our hotels stands out for the gradual recovery of occupancy rates. Our 
leisure hotels are closer to pre-pandemic occupancy figures, with a higher 
margin in our urban hotels. Both rates, although still below the pre-Covid 
period year on year, show an upward trend in the main key destinations. 
This strong demand, together with the company's work to position itself 
increasingly towards the luxury sector, enabled a positive contribution of 
the qualitative RevPar. In general terms, customer demand shows increased 
lead time accompanied by cancellation figures that are already at pre-pan-
demic levels. In terms of outbound markets, we are pleased to note that our 
customers’ mix of nationalities during the year was similar to the Company's 
historical records, indicative of our brands’ value, our positioning in a global 
market and the good health of tourism.

In terms of segments, we would highlight the performance of our direct 
channel, Melia.com, which accounted for 46% of centralised sales during 
the year. The company's commitment to strengthening the direct channel 
and our digital tools has become key in the current environment, marked 
by constant transformation and evolution. In this regard, our MeliáRewards 
loyalty programme now has more than 15 million registered members and 
is celebrating its 30th anniversary in 2024. We are pleased to see that our 
direct channel’s positive performance is accompanied by the excellent per-
formance of our partners, such as the tour operators that are so important to 
the industry and to a global company as is Meliá Hotels International.

Prospects at the beginning of 2024

The start of 2024 looks positive, with demand continuing to show signs of 
strength and no sign of slowing down. Despite the increased anticipation of 
demand, the last minute component remains significant, therefore entailing 
current visibility focused on the short/medium term. It is noteworthy that On 
the Books bookings are continuing the positive trend, surpassing by double 
digits the figures for the same dates recorded in the previous year.

In short, the coming months will see a solid leisure and bleisure segment, ac-
companied by MICE and a calendar that promises good performance from 
major events, with an undoubted highlight being the Paris 2024 Olympics.

However, the environment is not immune to the geopolitical and macroeco-
nomic tensions. Recent conflicts around the world have not adversely affect-
ed our bookings, although a possible spread of hostilities to other countries 
could threaten the global supply chain, potentially leading to an increase 
in inflation and a possible extension of high interest rate monetary policies. 
These factors could affect demand, although for the time being the current 
strength encourages cautious optimism for the coming year. 
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SPAIN Region

B U S I N E SS  R E SU LTS :  K E Y  STAT I ST I C S

OWNED & LEASED
(millions of €)

2023 2022 ∆%

Owned & Leased Hotels revenues 755.5 670.1 12.8%
Owned 252.5 222.6 13.4%

Leased 503.0 447.5 12.4%

Of which Rooms Revenues 551.3 486.2 13.4%
Owned 178.2 157.3 13.3%

Leased 373.1 328.9 13.4%

EBITDAR 219.7 176.8 24.3%
Owned 70.4 58.4 20.6%

Leased 149.3 118.4 26.1%

EBITDA 183.7 164.1 12.0%
Owned 70.4 58.4 20.6%

Leased 113.3 105.7 7.2%

EBIT 88.8 55.8 59.1%
Owned 51.6 41.2 25.2%

Leased 37.2 14.6 154.7%

MANAGEMENT MODEL
(millions of €)

2023 2022 ∆%

Revenues 79.6 61.5 29.4%
Third-party fees 32.1 22.5 43.1%

Owned & leased hotels fees 42.7 37.0 15.5%

Other revenues 4.7 2.0 133.1%

OWNED & LEASED OWNED, LEASED & MANAGED

OCCUPANCY ARR REVPAR OCCUPANCY ARR REVPAR

% ∆ (PP) € ∆% € ∆% % ∆ (PP) € ∆% € ∆%

Total Hotels SPAIN 73.1% 7.0  150.7   7.9%  110.1   19.4% 70.7% 6.5  137.8   7.4%  97.4   18.2%
Urban 71.2% 7.4  156.4   12.5%  111.3   25.7% 70.6% 7.2  150.9   11.9%  106.5   24.6%

Leisure 75.2% 6.3  144.7   3.0%  108.8   12.5% 70.7% 6.0  128.9   4.1%  91.1   13.7%
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B U S I N E SS  R E SU LTS :  O P E R AT I O N A L  P O RT FO L I O  A N D  P I P E L I N E

OPERATIONAL PORTFOLIO PIPELINE

2023 2022 2024 2025 >2025 TOTAL

HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS

Owned  16    4,030    14    3,957    -      -      -      -      -      -      -      -     

Leased  46    12,042    60    13,619    1    271    -      -      -      -      1    271   

Management  60    16,085    50    14,690    2    591    -      -      5    1,475    7    2,066   

Franchised  17    3,112    17    3,112    3    126    -      -      -      -      3    126   

Total SPAIN  139    35,269    141    35,378    6    988    -      -      5    1,475    11    2,463   

Performance

In Spain, tourism has consolidated its recovery with leading institutions in 
the industry estimating tourism’s contribution to the Spanish economy at 
close to 12.8% of GDP, a record high. These good figures are accompanied 
by a record number of tourist arrivals in our country, standing at more than 
84 million, with an increase in average expenditure per stay.

In relation to urban hotels, the start of the year was positive, recording a sig-
nificant growth in revenues. This trend has continued throughout the year, 
with rates increasing and volumes gradually recovering. During the year as a 
whole, there was a balanced distribution by segment; tour operators, MICE 
and Corporate showed clear signs of recovery and strength. Major confer-
ences that were held during the year in cities such as Madrid, Barcelona, 
Valencia, Seville and Palma de Mallorca contributed to this segment’s good 
performance. 

2023 saw positive results in our leisure hotels, mainly driven by the recovery 
in the first quarter after the negative impact of the Omicron variant in the 
first months of 2022. In general terms, the mix of nationalities has returned 
to historical figures, with British and Spanish customer numbers being the 
fastest growing at our hotels. On the other hand, the increased booking 

lead time and lower cancellation rate, close to pre-pandemic figures, are 
also noteworthy. By segment, direct customer and tour operators account 
for the largest increases, while at the MICE and groups level we are already 
exceeding the figures for 2019, especially with the attraction of many groups 
at the beginning and end of the season. The summer season was particularly 
positive, with our Coastal and Balearic destinations performing the best. The 
good pace of demand and pleasant weather also made it possible to extend 
the season. Year-end was led by the positive performance of our hotels in the 
Canary Islands, which materialised the good prospects that were forecast. 
Special mention should be made for 2023 in terms of our products, with the 
launch of the ZEL brand developed together with tennis player Rafa Nadal, 
and the opening of Paradisus Salinas, which will become the second Paradis-
us hotel in Europe.
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In Spain, forecasts for urban hotels are positive. We estimate growth in both 
rates and volumes right from the beginning of the year. By destination, Bar-
celona and Madrid are the cities with the highest growth, combining the 
good year-end for corporate customers and a significant MICE events calen-
dar. In the case of Barcelona, the Gran Meliá Torre Melina will open in Janu-
ary, which together with the Palacio de Congresos will undoubtedly contrib-
ute a positive combination of bleisure, Corporate and MICE segments. Meliá 
Hotels International's commitment to innovation and positioning of its urban 
products will undoubtedly be significant in 2024 and the coming years.

In terms of our leisure hotels, for the first quarter the Canary Islands show an 
improvement in both rates and occupancy compared to 2023, highlightin-
glast minute demand for superior rooms. In other regions such as our Coast-
al hotels, groups confirmed for the start of the season allow for positive oc-
cupancy and rate forecasts. By segment, it is our Direct Channel that shows 
the strongest growth in revenues, and also contributes the largest increase 
in rates. It is worth highlighting the fact that some hotels that have historical-
ly closed in winter have not done so this year, a factor that adds to the plan 
to bring forward the opening of hotels in the Balearic Islands to the end of 
March for the second year in a row.

Innside Hamburg Hafen, Germany
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B U S I N E SS  R E SU LTS :  K E Y  STAT I ST I C S

OWNED & LEASED
(millions of €)

2023 2022 ∆%

Owned & Leased Hotels revenues 458.3 422.9 8.4%
Owned 111.8 96.8 15.5%

Leased 346.5 326.1 6.3%

Of which Rooms Revenues 348.6 281.4 23.9%
Owned 85.3 68.3 24.9%

Leased 263.3 213.1 23.5%

EBITDAR 126.6 137.3 -7.7%
Owned 31.8 21.9 45.3%

Leased 94.8 115.4 -17.8%

EBITDA 123.3 134.6 -8.4%
Owned 31.8 21.9 45.3%

Leased 91.5 112.7 -18.8%

EBIT 30.4 64.3 -52.8%
Owned 14.3 18.2 -21.9%

Leased 16.1 46.0 -65.0%

MANAGEMENT MODEL
(millions of €)

2023 2022 ∆%

Revenues 32.1 33.0 -2.7%
Third-party fees 3.4 2.9 17.0%

Owned & leased hotels fees 22.0 20.9 5.3%

Other revenues 6.7 9.2 -27.1%

OWNED & LEASED OWNED, LEASED & MANAGED

OCCUPANCY ARR REVPAR OCCUPANCY ARR REVPAR

% ∆ (PP) € ∆% € ∆% % ∆ (PP) € ∆% € ∆%

EMEA hotels overall 65.7% 9.9  175.5   4.9%  115.3   23.5% 64.4% 8.9  177.2   2.8%  114.1   19.3%
Germany 62.7% 9.1  135.1   4.6%  84.7   22.3% 62.7% 9.1  135.1   4.6%  84.7   22.3%

France 69.3% 11.0  218.7   4.4%  151.6   24.1% 69.3% 11.0  218.7   4.4%  151.6   24.1%

Italy 66.7% 6.9  291.9   9.7%  194.6   22.3% 65.7% 8.0  288.5   10.8%  189.5   26.2%

United Kingdom 69.6% 11.4  190.9   2.2%  132.9   22.3% 68.7% 11.1  193.6   2.0%  133.1   21.6%

Other EMEA 69.1% 12.6  181.3   6.9%  125.3   30.6% 64.9% 9.8  207.2   3.0%  134.5   21.2%
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Performance

The region has shown a positive performance in general, with some differ-
ences among some cities in Germany. Overall, the main bleisure destina-
tions have had very good traction across all segments. In addition, on the 
dates of major events such as Wimbledon, the Rugby World Cup and top 
level concerts, the number of visitors has been very positive, generating 
demand in our hotels. The MICE segment has also performed well, with 
significant visitor numbers. Although some events were not held in 2023, 
mainly in Germany, overall the evolution is positive. One of the levers that 
maintains growth potential is the purely Corporate segment which, despite 
maintaining a positive evolution throughout the year, has not recovered its 
pre-pandemic volumes year on year. By area, performance by country year 
on year is as follows:

In Germany, the start of the year was marked by the different performance of 
cities in the north of the country more linked to the business customer and 
cities with a more bleisure component. In the first case, the lack of Corporate 
customers meant a lower base occupancy in hotels in the north, while cities 
with a bleisure component saw a better evolution in destinations such as 
Berlin and Hamburg. However, all segments show marked growth compared 
to 2022. The positive note is presented by the MICE events held, which led 
to an improvement in average prices on the days of the events, although a 
lower number of stays was noted. 

In the United Kingdom, 2023 recorded a positive balance sheet, thanks to 
an improvement mainly in occupancy compared to 2022, accompanied by 
an increase in rates. The beginning of the year was marked by strikes and 
the macroeconomic situation, which affected demand in the domestic and 
European market. However, the positive note at the start of the year was the 
Corporate segment, showing resilience and sustaining demand. Our hotels 
in London saw positive year-on-year evolution thanks to a balanced contribu-
tion from all segments, with traction from international customers, benefit-
ing from special events such as the Coronation of Charles III. Concerning our 
hotels in the north of the country, the MICE and Corporate segments had the 
best performance, along with the celebration of concerts and events such as 
Eurovision, with a large number of visitors. 

In France, a positive year, with a remarkable increase in Revpar that exceeds 
figures for 2022 by double digits. Despite some negative events during the 
year, such as strikes and riots in the capital, almost all months saw improved 
figures compared to the previous year. By segment, tour operators per-
formed well, mainly thanks to US customers, which have become the main 
nationality for our hotels in the centre. Regarding major events and the MICE 
segment, the evolution is positive, with Roland Garros and the Rugby World 
Cup generating additional demand. It is important to highlight the perfor-
mance of the hotels converted to the Meliá Collection brand, which provides 

B U S I N E SS  R E SU LTS :  O P E R AT I O N A L  P O RT FO L I O  A N D  P I P E L I N E

OPERATIONAL PORTFOLIO PIPELINE

2023 2022 2024 2025 >2025 TOTAL

HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS

Owned  7    1,396    7    1,396    -      -      -      -      -      -      -      -     

Leased  39    7,044    38    6,960    -      -      -      -      1    149    1    149   

Management  13    1,663    9    913    8    1,195    7    1,541    8    1,836    23    4,572   

Franchised  39    9,893    41    10,103    2    180    4    446    5    1,030    11    1,656   

Total EMEA  98    19,996    95    19,372    10    1,375    11    1,987    14    3,015    35    6,377   



2023 Management Report Meliá Hotels International

39

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS access to a premium customer and allows us to focus on the generation of 

qualitative RevPar.

Our hotels in Italy experienced significant increases in rates and occupan-
cy compared to 2022. Especially in the summer season, the country, and in 
particular Rome, saw a significant increase in visitor numbers, mainly from 
the United States. As respects Milan, domestic, US and British customers 
allowed for an increase in rates, with the end of the year marked by the grad-
ual return of Asian customers. As is recurrent in the city, events enabled the 
recovery of revenues following the renovation of the Meliá Milano, which 
was finished in June. Special mention should be made of the opening of a 
new property in the city at the end of the year, the Gran Meliá Milano Palazzo 
di Cordusio, an iconic hotel located on Piazza Cordusio, demonstrating the 
company's commitment to the luxury sector in major European cities.

2023 in the region marks the continuation of our expansion in Albania. This 
year we opened two new hotels, with a further 13 to be opened, totalling 
more than 3,000 rooms together with the hotels already in operation. This 
expansion demonstrates the company's commitment to opening up new 
markets; it is already the leading hotel operator in the country.

Outlook for the start of 2024

In EMEA, Germany expects to record year-on-year growth thanks to the 
strong performance of the Corporate and MICE segments, which at the start 
of 2023 still showed room for improvement. With a much more solid base in 
these segments and significant growth in direct customers, the outlook is 
positive. In addition, some major sports events and concerts will generate 
demand which will be capitalised on through specific commercial strategies. 

In the UK, trends are positive, although the start of the year is proving to be 
softer than expected, mainly in London hotels. This is mainly due to reduced 
demand from the Corporate segment and the slowdown in tour operators. 
Hotels in the north of the country are operating at a higher rate than in the 
same period in 2023, with a considerable drop in MICE but that is more than 
recovered with increases in the other segments. 

In Italy, the good trend is expected to continue, with demand particularly 
strong in Milan. Thanks to a solid MICE events base, complemented by direct 
customer and tour operators, revenue is expected to increase compared to 
2023. Regarding Rome, the start of the year is in line with the city's low sea-
son. In 2023 it was supported by some events that generated additional de-
mand, which is not expected to be repeated in 2024. 

France maintains a good On the Books position with increases in RevPar 
across all hotels. In general, 2024 aims to begin with a less tense social cli-
mate than that experienced in 2023, without threats of new strikes or pro-
tests for the time being. Special mention should be made of the upcoming 
Paris 2024 Olympic Games, which will start in June. At the moment, book-
ings are limited, pending full control over the inventory of current bookings 
that the organisation and delegations are making. Overall, all segments are 
performing well, with increases in both volume and rates.
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B U S I N E SS  R E SU LTS :  K E Y  STAT I ST I C S

OWNED & LEASED
(millions of €)

2023 2022 ∆%

Owned & Leased Hotels revenues 457.3 407.9 12.1%
Owned 418.6 372.9 12.3%

Leased 38.7 35.1 10.3%

Of which Rooms Revenues 224.1 201.7 11.1%
Owned 191.0 171.0 11.7%

Leased 33.1 30.7 7.8%

EBITDAR 104.9 106.2 -1.2%
Owned 88.5 92.2 -4.0%

Leased 16.4 14.0 17.0%

EBITDA 101.8 103.2 -1.4%
Owned 88.5 92.2 -4.0%

Leased 13.3 11.0 20.4%

EBIT 50.2 88.3 -43.2%
Owned 45.8 75.9 -39.7%

Leased 4.4 12.4 -64.4%

MANAGEMENT MODEL
(millions of €)

2023 2022 ∆%

Revenues 42.7 63.6 -32.9%
Third-party fees 5.6 5.3 6.3%

Owned & leased hotels fees 24.1 26.2 -8.3%

Other revenues 13.0 32.1 -59.5%

OWNED & LEASED OWNED, LEASED & MANAGED

OCCUPANCY ARR REVPAR OCCUPANCY ARR REVPAR

% ∆ (PP) € ∆% € ∆% % ∆ (PP) € ∆% € ∆%

Total Hotels THE AMERICAS 59.2% 0.1  155.5   4.9%  92.0   5.1% 57.7% 0.6  145.9   10.1%  84.2   11.3%
Brazil - - - - - - 53.3% -0.7  104.1   31.0%  55.5   29.4%

Mexico 59.6% 0.6  175.2   2.7%  104.4   3.8% 59.6% 0.6  175.2   2.7%  104.4   3.8%

Dominican Republic 64.8% -3.2  131.9   12.0%  85.5   6.7% 64.8% -3.2  131.9   12.0%  85.5   6.7%

Other THE AMERICAS 48.6% 2.6  162.5   2.8%  79.0   8.6% 52.5% 5.0  180.4   4.5%  94.7   15.5%
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Performance

In Mexico, the evolution is positive in annual terms, showing growth in both 
occupancy and rates. However, during the third quarter, the country felt a 
slowdown in US demand for the destination. This demand shifted to Euro-
pean destinations, which is why this quarter recorded worse performance 
compared to 2022. In the fourth quarter, the pace of demand for the country 
recovered its good prospects, demonstrating that this occurrence is circum-
stantial, rather than structural. Indicative of this is the significant increase in 
air traffic, which has grown considerably compared to 2022.  By segment, 
there is positive evolution across the board, with the MICE segment standing 
out as having the highest growth during the year.

The Dominican Republic as a destination has finished a good year in terms 
of tourist arrivals, surpassing the target of 10 million tourists per year, with 
the region's air connectivity standing out. In particular, the Canadian market 
has seen a 20% increase in air capacity over the previous year. In terms of 
segments, UK, Canadian and US customer tour operators led the year, with 
increases in rates. On the other hand, Direct Customer has played an impor-

tant role in the rate increases, with demand for superior rooms also increas-
ing. Finally, the MICE segment has performed well during the year, especially 
at Paradisus Palma Real, which has hosted major medical conferences.

With respect to the United States, the year, although positive overall, showed 
different evolution in the two cities in which we are present. On the one 
hand, in New York, 2023 presents the highest production to date since open-
ing, demonstrating a solid post-pandemic recovery in both Corporate and 
Leisure customers, with room for leeway in prices compared to other estab-
lishments in the area, with this being one of the levers that show potential. In 
the case of Orlando, after a strong start to the year, the city has seen a final 
quarter with softer domestic demand following 2022, a year that benefited 
greatly from ramp-up demand.

OPERATIONAL PORTFOLIO PIPELINE

2023 2022 2024 2025 >2025 TOTAL

HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS

Owned  17    6,769    16    6,570    -      -     

Leased  2    589    2    597    -      -     

Management  17    3,790    19    4,195    5    1,396    2    285    1    180    8    1,861   

Franchised  1    146    1    146    -      -     

Total THE AMERICAS  37    11,294    38    11,508    5    1,396    2    285    1    180    8    1,861   
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North & South America: In Mexico, the strategy for the beginning of the year 
is to maintain a good base occupancy, allowing for an increase in rates for 
last minute bookings, which prevail among local customers. Regarding the 
segments, all show a good evolution in terms of occupancy and rate mainte-
nance. In the case of MICE, the year will be challenging as 2023 was particu-
larly positive, with many companies holding large and small events for their 
employees and customers.

In the Dominican Republic, this first quarter is presented with an On the Books 
position for all our hotels higher than 2023. The start of the year stands out 
for the high degree of air connectivity, which allows us to forecast a strong 
start to the year in terms of occupancy and also allows for an increase in 
rates. The country continues to be one of the main destinations in the Carib-
bean for the Canadian market, and thanks to the collaboration with our main 
partners, it allows us to lay the foundations in occupancy required to im-
prove rates at the destination. Regarding the European market, the presence 
of German, Spanish and French customers also supplements the demand. 
By segment, direct customers and tour operators show increases in volumes 
and rates. With regard to the MICE segment, good prospects were recorded 
in all hotels, with Paradisus Palma Real once again accounting for the major-
ity of revenues from this segment. 

The United States shows good prospects in New York, where leisure custom-
ers continue to show month-on-month increases, coupled with large group 
bookings for January and February. For the time being, demand in the city 
is expected to be strong and allow for growth in RevPar. In the case of Or-
lando, January and February show a drop in rates due to the strategy taken 
to recover occupancy, which is below expectations. March is traditionally a 
month of high demand in the city, so it is expected that the rate of bookings 
will recover from then.

Ratxó Retreat Hotel Melia Collection, Spain
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B U S I N E SS  R E SU LTS :  K E Y  STAT I ST I C S

OWNED & LEASED
(millions of €)

2023 2022 ∆%

Owned & Leased Hotels revenues N.A. N.A. N.A.
Owned

Leased

Of which Rooms Revenues N.A. N.A. N.A.
Owned

Leased

MANAGEMENT MODEL
(millions of €)

2023 2022 ∆%

Revenues 9.3 5.7 61.7%
Third-party fees 8.7 5.0 75.5%

Owned & leased hotels fees 0.0 0.0 0.0%

Other revenues 0.6 0.8 -24.8%

OWNED & LEASED OWNED, LEASED & MANAGED

OCCUPANCY ARR REVPAR OCCUPANCY ARR REVPAR

% ∆ (PP) € ∆% € ∆% % ∆ (PP) € ∆% € ∆%

Total Hotels ASIA - -  - -  - - 46.4% 10.4  83.2   1.5%  38.6   30.7%
China - -  - -  - - 61.0% 22.2  87.3   5.9  53.3   66.5

Southeast Asia - -  - -  - - 44.0% 8.5  82.2   0.4%  36.1   24.5%

B U S I N E SS  R E SU LTS :  O P E R AT I O N A L  P O RT FO L I O  A N D  P I P E L I N E

OPERATIONAL PORTFOLIO PIPELINE

2023 2022 2024 2025 >2025 TOTAL

HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS

Owned  -      -      -      -     

Leased  -      -      -      -     

Management  42    11,246    41    10,738    4    1,498    3    756    7    2,254   

Franchised  -      -      -      -     

Total ASIA  42    11,246    41    10,738    -      -      4    1,498    3    756    7    2,254   
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The Asia region was the straggler in terms of recovery from the pandemic, 
failing to follow the trends of high demand in the rest of the world. In 2023, 
the region's recovery was notable and although it has not recovered pre-pan-
demic metrics, it is laying a solid foundation on which to build growth. By 
country, China started to recover from the beginning of the year, with the 
turnaround starting with the Chinese New Year. Year on year, an increase in 
Revpar was recorded thanks to the recovery of part of the lost occupancy, 
but more significantly, due to the increase in rates. By segment, all segments 
show solid recovery, combining leisure demand, city events and Corporate 
customers. It should be noted that for the moment the demand is mainly 
local and from neighbouring countries. International air connectivity figures 
remain well below 2019, both in terms of inbound tourists and outbound 
nationals. In 2024, the major airline associations plan to increase air capacity 
gradually throughout the year.

With respect to Southeast Asia, in general, the easing of entry conditions to 
some destinations has favoured regional demand. Destinations such as Bali 
have recorded a year of growth in volume and increased rates, in which air 
connectivity has been key. The return of direct flights to major destinations 
generates additional demand. In the case of Thailand, tourists are primarily 
Asian and local, with other nationalities being less relevant at the moment. 
In terms of segments, the participation of tour operators stands out, increas-
ing revenues while creating brand presence among local and international 
customers. In destinations such as Koh Samui, the performance of groups 
and events was also positive. In the case of our hotels operated in Vietnam, 
demand has mainly been focused on the domestic and nearby international 
markets (Korea and Australia). Chinese travellers have not recovered their 
pre-pandemic volumes year on year due to competition from other desti-
nations and the easing of entry conditions through visa waivers. In terms 
of segments, performance varies from city to city. Hanoi, for example, has 
performed well in MICE and Corporate, while other destinations are more 
dependent on tour operators.

Outlook for the start of 2024

In the Asia region, following the clear turnaround after the pandemic, 2024 
should be a year of consolidation and growth in the region. One of the main 
levers with growth potential lies in international air connectivity, which re-
mains below pre-pandemic capacity, especially in the case of China. The 
expected gradual increase in international air capacity should be a catalyst 
for demand in the region from tourist arrivals, as local travellers go abroad, 
feeding back into demand in other regions. In the case of China, the outlook 
indicates growth in revenues due to tour operators and the MICE segment, 
with both showing double-digit growth compared to 2023. In the case of 
Southeast Asia, demand is generally solid. In destinations such as Bali, the 
strategy is focused on growth via rates, as there is more readiness for experi-
ences. In Thailand, the region expects to benefit from the growth in Chinese 
demand, generating a higher volume of last minute demand. The segments 
benefiting the most are direct customers and tour operators, controlling the 
volume of inventory for tour operators.  In the case of Vietnam, the start of 
the year shows On the Books bookings higher than in 2023; in destinations 
such as Phu Quoc, the contribution of customers from the Czech Republic 
stands out. Regarding destinations with a higher number of events such as 
Hanoi, MICE demand remains solid.
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OWNED & LEASED OWNED, LEASED & MANAGED

OCCUPANCY ARR REVPAR OCCUPANCY ARR REVPAR

% ∆ (PP) € ∆% € ∆% % ∆ (PP) € ∆% € ∆%

Total Hotels CUBA - - - - - - 40.6% 5.5 76.9 -37.2% 31.2 -27.3%

CUBA Region

B U S I N E SS  R E SU LTS :  K E Y  STAT I ST I C S

B U S I N E SS  R E SU LTS :  O P E R AT I O N A L  P O RT FO L I O  A N D  P I P E L I N E

OWNED & LEASED
(millions of €)

2023 2022 ∆%

Owned & Leased Hotels revenues N.A. N.A. N.A.
Owned

Leased

Of which Rooms Revenues N.A. N.A. N.A.
Owned

Leased

MANAGEMENT MODEL
(millions of €)

2023 2022 ∆%

Revenues 15.5 20.2 -23.2%
Third-party fees 15.4 18.3 -16.0%

Owned & leased hotels fees 0.0 0.0

Other revenues 0.1 1.9 -93.1%

OPERATIONAL PORTFOLIO PIPELINE

2023 2022 2024 2025 >2025 TOTAL

HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS HOTELS ROOMS

Owned  -      -      -      -      -      -      -      -      -      -     

Leased  -      -      -      -      -      -      -      -      -      -     

Management  34    14,252    32    13,920    2    467    1    102    -      -      3    569   

Franchised  -      -      -      -      -      -      -      -      -      -     

Total CUBA  34    14,252    32    13,920    2    467    1    102    -      -      3    569   
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Although below expectations, 2023 was a positive year for operations. In 
general, visitor arrivals from the major foreign outbound markets grew, with 
diversification and growth in air capacity contributing positively. The Cana-
dian market continues to lead the region, with more than 50% increase over 
2022. By segment, tour operators remain the main source of stays genera-
tion. The negative note this year was the domestic market, which saw a large 
reduction in stays in the region. The main reason is the country’s economic 
situation and the consequent devaluation of the Cuban peso.

Outlook for the start of 2024

In Cuba, the beginning of the year shows good prospects thanks to in-
creased booking lead time, resulting in a better On the Books position. The 
international market continues to lead the way, with major markets such as 
Russia, Germany, Argentina and France having a good rate of bookings. With 
respect to the Canadian market, it continues to lead the destination despite 
a slight decline in On the Books bookings compared to the previous year, 
which is compensated by a higher average rate. The opening of the Meliá 
Trinidad Península, the first 5-star hotel at the destination, stands out in this 
period. Another highlight is the opening of the Sol Turquesa Beach, located 
in Holguín.

Paradisus Princesa del Mar, Cuba
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Shareholding Distribution

As at 31 December 2023, our shareholding is structured as follows:

S H A R E H O L D I N G  ST RU CT U R E

Global Alpha Capital
Management LTD

Treasury stock
Rest
(floating capital)

Hoteles Mallorquines
Asociados SL
Hoteles Mallorquines
Agrupados SL
Hoteles Mallorquines
Consolidados SL
Tulipa Inversiones
2018, SA

13.22%
0.11%

31.74%

13.76%

11.29%

24.36%

5.39%

NO. OF DIRECT/INDIRECT
VOTING RIGHTS

30,333,066

24,882,289

53,700,867

11,874,749

29,148,623

248,014

69,952,696

Shareholder remuneration

The company aims to offer an attractive, predictable and sustainable divi-
dend. This policy is compatible with the top priority given to maintaining a 
level of equity that guarantees investments for the Company’s future growth 
and ensures value creation. 

After 2023, a year of normal operations throughout the year and following 
the suspension of dividend distributions in recent years to strengthen the 
balance sheet, the Board of Directors resolved on 29 February 2024 to pro-
pose to the Annual General Shareholders Meeting a resumption of dividend 
distributions against FY 2023.

Stock Market Evolution

During 2023, Meliá Hotels International shares have recorded a 30.2% in-
crease in value, while the IBEX-35 has appreciated by 22.8%. The stock's per-
formance was particularly positive in the first half of the year, after fears of 
the onset of a recession at the beginning of 2023 dissipated. The strength of 
demand and the good prospects for the different seasons that have material-
ised throughout the year have met market expectations. On the other hand, 
to contain the increase in inflation, the European Central Bank and the FED in 
the United States have raised interest rates throughout the year. In the final 
stretch of the year, however, stock markets in general rose across the board, 
partly on the back of expectations of the end of the restrictive cycle and the 
rising interest rates.

STO C K  M A R K E T  E VO LU T I O N

0
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2,000,000
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12/30/2022 1/30/2023 2/28/2023 3/31/2023 4/30/2023 5/31/2023 6/30/2023 7/31/2023 8/31/2023 9/30/2023 10/31/2023 11/30/2023
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1Q 2023 2Q 2023 3Q 2023 4Q 2023 2023

Average daily volume 
(thousands of shares) 1,178.23  814.52  494.90  630.27  780.24 

Meliá (% change)  29.97%  6.72%  -9.37%  3.56%  30.19% 

Ibex 35 (% change)  12.19%  3.90%  -1.72%  7.15%  22.76% 

A N A LYST  R EC O M M E N DAT I O N

DEC 23 DEC 22

 Number of shares (millions)  220.4  220.4 

 Average daily volume (thousands of shares)  780.2  1,038.6 

 Maximum price (euros)  6.68  8.09 

 Minimum price (euros)  4.71  4.13 

 Latest price (euros)  5.96  4.58 

 Market capitalisation (million euros) 1,313.6  1,009.0 

 Dividend (euros)  -  - 

TARGET PRICE

7.14
PER SHARE

BUY

41%
HOLD

53%

WE ARE COVERED BY

17
ANALYSTS
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General Shareholders’
Meeting

Board of Directors

President and CEO

Executive Committee (SET)

Appointments, Remuneration
and CSR Committee

Audit and Compliance
Committee

Sustainability
Committee

Investment
Committee

Operating
Commitee

Expansion
Committee

Code of Ethics
O�ice

Ethics
Committee

Data Protection
O�ice

Internal
Control Body

Strategic
Planning Committee

Corporate governance

Governance model

Our governance model is developed and put together through a series of 
regulations, rules, policies, protocols, processes and procedures based on 
the principles of transparency and best corporate governance practices. 
This system regulates and develops areas related to the structure, composi-
tion and functioning of our governance model, as well as the principles and 
commitments contained in the Code of Ethics and the policies approved by 
the Board of Directors.

Governance structure
GRI: 2-9; 2-11

These governing bodies are regulated by the various rules (Articles of As-
sociation, Regulations of the Annual General Meeting, Regulations of the 
Board of Directors, Regulations governing the Functioning of the Governing 
Bodies, Code of Ethics and Internal Code of Conduct concerning the Stock 
Market) which are the backbone for their operation and serve as the basis 
and pillar for the application of the model’s principles.

Board of Directors
GRI: 2-9; 2-10; 2-11: 405-1

In accordance with the provisions of the Articles of Association, the Board 
of Directors of Meliá Hotels International, S.A. is the body responsible for the 
Company’s governance, management and administration.

It is governed by the provisions of Article 31 et seq. of the Articles of Asso-
ciation and by the Regulations of the Board of Directors, which set out its 
structure, composition, powers and functioning.

The Board of Directors of Meliá Hotels International is comprised of a total of 
11 members, of which six (6) are independent, one (1) is executive and four 
(4) represent major shareholders.

Taking into account the appointment of Mr. Gabriel Escarrer Jaume as Exec-
utive Chairman, and in compliance with recommendation number 34 of the 
Good Governance Code of Listed Companies, in 2023, the position and roles 
of Mr. Fernando d’Ornellas as Independent Coordinating Director have taken 
on more relevance.

During 2023, there were some absences of the Honorary Chairman, Mr Ga-
briel Escarrer Juliá, who was unable to attend some meetings under medical 
advice.
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DIRECTOR POSITION TYPE END OF TERM 
OF OFFICE

MEMBERSHIP 
OF SPECIALISED 
COMMITTEES

Mr. Gabriel Escarrer Juliá​ Honorary Chairman Representing Major 
Shareholders 22 June 2027​ -​

Mr. Gabriel Escarrer Jaume​ Chairman and CEO Executive 10 June 2025​ -​

Hoteles Mallorquines Agrupados, S.L. 
(Rep. Mr. Jose María Vázquez-Pena)​ Member Representing Major 

Shareholders 10 July 2024​ -​

Mr. Alfredo Pastor Bodmer​ Member Representing Major 
Shareholders 22 June 2027​ -​

Mr. Fernando D’Ornellas Silva​ Coordinating Director 
and Chairman AR&SC Independent 10 June 2025​ A&CC / AR&SC

Ms. Carina Szpilka Lázaro​ Member Independent 10 July 2024​ A&CC / AR&SC

Mr. Francisco Javier Campo García​ Chairman A&CC Independent 10 June 2025​ A&CC / AR&SC

Mr. Luis María Díaz de Bustamante y Terminel​ Secretary​ Representing Major 
Shareholders 16 June 2026​ AR&SC

Ms. Cristina Henríquez de Luna Basagoiti​ Member Independent 22 June 2027​ A&CC

Ms. Cristina Aldámiz-Echevarría González 
de Durana​ Member Independent 16 June 2026​ A&CC

Ms. Montserrat Trapé Viladomat​ Member Independent 16 June 2026​ AR&SC

Roles of the Board of Directors

The Board of Directors exercised various roles in 2023 associated with:

•	 The Annual General Meeting and shareholder involvement: convening 
the AGM, setting the agenda, drawing up the proposals to be submitted 
for approval, implementing the resolutions passed by the AGM etc.

•	 Company and Group policies and strategies: monitoring the company's 
strategic plan, determining the Group's fiscal strategy, establishing the 
shareholder remuneration policy etc.

•	 The organisation of the Board of Directors: overseeing the functioning of 
the specialised committees, evaluating the functioning of the Board etc.

•	 The information to be provided or supplied by the Company: formulating 
the financial statements and the statement of non-financial information, 
approving the annual corporate governance report and the directors' re-
muneration report etc.

•	 Remuneration of directors and executives: proposing to the AGM the ap-
pointment or ratification of directors, monitoring the succession plan for 
the Chairman of the Board etc.

Composition

C U R R E N T  C O M P OS I T I O N  O F  T H E  B OA R D

During 2023, the following changes have taken place in the composition of 
the Board of Directors and its specialised committees:

•	 Resignation of Mr. Gabriel Escarrer Juliá as Chairman of the Board of Di-
rectors and subsequent appointment as Honorary Chairman.

•	 Re-election as External Director Representing Major Shareholders of Mr. 
Gabriel Escarrer Juliá, who in addition to being Honorary Chairman is 
also a member of the Board.

•	 Appointment of Mr. Gabriel Escarrer Jaume as Chairman of the Board, 
continuing in his position as CEO. The appointment of Mr. Gabriel Escar-
rer Jaume as the new Chairman of the Board has been carried out under 
the Succession Plan unanimously approved in December 2016 by the 
Board of Directors.

•	 Appointment as External Director Representing Major Shareholders of Mr. 
Alfredo Pastor Bodmer, representing the major shareholder, Hoteles Mal-
lorquines Asociados, S.L.

•	 Re-election as Independent External Director of Ms. María Cristina Hen-
ríquez de Luna Basagoiti.

ATTENDANCE

91%

AVERAGE
 SENIORITY

11.1
Years Years

AVERAGE AGE

66.1
WOMEN

36.4%

INDEPENDENCE

54.5%
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Competency Matrix

Diversity

Both the Appointments, Remuneration and Sustainability Committee and 
the Board are aware of the 40% target established in the CNMV's Good Gov-
ernance Code of Listed Companies and the Diversity Directive. Consequent-
ly, they underscore their determination to include more women on the Board 
in future selection processes.

In this regard, since 2021 the Board of Directors of Meliá Hotels International 
has comprised four (4) female directors, out of a total of eleven (11) mem-
bers, representing 36.36% women on the Board. Moreover, the specialised 
Board Committees have a composition of more than 40% women (the Audit 
and Compliance Committee is made up of 60% women and the Appoint-
ments, Remuneration and Sustainability Committee, 40%). 

Furthermore, in June, the Board of Directors approved a new Diversity Policy, 
setting new and more ambitious targets in this area. The Policy establishes 
the principles, guidelines and main lines of action on diversity and inclu-
sion that will govern the Company's strategy, ensuring equal opportunities 
and non-discrimination on grounds of race, colour, sexual orientation, age, 
gender, culture, work, disability, ideology, religion, or any other character-
istics, with diversity and inclusion defended as values to be protected and 
consolidated in the workplace. In addition, the Director Selection Policy was 
amended in June 2023, updating the Board’s gender diversity target: 40% 
women by 2024.

Competency matrix
GRI: 2-17

During 2023, the competency matrix has continued to be used as a tool for the 
selection and re-election, where applicable, of Directors, as set out in the Di-
rector Selection Policy, as well as in the preparation of the Board's training plan.

Evaluation of the Board of Directors
GRI: 2-18

The Board of Directors annually evaluates the functioning and composition 
of the Board itself and its committees, as well as the Company’s chief ex-
ecutive. The Appointments, Remuneration and Sustainability Committee is 
responsible for approving and initiating this process. The report with the re-
sults of the 2023 evaluation will be presented to the Board of Directors in the 
first quarter of the following financial year (2024), when the corresponding 
action plan, if any, will be discussed and approved.

In connection with Recommendation 36 of the Good Governance Code of 
Listed Companies, which refers to the assistance of an external consultant in 
the Board evaluation process, the Appointments, Remuneration and Sustain-
ability Committee was advised in 2022 by the consultancy firm PriceWater-
houseCoopers in the review of the assessment questionnaires for the Board 
of Directors and the chief executive.

As a result of the 2022 self-assessment process, during 2023 the Board has 
had a training plan in place for new technologies (artificial intelligence), 
strategy and cybersecurity. The selection of the training provider was led by 
the Appointments, Remuneration and Sustainability Committee as part of 
the process to monitor the Board evaluation.

The following changes have taken place in the Board's specialised commit-
tees:

•	 Appointment of Ms. Montserrat Trapé Viladomat (Independent External) as a 
member of the Appointments, Remuneration and Sustainability Committee. 

•	 Appointment of Ms. Cristina Aldamiz-Echevarría González de Durana (In-
dependent External) as member of the Audit and Compliance Committee. 

Conflicts of interest
GRI: 2-15

The Honorary Chairman of the Board (Gabriel Escarrer Juliá), the Chairman 
and CEO (Gabriel Escarrer Jaume), as well as the Directors whose re-election 
or appointment has been submitted for approval by the AGM, have abstained 

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Directors%20Selection%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Directors%20Selection%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Diversity%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/Documents/Matriz%20de%20competencias/MHI_Matriz_competencias_feb24_ENG.pdf
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Remuneration 
structure of 

Directors
Attendance fees 

(Board, Committees)

Fixed annual     
allocation 

Remuneration of the Board of Directors
GRI: 2-19; 2-20; 2-21; 405-2

The remuneration of the Board of Directors is based on our Remuneration 
Policy, best market practices, as well as applicable regulations and recom-
mendations. We also follow the remuneration studies prepared by external 
consultants.

In 2021, the Board Remuneration Policy for 2022 to 2024 was approved to 
incorporate the latest recommendations of the Good Governance Code of 
Listed Companies and the new requirements resulting from the latest reform 
to the Spanish Companies Act regarding long-term shareholder involvement. 

D I R ECTO R  R E M U N E R AT I O N  SYST E M

The remuneration of the Directors in their capacity as such consists of: 

•	 Fixed annual allowance for carrying out their supervisory and joint deci-
sion-making roles. 

•	 Per diems for attendance at meetings of the Board of Directors and 
Committees of which they are members.

In addition to the above, the Chairman of the Board and the CEO's remuner-
ation package includes:

•	 Fixed annual remuneration.
•	 Short-term variable remuneration.
•	 Long-term variable remuneration.
•	 Remuneration in kind and other benefits.

R E M U N E R AT I O N  ST RU CT U R E  O F  T H E  C H A I R M A N  A N D  C EO

Remuneration structure 
of the Chairman and 
Chief Executive O
icer

Long-term variable 
remuneration of the 
Chairman and Chief 
Executive O
icer

Share price performance 
Financial  solvency
Sustainability and positioning objectives
Business objectives (fees from third parties, 
direct sales and centralised sales)

20%
30%

40%

10%

Fixed 
remuneration

Short-term 
variable 

remuneration

Remuneration in 
kind and other 

benefits 

Long-term 
variable 
remuneration

from participating in the deliberation and voting on matters considered at 
meetings of the Board of Directors relating to decisions in which they, or a 
person related to them, presented a potential direct or indirect conflict of 
interest with the Company.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ShareholdersDocs/2021/Directors%20Remuneration%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ShareholdersDocs/2021/Directors%20Remuneration%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ShareholdersDocs/2021/Directors%20Remuneration%20Policy.pdf
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 ​ 2017​ 2018​ 2019​ 2020​ 2021​ 2022​ 2023​

AGM Approval Annual 
Remuneration Report 71.0%​ 94.9%​ 97.3%​ 99.8%​ 99.5%​ 97.6%​  84.6%​

Increase vs 2017  ​ 24.9 pp​ 27.3 pp​ 29.9 pp 29.5 pp 27.6 pp​  ​

As part of this remuneration structure and in compliance with the Spanish 
Companies Act, the Board of Directors submitted for approval by the 2022 
Annual General Meeting the long-term remuneration system, partially in-
dexed to the Company's share price, for the Executive Director, leadership 
and other professionals of the Group.

When drawing up the 2023 Annual Remuneration Report, we have taken into 
account the recommendations received from the proxy advisors in the run-
up to the AGM (Glass Lewis and ISS). In relation to the approval by the 2023 
AGM of the 2022 Annual Remuneration Report, and with regard to the declin-
ing shareholder support for this Report, the Appointments, Remuneration 
and Sustainability Committee analysed in detail the possible causes of such 
votes, promoting improved transparency and detail for the next Board Re-
muneration Report, which will be submitted for approval by the 2024 AGM.

A P P ROVA L  O F  T H E  A N N UA L  R E M U N E R AT I O N  R E P O RT

The remuneration model of the Board of Directors for 2024, as set out in the 
Remuneration Policy, is structured as follows:

D E TA I L  O F  B OA R D  A N D  S E N I O R  M A N AG E M E N T  R E M U N E R AT I O N

(In thousands of €) 2022 2023

SALARY FIXED 
REMUNERATION PER DIEMS SHORT T. VARIABLE 

REMUNERATION
LONG T. VARIABLE 
REMUNERATION TOTAL SALARY FIXED 

REMUNERATION PER DIEMS SHORT T. VARIABLE 
REMUNERATION

LONG T. VARIABLE 
REMUNERATION TOTAL

CEO  869    22    35    533    1,459    865    22    38    533    1,458   

Non-Executive Directors  206    580    786    216    638    854   

Senior Management  2,004    869    2,873    2,192    911    3,103   

Total  869    2,232    615    1,402    -      5,118    865    2,430    676    1,444    -      5,415   

Notes:
- In 2023, the gap between the annual remuneration of the Executive Deputy-Chairman & CEO and the median average remuneration of the entire workforce (consolidated perimeter) was 64 times difference.
- The average remuneration of Directors and Senior Management (including Internal Auditor) is €95,716 for women and €158,206 for men.
- The average fixed and variable remuneration of Directors and Senior Management is €105,702 for women and €211,372 for men.



ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

2023 Management Report Meliá Hotels International

55

TABLE OF 
CONTENTS

AUDIT AND COMPLIANCE COMMITTEE 

MEMBERS WOMEN​
DIRECTORS 
REPRESENTING MAJOR 
SHAREHOLDERS

INDEPENDENT 
EXTERNAL DIRECTORS

MEETINGS 
2023​ CHAIRMAN ATTENDANCE

5​ 3 (60%)​ 0 (0%)​ 5 (100%)​ 8​ Independent 
Director 97.5%​

APPOINTMENTS, REMUNERATION AND SUSTAINABILITY COMMITTEE 

MEMBERS WOMEN​
DIRECTORS 
REPRESENTING MAJOR 
SHAREHOLDERS

INDEPENDENT 
EXTERNAL DIRECTORS

MEETINGS 
2023​ CHAIRMAN ATTENDANCE

5​ 2 (40%)​ 1 (20%)​ 4 (80%)​ 7​ Independent 
Director 100%​
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Specialised committees

In 2023, the operation and roles of the two specialised Board Committees 
have been consolidated and aligned with recommendations on good gov-
ernance.

Appointments, Remuneration and Sustainability Committee

The main functions of this committee are detailed below:

•	 Drawing up proposals for the appointment and re-election of directors 
and senior executives, as well as proposing their remuneration.

•	 Reporting on transactions that involve or may involve conflicts of inter-
est.

•	 Leading the periodic evaluation of the structure, size, composition and 
actions of both the Board of Directors and the specialised committees, 
with the appropriate recommendations made in each case.

•	 Ensuring that the knowledge and experience that directors have in terms 
of ESG is aligned with emerging trends and best practices.

•	 Monitoring the sustainability strategy and practices and assessing their 
degree of compliance in coordination with the Sustainability Committee.

•	 Proposing to the Board of Directors the criteria and conditions of the 
Remuneration Policy and ensuring transparency.

It is worth highlighting the Committee's focus on appointments and re-elec-
tions in 2023; during the year there were significant changes in the compo-
sition of the Board and, in particular, in the succession plan for the Chairman 
of the Board.

The main activities carried out by the Committee during 2023 are summa-
rised below:

C O M P OS I T I O N  A N D  R AT I OS  O F  T H E  S P EC I A L I S E D  C O M M I T T E E S

ACT I V I T I E S  O F  T H E  C O M M I T T E E
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Audit and Compliance Committee

The main functions of this committee are detailed below:

•	 Supporting the Board in overseeing the effectiveness of the Company's 
internal control and risk management systems, acting as a channel of 
communication with internal and external auditors.

•	 Monitoring the process of preparing and presenting financial and non-fi-
nancial information to the Board.

•	 Compliance with legal provisions and internal regulations.
•	 Overseeing internal audit.
•	 Overseeing Risk Control & Compliance.
•	 Relations with the Group's external auditor (Deloitte).

During 2023, the Committee focused in particular on the selection process 
for the external auditor and on the Non-Financial Reporting Internal Control 
System (SCIINF). The main activities carried out are also summarised:

ACT I V I T I E S  O F  T H E  C O M M I T T E E

Executive Committee

The Executive Committee or SET (Senior Executive Team) is the collegiate 
body that drives the management of Meliá Hotels International, as well as the 
critical continuous review of the business. In this way, it works to ensure that 
the targets set by the Board of Directors are met and supports the Chairman 
and CEO in their management.

The Executive Committee also ensures the sustainable growth of the busi-
ness and the contribution of value for shareholders, promoting the projects 
that the Company needs to undertake for which it is responsible. It also sets 
priorities, allocates the necessary resources and works to ensure that the 
targets set are achieved.

Another of its functions is to provide the Board of Directors up-to-date, ob-
jective and adequate information to enable the latter to carry out its over-
sight functions.

Between May and September 2023, the following changes occurred in the 
composition of the SET: 

•	 Appointment of Mr. Ángel Luís Rodríguez Mendizábal as the Company’s 
new Chief Financial Officer, replacing Ms. Pilar Dols Company, who has 
become head of the Escarrer Family Office.

•	 Appointment of Mr. Juan Ignacio Pardo García as the new Chief Real Es-
tate Officer, replacing Mr Mark Hoddinott.

•	 Appointment of Mr. Mariano de Cáceres Pérez as the new Chief Legal & 
Compliance Officer, replacing Mr. Juan Ignacio Pardo García.

•	 Appointment of Mr. Carlos González Santolaya as the new Chief Strategy 
Officer.
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During the year, the quorum for the AGM has been increased from 77.31% 
(2022) to 78.10% of the share capital with voting rights.

With a view to strengthening the Company’s solvency and liquidity, the Board 
of Directors decided not to propose a distribution of dividends to the AGM.

The AGM held on 22 June 2023 renewed the delegations to the Board re-
garding the capital increase (including the exclusion of pre-emptive rights) 
and the issuance of simple and convertible debt.

With these changes, the SET is expanded (from 6 to 7 members), and its 
composition is as follows: 

•	 Mr. Gabriel Escarrer Jaume – Chairman of the Board and CEO. 
•	 Mr. André P. Gerondeau – Chief Operating Officer – responsible for the 

areas of hotel operations and the Group's Vacation Club. 
•	 Mr. Juan Ignacio Pardo García - Chief Real Estate Officer – responsible 

for the areas of real estate portfolio, asset management, construction, 
maintenance and procurement. 

•	 Mr. Ángel Luís Rodríguez Mendizábal - Chief Financial Officer – respon-
sible for the areas of finance, tax, investor relations, management control 
and administration. 

•	 Mr. Gabriel Cánaves Picornell – Chief Human Resources Officer – re-
sponsible for Human Resources and operations in Cuba.

•	 Mr. Mariano de Cáceres Pérez  - Chief Legal & Compliance Officer – re-
sponsible for the areas of legal advice, internal audit, risk, compliance 
and corporate governance.

•	 Mr. Carlos González Santolaya - Chief Strategy Officer – responsible for 
strategy, IT and innovation.

In 2024, the SET has been particularly focused on the following:

•	 Monitoring the asset turnover roadmap (analysis and monitoring of all 
Real Estate operations).

•	 Analysis, study, review, selection and approval, where appropriate, of the 
Group's different financing operations.

•	 Monitoring the Strategic Plan roadmap.
•	 Monitoring the Cultural Transformation Plan, with a focus on the Compa-

ny's culture and on attracting and retaining talent.
•	 Monitoring and analysing the Group's different significant lawsuits.
•	 At the operational level, continuous monitoring of the Company's opera-

tional and economic forecasts.
•	 Deep Dives (single-issue meetings) on specific areas and projects, in-

cluding IT, Global Business Development and Human Resources.
•	 Approval, monitoring and re-planning of the Annual Investment Plan (AIP).
•	 Monitoring of the budget for 2023 and approval of the budget for 2024.

Meliá Punta Cana Beach, Dominican Republic



ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

2023 Management Report Meliá Hotels International

58

TABLE OF 
CONTENTS Human Rights Due Diligence

GRI: 2-23; 2-24; 2-25; 3-3; 407-1; 408-1; 409-1

The transversal management of intangibles is becoming increasingly impor-
tant due to new regulatory environments and the interest of investors, cus-
tomers and consumers etc., with an increased focus on transparency and 
rigour in non-financial reporting.

The European Commission presented on 23 February 2022 a proposal for 
a Directive on corporate sustainability due diligence. The proposal aims to 
promote sustainable and responsible business behaviour throughout the 
value chain. It requires companies to play a key role in building a sustainable 
economy and society, requiring them, where necessary, to prevent, contain 
or mitigate the adverse effects of their business activity on human rights and 
the environment. This issue is not only becoming increasingly important in 
the regulatory environment, but also in our stakeholder materiality matrix, 
the issue of labour and human rights protection is positioned in the TOP 5.

The new regulation sets new lines of work, consequently, we assume univer-
sal pillars, such as the Principles of the Global Compact - an entity of which 
we have been a member since 2009 - and United Nations Human Rights, and 
we apply international frameworks in the business sphere: the International 
Bill of Human Rights, the International Covenant on Economic, Social and 
Cultural Rights, the Fundamental Principles of the ILO, the Tripartite Declara-
tion of Principles concerning Multinational Enterprises and Social Policy, as 
well as other specific conventions concerning the tourism industry.

Using the documents available from the European Commission, the Glob-
al Compact good practices and the recently published CSRD, the Group is 
working to make our process for identifying, preventing, mitigating and tak-
ing accountability for actual and potential negative effects on people and 

the environment ever more robust. We are driving this commitment through-
out our value chain, including all kinds of suppliers, who provide a service in 
line with our customers' expectations.

At Meliá Hotels International, we have been working for years to consolidate 
our human rights governance and management system, driven by the publi-
cation of the global Human Rights Policy, approved by the Board of Directors 
in July 2018.

It is also worth highlighting the launch of our first Human Rights Self-As-
sessment in 2019, which was updated in 2022. The due diligence process is 
aligned with the UN Guiding Principles on Business and Human Rights and 
the OECD Guidelines for Multinational Enterprises.

Human Rights control 
and management system
Respect for human rights, in line with international regulations, is insepara-
ble from our way of understanding hotel management and our values as a 
family-founded company.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Politica_DDHH_2018_VF_EN.PDF
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2006
ECPAT Code of Conduct for 
the Protection of Children 
from Sexual Exploitation in 
Travel and Tourism.

2008 
Principles of
the Global Compact. 2022 

Commitment letter to
the G20 countries to accelerate 
the Paris commitments.

2011 
Global Code
of Ethics for Tourism .

2013  
Social dialogue
and labour rights.

2015
The Paris Agreement .

2019
Prevention of sexual 
harassment.

2021
UNESCO 
Sustainable Travel 
Pledge.

A  LO O K  BAC K  AT  1 7  Y E A RS  O F  P RO G R E SS

Given the Company's growth and the opening of new markets and countries, 
the Company has designed a risk assessment model by country under ESG 
criteria, where it may potentially be conducting negotiations but to date has 
no hotels operating under any management system. This assessment evalu-
ates different dimensions, including areas related to the degree of defence 
or violation of human rights. 

On the other hand, new hotel incorporations include in their contractual 
documentation a specific clause to ensure the integration of ESG criteria in 
the future of the relationship and compliance with Meliá Hotels Internation-
al's ethical management system.

We translate our commitment to human rights into practice and are working 
to ensure their integration throughout the value chain. All our suppliers must 

sign our Supplier Code of Ethics, assuming our ethical commitments to re-
spect their own people and to protect human rights. Likewise, they actively 
undertake to promote and respect the principles of the UN Global Compact 
on labour and human rights in their business. In this regard, we have the 
power to at any time verify that the obligations assumed in this clause are 
being met. While our contract with the supplier is in force, we may also re-
quest documentation to demonstrate that the supplier is complying with the 
commitments set out in the clause and, in the case of non-compliance, ini-
tiate termination of the contract, without prejudice to any other appropriate 
compensatory actions.

https://www.meliahotelsinternational.com/EthicalDocs/C%C3%B3digo%20%C3%A9tico%20proveedores%20EN/mhi_codigo_etico_a5_suppliers_jul18_en.pdf
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Risks arising from our activity

Since 2021, our Global Risk Map has included potential impacts on human 
rights protection as a specific risk since we operate in 14 countries in which 
rights may not be fully guaranteed or there may be threats of systematic 
violations. This risk specifically analyses breach of labour rights, staff not 
covered by a Collective Agreement, human trafficking, respect for the envi-
ronment, slavery, discrimination, harassment, bullying and mobbing, taking 
into account the level of probability and impact.

We monitor this model each year to compile all the behaviours that could 
threaten the dignity, equality, freedom, health or safety of people, as well 
as impacts on the environment and issues related to corruption. As part of 
our Crime Prevention and Detection Protocol, we have identified 23 criminal 
offenses, 8 of them associated with impacts on human rights, related to be-

Code of Ethics

Supplier Code of Ethics 

Corporate Policies

Equality Plan 

Dhaka Principles

Auditing
& Compliance 
Committee
Regulatory body that 
strengthens the general 
framework defined in our 
Human Rights Policy.

Code of Ethics O�ice 

Complaints Channel

Crime Prevention Model 

Global Risk Map & ESG

Supply Chain Due 
Diligence
Control Self-Assessment 
(CSA) Human Rights

Internal Audits

Crime Prevention Model 

Collective Bargaining 
Agreements 

Works Councils

Occupational Health
& Safety Committee

Management tools
ocused on the integration, 
protection and resolution
of incidents in this area.

Board of Directors

Appointments, Remuneration 
& Sustainability Committee

Auditing & Compliance 
Committee

Executive Committee (SET) 

Sustainability Committee 

Ethics Committee

Governance
The various governing bodies 
assume the functions and 
powers associated with this area.

haviours that could breach workers' rights, possible environmental impacts 
and behaviours linked to corruption.

The analysis conducted with the participation of the 242 hotels involved, as 
well as the management of the 28 complaints received, leads us to confirm 
that our management system operates correctly, with no risk situations hav-
ing been identified in any of the areas covered by the exercise, and conclud-
ing that there is a high level of protection and low probability of situations 
involving a breach of human rights.

A robust governance model

The Universal Declaration of Human Rights, drafted by representatives with 
different legal and cultural backgrounds from all regions of the world, rep-
resents the first universal recognition of the basic rights and fundamental 
freedoms inherent to all human beings, inalienable and applicable in equal 
measure to all people, regardless of our nationality, place of residence, gen-
der, national or ethnic origin, skin colour, religion, language or any other 
condition.

This key principle requires the business world to respect human rights in its 
activities and operations, avoiding negative impacts or violations and, at the 
same time, promoting actions that contribute positively to the targets set in 
the Sustainable Development Goals (SDGs).

The Company has different tools, channels and control systems in place, 
available to both its external stakeholders and its employees, to respond 
forcefully to any violation of human rights and minimize any impacts that 
may occur in any country in which it has presence and operates, whatever 
the nature may be: general, labour or linked to corruption.
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Human rights self-assessment

Three years after our first self-assessment, in 2022 we reviewed and updated 
our Control Self-Assessment (CSA) to identify new risks and criteria in this 
area in our operations. This new document incorporated the highest stand-
ards and added the Dhaka Principles of Responsible Recruitment and the 
Modern Slavery Act (UK) guidelines to the approaches already covered in our 
first self-assessment, mentioned above. With the aim of going further in our 
requirements, when updating the self-assessment we also incorporated new 
vulnerable groups, such as migrant workers, women discriminated against 
on the basis of gender, women who are victims of violence, children, indige-
nous communities, the unemployed, refugees and LGTBIQ+ groups.

With this update, we covered different areas relating to labour rights, such 
as staff selection, remuneration and recruitment, occupational health and 
the working environment, social dialogue, the supply chain, the environ-
ment, recognised as a commitment in our policy, and anti-corruption. In 
each of them, we measured the perception of protection and the probabil-
ity of breach of these rights in the business units, as well as management's 
management capacity, aware of the potential negative impact of a possible 
breach on our business.

L E V E L  O F  P ROT ECT I O N  A N D  P RO BA B I L I T Y  O F  B R E AC H

Given the importance of this issue and our international presence, 242 hotels 
were invited to participate in 2022 across 26 countries (84% of the active 
owned, leased and managed portfolio), with the exception of Cuba, China 
and other hotels that were not operational during the period). All the hotels 
responded to the questionnaire, giving us a global vision of the level of man-
agement, control and assurance that exists in our portfolio.

The exercise included one hundred questions and was conceptualised from 
an integrated view of our public commitments. It covered the Company’s 
different policies in areas related to: human rights, anti-corruption, climate 
change and the environment, procurement and contracting of services, hu-
man resources, occupational health and safety, and sustainability. To sup-
plement the process, we analysed other areas with additional specific ques-
tions related to harassment, impact on communities, discrimination, labour 
rights, free movement, ethics, right to privacy and the fight against child 
labour.

% Degree of protection            % Probability of violation

Labor Practices Environmental Practices Anti-corruption Practices

83.1%

11.2%

97.5%

5.4%

98.4%

6.2%

Since 2020, we have identified groups whose rights, mainly labour related, 
are not guaranteed or are systematically violated in countries in which we 
operate and where there could be a risk, taking as a reference the Global 
Labour Rights Index of the International Trade Union Confederation (ITUC) 
and Human Rights Watch.

In addition to the efforts made to identify risks, work was also done to verify 
the people management control systems. Each year our Internal Audit and 
Occupational Health teams check the correct implementation of these sys-
tems and occupational health and safety protocols.

On our path of continuous improvement and anticipation of potential risks, 
we periodically verify our internal control systems. Lessons learned and 
opportunities for improvement are integrated into the Company’s manage-
ment so our performance can be seen by our stakeholders in a transparent, 
rigorous manner.
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Owned and Leased
Management

ENGAGEMENT

44%

56%
AMERICA
36 HOTELS

Brazil​ 12​
Dominican Rep. 8​
Mexico​ 7​
Argentina​ 3​
United States 2​
Peru 2​
Venezuela​ 2​

EUROPE
49 HOTELS

Germany 24​
France 7​
Italy​ 6​
United Kingdom 6​
Luxembourg​ 2​
Austria​ 1​
Greece 1​
The Netherlands 1​
Czech Republic 1​

APAC
31 HOTELS

Vietnam​ 19​
Indonesia​ 7​
Thailand​ 3​
Malasia​ 1​
Myanmar​ 1​

AFRICA
11 HOTELS

Cape Verde 5​
UAE 2​
Tanzania​ 3​
Morocco 1​

SPAIN
115 HOTELS

S E L F-ASS E SS M E N T

Complaint and grievance mechanisms

We make communication, evaluation and control channels available to our 
stakeholders, in which anyone who becomes aware of a breach or non-com-
pliance of the Human Rights Policy can report it to us through the Whis-
tleblowing Channel, which has a specific category for labour and human 
rights and is confidential. Of the 8 complaints received this year through 
this channel, all have been related to different areas relating to human rights 
at 7 hotels. None of the complaints received were linked to breaches of the 

2024 Challenges

The Company is committed to launching a new Control Self-Assessment 
(CSA) during the first half of 2024, taking into account all the aspects in-
corporated in the new corporate sustainability due diligence directive: to 
protect the environment and human rights.

We will strengthen our teams’ knowledge in this area with specific training, 
and a particular focus on the highest risk destinations, as well as updating 
our internal website with specific content on human rights.

The Company plans to launch a new Control Self-Assessment (CSA) during 
the first half of 2024, taking into account the new requirements and the main 
elements of the European Directive on sustainability due diligence to protect 
the environment and human rights.

rights of indigenous peoples or operations that involved child labour. 100% 
of complaints were analysed, investigated and closed during 2023.
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Committed to listening
GRI: 2-29

At Meliá Hotels International, we encourage dialogue and active listening 
with our stakeholders. To this end, we have a Relations Policy based on the 
principles of Accountability (AA1000SES (2011)) approved by the Board of 
Directors in July 2018. This standard not only sets out the guidelines for 
communicating with the Company's stakeholders, but also shapes how we 
respond, in a comprehensive and balanced manner, to the relevant issues, 
opportunities and risks that may arise in our relationship with our stakehold-
ers. The standard also determines the requirements necessary to integrate 
stakeholder needs into the business, based on the principles of inclusivity, 
relevance and responsiveness.

WE LISTEN TO OUR STAKEHOLDERS 
AND INCORPORATE THEIR NEEDS 
INTO THE COMPANY'S MANAGEMENT 
MODEL.

Beyond the common commitments assumed in the Policy, each stakeholder 
group has its own channels and spaces for dialogue with specific experience 
and knowledge to respond with greater precision to each group’s concerns 
and needs, according to each particular relationship and requirement.

Opening up 
participation
in the development 
and achievement of 
our commitments.

O
ering solutions, 
actions, performance 
and communication 
aligned with material 
concerns.

Matters that are 
material, transcendent 
and significant and 
which define our 
priorities in transmitting 
information.

Inclusion ResponseRelevance

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Politica_relacion_con_grupos_de_interes_2018_EN.PDF
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GROUPS SHAREHOLDERS 
AND INVESTORS

OWNERS AND 
PARTNERS EMPLOYEES SUPPLIERS CUSTOMERS PUBLIC AUTHORITIES THE MEDIA INDUSTRY AND 

COMPETITORS
SOCIETY AND 
COMMUNITY

Subgroups
•	 Institutional investors •	 Partners

•	 Joint Ventures •	 Collaborators •	 Product suppliers •	 B2C (individuals) •	 National, regional 
and local authorities •	 The media •	 Regulators

•	 Academic and 
educational 
environment

•	 Minority shareholders •	 Asset owners •	 Trade union associations •	 Service providers •	 B2B (corporate) •	 Public institutions •	 Tourism industry 
(competitors)

•	 Neighbourhood 
associations

•	 Voting advisors •	 Travel agents
•	 OTAs

•	 Public-private 
organisations

•	 Private professional 
or business 
associations and 
organisations.

•	 Social entities 
and NGOs

•	 Financial institutions •	 Tour operators •	 Public-private 
organisations •	 Society in general

•	 Financial analysts •	 Lobbies

•	 Rating agencies

•	 Sustainability 
analysts

Communication 
channels/Frequency

•	 Institutional website 
 

•	 Newsletters  
•	 Proxy Advisors 
•	 Shareholder services 

(email)  
•	 Roadshows

•	 Owner portal 
and office 

•	 Press office 
•	 Joint ventures 

office 
•	 Bodies

•	 Meliá Home 
(internal portal) 

•	 eMeliá  
•	 Internal 

communications  

•	 Supplier Code of 
Ethics Mailbox 

•	 Purchasing 
groups 

•	 Press releases 
•	 COUPA platform  

•	 melia.com / APP / 
Customer Service & 
Contact Center  

•	 Melia PRO 
•	 MeliáRewards 
•	 Social Media & 

Public Relations 
•	 Campaigns 
•	 Quality mailbox / My 

Experience 

•	 Communications 
Office 

•	 Regional Corporate 
Offices 

•	 Press Room 
•	 Secretary’s office 

of the Chairman/
CEO 

•	 Social Media CEO 
& Meliá 

•	 Press office 
•	 Press Room 

(Virtual) 
•	 Social Media 

•	 Institutional 
communications 

•	 Communications 
Office 

•	 Social Media CEO 
& Meliá 

•	 Secretary’s office 
of the Chairman & 
CEO 

•	 Regional Corporate 
Offices 

•	 Press room 
•	 Social Media 

Dialogue spaces •	 Annual General 
Meeting 

•	 Investor Relations 
Office 

•	 Governing 
bodies 

•	 Meetings with 
owners 

•	 Meetings with 
partners 

•	 Performance 
management 

•	 Meeting with 
teams 

•	 Equality committee 
•	 Health and Safety 

Committees 
•	 Social Dialogue with 

Trade Unions 
•	 Surveys 
•	 Social Media 

(external talent) 
•	 Learning 

communities 

•	 COUPA 
platform 

•	 Webinars 
•	 Surveys 
•	 Workshop 
•	 TestLab  

•	 Institutional 
relations 

•	 Institutional 
presence 

•	 Forums, events and 
meetings 

•	 Institutional 
Relations 

•	 Forums and 
meetings 

•	 Press 
conferences 

•	 Institutional 
relations 

•	 Institutional 
presence 

•	 Forums, events 
and meetings 

•	 Forums and 
meetings 

Internal       External Direct       External Indirect           Frequency: Recurring    Periodic    Occasional 
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In the latest update of our materiality analysis, which the Company carries 
out twice a year, we involved stakeholders with whom we have a close rela-
tionship as a sign of our values of proximity and closeness. For this reason, 
we include all our relevant stakeholders as well as the subgroups identified 
in our mapping. It is important to highlight the increase in average participa-
tion we achieved in our last exercise, with a response rate of 27% compared 
to 25% in 2019.

STA K E H O L D E R  M A P

Customers
• B2C (individuals)
• B2B (corporate)
• Travel agents
• Intermediaries, OTAs and TOs

Suppliers
• Of products
• Of services

Owners
& Partners
• Asset owners
• Partners - Joint Ventures

Employees
• Employees
• Trade unions

Shareholders
& Investors
• Institutional investors
• Minority shareholders
• Vote advisers
• Financial entities
• Financial analysts
• Rating agencies
• Sustainability analysts

Public
Administration
• National, regional or local 

administrations
• Public entities
• Public-private organisations

Society
• Academic and educational 

environment
• Neighbourhood associations
• Social bodies and NGOs
• Society in general

The Media

Industry
& Competitors
• Regulatory bodies
• Tourism industry (competitors)
• Private business associations

or organisations
• Public-private organisations
• LobbiesContext

(Priority 3)

Environment
(Priority 2)

Internal
(Priority 1)

Another differentiating element of the exercise was the assessment under 
two perspectives: the importance of material issues from the impact point of 
view and stakeholder perception of our performance by issue. This approach 
has enabled us to identify where the main differences lie between our perfor-
mance and our stakeholders' views, with the aim of using this learning, com-
ing about from dialogue, and integrating it into our sustainability strategy.

WE INVOLVE ALL OUR 
STAKEHOLDERS IN THE 
MATERIALITY ANALYSIS: 
STAKEHOLDER GROUPS 
AND SUBGROUPS.
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Evaluation of the issues identified

The materiality survey incorporated the 19 selected material issues and the 
different internal and external stakeholder groups and subgroups in order 
to obtain results from an internal perspective (employees, owners, partners, 
shareholders and investors) and an external perspective (customers, suppli-
ers, industry and competitors, public authorities, media and society), which 
would enrich the information gathered.

Prioritisation of issues and validation

In line with the specific weight given to each stakeholder group, we pri-
oritised the issues in order of relevance. This exercise was subsequently 
submitted to the Company's Executive Committee and the Appointments, 
Remuneration and Sustainability Committee, with delegated sustainability 
functions, for validation.

Main stages of the process

Identification of the issues

All the relevant areas of the organisation participated in the process of iden-
tifying the material issues. They all have their own channels and spaces 
for dialogue, which enriches the discussion to ensure that the framework 
of material issues incorporated by the Group into its materiality analyses is 
complete, with the premise of incorporating the issues and concerns of the 
different stakeholders.

The external analysis also considered the standards and criteria established 
under international frameworks, such as the Global Reporting Initiative (GRI), 
the Sustainable Accounting Standards Board (SASB) and specific standards 
for the hotel sector, as well as the main global trends and regulations in the 
field of sustainability and the industry.

countries
participating
in the listening

12

Surveys carried out
with 8 stakeholders /
20 subgroups

1,184 

Employees

Owners and partners
Shareholders and investors
Customers
Suppliers
Industry and competitors
The media
Society

224
people

INTERNAL
OUTLOOK

960
people

EXTERNAL
OUTLOOK

SOURCES
USED

Issued evaluated
by ESG analysts and
industry investors

1

2

3

4

5

6

GRI and SASB universal
and industry reporting
standards

Industry analyses 

Requirements under
law 11/2018 on
non-financial information
and diversity

WEF Global Risk
Report 2021

2030 Agenda

M AT E R I A L I T Y  A N A LYS I S  P RO C E SS

The results of the process help us obtain a matrix and catalogue the material 
issues according to their relevance, the results and importance of the issues, 
differentiating the issues under three scales, critical, high and medium.

M AT E R I A L I T Y  M AT R I X

Cybersecurity & 
data protectionBusiness ethics, 

integrity and
transparency

Safety, health and
well-being of employees

and customers

Customer
experience

Protection
of human and
labour rights

Digital
transformation

& Culture of
innovation

Sustainable business
model

Regulatory
Environment

Trust &
Reputation

Positive impact
on destinations

Biodiversity
management

Diversity, equality
and inclusion

Responsible
supply chain

Commitment
to employeesEnergy 

e�iciency

Training and
development

Waste management
and circular economy

Responsible water
management

Climate
action
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2024 Commitment

During the first half of the year, we will update our materiality exercise, in-
cluding the recommendations of the new European Corporate Sustainability 
Reporting Directive (CSRD), incorporating the double materiality perspec-
tive, as well as the materiality assessment guidelines set out by the European 
Financial Reporting Advisory Group (EFRAG) and the ESRS. 

In this study, we will assess the impact of the company's business activities 
on stakeholders, society, human rights and the environment, as well as the 
impact on the company itself from the point of view of the financial impact 
of each of the risks and opportunities assessed.

The chart shows that the most relevant area is governance, with cybersecu-
rity, data protection, business ethics and labour and human rights protec-
tion identified as the most relevant areas. There is considerable consensus 
among external and internal stakeholders on the importance of these issues.

It is worth mentioning that in its first strategic sustainability plan, designed in 
2008, the Company promoted the governance dimension as a fundamental 
pillar to ensure a solid governance model, integrated into the business mod-
el, so a culture of ESG risk management based on a long-term view prevails. 

The issues associated with the social dimension are the next most important 
block, taking into account the impact on the different external and internal 
stakeholders of many of the issues assessed.

We are aware that the road is long and there is still a long way to go. That 
is why we have redoubled our efforts to close the gap on the issues that 
showed a lower level of perception.
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Meliá Hotels International continues with its firm commitment to promoting 
a more responsible, ethical and transparent tourism industry. Under these 
principles, we are committed to offering a value proposition that allows us to 
build long-term relationships of trust and mutual benefit with all our stake-
holders and society as a whole, while ensuring the preservation of the envi-
ronment for future generations.

Managing the business under the premise of ethics, integrity and transpar-
ency is a priority for all of us at Meliá Hotels International. We believe that 
ethical and responsible behaviour reinforces our value proposition in order 
to convey the trust that our stakeholders place in us.

Furthermore, working with conviction on these areas contributes to ensur-
ing a responsible, solid and strong business model that we aspire to build 
day by day. We understand integrity as a guiding principle of our strategy 
and, therefore, of our operations. Consequently, we are committed to always 
meeting the highest and most demanding standards of business behaviour.

At Meliá, we live business ethics in our day-to-day work. This is expressed 
through our corporate values, principles of action, codes of conduct and 
whistleblowing and dialogue mechanisms which, taken as a whole, define 
our organisation’s operating culture. We are working to ensure that these 
approaches go beyond mere regulatory compliance, aspiring to promote a 
culture that encourages exemplary behaviour from all our collaborators and 
fostering a sense of shared responsibility among all of us at the Company.

From the highest levels of its leadership, Meliá promotes continuous work 
focused on encouraging and facilitating our teams’ ethical conduct and be-
haviour. This commitment is made possible by having a strong, consistent 
and comprehensive set of rules and regulations on the fight against corrup-
tion, fraud, money laundering and respect for human rights, as well as direct, 
transparent and honest dialogue with our stakeholders. Providing a com-
mon, coherent and consistent framework. We also have transparent, public 
and reliable whistleblowing mechanisms in place, which help to ensure that 
any possible cases of non-compliance with our ethical principles are dealt 
with appropriately.
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The Code of Ethics is the cornerstone of our governance model and incorpo-
rates all the principles and public commitments that we assume as a Com-
pany, as well as a set of guidelines that organise and give meaning to our 
culture and values.

Our commitment is to consolidate a model of responsible hotel manage-
ment committed to the common good. Consequently, the Code of Ethics 
includes the main standards and models of business behaviour and industry 
conduct of reference throughout the world.

Among our commitments, it is worth highlighting those that determine how 
we do business:

•	 To comply with applicable legislation and regulatory obligations in Spain 
and at an international level.

•	 To act rigorously and forcefully against any practice involving corrup-
tion, fraud or bribery.

The Code of Ethics guides the behaviour of all our executives, middle man-
agement, employees and suppliers, laying the foundations for ensuring 
alignment among all of the Company's internal policies, rules, processes 
and procedures. It is the compass that guides us in our relations with our 
stakeholders, based on ethics and compliance with the commitments we 
have assumed with them.

All our employees must accept and sign our Code of Ethics. On signing it, 
they accept responsible guidelines and management, as well as committing 
to ethical and honest behaviour. Knowing it, accepting it and complying with 
it is the best guarantee that our principles and values are transferred to our 
day-to-day business activities. This document is available both on the corpo-
rate website and on the intranet.

We also have an internal whistleblowing channel in place for all our employ-
ees through which they can report any complaints or allegations of breaches 
of the Code of Ethics.

M E L I Á  H OT E LS  I N T E R N AT I O N A L  C O D E  O F  E T H I C S

ETHICAL CULTURE 
TRAINING (HOURS/PAX)

1.9
(2022: 3.1)

ECPAT - The Code 
(Eradicating Child 

Prostitution Abuse 
and Trafficking)

Global Compact 
Principles United 

Nations 
Conference on 

Climate Change 
2015 

International 
Labour 

Organisation 
(ILO) Convention 

Tourism Code of 
Ethics from the 
World Tourism 
Organization 

(WTO) 

Global 
Sustainable 

Tourism Council

Convention on 
Children's 

Rights

https://www.meliahotelsinternational.com/EthicalDocs/C%C3%B3digo%20%C3%A9tico%20EN/mhi_codigo_etico_a5_jul18_en.pdf
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Professional ethics Human rights and 
the eradication 
of child labour

Safety, health and 
hygiene at work

Product quality
and service

Protection
of the environment 
and the community

Protection 
of information

and assets

Supplier Code of Ethics

The Supplier Code of Ethics, approved by the Board of Directors in June 
2018, was established with the aim of building long-term relationships based 
on a model of trust, respect and mutual benefit, and with the purpose of pro-
gressing in the gradual, continuous implementation of criteria, practices and 
recommendations linked to good governance and a responsible and sustain-
able model. Its mission is to be an instrument of cohesion for the principles 
and values that the Company trusts are shared by all its suppliers, besides 

complying with applicable legislation, internalising and applying it with the 
conviction and peace of mind that comes from doing the right thing. 

Our suppliers are any company, corporation, entity or individual, including 
their employees, subcontractors, agents and other third-party representa-
tives, that enters into a business relationship for the sale of goods or pro-
vision of services with any Meliá Hotels International Group company. The 
Code provides a common, coherent and consistent framework for all our 
stakeholders.

SU P P L I E R  C O D E  O F  E T H I C S

In the supplier registration process, the contract includes a specific obliga-
tion to sign this Code or demonstrate the alignment of their Code, as well as 
a specific Sustainability Clause for the stakeholder group.

All our suppliers have available to them a specific whistleblowing channel 
through which they can report any conduct contrary to this Code. Its works 
following the same procedures and guidelines as the whistleblowing chan-
nel for our employees and is regulated by specific Regulations, approved by 
the Audit and Compliance Committee.

Governance mechanisms
GRI: 2-25; 2-26; 3-3; 406-1; 411-1

To guarantee the functioning of the Code of Ethics, Meliá Hotels Internation-
al has a solid governance model in place through the following control and 
management bodies and tools:

https://www.meliahotelsinternational.com/EthicalDocs/C%C3%B3digo%20%C3%A9tico%20proveedores%20EN/mhi_codigo_etico_a5_suppliers_jul18_en.pdf
https://melia.xperta.es/Descargas/Protection%20of%20Personal%20Data.pdf
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An independent collegiate body 
entrusted with managing and 
resolving complaints.

Ethics
Committee

Acts as a coordinating 
committee for all activities that 
take place regarding the Code 
of Ethics.
It is a channelling body which 
represents all the areas involved 
in the monitoring, 
implementation and operation 
of the Code.

Code of
Ethics O�ice

Most important channel for 
issues and complaints related 
to compliance with the Code 
of Ethics, applicable law, 
issues related to regulatory 
non-compliance or situations 
or events that may require the 
attention of senior 
management.

Complaints
Channel

• Ensures the correct 
implementation and operation 
of the Complaints Channel

• Manages all complaints in line 
with the procedure defined, 
responding to all the parties 
involved and managing any 
corrective measures

• Guarantees confidentiality
• Analyses complaints, 

classifying them by relevance 
and type, and reporting 
periodically to the Audit and 
Compliance Committee

• Interprets and resolves 
doubts

• Makes the required
updates

• Provides support
to the areas

• Provides permanent
advice

• Guarantees objectivity and 
the confidentiality of 
complaints, which are 
received and stored by an 
independent third party

• The complaints go directly to 
the Chair of the Audit and 
Compliance Committee and 
the Compliance O�icer
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Code of Ethics Office

Responsible for providing guidance in the interpretation and application of 
the Code of Ethics, this is an advisory body for resolving any issues, questions 
or concerns that may arise in the day-to-day business of the organisation. Dur-
ing 2023, several working meetings have been held between the executives 
that comprise it: Sustainability, Corporate Governance, Organisation & Com-
pensation and Risk Control and Compliance, with the aim of promoting and 
ensuring awareness of this office and its roles and responsibilities within the 
organisation. It has also ensured a swift response to all questions and queries 
that are reported to an email address set up for this purpose. 

During the coming year, 2024, it will continue to review the current Code of 
Ethics, as well as the Supplier Code of Ethics, to propose an update to the 
Company's governing bodies.

Whistleblowing Channels

The aim of the whistleblowing channels is to facilitate the reporting of any 
behaviour, action or event that could constitute a breach or violation of the 
Code of Ethics, the internal rules, laws or external regulations. It is a funda-
mental tool for ensuring compliance with the company's criminal compli-
ance management system. 

In order to comply with the provisions of European Directive 2019/1937 on 
the protection of persons who report breaches of EU law, as well as its trans-
position in Spain in Act 2/2023 regulating the protection of persons who 
report breaches of regulations and the fight against corruption, Meliá Hotels 
International has developed its Whistleblowing Channel Policy, approved by 
the Board of Directors in June 2023, in line with the provisions of our Code of 
Ethics and the Company’s principles and commitments regarding the whis-
tleblowing channels set up.

The management system at all times guarantees the confidentiality and im-
partiality of the process, as well as the absence of reprisals of any nature. 
Moreover, it reinforces the figure of a manager who carries out their work in 
an objective, independent and autonomous manner within the organisation, 
as well as establishing guarantees for the protection of informants or whis-
tleblowers, guaranteeing confidentiality and expressly prohibiting reprisals, 

including threats and/or attempts at reprisals, and enabling anonymous 
complaints, where applicable.

The commitment is also assumed to periodically review the processes and 
systems associated with the whistleblowing channel and, if necessary, adapt 
them as required. On the other hand, it reinforces the need to provide clear 
and accessible information on how they work and to raise awareness of their 
use. To this end, the Company has established in its annual training plan the 
requirement to run a training course on the Code of Ethics & Compliance, in-
cluding a specific part that incorporates information on the use of the chan-
nel, the nature or type of complaints, their processing and the process and 
follow-up of the same.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Complaints%20Channel%20Policy.pdf
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Ethics Committee

This is a collegiate and independent body whose main function is to ensure 
the proper management of the complaints reported. The Compliance Officer 
reports periodically to the Audit and Compliance Committee on areas relat-
ing to the whistleblowing channel, as they report directly to this Committee. 
In addition, the Chief Legal & Compliance Officer, head of the Legal & Com-
pliance area and member of the Executive Committee, is also the Secretary 
of the Audit and Compliance Committee, and attends all the meetings held.

There is a specific whistleblowing channel regulation governing its opera-
tion, which has been updated and approved by the Audit and Compliance 
Committee. In addition to specifying the situations or irregularities that can 
be reported, this document also establishes the procedure for managing the 
complaints and the measures in place to protect whistleblowers, such as 
confidentiality and the prohibition of reprisals.

As indicated in the Whistleblowing Channel Policy, the Compliance Officer 
(head of the Risk Control & Compliance department) acts as Secretary of the 
Ethics Committee. This body has delegated to the Compliance Officer the 
powers to manage the channel and process the investigation files until they 
are resolved or closed. The average time between the investigation and the 
resolution of admissible communications was 35 days for communications 
sent by employees and 31 days for those sent by third parties.

The Ethics Committee has its own Regulation governing its operation, which 
was also reviewed, updated and approved by the Audit and Compliance 
Committee in June 2023. All information relating to these control and man-
agement bodies is available on the Company's intranet to ensure the great-
est possible awareness and dissemination.

P RO C E SS I N G  O F  C O M P L A I N TS

Through Meliá Home
(employee portal), in the “Code of Ethics”
section, clicking on “Complaints Channel”.

Through the Meliá corporate website
https://www.meliahotelsinternational.com/es/accionistas-
e-inversores/gobierno-corporativo/canal-de-denuncias 
Clicking on the Complaints Channel.

Visiting the URL
http://melia.xperta.es/incidencias/crear

By courier or ordinary post
Note: Ethics Committee
Meliá Hotels International, S.A.
Gremio Toneleros, nº 24
(Polígono de Son Castelló)
07009 · Palma de Mallorca

The Ethics 
Committee decides 
whether to accept or 
reject the complaint.

The Ethics Committee 
analyses and, where 
applicable, validates 
the proposal.

The Committee 
appoints an investigator 
and the investigation 
process begins.

The investigator 
submits a report
and proposes 
courses of action.

The Committee, if 
appropriate, informs the 
party concerned about 
the actions taken.

How? If the complaint is rejected

The person submits 
the complaint.

https://melia.xperta.es/Descargas/Protection%20of%20Personal%20Data.pdf
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ternal whistleblowing channels. Of the total number of complaints admitted, 
43 (66%) were from employees and the remaining 22 (34%) came from third 
parties, mostly customers. In 2022, a total of 44 complaints were admitted, 
of which 33 were from employees and the rest from third parties.

TOTA L  C O M P L A I N TS

43
66%

6
9%

2
3%

14
22%

2023

2022
Employees
Suppliers
Customers
Others

1
2%

8
18% 33

75%

2
5%

38
58%

3
5%

2
3%

2
3%

12
19%

8
12%

1
2%8

19%

28
67%2

5% 3
7%

2023
Employees

Third parties 

2022 Unethical behaviour
Policies, rules and procedures
Business principles

Other
Environmental protection 
Health and safety and hygiene

T Y P E  O F  C O M P L A I N TS

There is an initial classification that incorporates several typologies, offering 
the whistleblower subtypes, including those relating to workplace harass-
ment, sexual harassment, discrimination and conflict of interest etc. A total 
of 8 complaints were received in relation to harassment or discrimination, 
while only one complaint was received in relation to conflict of interest.

COMPLAINTS DUE 
TO HARASSMENT OR 

DISCRIMINATION

8
(2022:12)All complaints received in 2023 have been analysed and reviewed by the 

Ethics Committee, and following the investigation process carried out, in 
cases where necessary the appropriate corrective measures were taken, 
mainly as follows:

•	 Disciplinary measures
•	 Improvements in processes or procedures
•	 Training actions

It should be noted that none of the communications investigated have had 
significant impacts for the Company, from a financial, criminal or reputation-
al point of view.
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Compliance Model

The Regulatory Compliance Policy, approved by the Board of Directors in 
November 2021, sets out the Company's principles and commitments in this 
area, as well as providing a common framework for the control and manage-
ment of compliance risks, especially risks that could involve criminal con-
duct.

The management model on this matter is based on the standard UNE 19601: 
Criminal Compliance Management System and the principle of due control, 
and has the aim of ensuring that the commitments set out in the policy are 
met. Responsibility for compliance falls on all employees within their area 
and level of action, and even more so still on the executive team, who should 
be a benchmark for Meliá's principles and values and always act ethically, 
with integrity and responsibility in their work.

The model’s governance structure includes the following governance bodies, 
as well as the key elements to ensure its implementation and compliance:

•	 The Board of Directors, through the Audit and Compliance Committee, is 
the body that oversees the Risk and Compliance function.

•	 The Risk Control & Compliance department, headed by the Company's 
Compliance Officer, reporting directly to the Audit and Compliance 
Committee, is responsible for developing the internal Compliance Mod-
el and overseeing the validity of the controls with a particular focus on 
criminal compliance, as well as promoting a global and proactive view of 
compliance risks to thus ensure their management and control.

•	 The Code of Ethics of Meliá Hotels International and its rules and reg-
ulations, comprising the policies, rules and processes that develop it, 
including the Supplier Code of Ethics.

•	 The Ethics Committee, which ensures the proper management of incidents 
reported through the whistleblowing channels established by the Company.

Compliance and criminal risk 
prevention system

The Company's executives, considered to be staff that are particularly ex-
posed, twice a year sign the Executive Behaviour Regulation, aimed at es-
tablishing the criteria for behaviour in matters such as conflicts of interest, 
confidential information, use of resources, related-party transactions, family 
relationships and staff management. Through this document, executives 
also express and communicate their commitment to comply with and en-
force the Code of Ethics, policies and rules.

Crime Prevention Protocol

The Crime Prevention Protocol is the establishment of a system comprising 
policies, regulations, procedures and controls, the aim of which is to reason-
ably ensure that the risks of commission of crimes to which the Company is 
exposed in the course of its business are adequately identified, document-
ed, assessed, controlled and mitigated. This is undertaken in an environment 
of continuous review, updating and improvement, with the goal of prevent-
ing or reducing the risks of commission of crimes, especially those that en-
tail the legal entity’s criminal liability.

In accordance with legal requirements and the UNE 19601 standard, this 
document is available on the Meliá Hotels International corporate website.

The Protocol is made up of the different elements needed to guarantee an 
adequate organisational and management model for the prevention of crim-
inal risks:

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Compliance%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ComplianceDocs/3_ENG_Crime%20Prevention%20Protocol.pdf
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GRI: 2-23; 2-24; 3-3; 205-1; 205-2; 205-3; 415-1

The aim of the Anti-Corruption Policy, approved by the Board of Directors in 
November 2021, is to prevent, detect, report and rectify the implementation 
of any actions that, in accordance with the applicable legislation, may be 
classified as corruption or bribery, both active and passive, in line with the 
principle of zero tolerance towards any of these practices.

This Policy enforces compliance with anti-corruption laws around the world, 
in particular laws prohibiting active or passive bribery and private-to-private 
corruption. It is part of, and approved in line with, the provisions of the Code 
of Ethics of Meliá Hotels International whereby the Company assumes the 
following commitments, as well as others:

•	 To comply with legislation and regulatory obligations in Spain and at an 
international level.

•	 To establish the mechanisms for the oversight and control of our princi-
ples, values and commitments, ensuring the condemnation of irregular 
conduct, and in particular taking action against any practice of corrup-
tion, fraud and bribery.

•	 To reject gifts and courtesies from third parties if they exceed the rea-
sonable value of mere courtesy, nor accept any type of economic con-
sideration, gift or invitation from our suppliers that, due to its value, may 
exceed the symbolic or mere courtesy.

The Board of Directors is the body responsible for approving all the Compa-
ny's policies and working to ensure their application, periodically assessing 
their effectiveness and adopting the appropriate measures to remedy any 
possible shortcomings, making any changes it deems necessary.

•	 The Group's Overall Control Environment.
•	 The Criminal Risk Map, which identifies and assesses the criminal of-

fences to which the Company is exposed, as well as the associated be-
haviours. Meliá has currently identified 25 such risks, adding two new 
offences in 2023 (compared to the 23 in the previous year).

•	 The Company's Set of Rules and Regulations and the General Measures 
and Controls that help to prevent and detect the commission of crimes.

•	 The Specific Controls identified for each of the criminal risks concerned. 
At year-end 2023, there are a total of 377 identified controls, which are 
verified annually to ascertain their degree of adequacy and suitability, 
with the evidence of said controls being documented.

The Crime Prevention Protocol is reviewed annually. The review carried out 
in 2023 resulted in the elimination of 30 controls as well as the identification 
of 48 new controls, going from 359 in 2022 to 377 in the current year, as well 
as the inclusion in the Protocol of two new offences to which the Company 
is exposed.

The reporting model designed enables us to periodically communicate the 
reports and results of the analysis and review of the Crime Prevention and 
Detection Protocol to the Executive Committee, the Audit and Compliance 
Committee and the Board of Directors, as well as to all relevant managers.

During the 2023 financial year, internal and external audits were conducted 
to verify compliance with the UNE 19601:2017 standard on Criminal Compli-
ance Management Systems. The external audit carried out by AENOR in April 
2023 led to the renewal of the certification which accredits that our Crim-
inal Compliance Management System meets the requirements established 
by said Standard, demonstrating our solid commitment to best practices in 
terms of ethics and compliance.

As has been mentioned, the Crime Prevention Protocol includes the appli-
cable criminal risks in line with Article 31 bis of the Criminal Code. However, 
due to the importance of the fight against corruption, fraud and bribery, as 
well as the prevention of money laundering, more detail and information in 
this respect is provided below.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ComplianceDocs/2_ENG_Anticorruption%20policy.pdf
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Prevention of money laundering
GRI: 2-26; 3-3

The Company has a Money Laundering Prevention Manual which establishes 
the work done to prevent this crime, as well as the due diligence measures 
that have to be applied in establishments that offer currency exchange.

Business corruption is one of the criminal offences included in our Crime 
Prevention Protocol. In order to mitigate this criminal risk, a total of 120 spe-
cific controls have been identified in the Protocol, which are assessed annu-
ally. Last year there were 102 identified controls linked to this crime.

The Internal Hotel Control and Management Regulation, integrated into the 
aforementioned Protocol and accessible to all employees through the in-
tranet, has specific sections on accounts payable and treasury that set out 
clear guidelines to prevent corruption and fraud in some critical processes 
that occur in the business units, mainly in the areas of reception, validation 
and posting of invoices:

•	 Payments to third parties
•	 Cash flow and cash management
•	 Bank reconciliation
•	 Opening and managing bank accounts

We also have other internal policies and rules that establish guidelines to 
prevent corruption, including the Philanthropy Policy, which expressly pro-
hibits contributions to political parties or their foundations, no matter what 
type (financial or in kind); this Policy extends to trade unions, individuals and 
private initiatives. In this regard, in compliance with this obligation, in 2023 
no contributions were made on behalf of the Group to political parties or 
their foundations.

As indicated in the Manual, there is a Collegiate Internal Control Body that 
oversees the application of internal control procedures aimed at prevent-
ing money laundering in currency exchanges, which is accessible to all the 
Company’s employees through the intranet.

AUDIT PROCESS 
REPORTS

199
(2022: 160)

As a result of these reviews, and based on the result of the internal audits 
conducted, no practices have been detected that could expose the Compa-
ny to a crime of corruption, fraud or money laundering.

During this financial year, 2023, no cases of corruption, fraud or money laun-
dering have been confirmed, received through the Whistleblowing Chan-
nel or by any other means, consequently, no remedial actions have been 
required in these areas.

This offence, included in our Criminal Offences Prevention Protocol, has a 
total of 70 controls in place to prevent this criminal offence, compared to 
61 in 2022.

In addition to the external audit conducted by AENOR based on the UNE 
19601 certification, our Internal Audit Department, acting as a third line of 
defence, annually reviews the Crime Prevention Protocol with the aim of en-
suring the appropriate and effective implementation of the controls estab-
lished in the Protocol and linked to criminal offences.

It also reviews the Internal Control over Financial Reporting System (ICFR), 
as well as the appropriate implementation in the business and corporate 
units of the provisions of the internal policies, rules and processes, including 
those indicated.

Each year, the Internal Audit department prepares different reports on the 
audit processes carried out, which have a global scope and coverage in the 
Company’s different regions, areas and businesses. A total of 199 reports 
were produced in 2023 (compared to 160 in the previous year).

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ComplianceDocs/3_ENG_Crime%20Prevention%20Protocol.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/ComplianceDocs/3_ENG_Crime%20Prevention%20Protocol.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Politica_filantropia_2018_EN.PDF
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and compliance

During the 2023 financial year, other compliance dissemination/training ac-
tions were carried out at a global level, including the following highlights:

•	 Participation in the podcast series In Good Company, in which Risk Con-
trol & Compliance explained in detail the main features and elements of 
the Crime Prevention Protocol and the operation of the Whistleblowing 
Channel. This podcast can be viewed by all employees on the intranet.

•	 Participation in Onboarding Sessions, meetings in which the main roles 
and responsibilities of the different departments are explained to em-
ployees. A session for the Legal & Compliance area was held in April 2023.

As a result of the Company's commitment to ethics and compliance and the 
good practices implemented in terms of ethics and compliance, Meliá Ho-
tels International has achieved second place in the Transparency and Good 
Governance Ranking (tied with another company), developed by the Haz 
Foundation. This achievement demonstrates that our Company has imple-
mented the highest standards in this area among IBEX 35 companies.

An online training course is available to employees, included as part of the 
twice-yearly mandatory training itinerary. In addition to doing the training, it 
is also necessary to pass the final test and achieve the results set.

This training is supported by videos and infographics to facilitate learning 
and, as well as a reference document, includes three modules focusing on:

•	 Code of Ethics and Whistleblowing Channel: Specific training on the 
Code, its content and objectives, as well as the operation of the Whistle-
blowing Channel.

•	 Compliance: Offering a concrete approach to compliance, the function 
and culture of compliance adapted to the reality of Meliá Hotels Interna-
tional, as well as the specific role and responsibilities of the Compliance 
Officer.

•	 Main Offences: Training module that covers some of the main criminal 
offences to which the Company is exposed, including corruption and 
money laundering, with more extensive content, as well as the behav-
iours and situations that could involve the commission of these offences 
and the mechanisms designed and implemented to prevent and report 
them.

This training course has a global reach and goes out to more than 23,000 
people, including employees at managed and franchised operations. This 
total includes employees considered to be staff particularly exposed to crim-
inal risks, including the Executive Committee, Senior Management, Corpo-
rate Executives and Hotel Managers and Assistant Managers. In terms of the 
consolidated scope, particularly exposed staff amounted to 932 Executives 
in 2023, of whom more than 73% have already completed the course or are 
in the process of doing so as at year-end (consolidated scope).
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GRI: 2-23; 2-24; 2-25; 3-3; 207-1; 207-2; 207-4

A values-based tax strategy

The Tax Strategy Policy was approved by the Board of Directors in 2016 and 
updated in June 2018 in line with the provisions of Article 529 ter of the 
Spanish Companies Act and Article 5 of the Regulations of the Board of Di-
rectors. It aims to define our approach to taxation on the basis of three core 
values: transparency, rigour and good governance. Its scope of application 
includes all companies controlled by Meliá Hotels International, regardless 
of their geographical location, and is particularly important to the Board of 
Directors, the Audit and Compliance Committee, the Senior Executive Team 
(SET) and the Tax Department.

The Company develops this Tax Strategy on the basis of the following guid-
ing principles:

Our Tax Strategy is actively disseminated to ensure awareness and effective 

compliance by all the Company’s executives and employees, and is made 
available to stakeholders on our corporate website.

Meliá Hotels International has a Tax Risk Management and Control System in 
place to monitor risks relating to large investments and operations, the cre-
ation or acquisition of shareholdings in special purpose vehicles or entities 
domiciled in countries considered to be non-cooperative jurisdictions, and 
transactions with board members or shareholders.

This system is part of the function developed by the tax department and with 
the participation and commitment of all business units, rolled out under the 
premise of compliance with applicable tax legislation, internal policies and, 
clearly, the Tax Strategy.

Oversight over this system is the responsibility of the Audit and Compliance 
Committee, which works on all tax risks inherent in the business activities 
and processes of Meliá Hotels International. Our tax department reports di-
rectly to the Board of Directors through this committee on a recurrent basis 
(at least once a year) and whenever there is an issue considered to be of 
particular importance. 

We also have a Whistleblowing Channel available to suppliers and the entire 
workforce, regardless of their hierarchical, functional or geographical posi-
tion, to report any tax irregularities that run contrary to our Code of Ethics. 

Regulatory compliance 
and responsible tax 
management in all the 
countries in which we 
operate.

Tax e
iciency, the e�ective 
defence of our tax positions 
and transparency to create 
value for stakeholders and 
transparently report our tax 
contribution at the Group level.  

Development of cooperative 
relationships with the tax 
authorities and the internal 
control and management 
systems that guarantee 
compliance with our tax 
obligations.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/MHI_2018_Estrategia%20Fiscal_EN.pdf
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Aligned with responsible taxation

As part of our commitment to responsible taxation and economic and so-
cial contribution in all countries where we are present, we maintain a struc-
ture aligned with the business and in line with legal requirements, within the 
framework of a transfer pricing policy that also focuses on value creation 
and the arm's length principle.

All financial and tax information can be consulted in the Group's Consolidat-
ed Financial Statements and the Individual Financial Statements of Meliá Ho-
tels International S.A. and its subsidiaries. In particular, the tax note details 
the tax expense as well as the main tax disputes. On the other hand, the total 
amount of tax paid can be found in the cash flow statement of the Consoli-
dated Financial Statements.

The following table shows the pre-tax results and tax on profits settled or 
paid in both 2022 and 2023, as well as their evolution.

Something else that backs our alignment with best practices in this area is 
that our auditor, who is responsible for auditing the accounts, auditing the 
management system and verifying the statement of non-financial informa-
tion (EINF) and other indicators, does not provide any tax advisory services 
to the Company.

PRE-TAX 
RESULTS TAX ON PROFITS PAID

COUNTRY 2022 2023 2022 2023

Germany (10,588) 1,598 1,820
Argentina 1,341 2,965 138 99
Austria (462) 1,011
Brazil 3,890 631
Bulgaria 32 316 107 (98)
China (2,006) 242
Cuba 14,658 9,913 719 604
USA 11,801 (1,957) 22 218
Spain 26,106 52,819 6,062 15,186
France 8,510 (1,838)
Greece (89) (257)
Indonesia​ (323) 109 (21)

Cayman Islands (185) (223)
Italy 5,417 5,285
Luxembourg 449 437 (162) (276)
Mexico 64,458 40,674 3,892 9,271
Netherlands (5,427) 548 49 (78)
Panama (2,354) (1,958)
Peru (641) (818) 45 181
Puerto Rico 1,352 2,391
United Kingdom (18,236) (17,040)
Dominican Republic (4,771) (25,993) 1,606 1,958
Switzerland 43 (108) 4 3
Morocco 0 (8)
Venezuela 3,799 3,631 14 104
Vietnam (355) (1,401) 109

TOTAL 96,419 70,969 12,584 28,992

R E SU LT  A N D  TAX  BY  C O U N T RY

The Group has recalculated the pre-tax results for 2022 in line with the Pillar 
2 Preliminary Law. The tax on profits paid is calculated on the basis of the 
amounts effectively paid, without considering accruals.
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The creation or acquisition of shareholdings in special purpose vehicles, 
or entities domiciled in countries or territories that are considered to be 
non-cooperative jurisdictions must be reported to, and approved by, the 
Board of Directors. Such approval is a non-delegable power. Similarly, any 
presence in non-cooperative jurisdictions must be based on legitimate eco-
nomic grounds.

Meliá Hotels International carries out hotel business activities in some coun-
tries which, without being considered non-cooperative jurisdictions under 
Spanish law, are considered by certain external observers to be jurisdictions 
that enjoy a more favourable tax system than Spain, such as Panama, the 
Netherlands and Luxembourg. In any case, our presence in these jurisdic-
tions is in the development of genuine business activities and all these ju-
risdictions have signed a double taxation avoidance agreement with Spain, 
with an information exchange clause. 

Meliá also has an entity, Sol Meliá Funding, domiciled in the Cayman Islands. 
Although this territory has not been on the EU's blacklist of non-cooperative 
jurisdictions since 2020, it is included in the list of countries and territories 
with non-cooperative jurisdictions. This company carries out residual busi-
ness activity relating to the former vacation club and applies the general 
criteria and procedures of management control and administration set by 
the Group, cooperating with the authorities concerned to provide the infor-
mation they deem necessary. 

Meliá Paulista, Brazil
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Risk management is a transversal and global core concept in the Company's 
governance model. Our risk management culture comprises a set of values 
intrinsic to all our operations and business activities, which are shared and 
lived by all our employees.

We firmly believe that a strong risk management culture brings significant 
benefits to any business organisation, not only in financial terms but also 
in areas relating to the long-term sustainability of our business. Our risk 
management culture promotes accountability, helps prevent irregularities 
and contributes to strengthening the company's due diligence procedures, 
among other benefits.

Risk governance

Since 2009, the Company has fostered a risk management culture from 
both an external and internal perspective, associated with the hotel busi-
ness model. This culture is promoted by the Risk Control & Compliance De-
partment, which reports directly to the Audit and Compliance Committee, a 
delegated committee of the Board of Directors.

Meliá Hotels International's Risk Management and Control System is aimed 
at ensuring the Company’s targets are achieved, identifying all possible risks 
that could threaten the Group's strategy and the achievement of the targets 
set. This management model, consolidated over a 15-year period, is based on 
different levers to mitigate or reduce the impact on the hotel business model:

A Risk Management and Control Policy, approved by the Board 
of Directors in October 2020, which establishes the basic princi-
ples and general framework for action in terms of risk management.  
Article 5 of the Regulations of the Board of Directors assigns to the Board the 

general oversight function and, in particular, the identification of the Com-
pany's main risks, particularly tax risks. Article 14 of said regulations assigns 
to the Audit and Compliance Committee the functions of overseeing the ef-
fectiveness of the Company's internal control, internal audit services and risk 
management systems, including tax risks, as well as supervising and assess-
ing non-financial risks: operational, technological, legal, social, environmental, 
political and reputational risks. This Policy is developed by an internal regula-
tion that establishes the rules, guidelines and criteria to be followed by the risk 
management system for it to be fully aligned with the strategy.

•	 The segregation and independence of functions followed by the three 
lines of defence model enables us to provide comprehensive and inte-
grated management to every division of the Company, with the Board of 
Directors holding ultimate responsibility.
•	 First line: made up of various divisions and departments that are 

incorporated into the different areas of the organisational structure: 
(Corporate Services, Hotel Services and Operations). They are 
responsible for identifying, evaluating and managing risks.

•	 Second line: Risk Control & Compliance Department, which is 
responsible for i) Guaranteeing compliance with the Risk Control 
Policy and Internal Regulation, ensuring that the Risk Management 
System is implemented and functioning correctly; ii) Supporting 
the identification, analysis and evaluation of risks; iii) Managing and 
monitoring key risks; iv) Reporting to the Company’s Governing Bodies.

•	 Third line: Internal Audit Management, whose role is to oversee the 
Risk Control and Management model to ensure it functions correctly by 
supervising the first and second lines of defence.

An organisational structure and governing bodies with specific functions 
and responsibilities assigned to ensure the Group’s risk management model 
is as solid and rigorous as possible.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Pol%C3%ADtica%20control%20riesgos_ENG.pdf
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Compliance Committee at Meliá Hotels International, which ensures and 

Board of Directors

Audit and Compliance
Committee

Executive Committee
(Senior Executive Team)

• Support the inclusion of risk 
management in critical processes

• Assign appropriate ownership
of risks

• Supervise first and second 
line of defense

• Audit the risk control and 
management process

• Align the Annual Audit Plan 
with the Risk Map

• Guarantee compliance with 
the Policy and Regulation and 
operation of the System

• Support in identifying, 
analysing and assessing risks

• Control and monitoring
of Key Risks

• Reporting to Governance 
Bodies

• Identify, assess and manage risks
• Define and implement the 

necessary mitigation measures

• Supervise internal controls
and risk management systems

• Approve the Group Risk Map
• Present, on a detailed

and recurring basis, reports on 
the company's TOP risks

• Approve the Risk
Control Policy

InformationGuidelines

1ST LINE OF DEFENSE
Business and

Organisational Units

2ND LINE OF DEFENSE
Risk and Compliance

Department

3RD LINE OF DEFENSE
Internal Audit

R I S K  M A N AG E M E N T  G OV E R N A N C E

guarantees maximum independence in the management and empower-
ment of a risk culture.
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Our Risk Management Model, based on the COSO framework, is applied at 
every level of the organisation: in 2023 it involved the participation of 66 
executives from all the divisions and organisational structures mentioned 
above. 

The identified risks are consolidated into six different categories, according 
to their nature. This risk inventory is reviewed and updated every year and 
serves as a basis for updating the Risk Map, where we analyse both external 
sources (reports and expert publications) and the internal vision of key areas 
of the organisation (SET, Strategic Planning, Sustainability, etc.).

After identifying external and internal factors throughout the year, we per-
form an annual review of the current map, which is evaluated to include any 
factors that are considered important to the Company.

R I S K  I D E N T I F I CAT I O N  M O D E L

35
operational
risks
related to failures that 
may occur in internal 
processes and 
operations.

14
business
risks
derived from variables 
intrinsic to the business 
such as strategy, 
competition, the 
market, etc.

8
compliance
risks
as a result of both internal 
and external regulatory 
changes and potential 
non-compliance.

7
financial risks
that a�ect financial 
variables in the business: 
liquidity, credit, debt, 
interest rates, etc.

5
information
risks
related to events caused by 
the improper use, generation 
and communication
of information.

9
global risks
related to events beyond 
our control and for which 
management capacity is 
more limited (natural 
catastrophes, geopolitical 
risks, etc.).

Executives involved in the evaluation receive guidelines or instructions 
through training, to ensure that the process is as consistent as possible. The 
scale used to evaluate impact not only includes financial perspectives (reve-
nue, costs, EBITDA), but also operational factors, such as impact on strategy, 
reputation, processes and human resources. This methodology enables us 
to subsequently produce a sensitivity analysis, as well as a risk profile.

We have seen a reduction in the average value of identified risks, bringing us 
back to pre-pandemic levels. If we look at categories, we see that, aside from 
financial risks, which are becoming more prominent in the Map, the other 
categories are falling slightly, particularly global risks, which are dropping 
significantly. This latter category includes the pandemic risk, which has be-
come considerably less significant in comparison to previous years.
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Primary risks

In addition to the Company’s Global Risk Map, in 2023 we also produced 
85 other maps, one for each of the participating divisions, according to the 
aforementioned organisational structure, plus individual maps for each par-
ticipant.

Creating individual maps enables each management team to understand 
their own situation and their primary risks, helping them to establish initia-
tives to mitigate and reduce their exposure.

The results of the Group’s Risk Map update are analysed by the Executive 
Committee (SET), the Audit and Compliance Committee and, finally, by the 
Board of Directors, with a particular focus on the TOP 20 risks.

The Risk Map is also used as one of the essential inputs, both for establishing 
our strategy and for setting variable compensation targets, ensuring that our 
strategy and the process for setting annual targets are designed to mitigate 
the Company’s primary risks. To ensure this process runs smoothly, the Com-
pensation & Benefits Department sends guidelines every year for setting tar-
gets that will reduce our exposure to the risks identified by each division.

Average ValueAverage Value TOP 20

2021 2022 2023

17.43
15.8517.22

11.38 10.9211.50

2021 2022 2023

8.3 7.9 7.9
10.8 11.0 12.1

16.4 16.8
14.6

9.6 9.9
8.6

11.6 11.5 11.0 11.1 11.3
10.7

Compliance Financial Global Information Business Operations

R I S K  M A P  20 2 3

-- +

Natural
disasters

Economic
uncertaintyPandemics,

health crises

Commodity
prices

Geopolitical
risks

Changes
in market

trends

Industry
restructuring

Proximity to the centre indicates
a higher degree of criticality.

Portfolio
distribution

Financial
risksManagement

model

Talent
and human
resources

Emerging
technology

risks

Expansion 
and growth

Business

Financial

Global

Operational

E VO LU T I O N  O F  AV E R AG E  VA LU E  BY  R I S K  CAT EG O RY
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MANAGEMENT AND CONTROL MEASURES

CATEGORY RISKS ESG POTENTIAL IMPLICATIONS TREND STRATEGIC ROADMAP

GLOBAL

Pandemics, health crises
•	 Inability to adapt or respond to minimise the impact of this type 

of crisis at a local or global level, a crisis whose effects could even 
include interruptions or full halts to our business.

Our Strategic Roadmap is still entirely focused on mitigating the primary risks that 
have been identified. This roadmap is structured around 4 major pillars or strategic 
programmes that are implemented through various projects involving a wide range of 
initiatives.
STRENGTHENING OUR BUSINESS
Financial and corporate strategy focused on optimising the balance sheet and 
maximising our competitiveness in an ever-changing environment.
MANAGEMENT MODEL
Quality Growth.- Selective and quality growth that highlights our management model 
and helps to consolidate our position as a leader in leisure and bleisure hospitality.
Total Revenue.- Generating additional revenue through the sale of experiences, with the 
support of our distribution channel and our loyalty programme.
F&B Performance Growth.- Transforming our F&B division into a Business Partner, with 
its contribution to total revenue and improvement of margins, making it a driving force 
behind our expansion.
MANAGEMENT EFFICIENCY
Digital Efficiency.- Maximising efficiency through current and future digitisation 
projects, to boost productivity by integrating people, processes and technology.
Smart Operating Model.- Ensuring that our new operating model helps to enhance our 
flexibility, make more agile decisions and improve the profitability of our operations.
Advanced Analytics.- Continuing to develop the group’s analytics, providing the 
Company with a comprehensive and accessible reporting system concentrated on 
streamlining and improving decision-making, with a focus on non-financial information.
RESPONSIBLE BUSINESS
Solid Governance.- An agile and flexible governance model as an essential part of the 
Company’s transformation and adaptation process.
Leading the Sustainable Transition.- Making advances in the decarbonisation of our 
business, activating levers that help our value chain to evolve towards a more efficient, 
responsible and sustainable tourism model.
ESG Business Management.- Consolidating the ESG model across our owned and 
rented hotels and offering an attractive and profitable proposal to owners and partners.
Stakeholder Impact.- Strengthening a transparent and measurable model and 
solidifying our principles that provide tangible and intangible value to our stakeholders 
through continuous improvement.
These priorities are associated with the following:
A CULTURAL TRANSFORMATION PLAN
Organisational and cultural transformation process to create an agile organisation that 
integrates digitisation, making us more competitive in a disruptive environment that is 
constantly evolving.
COMMITMENT TO INNOVATION 
Through joint formulas where formulas from other sectors applicable to the hotel 
industry can also be explored. Provide and promote a space for innovation where our 
expertise within the company can be integrated with outside experience.

Economic uncertainty •	 National or international economic crises or uncertainty

 Geopolitical risks
•	 Terrorism 
•	 Political crises or insecurity in countries where we operate
•	 Wars and civil or military uprisings

Price of commodities
•	 Price increases or shortages of natural resources and raw materials, 

which could change market conditions or even interrupt our 
operations.

Natural catastrophes or 
disasters •	 Hurricanes, earthquakes or volcanoes

BUSINESS

Portfolio distribution

Competition

•	 Disruptive dynamics or operators in the market
•	 Increased competition Commitment and positioning of large 

worldwide hotel chains in the leisure/resort segment
•	 Lack or loss of leadership or competitiveness in certain areas

Changes to market trends •	 Demographic changes
•	 Changes in preferences, habits, values, purchasing systems, etc.

OPERATIONS

Talent and human resources

•	 Talent leak or loss
•	 Talent and people management
•	 Organisational model
•	 -Personnel management

Management model

•	 Competitiveness of management model
•	 Hotel management culture
•	 Generation of new revenues
•	 Profitability

Expansion and growth

•	 Lack of growth
•	 Delays to planned openings
•	 Resource requirements and capacity to adapt to the pace of business 
•	 Suitable choice of areas, countries and partners

Emerging technological risks

•	 Vulnerability of IT system to cyberattacks
•	 Risks related to the protection and security of information and 

intellectual property
•	 Failure of systems to evolve or adapt in response to technological risks

FINANCIAL Financial risks
•	 Liquidity
•	 Debt
•	 Exchange rate
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Audit and Compliance Committee of the 20 primary risks identified through 
the production of deep-dive analysis documents. We presented three re-
ports detailing risks related to business and operations, outlining the primary 
risks included in these categories. Many of these risks involved some aspect 
that was associated with sustainability. These deep-dive analysis reports in-
cluded the following:

•	 A risk context and evolution analysis.
•	 Identification of indicators for managing, monitoring and measuring risks.
•	 Action plans for mitigating identified risks, all of which are integrated 

into the strategic pillars.

All the members of the Board of Directors, including the Non-Executive Di-
rectors, have training sessions in their annual agenda on matters that are 
relevant to their role as directors, including risk management, due to the 
wide range of risks involved (technological, climate, financial, etc.), among 
other reasons. This year, the training was largely focused on cybersecurity 
and artificial intelligence.

Financial risks are included in the agenda of every Audit and Compliance 
Committee session, where they are looked at in great detail. When it comes 
to technological risks, the head of the technology division reports to the 
Board of Directors on a constant basis regarding the current situation and 
any updates on this issue, with a particular focus on cybersecurity.

ESG risks (environmental, social 
and governance)
The Company’s risk management model identifies all risks that are directly 
or indirectly related to sustainability or ESG criteria, in order to classify 
risks on the map that may impact the Company’s sustainability strategy. 
Accordingly, of the Company’s 78 global risks, a total of 37 are associated 
with ESG risk criteria.

Identifying and integrating the acronym into the risk management model 
enables us to obtain a second map specific to sustainability matters, which 
will be reported to the Sustainability Committee, which is responsible for 
monitoring and controlling the Group’s sustainability strategy, and the Ap-
pointment, Compensation and Sustainability Committee, which has been 
delegated this responsibility by the Board of Directors.

Contract
risk

Expansion
and growthManagement

model

Commodity
prices

Climate
change

Catastrophes
or natural disasters

Social media
and communication

Talent and
human resources

Pandemics,
health crises

Social

Environmental

Governance

Being part of the Group’s Global Risk Map, the same management and con-
trol model also applies to these risks, as does the means of identifying meas-
ures to minimise said risks.

P R I M A RY  E SG  R I S KS
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In such a globalised, turbulent and ever-changing world, we need to take 
care when navigating a landscape of dynamic risk, which is evolving ever 
faster and often materialises in unexpected ways. These changes may modi-
fy existing risks, create new risks and open up new opportunities. The Global 
Risk Report published in 2024 by the World Economic Forum talks of a world 
“plagued by a duo of dangerous crises: climate and conflict”. These threats 
also exist within a context of rapid technological change and economic un-
certainty.

Our world today is less predictable, and more impulsive and chaotic. In ad-
dition to wars and armed conflicts, we are also exposed to influences, risks 
and threats of various kinds that will lead to a greater number of disputes, 
increased social polarisation, less consensus and more unilateral decisions 
than we have seen in previous decades.

Issues such as climate change, cyberattacks or major technological chang-
es will take on greater significance in our day-to-day lives. Faced with this 
situation, Meliá Hotels International also has to monitor another kind of risk, 
generally instigated by external actors, with potential effects that could have 
a significant impact on our business.

Geopolitical Risks

Tourism companies are increasingly exposed to risks related to international 
transfer of supplies, currency exchange and movement and safety of em-
ployees and customers, as a result of the geographical environment they 
operate in and the increase in transnational business. As a result, it is a good 
idea to analyse how all these factors interact to develop a risk management 
plan that can mitigate any potential damages.

This interrelation between countries and destinations, at a global level, and 
situations and changes within a country may have a significant domino ef-
fect on travelling patterns, not only in that specific country but throughout 
the world. That is why it is important to quantitatively and qualitatively an-
alyse contingencies, to subsequently study potential solutions in each case 
and also opportunities to take advantage of benefits in the long term.

Geopolitical tensions in different parts of the world create an ever-changing 
dynamic that may evolve quickly and will foreseeably continue to lead to 
sources of instability that will influence not only those countries directly af-
fected, but also the rest of the world. As such, it is highly likely that the hotel 
sector will be one of the first to feel the impact of geopolitical changes.

The potential impacts of this kind of risk may affect various factors, with 
the most notable including drastic decreases or slowdowns in travel, which 
would have a direct effect on the flow of tourists and, consequently, reve-
nues for tourism companies; changes to customer habits; raw material price 
increases; or other significant socioeconomic impacts.

Cybersecurity

Cyber insecurity remains towards the top of the list of primary global risks, 
both in the short- and medium-term. To reduce the risk and improve their 
resilience, companies are developing their own techniques for managing 
cybersecurity risk, assigning economic and human resources to respond to 
cyber threats.

This is why it is important to promote risk management and good govern-
ance throughout the organisation and within the Board of Directors, to en-
sure that resources and investments are applied to manage those cyber risks 
that are most significant due to their impact and financial, commercial and 
operational consequences.

New technologies enable greater digital interaction with customers and add 
another level of complexity to the cyber vulnerability we may be exposed to. 
The potential impacts of this risk are related to loss or theft of sensitive or 
confidential information; identity theft; paralysis of sales; reputational dam-
age; or loss of confidence among consumers.
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2024 Challenges

Climate-related threats predominate in the 10 primary risks faced by glob-
al populations, with substantial price increases being the reality for many 
due to extreme climates or climate-related disasters. Similarly, multinational 
companies will need to implement plans to mitigate and adapt to climate 
change and prevent or prepare for any adverse effects produced by the cli-
mate crisis.

With this in mind, next year the Company will perform an analysis of its port-
folio, hotel by hotel, within the scope of its global integration process. The 
purpose of this is to understand the climate risks that each hotel asset is 
exposed to and to design an informed and robust transition plan that mini-
mises the potential financial impacts. Along these same lines, the first dou-
ble materiality assessment will be performed to determine the sustainability 
issues that will need to be faced over the coming years.

The Group is constantly working to monitor emerging risks, analysing all 
available information with two goals in mind: on the one hand, identifying 
the cause-effect relationships with other types of risks, and on the other, 
determining the protocols and mechanisms necessary to mitigate negative 
impacts should they materialise in the future.
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Working together towards a culture 
of cybersecurity
Cybersecurity is one of the most relevant and important issues on the agen-
das of governing bodies at companies all over the world right now. This is 
reflected in the Global Risks Report 2023, published by the World Economic 
Forum, which clearly highlighted cyberattacks as one of the emerging risks 
with the greatest short-term and medium-term impact. For managing direc-
tors in Spain, cyberattacks are second on their list of concerns, only sur-
passed by their worries regarding the ever-changing economic climate.

New regulatory frameworks require companies to develop cybersecurity 
prevention models, alongside specific training plans on these matters, to 
inform employees about the importance of using both systems and data in 
an appropriate manner.

The exponential and global growth of digitisation in companies and the 
transition towards a hybrid working model, driven by the pandemic, has 
significantly changed the landscape of cyber threats, as an increase in in-
terconnectivity inevitably leads to greater vulnerability. This has triggered 
greater awareness among organisations regarding the risks of a potential 
cyber attack.

Meliá Hotels International prioritises cyber security in all its operations, as it 
does in its relationships with various stakeholders. Indeed, it is one of the top 
5 risks on our 2023 Risk Map.

Robust governance for efficient 
and consolidated management
GRI: 2-23; 2-24; 3-3

At Meliá Hotels International we are firmly committed to tackling risks related 
to information security. It is for this reason that we have developed a series 
of regulations contained within the global Information Security Policy, which 
is based on the international ISO 27001 standard and is implemented along-
side the principles of the Good Governance Code for Cybersecurity from 
the CNMV. It was approved by the Board of Directors in 2017 and updated 
in October. The purpose of this Policy is to establish security objectives and 
critical areas, ensuring compliance with the necessary levels of protection 
and the principles of confidentiality, integrity, availability, authenticity and 
online traceability, in line with the Meliá strategy.

The Policy applies to the Company and to its Group, including all employees 
and partners who work with Meliá, regardless of their position or role they 
perform, and it may extend to any other natural or legal person related to the 
group in any way, such as suppliers, stakeholders or third parties who need 
to process information or use Meliá information systems. The Company is 
responsible for motivating and training all members of the organisation to 
ensure they are aware of and comply with this Policy, and it also makes said 
Policy available to interested parties through its website.

The Company has implemented a robust governance model regarding this 
matter, with the Board of Directors as the main body responsible for super-
vising the application of this Policy, periodically assessing its effectiveness, 
adopting suitable measures to resolve any shortcomings and making any 
changes it deems necessary.

Information security
GRI: 2-25; 2-26; 3-3; 206-1; 416-2; 417-2; 417-3; 418-1

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Information%20Security%20Policy.pdf
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the responsibility of supervising and ensuring compliance with the princi-
ples and commitments established by this Policy, with support from the Cy-
bersecurity Committee, as the body responsible for adopting any relevant 
resolution related to information security that may substantially affect the 
Company’s activities, while continuously monitoring the commitments and 
principles established in this Policy. This Committee will report directly to 
senior management and the Board of Directors on matters of cybersecurity.

Furthermore, given the importance of this issue, the Board of Directors shall 
be updated annually on cybersecurity matters, with the support of expert 
advisers from this field, along with the professional expertise of Carina 
Szpilka Lázaro, an independent adviser who has worked with Meliá Hotels 
International since March 2016, offering extensive professional experience 
in the field of technology.

The organisational structure of this area has been enhanced by new pro-
files and teams, to minimise any negative impacts within this field. María 
Baeza, the Head of Security, is responsible for coordinating, monitoring and 
ensuring the implementation of and compliance with regulations, processes 
and procedures related to information system security, both in relation to 
company employees and any other actors within our value chain, such as 
suppliers, subcontractors and third parties.

Cybersecurity 
Committee
• Makes decisions on 

cybersecurity, follows up on 
established commitments and 
principles and reports to 
Senior Management.

• Makes decisions on 
cybersecurity that may 
materially a�ect the 
Company's activity.

• Annual report on the situation 
of cybersecurity and key 
cybersecurity metrics.

BoardSET

Frequency: monthly Frequency: quarterly Frequency: anual

The guiding principles that shape our Information Security Policy are con-
centrated around the following matters:

G U I D I N G  P R I N C I P L E S  O F  T H E  I N FO R M AT I O N  S EC U R I T Y  P O L I CY

Information 
classification

and document 
management

Prevention
of information 

leakage
Training and 

awareness raising
Supply chain  

security

Audit and 
compliance

IT Damage and
    Security Incident 

Management

Access 
management

and proper use
of technological 

resources

Protection of 
personal data and 

credit cards

Good 
Governance and 

Cybersecurity 
Committee

Business 
continuity and 

backups

I N FO R M AT I O N  S EC U R I T Y  G OV E R N A N C E

The Policy is also reinforced by the System Security Regulation, approved by 
the Executive Committee in September 2020. The purpose of this regulation 
is to establish the security criteria and principles that govern the protection 
of information at Meliá Hotels International and cover the following aspects: 

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/Documents/CV_CdA/29-02-2024/CV_CarinaSzpilka_ENG.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/Documents/CV_CdA/29-02-2024/CV_CarinaSzpilka_ENG.pdf
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•	 Information classification process
•	 Information system security framework
•	 Related roles
•	 Compliance with the Payment Card Industry Data Security Standard (PCI 

DSS) and its external certification
•	 Security incidents and crisis management
•	 Collaboration with the authorities
•	 Monitoring and control
•	 Non-compliance regime

The Company also has a global Privacy Policy, approved by the Board of 
Directors in March 2018, which establishes the guidelines to follow when 
carrying out activities in relation to the generation, collection, processing, 
storage and/or erasure of information. 

The contents of this Policy outline the key objectives set forth in the Infor-
mation Security Policy, establishing the reference framework related to the 
protection of personal data. Its objective is to strengthen digital trust among 
our stakeholders, in particular our employees, customers and suppliers, es-
tablishing, among others, the following commitments set out in our Ethical 
Code: 

•	 To comply with all legislation and regulatory obligations at a national and 
international level. 

•	 To protect the personal data that our employees have entrusted to us 
and to respect their privacy.

•	 To protect the information and data our customers have entrusted to us.

CIO

KEY
ORGANISATIONAL

ROLES
and their relationship

with cybersecurity

Senior Executives
Ensure that information 
systems meet business 
needs and also preserve 
the confidentiality, integrity 
and availability of the data 
they process.

Audit Committee
Oversees regulatory compliance, 
including cybersecurity and 
privacy, reporting to the Board
of Directors.

DPO
O�ice made up of Security, Internal 
Audit, Legal & Compliance, and 
which ensures compliance with 
regulations such as the GDPR.

Business Areas
They take into account 
cybersecurity and privacy 
principles when designing 
services or products.

Board of Directors

CEO/SET

Corporate 
Comms

Transmits a reputation
of trust, cybersecurity 
management and regulatory 
compliance to stakeholders.

Head of Security
Works to avoid and
reduce the impact on the 
business of the cyber risks
to which corporate data and 
services are exposed.

The entire
organisation

Who has a role and 
obligations in terms
of cybersecurity?

Cybersecurity
at Meliá Hotels International

CY B E RS EC U R I T Y  AT  M H I

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Privacy_policy_ENG.pdf
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Centralised management
GRI: 3-3 

Thanks to the good practices implemented in relation to cybersecurity, we 
are able to respond quickly and safely to the demands and risks in our envi-
ronment. The aim is for all stakeholders to be able to take advantage of the 
optimal security guarantees offered by our work centres.

Meliá Hotels International offers a Security Operations Centre (SOC), with 
support from our technology partner. The SOC supervises and manages cy-
bersecurity at a global level, through security prevention, monitoring and 
control in all our various technological environments. The goal is to detect, 
analyse and resolve security incidents, and to do this we rely on specialised 
tools and services that enable us to monitor all the security incidents that 
have been reported.

From this centre we also analyse activity on networks, servers, databases, 
applications and websites in search of any anomalies that may indicate an 
incident or a threat to security. If an anomaly is identified, the SOC will help 
to provide a specific response based on our action plans, to ensure that any 
potential security incidents are identified, assessed, blocked and reported 
appropriately.

Below we have listed some of the specific capacities of our SOC and its 
scope of management/responsibility:

CA PAC I T I E S  O F  O U R  S EC U R I T Y  O P E R AT I O N S  C E N T R E  ( SO C )

SOC

REPORT
MONITORING OF SECURITY 
AND SUSPICIOUS  ACTIVITY

RISK AND VULNERABILITY 
MANAGEMENT

MALWARE 
DETECTION

ANTISPAM
SDWAN

THREAT 
INTELLIGENCE

PCI DSS

CYBERTHREATS

BITSIGHT / 
THIRD-PARTY RISKS

MANAGED 
SECURITY

CLOUD MSS

Protecting personal data and the information provided by our customers 
and other stakeholders for processing is a top priority for us. To manage and 
guarantee this protection, we have put in place all the structures, security 
plans and control mechanisms that are required in line with the current leg-
islation and regulations of each country. This Policy is available to all interest-
ed parties on our company website.

Guaranteed cloud solutions (Cloud MSS)

Cloud solutions provide the necessary security measures to ensure techno-
logical alignment with data security, risk management and regulatory com-
pliance. We perform regular security reviews on our various solutions across 
all divisions, starting with the most critical.

The objective of these reviews is to periodically and systematically ensure 
that all the security controls are aligned within each environment, measure 
any identified risks, and establish and implement specific action plans.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Privacy_policy_ENG.pdf
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(Bitsight/third-party risks)

After developing a new platform for suppliers, which the Company imple-
mented in order to streamline the procurement process for products, goods 
and services throughout the supply chain, as part of our supplier contract 
management system we analyse security requirements in terms of access to 
data and/or technological environments. 

The key objective of this analysis was to ensure compliance with the Com-
pany’s regulatory framework. We also implemented a framework for man-
aging technological risks with third parties, providing visibility and allowing 
us to verify information security indexes and technological environments 
throughout the entire supply chain.

INFORMATION SECURITY 
TRAINING (HOURS PER 

PERSON)

0.8
(2022: 0.9)

CYBERSECURITY TRAINING 
(EMPLOYEES)

4,934
Personal data protection in payment systems (PCI DSS)

In line with the organisation’s commitment to protect and manage credit card 
information, in 2023, for the thirteenth year running, we renewed the Payment 
Card Industry Data Security Standard (PCI DSS) for booking environments.

We also applied best security practices to ensure that all the different pay-
ment methods offered to customers function correctly.

Contingency plans against cyberattacks
GRI: 418-1

In 2023 we did not detect nor were we informed of any cyberattack, but 
Meliá Hotels International does have a procedure in place that establishes 
the necessary steps and individuals responsible for communicating, man-
aging and recording any security incidents. The primary objective of this 
procedure is to minimise the impact of any potential incidents and avoid loss 
of or damage to any data that has been entrusted to the Company.

This procedure must be followed by everyone within the Company, includ-
ing any internal and external employees who may have access to data and 
information that is under our care at Meliá.

We did not receive any customer complaints this year related to privacy vi-
olations, nor did we receive any reports through our whistleblower channel 
or via any other means. Similarly, we did we identify any leaks, theft or loss 
of customer data.

Training and employee awareness of cybersecurity matters is one of our key 
defences against emerging risks and ongoing cyberattacks. This compulso-
ry training is provided on a yearly basis and is a key lever within the scope of 
cybersecurity and PCI to minimise and contain risks.

PCI TRAINING 
(EMPLOYEES)

3,266
GDPR TRAINING 

(EMPLOYEES)

11,514
TRAINING SNIPPETS 

(EVERYONE)

1
monthly

TRAINING SNIPPETS 
(USERS)

34,944
CYBERSECURITY TRAINING 

(HOURS PER PERSON)

0.7
(2022: 0.8)

INCIDENTS REPORTED

0
(2022: 0)
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L I F E  CYC L E  FO R  M A N AG I N G  I N C I D E N TS

PREPARATION DETECTION
AND ANALYSIS

CONTAINMENT,
ERADICATION

AND RECOVERY

POST-INCIDENT
FOLLOW-UP

Both the specific cybersecurity course and the training snippets inform us-
ers about how to avoid and/or protect themselves from potential cyberat-
tacks. Each of the snippets focuses on different topics related to cyberse-
curity, such as secure passwords, phishing, the use of corporate accounts 
and devices, public WiFi, protecting your devices and managing incidents, 
among others.

In line with the contingency plan against cyberattacks, audits are carried out 
every year to assess the security, effectiveness and good practices of the 
Company’s computer systems, which are crucial for carrying out day-to-day 
tasks and operations within the organisation. Below you will find the life cy-
cle implemented at Meliá Hotels International for managing and responding 
to security incidents, which we put into action with the help of our techno-
logical partner.



ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

2023 Management Report Meliá Hotels International

95

TABLE OF 
CONTENTS Supplier relations

GRI: 2-6; 2-23; 2-24; 3-3

Throughout 2023, the Company continued responding to all the challenges 
that arose during the pandemic, some of which even intensified this year as 
a result of both global and local factors.

However, we have a long way to go before we can return to the normality we 
knew a few years ago. We are still suffering from product and raw material 
shortages, which is a constant challenge for numerous industries. Factors 
such as production interruptions, transport problems and demand fluctu-
ations contribute towards the unavailability of certain goods, which has a 
direct impact on the supply chain of international hotel companies like ours.

Fuel price increases, port congestion, transport limitations and geopolitical 
challenges lead to incertitude in our value chain as they affect the margins 
of companies, producers, distributors and consumers, and have a significant 
impact on the hotel sector specifically. At a global level, this leads to higher 
financial and logistics costs, which, aggravated by increased inflation rates, 
triggers price increases and reduced operating margins.

ESG risk management
GRI: 308-2; 407-1; 408-1; 409-1

At Meliá, we work continually to identify and monitor potential short-term 
and medium-term risks that we may be exposed to in the various geographi-
cal areas where we operate that require constant attention, such as the price 
of commodities, a direct risk that may considerably impact our supply chain.

In 2018, Meliá Hotels International performed an exhaustive analysis of the 
risks related to its supply chain, which has served as the basis for the unique 
monitoring and control process carried out on a regular basis in countries 
with a particularly high level of risk. The purpose of this analysis is to deter-
mine the risk level of our key suppliers according to ESG criteria (environ-
mental, social and governmental), where we evaluate all issues related to 
human rights, occupational health and safety, talent, diversity, vulnerability, 
adaptive capacity to climate change, availability of natural resources, biodi-
versity, institutional relations and corruption. This analysis provides greater 
visibility on our level of exposure to ESG risks in the countries where we op-
erate, enabling us to put in place the necessary measures to minimise their 
impact and occurrence.
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TOTAL TIER 1 
SUPPLIERS*

6,548
(2022: 6,633)

CRITICAL TIER 1 
SUPPLIERS*

18
(2022: 20)

NON-CRITICAL TIER 1 
SUPPLIERS*

54
(2022: 164)

Very low risk
Low risk
Medium risk
High risk
Very high risk

For 2024, the Company has planned to launch a new risk assessment for 
all the countries identified as critical, to bring the 2018 exercise up to date. 

We have also dedicated financial and human resources to consolidating 
our technological tool in Spain, preparing future facilities in our key mar-
kets (France, Italy, the UK, Germany, Mexico and the Dominican Republic) 
and designing an evaluation model that, with technological support, we 
hope to launch in Spain and the Dominican Republic during the first quar-
ter of next year.

This tool will enable us to strengthen the due diligence that the company al-
ready adopts for governance, compliance, financial and operational matters 
when onboarding suppliers, to evaluate alignment levels and their commit-
ment to environmental and social issues, thus enhancing supplier profiles.
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The Purchasing and Service Procurement Policy is a regulatory framework 
that integrates our key commitments related to the procurement of goods 
and services and guides our commercial practices, guaranteeing not only 
operational efficiency, but also responsibility and sustainability throughout 
our entire supply chain.

This document applies to all the countries where we operate and must be 
followed by all centres, business units and stakeholders that are involved in 
any of our supplier evaluation, approval, hiring and onboarding processes, 
as well as our service standardisation procedures. This policy was approved 
by the Board of Directors in July 2020 and is available for all interested par-
ties on the company website.

The company recognises the importance of promoting solid and ethical sup-
plier relations based on trust, respect and mutual commitment, continuous-
ly meeting all obligations related to compliance with internal regulations at 
Meliá, particularly the standards established in the Supplier Code of Ethics.

We expect our suppliers to commit to actively promoting and respecting the 
principles of the United Nations Global Compact on human rights, labour 
and the fight against child labour, exploitation of labour and forced labour. 
In response to environmental pressures and the struggle against climate 
change, we expect our suppliers to procure clean products, equipment, ser-
vices and technology, promote good practices that support the fight against 
climate change, and sign the mandatory sustainability clause.

A I M S  O F  T H E  SU P P L I E R  C O D E  O F  E T H I C S

SUPPLIER CODE OF 
ETHICS SIGNATURES/

ACCEPTANCES

2,493
(2022: 1,881)

2024 TARGET: 100%

SUSTAINABILITY CLAUSE 
SIGNATURES

2,105
(2022: 1,839)

2024 TARGET: 100%

Comply with
legislation

Fair
wage

Do not 
tolerate
slavery

Respect
for the
environment

Prohibition 
of child 
labour

Non-discri-
mination

Ensure safe
working
environments

Responsible
supply chain

Do not
tolerate abuse 
or coercion

Freedom of
opinion and
association

The Company also provides a specific whistleblower channel for our value 
chain, which enables users to report any conduct that violates the terms of 
our Supplier Code of Ethics.

In 2023 we received just 2 complaints from suppliers, a figure that is of in-
terest to the Company as it demonstrates our commitment to building rela-
tionships with our suppliers that are based on respect and mutual benefit.

SUPPLIER COMPLAINTS

2
(2022: 1)

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/MHI_Pol%C3%ADtica_compras_2020_ENG.PDF
https://www.meliahotelsinternational.com/EthicalDocs/C%C3%B3digo%20%C3%A9tico%20proveedores%20EN/mhi_codigo_etico_a5_suppliers_jul18_en.pdf
https://www.meliahotelsinternational.com/EthicalDocs/C%C3%B3digo%20%C3%A9tico%20proveedores%20EN/mhi_codigo_etico_a5_suppliers_jul18_en.pdf
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Commitment to excellence 
and sustainability
GRI: 3-3; 308-2; 414-2

With the current global climate and the worldwide presence of Meliá Hotels 
International, it is more important than ever to not only have a supply chain 
that is resilient and efficient, but to consolidate a robust model, optimise all 
our processes and move towards a management system that is based on 
excellence, sustainability and digitisation.

Within the scope of this governance, management and control model, the 
Company has the right to verify compliance with these obligations at any 
time, so the supplier must accept the fact that Meliá may audit them when-
ever they deem it necessary. While our contract with the supplier is in force, 
we may also request documentation to demonstrate that the supplier is 
complying with the commitments they have accepted and, in the case of 
non-compliance, request termination of the contract, without prejudice to 
any other appropriate compensation.

As part of its desire to promote and reinforce supplier relationships based 
on dialogue and seamless communication, the Company has established 
direct and two-way communication channels at a frequency that it deems 
appropriate, according to the characteristics of the supplier.

It has also developed an incident-management model based on a ticketing 
system, for receiving notifications related to the provision of the contract-
ed service. This channel is provided to users both to accommodate new 
requirements for the service and to report any incidents, recording all re-
lated information and response times, and assigning a responsible party to 
manage the incident until it is resolved. The entire process is logged on the 
platform. This channel is currently in the implementation phase and will be 
available at all hotels that have the appropriate tool.

The considerable advances we have made in supplier management not 
only reflect our commitment to quality and efficiency in the procurement of 
goods and services, but also highlight our responsibility towards sustainabil-
ity, ethics and strong partnerships throughout our supply chain. These pillars 
are key to our success and help us to make a positive contribution both to 
the business community and to the global environment in which we operate. 
Our management model is based on the pillars shown in this graphic.

P U RC H AS I N G  ST R AT EGY

Integration of 
sustainability criteria 
in the selection and 
evaluation of suppliers.

Investment in training 
and the development 
of digital skills.

Digital transformation
to ensure greater agility, 
control and e�iciency
in our processes.

Excellence in the operating 
model to maximise savings 
and service quality, both in 
the purchase of goods and 
in contracting services.
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move towards a vision based on an ordering process with a focus on supplier 
management, approval and contracting, with the aim of consolidating an 
efficient, robust, agile and digital model that integrates global management 
of products, goods and services.

We have also incorporated sustainability factors into the supplier profile, to 
ensure that they are in line with our expectations in this area. In addition, 
with the new model we have modified product and service sheets to include 
attributes related to ESG parameters, along with packaging information.

With the aim of furthering the commitment we made in 2020 to purchase 
free-range eggs, the Company now consumes only this type of product at 
all its hotels in Germany, Austria, Holland and the United Kingdom. To meet 
the target we set ourselves for 2025, we will focus our efforts on all our hotels 
located throughout Spain and the rest of Europe, within the scope of global 
integration.

Our management model also extends to all suppliers and actors in our value 
chain who work in or provide services to any of our business units, with the 
following obligations:

•	 All suppliers, contractors or other entities that provide services to our 
facilities must abide by our Occupational Health and Safety Policy. 

•	 Preventive criteria must be incorporated into work, service and supply 
contracts, with the appropriate channels being provided for business co-
ordination on this matter.

•	 Coordination measures must be followed to avoid any accidents at the 
Company’s facilities.

•	 All third parties must be informed about risks and preventive measures.

With the implementation of our tool in Spain, we have significantly improved 
several elements of our management model:

•	 Data analysis is carried out with a comprehensive vision of expenses, 
deepening our awareness in various dimensions.

•	 Processes have now been automated, making them faster, more accessi-
ble and more efficient for users.

•	 The interface improves hotel operations and supplier relations.
•	 We are able to expand the range of services available to all areas of the 

Company.

With its broad portfolio of suppliers, the Company can now offer a value 
proposition to our owners and partners at destinations such as Europe and 
the Caribbean, providing a comprehensive best-in-class service that is 
adapted to each hotel and destination’s specific circumstances.

AVERAGE SUPPLIER 
PAYMENT PERIOD (IG)

53.64
(2022: 59.91)

COUPA SAP SCOPE (IG)

61
(48% of portfolio)

COUPA SAP SCOPE (HOTEL 
MANAGEMENT)

54
(33% of portfolio)

% LOCAL PURCHASES

84.6
(2022: 88.5)

COUPA SAP TRAINING 
(HOURS PER PERSON)

1.3
(2022: 2.4)
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The consumption of fossil fuels has led to an increase in the level of green-
house gas emissions, contributing towards an acceleration in global warm-
ing, rising sea levels and ocean acidification, among other issues. This 
triggers more frequent extreme natural phenomena, which impact the sus-
tainability of the planet and consequently society as a whole. 

Climate change is one of the most significant challenges that humanity is 
facing in present times. It is important to act now and combine forces to 
reduce greenhouse gas emissions and meet the obligations undertaken by 
the states that signed the Paris Agreement. To do this we need to adopt 
policies and make investments that enable us to meet our targets over the 
next ten years and avoid passing the threshold of 1.5ºC, as proposed at the 
last Climate Change Conference in 2023 (COP28), where it was suggested 
that all parties progressively reduce their use of carbon-based energy, move 
towards energy systems with net-zero emissions, triple global capacity of 
renewable energy and eliminate inefficient fossil fuel subsidies, among other 
key points.

Along these lines, within its corporate strategy, Meliá has included a commit-
ment to make further progress in the fight against climate change, minimis-
ing its environmental impact. This is in addition to the obligation it has un-
dertaken to tackle the risks and opportunities resulting from climate change, 
strengthening its risk-based culture and long-term financial performance.

Governance of climate change and the 
environment
GRI: 2-23; 2-24; 2-25; 3-3

The aim of our Climate Change and Environment Policy, which was approved 
in 2017 and updated in 2021 by our Board of Directors, is to establish our 
action principles at Meliá Hotels International and the Group as a whole in 
relation to its commitment to combat climate change and protect the en-

vironment, promoting efficient, responsible and sustainable management 
throughout its value chain.

In terms of its scope, compliance is compulsory and it applies globally and 
directly to all corporate offices and business units managed by Meliá. The 
contents of the policy are established as a minimum requirement, without 
prejudice to any additional and specific regulations that may be approved 
related to this issue.

It was reviewed within the scope of our Roadto2024 Strategic Plan, as part 
of a lever focused on the decarbonisation of our business model, in order to 
ourselves with the Paris Agreement. Along these lines, Meliá has incorporated 
into its strategy a commitment to move forward with this transition, with the 
conviction to integrate sustainability and climate change into our investment 
decisions and hotel assets, making them more sustainable and resilient.

Risks and opportunities resulting from climate 
change
GRI: 2-23; 2-24; 2-25; 3-3; 201-2; 203-1; 203-2

Our Global Risk Map identifies the primary risks that we face as a Company. 
The map is reviewed on an annual basis and the results are submitted to the 
Audit and Compliance Committee, whose responsibilities involve supervising 
the risk management systems, including those covered by the acronym ESG.

In the specific case of risks related to climate change, the “Natural catastro-
phes or disasters” risk, which refers to damage to physical assets or inter-
ruption of operations as a result of extreme climate events, is number 11 in 
the Company’s list of top 20 risks. This risk has climbed to a higher position 
than in 2022, which demonstrates the Company’s awareness of its exposure 
to climate events, as well as the conclusions reached in the study carried out 
by the TCFD.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Climate%20Change%20and%20Environmental%20Policy.pdf
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Climate scenarios and scope

The exhaustive analysis of the climate risks included in the Global Risk Map 
served as the starting point for identifying their impact on our activities in 
four main geographical areas, selected for their present and future strategic 
relevance: Spain, Mexico, the Dominican Republic and the United Kingdom.

Within this scope, in 2021 we identified risks and opportunities related to 
climate change in line with the guidelines issued by the Task Force on Cli-
mate-Related Financial Disclosure (TCFD). This process involved studying 
various climate scenarios, taking into account different pathways, both 
physical and socioeconomic, as well as climate scenario models, primarily 
the following: Representative Concentration Pathways (RCP), Shared Socio-
economic Pathways (SSP) or the International Energy Agency (IEA).

After combining the RCP and SSP pathways established by the IPCC, we 
took four specific climate scenarios and used them to perform a risk and 
opportunity analysis that met the TCFD technical criteria and was in line with 
our own commitments in this area.

Of the four scenarios, we prioritised the risk and opportunity analysis on the 
scenario involving a society with intermediate sustainable development that 
manages to prevent its temperature from increasing by over 2 ºC by the end 
of the century: scenario SSP2 – RCP 2.6. This scenario is in line with our emis-
sion reduction targets, which were approved by the Science Based Target 
Initiative (SBTi), and is also in tune with the objective to prevent the global 
temperature from increasing beyond 1.5 ºC.  

Identifying and assessing risks and opportunities

Our process for identifying and assessing risks is structured around four 
clearly differentiated stages:

•	 Establishing and evaluating our value chain.
•	 Establishing and classifying our universe of risks and opportunities. Dur-

ing this stage, we also analysed current and future regulatory require-
ments for the four selected geographical areas.

•	 Selecting climate scenarios.
•	 Assessing climate risks and opportunities based on impact, probability 

of occurrence and time horizon.

The valuation scales and time horizons used have been established to adapt, 
on the one hand, to the terminology employed in the global risk assessment 
and, on the other hand, to the timescale of the expected impacts according 
to the selected scenario and the service life of our various infrastructures. 
The maximum time horizon we used for this analysis was 2050.

Therefore, and in line with future regulations that will require sustainability 
reports to include an estimate of the financial impact of climate change-re-
lated risks, this vision has become even more relevant and encourages us to 
update and improve the analysis of climate risks associated with our proper-
ty portfolio in 2024.
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Our map identifies 26 climate risks, divided into 9 physical risks and 17 transi-
tion risks. The most significant, according to their severity value (probability 
x impact), are those of a physical nature, both current and medium-term. 
Furthermore, 65% of the transition risks identified are likely to materialise in 

C L I M AT E  R I S K  M AT R I X  A N D  R A N K I N G

current times or in the near future. This initial step, carried out in 2021, will 
serve as the basis to reveal the climate risks that will affect each hotel asset, 
leading to a more sustainable and resilient portfolio.

Rising sea levels

Extreme precipitations: torrential 
rain, hailstorms, snowfall, etc.

Extreme weather events: cyclones, 
hurricanes, typhoons and tornadoes

Imbalance in the living organisms 
in marine ecosystems

Changes in customer behaviour 
or preferences

Insect plagues

Forest fires

Increased average temperature

Taxes related to GHG emissions

Variation in resource availability

New reporting requirements

Reduced availability of water

New legal requirements related to 
the reduction of GHG emissions 
and climate risk management

Change of insurance conditions

Changes in customer perception

New legal requirements in 
energy efficiency matters

Transition to low-emission 
technology

Increased stakeholder concerns 
or negative feedback from 
stakeholders

Failure to meet climate targets

Alteration of biodiversity

Geopolitical and social instability

Difficulties in obtaining financing

Damage to the image of the industry

Damage to the image due to 
the use of resources/services

Increased exposure to environmental 
litigation/infractions

Vehicle-mobility restrictions

* Ranking based on the severity of the opportunities (probability x impact).
 Opportunities classified as priority 1 and 2 are included.
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As a result of the analysis, we also identified 11 climate opportunities. Of 
these eleven, seven corresponded to market opportunities and one from 
each remaining category related to products and services, resilience, en-

ergy sources and resource efficiency. The analysis highlights the significant 
difference in severity between the opportunity at first place in the ranking 
(23.06) and the opportunity at second place, with a score of 8.98.

C L I M AT E  O P P O RT U N I T Y  M AT R I X  A N D  R A N K I N G

Opening of new markets

Differentiation from competitors

Changes in customer behaviour or preferences

Changes in customer perception

Obtaining financing

Improvement to the image of the industry

* Ranking based on the severity of the opportunities (probability x impact).
 Opportunities classified as priority 1 and 2 are included.

Change of insurance conditions

Direct incentives from the authorities related to 
combatting climate change

Direct incentives from the authorities related to 
energy efficiency and use of resources

Direct incentives from the authorities related to 
the decarbonisation of transport

Indirect incentives from public authorities
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GRI: 2-23; 2-24; 2-25; 3-3; 305-5; 305-7

As a leader in sustainability within the hotel sector, we have made firm com-
mitments to further adapt our business and mitigate the adverse effects of 
climate change. In 2021, we reaffirmed our emission-reduction targets, in 
line with the Science Based Targets initiative (SBTi), to prevent the global 
temperature from increasing beyond 1.5 ºC. We are establishing and imple-
menting various initiatives to help us reach two different targets by certain 
dates: a reduction of 29.4% by 2025 and a reduction of 71.4% by 2035, with 
respect to the base year of 2018.

Within this context, as part of its Responsible Business Strategy, Meliá has 
made the following commitments:

•	 Adapt to climate change: Respond to the risks and opportunities result-
ing from climate change.

•	 Mitigate climate change: Combat climate change and minimise our en-
vironmental impact and footprint, recognising the potential impact on 
tourist destinations.

The European Climate Law, approved in June 2021, establishes Europe’s tar-
get to become climate-neutral by 2050 and provides a framework that will 
further efforts to adapt to the impacts of climate change, requiring all mem-
ber states to put in place strategies and plans to adapt and mitigate their 
carbon footprint.

In our sector, the greatest potential for carbon lock-in is concentrated in ho-
tel infrastructure. The acquisition of fossil-fuel-intensive assets could slow 
down our progress towards a decarbonised business model. At Meliá we are 
aware of this situation and it is for this reason that the management team in 
our Real Estate Department has been set an objective to reduce our emis-
sions and make progress on the commitment we have made.

2025 EMISSION-
REDUCTION TARGET 

SCOPE 1 AND 2

29.4%
(versus base year of 2018)

2035 EMISSION-
REDUCTION TARGET 

SCOPE 1 AND 2

71.4%
(versus base year of 2018)

In line with the Company's vision, the design and construction manuals for 
the various brands in the portfolio include the integration of sustainable 
criteria into any new construction projects, renovations or major refurbish-
ments that we carry out each year, and we raise awareness among our 
partners on the importance of designing assets where sustainability is a 
standard. As such, we incorporate the following into our investments: ef-
ficient facilities, the use of renewable energies or the generation of green 
energies, and the use of materials that help to reduce consumption and 
protect the environment.

Our decarbonisation plan requires the management of two different sce-
narios in our portfolio. Firstly, there is the scenario mentioned above, with 
major construction and renovation projects, and then we have the other, 
involving hotels that are already in operation, with no investment planned 
in the near future.

Under these circumstances, the Company has identified three key levers 
that will enable us to move towards decarbonising our business model:

•	 Optimising energy consumption
Energy efficiency plays a major role in reducing carbon emissions. These 
measures effectively contribute towards reducing emissions by limiting 
the amount of energy required for different activities, which makes us 
less reliant on fossil fuels and reduces overall carbon intensity.

•	 Migration towards renewable energy sources
Renewable energy sources, such as solar, wind, hydraulic and geother-
mal, generate electricity without producing greenhouse gases. As op-
posed to fossil fuels, which emit CO2 and other pollutants when they 
are burned to produce energy, renewable energy sources significantly 
reduce emissions.
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The objective to reduce scope-3 emissions is without a doubt one of our 
greatest challenges in the struggle against climate change. To achieve 
this, it is essential that we involve our customers and all the key actors 
in our value chain. We are convinced that the right path to meeting our 
commitments is by raising awareness through a range of products and 
services that offer sustainable options to our stakeholders.

For each of the decarbonisation levers mentioned above, we have launched 
a series of projects related to the objective and the identified risks.

S BT I  A 1  A N D  A 2  CA R B O N  FO OT P R I N T  ( TC O 2)

EMISSIONS REDUCTION 
SCOPE 1 AND 2

19.6%
(Target 21%)

Optimising energy consumption
GRI: 302-1; 302-3; 302-4; 302-5

Environmental management system (SAVE)

Designed internally by our engineers in 2007, according to ISO 14001 Environ-
mental Management criteria, and updated most recently in 2019, this man-
agement system integrates new requirements, ensures constant analysis of 
our management and that of our technical service teams, and reinforces the 
importance of measuring and managing environmental indicators related to 
energy and water consumption and waste production at a global level.

This system also enables us to analyse detailed information from various op-
erational departments in our hotels and identify improvement opportunities, 
in addition to monitoring our progress towards meeting the annual targets 
we have set ourselves. Once the opportunities have been identified, we 
carry out technical and economic viability studies to prioritise those invest-
ments that have a greater impact at an environmental and economic level.

Sustainable tourism certifications

In 2023, we relaunched our hotel certification processes, focusing on those 
entities renowned throughout Spain and the rest of the world, and endorsed 
by the Global Sustainable Tourism Council (GSTC) or the World Travel & 
Tourism Council (WTTC). Each hotel receives its own individual certification, 
enabling us to identify improvement opportunities and establish an action 
plan to improve its positioning and reputation with respect to sustainability, 
an attribute that is of major importance to customers and tourism interme-
diaries these days.

Our choice of partner has helped to provide greater consistency to our mod-
el, providing both internal and external benchmarking, with other compara-
ble hotels that offer similar products and services, and giving us the opportu-
nity to promote improvements and opportunities for our business. We have 
certified 110 owned or leased hotels, plus 29 managed hotels.

*The company’s entire portfolio of owned, leased and managed properties.

2018 2023

Emissions Scope 1 (SBTi) Intensity ratio per stay Emissions Scope 1 (SBTi)

58,012

0.003

0.00283,975  -31%

2018 2023

Emissions Scope 2 (SBTi) Intensity ratio per stay Emissions Scope 2 (SBTi)

0.011
0.011361,101

299,804
 -17%
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Building and running sustainable buildings continues to be a key element in 
the environmentally friendly management of our hotels. Consequently, this 
year our ME Barcelona hotel in Spain renewed its LEED certification (Leader-
ship in Energy and Environmental Design), as did our INNSIDE Milano Torre 
Galfa hotel in Italy.

Our presence in Mexico and the Dominican Republic, countries that impose 
very strict environmental and biodiversity regulations, requires us to imple-
ment strict controls and strengthen our management and control model, to 
minimise any incidents during local and national audit processes that are 
carried out throughout the year. At these destinations, we also undergo an-
nual audits to earn our beaches the Blue Flag certification, which we have 
obtained for a total of 7 hotels in these countries.

The international Blue Flag program for the recognition of beaches and ma-
rinas awards hotels that meet high quality standards, create the necessary 
conditions for sustainable and integrated management of beaches, and sets 
up environmental awareness initiatives to educate visitors and communities 
on the importance of preserving and conserving coastal and marine areas.

Energy certifications

The Company launched an energy efficiency certification process through-
out all its hotels in Spain. This initiative was complemented by a report that 
detailed the Company’s entire inventory of energy consuming equipment, 
with key technical properties such as power or year of manufacture, to mon-
itor the life cycle of equipment and facilities.

HOTELS WITH ENERGY 
CERTIFICATIONS (IN 

SPAIN)

93.5%
58 hotels

Improvement opportunities and energy saving measures were also identi-
fied for each hotel. All of this information enables us to prioritise and plan 
investments, reduce our consumption in the short and medium term, and 
extend the service life of our facilities.

CO2PERATE Project

Since its launch in 2019, the primary objective of this project has been to 
optimise energy consumption from air conditioning. By integrating artificial 
intelligence into cooling systems, this system allows the systems to adapt 
their consumption to operational and thermal needs on a given day, improv-
ing control and management of the main energy-consuming installations.

Due to its success, this initiative has now also been implemented in numerous 
hotels managed by Meliá, with a total of 16 hotels now using this technology.

GLOBAL INTEGRATION 2020 2021 2022 2023

Hotels # 87 85 81 69
Savings €M 0.5 1 1.9 1.2
Energy savings kWh 5,085,267 9,505,337 12,626,675 8,140,432
Emissions avoided TnCO2 2,809 3,951 4,172 2,791

ENVIRONMENTAL CERTIFICATIONS

AMERICA 8

EMEA 42

SPAIN 60

TOTAL 11O
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GRI: 302-1

Renewable energy

The electrical energy used in a number of European destinations where we 
have critical mass now comes entirely from renewable sources: Spain, Italy, 
Germany, France, the Netherlands and the United Kingdom. This consump-
tion represents 40.6% of the total energy consumed by the company.

Power Purchase Agreements (PPA)

The Company signed a clean energy purchase and sale agreement with the 
company Servicios Energéticos de la República Dominicana (CEPM) for the 
installation of a major photovoltaic plant, with 926 solar modules that, with 
their 500 kilowatts of power, will produce 936,000 kilowatts per year. This 
plant went into operation in early 2024. The energy that it is expected to 
generate will power our events and conventions facilities.

HOTELS WITH 
RENEWABLE ENERGY (IG)

82.6%
EMISSIONS AVOIDED 

(TNCO2)

47,127.7

This year we have acquired guarantees of origin at a number of hotels oper-
ated under a management model, such as in Brazil, for example.

C E P M  P ROJ ECT  -  M A I N  F I G U R E S

87,024
USD

Net annual
savings

791,850
Kwh/year 

Estimated energy
produced

500
Kwp

Installed
power

Raising awareness of our value chain

Efficient construction and renovations

Sustainability is a fundamental pillar of our Investment and Financing Policy, 
which was approved by the Board of Directors in April 2019. Over recent 
years we have made notable progress in its integration into our property 
management, which has enabled us to enhance our processes for design, 
renovation and the construction of new hotels. The end result is a differenti-
ated and more sustainable value proposition that improves the efficiency of 
our hotels and minimises their impact on the environment.

Due to success of the Co2perate project, this technology has now also been 
implemented in numerous hotels managed by Meliá, with a total of 16 hotels 
now using this technology and improving their carbon footprint.

GLOBAL INTEGRATION 2020 2021 2022 2023

Hotels # 11 11 10 16
Savings €M 0.01 0.07 0.23 0.37
Energy savings kWh 68,257 519,308 851,183 1,962,631
Emissions avoided TnCO2 40 173 292 536
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With the aim of providing sustainable transport and promoting the reduction 
of emissions in employee travels, in Palma de Mallorca (Spain) we now offer 
Hoop Carpool (Innovative Mobility SaaS), a mobile app we began using in 
2022 to enable ride-sharing through technology, promoting communication 
and interaction between employees.

503€

Money saved
by drivers

27,663Km

Shared
distance

3,873Kg

CO2 emissions 
avoided

Road to Net Zero Events

After a year of intense work, at the end of 2023 we launched the ROAD TO 
NET ZERO EVENTS project onto the market. This initiative uses technology 
to calculate the carbon footprint of our MICE segment (Meetings, Incentives, 
Conferences and Exhibitions), a niche market that is expected to close the 
year with a total turnover of around 12 billion euros.

Developed in partnership with the technology company Creast, which spe-
cialises in measuring, reducing and offsetting the environmental impact of 
events, the project calculates emissions at two crucial moments: the quot-
ing stage and the end of the event. The tool is connected to and integrated 
into the hotel management systems and enables measurements to be made 
based on the specific details of each hotel, taking the consumption data and 
the hotel surface area (m2) and then applying each country’s emission factor 
to calculate the carbon footprint for scopes 1 and 2.

As a new addition, all menus have now been updated to include the footprint 
per product, giving us a view of a scope 3 category, providing detailed infor-
mation of the carbon footprint behind each menu.

Our commitment is to offset the entire carbon footprint, whether that be 
directly through Meliá Hotels International or the customer, if they decide to 
offset in projects of their choice. The emissions generated in the 198 events 
measured during the development of the technological tool were offset at 
the beginning of 2024, to reach the figure of 372 TnCO2.

This initiative was developed to find improvement opportunities that would 
help us towards the goal of achieving carbon neutrality in events and to re-
spond to increasing demand from professionals in the sector. We aim to im-
plement this initiative in approximately 40 hotels over the next two years.
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A project launched worldwide in June 2021 with the aim of involving custom-
ers in the fight against climate change. Developed in partnership with Cli-
matrade, a leading Spanish fintech company in the management of carbon 
credits, this project enables members of our MeliáRewards loyalty program 
to redeem points for carbon credits certified by the United Nations, using 
blockchain technology to ensure the traceability of the process and the 
selection of projects from developing countries designed to reduce green-
house gas emissions.

A more efficient, responsible and sustainable tourism model that is being 
extended throughout our value chain.

OFFSET EMISSIONS 
(TNCO2)

379
(2022: 441)

Investment in environmental efficiency measures

ENERGY WATER RENEWABLE 
ENERGY

WASTE 
MANAGEMENT

719,613€ 130,771€ 89,122€ 34,135€

TOTAL: 973,641€

CAPEX: 734,494€

OPEX: 239,147€

Adapting our economic activities to mitigate or adapt to climate 
change

The analysis carried out internally, following the recent publication of the 
activities associated with the last four environmental objectives included 
in the European Union's Environmental Taxonomy, which expressly include 
economic activity - 2.1 Hotels, resorts, campsites and similar accommoda-
tions - leads us to conclude that the alignment which may exist between 
our economic activities and the objectives to mitigate and adapt to climate 
change, which classifies the investments and economic activities resulting 
from our activity as sustainable, is neither significant nor material.

This review and classification process has been carried out over the past 
three years under the parameters of six objectives: mitigation of and adapta-
tion to climate change; sustainable use and protection of water and marine 
resources; transition to a circular economy; prevention and control of pollu-
tion; and protection and restoration of biodiversity and ecosystems. The pro-
cess determines that the most appropriate decision shall be to focus all of 
our efforts and economic and human resources on analysing our alignment 
with the objective related to biodiversity, its protection and its restoration, a 
decision that will be understood by analysts and investors, as well as by our 
customers and society as a whole.
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E N E RGY  TA B L E
GRI: 302-1; 302-3; 302-4  /  SASB: SV-HL-130a.1 

 
INDICATOR UNIT 2020 2021 2022 2023

Non-renewable fuels (A+B+C)
GJ  292,024  329,889  480,190  433,140 
MWh  53,734  56,660  86,491  78,622 

A. Natural gas
GJ  194,335  204,892  312,790  232,606 
m³  4,493,497  4,737,606  7,232,465  6,573,030 

B. Propane
GJ  73,781  101,258  136,770  170,610 
Tn  1,622  2,225  3,006  3,878 

C. Diesel
GJ  23,908  23,739  30,630  29,924 
m³  625  620  800  846 

Non-renewable electricity
GJ  204,444  238,292  312,901  369,696 
MWh  56,790  66,192  86,917  102,693 

Vapour / heating / refrigeration and other non-
renewable energies

GJ  146,614  238,425  300,152  222,597 
MWh  40,726  66,229  83,376  61,832 

Total consumption of non-renewable energy
GJ  643,082  806,606  1,093,243  1,025,433 
MWh  151,250  189,081  256,783  243,148 

Renewable electricity (with green certification)
GJ  318,111  391,689  557,149  597,935 
MWh  88,364  108,803  154,764  166,093 

Total energy consumption (non-renewable + 
renewable)

GJ  961,193  1,198,296  1,650,392  1,623,368 
MWh  239,614  297,884  411,547  409,241 

Energy intensity ratio
GJ / stay  0.251  0.188  0.138  0.124 
MWh / stay  0.063  0.047  0.035  0.031 

Total cost of energy consumption €  24,593,193  37,757,845  70,834,468  79,694,205 

Renewable energy percentage Total 
consumption 36.9% 36.5% 37.6% 40.6%

Electricity percentage Total 
consumption 60.6% 58.7% 58.7% 65.7%

Data coverage Portfolio 100% 100% 100% 100%

INDICATOR UNIT 2020 2021 2022 2023

Total emissions scope 1 TCO2eq  18,404  20,645  29,525  29,452 
Emission intensity ratio scope 1 TCO2eq / stay  0.005  0.003  0.002  0.002 
Total emissions scope 2 TCO2eq  48,888  71,961  92,672  110,057 
Emission intensity ratio scope 2 TCO2eq / stay  0.013  0.011  0.008  0.008 
Total emissions scope 3 TCO2eq  191,575  238,849  461,463  555,427 
Emission intensity ratio scope 3 TCO2eq / stay  0.050  0.038  0.039  0.042 
Total emissions TCO2eq  258,867  331,455  583,660  694,936 
Emission intensity ratio TCO2eq / stay  0.068  0.052  0.049  0.053 
Data coverage % portfolio 100% 100% 100% 100%

SCOPE 3 (S3) 2022 2023

1 Purchase of Goods and Services 191,405 265,827

2 Purchase of Capital Goods 36,612 26,167

3 Activities related to energy and fuel 21,881 24,507

5 Waste management 3,960 3,813

6 Business trips 2,660 2,469

7 Employee commutes 23,991 23,113

11 Use of sold products (managed hotels) 180,955 209,532

CA R B O N  FO OT P R I N T  TA B L E
GRI: 305-1; 305-2; 305-3; 305-4; 305-5



2023 Management Report Meliá Hotels International

112

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT 
TO THE FIGHT 
AGAINST CLIMATE 
CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Responsible water management

GRI: 2-23; 2-24; 2-25; 3-3

Water resources are essential to ensure quality tourism activities, and for 
certain holiday destinations, water forms an intrinsic part of their appeal. 
The sustainability of these destinations where we operate is affected by the 
availability and enjoyment of this element. At Meliá we are well aware of the 
importance of responsible water consumption.

That is why the first step in any management system always involves under-
standing the situation with this resource and its availability in our portfolio. 

On an annual basis, we analyse the location of all the hotels we manage to 
determine whether they are located in areas suffering from water stress, us-
ing the Acueduct Water Risk Atlas tool. 

This exercise provides us with greater visibility of our portfolio located in 
high-risk areas and enables us to establish strategies to promote a culture of 
risk management and develop action plans to mitigate this risk in the short 
term.

LO CAT I O N  O F  H OT E LS  I N  WAT E R-ST R E SS E D  A R E AS  (OW N E D  A N D  L E AS E D)

HOTELS IN WATER-
STRESSED AREAS (IG)

52
(2022: 50)

HOTELS IN AREAS WITH 
RISK OF FLOODING (IG)

15
(2022: 18)

Spain 48
Mexico 2
Italy 1
Peru 1
Total 52
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not, we analyse our portfolio with a focus on two key parameters: probability 
and magnitude of impact. By combining both factors, we are able to calcu-
late the potential financial impact of the risk of water stress.

We perform the probability evaluation in accordance with the results of the 
analysis, which assigns a score of 3.5 to hotels in high-risk areas and 4.5 
points to hotels in extreme-risk areas.

The magnitude of impact is determined by looking at each hotel located in a 
risk area and determining its importance to our business, based on business 
volume. If the financial impact is above the significance threshold (>3% of 
total annual turnover), it is determined that the hotel could have a significant 
impact on our performance.

Water management system

An essential part of our commitment to responsible consumption of water 
resources is the promotion of proactive water management and the imple-
mentation of measures to ensure efficient water consumption. The summer 
season sees the highest levels of water consumption, whether this be by 
residents or by visitors. This is also the period with the highest volumes of 
international tourism, with people visiting destinations that may be suffering 
from water scarcity or restrictions.

In 2023, certain regions suffered more intense levels of water stress than 
they had experienced in recent years. The Company is aware of its respon-
sibility to further reduce its water footprint and implement measures to con-
sume water more efficiently and responsibly in its hotels.

By continuously monitoring our consumption and controlling the operations 
at our facilities, we can reduce our water consumption and strengthen our 
commitment to guarantee responsible management of this resource. The in-
vestments we have made to improve our facilities and the good practices we 
share with our customers and partners are key pillars that contribute towards 
better water management.

At Meliá we also work with a tool that helps us to identify and analyse the pri-
mary operational risks associated with water extraction and spillages, which 
is a part of our Environmental Management System (SAVE). Aside from help-
ing to ensure efficient water management, this tool is also able to anticipate 
potential risks and impacts, and ensure that our water is treated in accord-
ance with existing regulations.

The majority of our business units have implemented various initiatives to 
mitigate water consumption, such as limiting water flow in taps and show-
ers, which can reduce usage by up to 50%; installing dual-flush cisterns; 
informing customers about the frequency of washing towels and sheets; and 
replacing table cloths with disposable and recyclable alternatives.

Magnum Project: platform for digital 
management of water footprint in tourism
Next Generation is an initiative launched to provide financial support to EU 
member states through loans given out between 2021 and 2026. The goal is 
to support investment and achieve resilient and sustainable recovery.

At Meliá we are constantly looking for ways we can contribute towards meet-
ing the European Union’s objectives. This drive led us to respond to the RETOS 
Programme’s call for initiatives involving public-private partnerships that pro-
mote advances in scientific knowledge, with an innovative project focused on 
measuring and optimising global management of water footprints. 

The aim of the project is to integrate BIM technology (Building Information 
Modeling) and artificial intelligence to manage water footprints. Its purpose is 
to improve the management of water footprints from different perspectives, 
as well as the implementation of operational recommendations in real time, 
enriching our data with disaggregated information on consumption, imple-
mentation of control systems, occupation and use of services and optimisa-
tion of operational management, among others, to enhance our water man-
agement from a global strategic and operational management point of view.
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IDP

11%

AQUATEC

18%

CETAQUA

39%

MELIÁ

24%

MAGNUM
PROJECT

The project has been designed with the support of a consortium of compa-
nies that specialise in the fields of management, water, data, technology and 
facilities, where every party takes on a specific role. Meliá acts as a promot-
er partner with a participation of 24%, and is supported by CETAQUA and 
IDP as technological partners (39% and 19% participation, respectively) and 
AQUATEC as a marketing partner (18% participation). 

Three hotels in Spain may participate in the project: Gran Meliá Palacio de 
Isora (Santa Cruz de Tenerife), Meliá Palma Marina (Palma de Mallorca) and 
Gran Meliá Don Pepe (Marbella).

In 2023, all efforts were concentrated on producing the prototype, accord-
ing to the unique characteristics of Gran Meliá Palacio de Isora, a hotel that 
serves as a particularly complex case study due to the variety of water sourc-
es it uses. This hotel has already been digitally redesigned and recreated, 
and over the next few months technological devices will be installed to 
measure consumption in certain rooms and points in the hotel that consume 
the most water.

Furthermore, as part of this project we have developed a tool that enables us 
to calculate the water footprint of materials purchased for carrying out our 
activities, enabling us to identify water-efficiency opportunities that we can 
incorporate into our purchasing processes. This also enables us to involve 
and inform our customers and partners of the importance of responsible 
water consumption. 

Incorporating technology will improve data collection and improve aware-
ness of water consumption from various perspectives, enabling the imple-
mentation of operational recommendations in real time and visibility of data 
with disaggregated information on consumption. This project is expected 
to be completed by the deadline agreed in the document presented to the 
Spanish authorities (end of 2025).

M AG N U M  P ROJ ECT:  PA RT I C I PAT I O N  BY  C O M PA N Y
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Calculating our water footprint involves identifying consumption based on 
source and origin. In our case, considering our portfolio in global integra-
tion, our water mainly comes from public or private water suppliers (41%), 
fresh groundwater through wells (56%) and a very small amount of saltwater 
from desalination plants (3%). Well water is consumed primarily by our hotels 
in the Dominican Republic (51% of the total m3 consumed), as there is no 
other source of water available in this country.

WAT E R  C O N SU M P T I O N  ( I N  T H O U SA N D  M 3)

Wastewater is discharged into the public sewer system (45%) or wastewater 
treatment plants (55%).

It is important to point out that no significant water spillages were reported 
in 2023.

20222020 2021 2023

5,654

7,758
1.195

0.889

0.651

0.655
4,572

8,578

Total Water extraction Water use intensity ratio Taken from municipal water supply
(or other water utilities)
Extraction of fresh groundwater
Extraction of salt water

Public sewers
Treatment plant in the hotel

ORIGIN
OF THE WATER

WATER
DISCHARGE

41%

55%

45%

56%

3%

WAT E R  C O N SU M P T I O N  BY  SO U RC E  A N D  D I SC H A RG E  BY  D E ST I N AT I O N
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According to the World Economic Forum, loss of biodiversity is the third 
greatest risk to the global economy in the medium term. This risk has been 
climbing the ranking since 2019 and is now approaching the same risk level 
of climate change and extreme weather phenomena. Over the next years, 
it is predicted that loss of capital will accelerate, with social, regulatory and 
financial demands and monitoring metrics related to this issue also increas-
ing at the same time. 

In the report on Biodiversity and Ecosystem Services (IPBES), the United Na-
tions highlighted the direct effects of human activities on the marine en-
vironment and the need to reduce our impact on endangered species. In 
relation to this, the Taskforce on Nature-related Financial Disclosures (TNFD) 
published guidelines to help companies identify three different categories of 
risks: physical, transition and systemic. 

The need to protect natural capital is becoming a requirement for com-
panies, either because of the impact they may have on ecosystems, or 
because certain activities, such as tourism, make many destinations more 
attractive, a positive effect that also improves economic, social and envi-
ronmental wellbeing.

At Meliá Hotels International, we are aware of the important role we play in 
material matters for our various stakeholders. Although biodiversity is cur-
rently only at a medium level of criticality, it is also associated with other 
more critical issues that require special attention due to their impact on eco-
systems. These issues include waste management and the circular econ-
omy, responsible water management, promotion of a sustainable supply 
chain and climate action related to our activities.

Our Commitment

Due to the unique location of some of our hotels, in 2017 the Board of Di-
rectors approved our Climate Change and Environment Policy, which estab-
lished a series of principles to implement ethical, responsible and sustain-
able management, combat climate change by identifying opportunities to 
implement measures that help to protect biodiversity and habitats from the 
effects of climate change, and adopt measures to protect native fauna and 
flora by preserving biological diversity and the natural heritage of our tourist 
destinations.

One of our key focuses is to preserve ecosystems and protect native fauna 
and flora. We strive to mitigate the potential impact of our activities and to 
use natural resources in a responsible and efficient manner. As part of our 
commitment to biodiversity, we adopt measures that help in the struggle 
against climate change, minimise our impact and respond to the risks and 
opportunities resulting from said impact.

We look at biodiversity protection in a holistic manner, as a consequence of 
our Environmental Management System, which involves the design and con-
struction of our hotels, the training of our teams and, finally, raising aware-
ness among our customers. 

We would like to move towards a hotel management model based on circular-
ity, where we endeavour to reduce, recycle, reuse and/or progressively elim-
inate waste, while raising awareness and preserving our most valuable envi-
ronments. Our current approach is mostly preventive, and we are well aware 
that in the near future we will need to take on a much more proactive role.
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Protecting Biodiversity

We view biodiversity in terms of expansion and growth criteria. Our ESG Risk 
Map takes into consideration the protection of biodiversity and maritime and 
inland areas when incorporating new assets. Tourists are also becoming in-
creasingly aware of environmental protection, preferring to stay in hotels that 
adopt sustainable practices, such as the use of renewable energies, the reduc-
tion of waste and the implementation of environmentally friendly practices. 

SCOPE PREVENTATIVE MANAGEMENT

Compliance 

Infrastructure
& equipment

Systems & Protocols

Circular Economy
& Waste

Training
& Awareness

Supply Chain

Teamwork

Flora & fauna

• Compliance with applicable urban planning and environmental regulations

• Design and construction under sustainable criteria 
• E�icient lighting systems with a low-energy and light impact
• Design of gardens and wooded areas that respecting local diversity 

• Protection of local species, animals and plants
• Elimination of protected species in culinary products
• Preservation and cleaning of our environment

• Environmental Management System 
• Leak and spillage management protocols 

• Team training
• Awareness among employees, customers, supply chain and hotel owners

• Collaboration with specialised local organisations

• Commitment to avoid deforestation through the acquisition
of certified products (mainly cellulose-based furniture and other products)

• Commitment to certified sustainable fishing and animal welfare products

• Acquisition of products with a low environmental impact
• Waste management and reduction
• Circular economy projects

Some tour operators, such as Booking or Expedia, ask us to update our offer 
in relation to sustainability, in order to enhance the profile of our business 
units and attract customers who are willing to choose hotels based on other 
criteria and even pay a higher price. That is why we participate in the Book-
ing Sustainability Programme, which offers the following advantages:
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Protection of biodiversity in Mexico 
and the Dominican Republic

The Company runs thirteen hotels in these two tourist destinations, and is 
committed to preserving the rich natural environments and protecting the 
animal and plant species that inhabit the surrounding areas, in line with 
specific regulations and strict controls, supervision and monitoring by gov-
ernment authorities, performing inspections to guarantee compliance with 
environmental legislation.

This involves consolidating a management model that complies with legisla-
tion in areas such as land use and construction, environmental impact meas-
urement, atmospheric and noise emissions, water supply and wastewater 
discharge, and hazardous and solid waste management.

These hotels demonstrate their commitment to the environment and bio-
diversity through certifications that endorse their good business practices, 
such as Blue Flag, an international certification that is awarded to beach-
es and marinas that properly manage their resources and protect the en-
vironment. This certification integrates areas related to water quality, en-
vironmental information and education, safety, services and facilities, and 
environmental management, with the goal of keeping beaches and marine 
environments in optimal condition. In 2023, all our hotels in the Dominican 
Republic and two of our hotels in Mexico renewed their certifications.

The beaches are also cleaned every day to keep them in good condition and 
we continuously maintain our green areas and gardens, taking care of the 
habitats for the species that live there, carrying out inspections and environ-

•	 Strengthens the credibility of our message.
•	 Identifies areas of improvement in our sustainability plans.
•	 Provides greater certification for our portfolio.
•	 Involves our teams.

Some of our hotels are also located in areas of great natural wealth, whether 
it be because of their proximity to the sea, their nature reserves or their im-
pressive landscapes. 

mental monitoring of the water, noise and atmospheric quality, informing 
the public about the year-long fishing ban, and demonstrating our commit-
ment to preserving biodiversity through firm actions.

The beaches in the Dominican Republic are affected by large colonies of 
natural floating macroalgae (Sargassum) that are transported by ocean cur-
rents and wash up on the shores. As a result of this natural phenomenon, 
we need to clean the beaches on a daily basis at certain times of the year to 
help preserve the marine ecosystem. Once removed, this algae is used as 
an organic fertiliser in the hotel gardens as it is fantastic for promoting plant 
growth and stimulating germination, and it is also an effective acidity and 
mineral regulator.

INDICATOR UNIT 2022 2023 DIFF.

Volume collected m3 1,541 1,400 -9.1%

Mass Kg 690,369 582,400 -15.6%

Landscaping (refilling) m3 375 468 24.8%

Special Protection Areas
GRI: 304-1; 304-2; 304-3

Many of the primarily holiday-based destinations where we operate offer sig-
nificant natural wealth. As such, we work particularly hard to care for and 
protect these environments. We also see it as our responsibility to inform 
our customers about this natural wealth, helping them to understand and re-
spect it through specific initiatives. Our teams also of course receive training 
with assistance from expert organisations to ensure they respect the ecosys-
tems we come into contact with on a daily basis.

We use Protected Planet, the world’s most comprehensive source of infor-
mation about protected areas, to annually update the analysis of our hotels 
located in special protection areas, or those located nearby (no more than 2 
km for holiday resorts of 0.5 km for city hotels).
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cus the most on, whether it be through positive direct impacts or by minimis-
ing potential negative impacts, are our holiday resorts. These ecosystems 
are actually a key part of the appeal of these destinations and the direct 
area of influence of our hotels, which are particularly attractive due to their 
natural capital. A great example of this are the Balearic Islands, with their 
protected land and maritime areas that are home to invaluable biodiversity 
and a number of specially protected species of birds.

The Company focuses on 6 areas with particularly high levels of risk and 
impact: Tenerife, the island of La Palma, Fuerteventura, Ibiza, Mexico and the 
Dominican Republic. We operate 24 hotels across these destinations, which 
make up 18.9% of our owned and leased portfolio.

We see Mexico and the Dominican Republic as particularly important des-
tinations, which is why we have installed specialist sustainability teams to 
guarantee the protection of native species and local biodiversity.

In 2023, our portfolio of owned and leased hotels occupied an estimated 
total surface area of 2,858,628 m2, 25.3% of which are located in protected 
areas or near to special protection areas.

H OT E LS  I N  P ROT ECT E D  A R E AS

HOTELS SURFACE 
AREA

Urban 8 31,089
Germany 4 5,154
Spain 1 1,822
Italy 1 1,100
Venezuela 2 23,013

Leisure 27 691,600
Spain 21 375,811
Mexico 6 315,789
Overall total 35 722,689

When providing our services, we always endeavour to use sustainable prod-
ucts and materials: cellulose and furniture made with certified and guaran-
teed wood, and environmentally friendly cleaning products.
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The Company works hard to protect and preserve biodiversity, relying on the 
support of expert organisations in each field. In destinations where biodiver-
sity is of particular importance, we form partnerships to ensure we meet our 
commitments. Below are two of our most notable initiatives: 

Welcome to Life

Award-winning programme for the protection and conservation of endan-
gered species in Mexico. Since 2017, our partners, guests and their families 
have actively participated in the programme to learn about and protect bi-
odiversity. To make this possible, we work alongside the government, local 
NGOs, suppliers and specialists in the management and monitoring of plant 
and animal species.

We also count on the support and participation of the local community, with 
volunteering activities and special events. Some of the key elements of the 
programme include training our teams on biodiversity protection, monitor-
ing beach environments, relocating nests in risk areas, caring for hatchlings 
during their first five hours of life and recording the release of hatchlings for 
the birth census.

In Mexico we promote the Sea Turtle Protection Programme, to protect, 
conserve and recover this endangered species by protecting nests, promot-
ing environmental awareness among our guests and employees, managing 
lighting, establishing nocturnal patrols to safeguard the nests, and ensuring 
that we comply with all applicable environmental regulations. Our dedica-
tion and hard work makes a significant contribution towards the preserva-
tion of this species.

Our Paradisus Cancún and Meliá Cozumel hotels in the Mexican Caribbean 
actively participate in the conservation of sea turtles in the area and every 
year from May to November they launch an internal programme. In 2023, 
160 guests, partners and local students volunteered to help us protect 250 
nests and 26,973 eggs, and release 25,236 loggerhead sea turtle hatchlings 
(also known as Caretta caretta), figures that were confirmed by the local gov-
ernment and the Secretariat of Environment and Natural Resources.

Meliá Puerto Vallarta and Paradisus Los Cabos also work to conserve and 
protect sea turtles, ensuring appropriate lighting on the beach to avoid dis-
tracting the hatchlings. In 2023, a total of 235 nests were protected, 22,571 
eggs were relocated and a total of 13,665 hatchlings were released.

At Meliá, we recognise the importance of preserving bees, particularly in 
parts of the world with high levels of biodiversity. That is why, as part of the 
Welcome to Life project, Meliá Cozumel has formed an alliance with the Bee 
Friendly Cozumel Foundation, which has been recognised by the Government 
of Quintana Roo and the Secretariat of Environment. This initiative has led to 
the rescue of two honey-producing Mayan bee honeycombs within the hotel 
facilities. Throughout the course of the year, the hotel has collected over 620 
kg of honey for consumption or use in its spa and wellness treatments.

ME CABO

37
Protected turtle nests
(+13 nests in situ)

11
Protected turtles 
(Lepidochelys olivacea)

2,855
Hatchlings released 
(+1,168 in situ)

1,454
Eggs relocated

PARADISUS LOS CABOS

13,000
Turtles released

180
Protected nests

19,067
Eggs relocated

PARADISUS CANCÚN 
RESORT

6,500
Turtles (White
Loggerhead)
protected

1,256 
Volunteers (guests,
sta� and students)

I M PACTS  O F  T H E  W E LC O M E  TO  L I F E  P ROJ ECT
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As part of our drive to excel, we wanted to raise awareness about the impor-
tance of biodiversity in our most vulnerable environments. At two hotels in 
Mexico, we launched initiatives to raise awareness about the environment, 
involving 70 children in deprived areas from pre-school age to year 6 of pri-
mary school.

An environmental awareness presentation was given at the Dar Community 
Centre for the Niños de la Sierra, teaching them about sea turtles, their char-
acteristics and importance, and how to help protect them.

At the end of the presentation, the children were given stuffed whales made 
from reused textiles by hotel employees, along with letters containing infor-
mation about the whales, to teach the children about environmental issues.

Our commitment for 2024 is to make further progress with biodiversity, 
aligning ourselves with the environmental taxonomy, whose objective is to 
increase the importance of biodiversity within the tourism sector.

Innside München Parkstadt Schwabing, Germany
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GRI: 2-23; 2-24; 2-25; 3-3; 301-2

In accordance with the Green Pact and the target to achieve net zero emis-
sions by 2050, in March 2022 the European Commission proposed the first 
series of measures to accelerate the transition towards a circular economy, 
including promotion of sustainable products, consumer awareness initia-
tives, a review of regulations on construction products and a sustainable 
textile strategy.

Our Climate Change and Environment Policy sets out the following commit-
ments to work towards a circular economy:

•	 Implement a strategy to optimise the management of product life cycles 
through the development of measurement processes and the promotion 
of programmes to identify new alternatives for reducing food waste and 
single-use products, working in collaboration with our partners.

•	 Optimise the life cycle of products, materials and resources, reducing 
the production of waste and its environmental impact, promoting a cir-
cular, sustainable and resource-efficient model, and fostering responsi-
ble management of waste generated through our hotel activities.

We are convinced that transitioning the hotel sector towards circularity is 
necessary to ensure a sustainable future for all our destinations. But we are 
also well aware of the challenges and opportunities involved in this area, 
both at an operational level and in terms of its impact on our business. Some 
of the main challenges we have faced so far are as a result of the highly frag-
mented nature of our company, involving various destinations and circum-
stances, along with the different ownership structures and the heterogeneity 
of actors.

If we want to respond to all the major challenges and make progress in 
terms of circularity and recycling, we need to identify the key actors in all 
the countries where we operate and coordinate efforts at every level, involv-
ing employees, customers and waste managers, to ensure that we identify 

opportunities and share the same objectives. It is undeniable that the tran-
sition towards a circular economy requires actors in the value chain to be 
committed and focused, offering the Company resources and solutions to 
promote a green economy.

Our commitment is primarily focused on minimising waste generated 
through our activities, and identifying those activities that produce the most 
waste within the scope of hotel operations. Most improvements inevitably 
revolve around transforming the way we handle materials, from the pur-
chase of goods to our construction processes and how we use materials in 
our activities.

We have implemented a reduction circular ecosystem, which is key to us 
transitioning towards a more sustainable business model, with the ability to 
generate economic and inclusive growth in the areas where we operate and 
to reduce our environmental footprint and impact, contributing towards the 
public commitments we have taken on.

Hazardous waste is generally collected on a regular basis by the suppliers 
themselves, as they are responsible for managing and recycling it. This year 
we also launched a bidding process in Spain to not only manage and ensure 
the circularity of this kind of waste, but also to measure the volume gener-
ated. It is worth noting, however, that the volume of this type of waste is 
minimal when compared to the volume of non-hazardous waste produced.

In our case, the Group’s hotels carry out a range of activities that can largely 
be grouped into the accommodation and food & beverage (F&B) categories, 
with the waste generated being managed in accordance with the laws in the 
countries where we operate.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Climate%20Change%20and%20Environmental%20Policy.pdf
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Glass Plastic Organic RejectPaper/Carboard

WasteCompostRecycling

R E C Y C L I N G  B I N S

Not DangerousDangerous

Organic 
Leftovers

Excess
exposed

Excess
NOT exposed

Organic 
Leftovers

Kitchen Not DangerousDangerous

F&B Construction

Food Packaging

Cleaning

Reusable

Restaurant

A la carte Bu�et

Single use

RecyclingCompost

O R I G I N  O F  M AT E R I A LS  A N D  P RO D U CT I O N  O F  WAST E

D E ST I N AT I O N  O F  WAST E



2023 Management Report Meliá Hotels International

124

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT 
TO THE FIGHT 
AGAINST CLIMATE 
CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Progress and opportunities

At Meliá, we are working to establish a strategy that will help us promote a 
circular model, aligning us with the European target to recycle 55% of all 
urban waste in 2025. We also assess opportunities to form partnerships that 
can support us through this transition process, one key example being our 
participation in the Circular Hotels initiative.

We view circularity as an essential part of our transition towards a more 
sustainable business model that generates economic growth at our desti-
nations, making efficient use of resources and minimising the production of 
waste. Our strategy to achieve this is designed to promote the green econ-
omy at hotels located in unique destinations where waste can easily end up 
in nature. In short, we aim to continue growing in line with a business model 
that generates value in a sustainable manner, minimising our environmental 
footprint and impact in the environments where we operate.

As part of our responsible business strategy, our goal is to be even more 
transparent and reliable. Thanks to our new supply chain management plat-
form, we now have a more detailed understanding of the specifications of 
each product, as well as the volume of packaging, and we intend to work 
together to minimise our carbon footprint. This involves having access to 
real data, which we can trace and measure with greater reliability and com-
parability. We are therefore enhancing our COUPA procurement process, 
enabling us to measure and categorise the products, materials and natural 
resources that we purchase.

Advances in the reduction of plastic use

In 2018, we made the commitment to move towards eliminating single-use 
plastics and continue to work with our supply chain to purchase recyclable 
plastic and search for cleaner alternatives.

Consequently, we have eliminated single-use plastic products from our ho-
tel services, instead offering refillable and organic alternatives for amenities 
and utensils such as cutlery, straws, crockery, tablecloths, glasses, etc.

Opportunities in the circular economy

This year the Company promoted various circular economy initiatives that 
will help to minimise our environmental impact. We implemented a number 
of projects, along with controls to adapt food production to the specific cir-
cumstances of each hotel, brand and customer profile.

Water Dispensers
Connected to the water 

network, mainly located in 
meeting rooms, back o
ice 
areas and restaurant areas.

Residue-free 
Co
ee
Purchase of co�ee 
beans or 100% 
compostable capsules.

Safe Pack
Replacement of containers 
with concentrated products 
(soap) in a fully recyclable 
single-layer container that 
adapts to existing dosing 
systems.

Vito Machines
Extension of the use of oil 

through a filter system (Fried 
Oil Cleaner), reducing polar 

compounds, acidity and the 
risk of acrylamides, while also 

improving the presentation 
and flavour of products.
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Organic refuse and food waste
GRI: 301-2

The Food and Agriculture Organisation of the United Nations estimates that 
around one third of food produced for human consumption is lost or wasted 
worldwide, which is equivalent to approximately 1.3 billion tonnes per year. 
In recent years, our commitment in this area has evolved towards a much 
more global and strategic approach, adapted to the context in which we live.

Our organic waste is primarily generated during the production and prepara-
tion of our food products, consisting of leftovers of products that have been 
prepared and not consumed. Aside from being an ethical imperative, we 
must also tailor our offer and service to take into account the consumption 
habits of our customers. 

Our goal is to manage a responsible and sustainable production chain, and 
to improve our production processes to reduce waste. In this respect, we 
are working on a number of initiatives aimed at balancing supply with de-
mand and, consequently, minimising food waste.

As a result of the need to make progress in this area, Meliá has launched var-
ious initiatives designed to reduce food waste and has established a model 
of good practices to minimise the impact of our activities:

•	 Adjusting production to the number of guests and the service being offered.
•	 Reducing packaging by purchasing compostable coffee beans and cof-

fee capsules. 

•	 Reusable glasses with a token system at our hotels in Spain, which en-
courages customers to reuse the same glass, thus extending its service 
life and moving us away from single-use products.

•	 Collecting, transporting, marketing and managing oil used in our hotels to 
recycle it for subsequent use as biodiesel. This oil recycling programme 
prevents water contamination and promotes the production of biofuels.

In 2024, we will continue identifying opportunities to promote different cir-
cularity initiatives, particularly at destinations that offer more opportunities.

28 TGTG HOTELS (KG)

13.5
(+42%)

Central
kitchens
Unification of kitchens by 
speciality and standardisation 
of bu
ets, adjusting the 
amounts produced and 
reducing losses based
on real occupancy levels.

Too Good To Go
Agreement with this 
organisation to o
er products 
through its App that can be 
sold to customers not staying 
at the hotel, avoiding waste 
and stimulating the local 
circular economy..

4th and
5th range

Acquisition of certain 
pre-processed products 

to reduce waste and 
eliminate residues.

Board Meal 
Control

System that provides 
information on the 

amount of board meal 
services (F&B) and 

real-time service data to 
improve forecasting.

CO2 AVOIDED (TN)

33.95
(+43%)

•	 Developing training on food waste, with preventive plans and production 
control tools.

•	 Adapting and standardising products used to optimise stock and analyse 
production ratios for events and groups.

•	 Receiving feedback from customers about our culinary offer, to avoid 
wastage

•	 Putting up posters with messages to promote awareness.
•	 Managing and measuring our food services to customers who have paid 

for board.
•	 Establishing central kitchens to improve efficiency and consolidating 

critical processes.
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(TGTG), which provides us with a tool to sell any food leftovers that are not 
on display or consumed.

Quantify
the organic waste 
generated

Reduce
food waste

Use
organic waste to 
generate compost

Make
compost 
available to local 
agriculture

Purchase
agricultural 
production and 
thus return it to 
the supply chain

Raise 
Awareness
among employees and 
customers about the 
correct separation and 
use of waste

Circular hotels

At our hotels located in Mallorca (Spain), a project with the private company 
TIRME has been running now for 5 years after being awarded the contract for 
urban waste management with other hotel groups for the agricultural sector. 
This partnership offers a second life to organic waste, to be subsequently 
used as compost. We rely on blockchain technology to provide data and 
ensure the process is traceable and rigorous throughout. This initiative con-
tributes to environmental sustainability through an economic and tourism 
model that operates with limited resources, being located on a Mediterra-
nean island.

C I RC U L A R  H OT E LS

HOTELS (IG)

3
(2022: 3)

ORGANIC MATTER 
RECOVERED (TN)

86
(2022: 142)

COMPOST PRODUCED (TN)

43
(2022: 27)

EMISSIONS AVOIDED 
(TNCO2)

9
(2022: 20)

In 2024, we will continue to expand existing initiatives, identify new oppor-
tunities and implement solutions that help to optimise the use of natural re-
sources and minimise the production of waste, with the help of technology 
and digital tools, as well as direct collaboration with partners to help us im-
plement actions and measures to achieve our goals.



05
Generation 
of social 
value 

TALENT MANAGEMENT

OCCUPATIONAL  
HEALTH AND SAFETY

STRENGTHENING OUR 
COMMITMENT 
TO OUR CUSTOMERS

IMPACT ON  
COMMUNITIES
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By consolidating our globally recognised employer brand, we offer a more 
unique employee experience, seeking to provide a culture and values that 
set us apart from our competitors, and strengthening our team's connection 
with the Company's purpose.

In recent years, people management has undergone a real revolution; trends 
have changed and employees require greater flexibility, job satisfaction and 
training. Used to reactively managing business demands, human resources 
is regaining its position in the management structure and is making a major 
contribution to the company's results.

Within this new context, business growth, profitability and sustainability are 
closely linked to our ability to attract, retain and manage talent. With our 
management tools, we aim to provide a rapid, agile, effective and optimal 
response to our employees. We use technology to offer a service based 
on quality and agility standards for our employees. We use platforms that 
help us to simplify and streamline critical operational processes, we have 
designed a reporting system or dashboard with the main indicators that of-
fer a range of possibilities for analysis, management and control, and most 
importantly a People Analytics tool that helps us to interpret such important 
indicators for human resources management as turnover and absenteeism. 
Social media and new platforms allow us to 'disintermediate' with the recruit-
ment market and directly access the very best professionals.

Without a doubt, our greatest challenge and concern right now is the “war 
for talent”, which involves every industry. This is exacerbated within tourism 
as the sector has become less appealing due to the considerable loss of 
talent during the pandemic. Against this backdrop, we also have housing 
shortages and the rising cost of living, especially in successful holiday des-
tinations.

All these factors have increased the degree of exposure to risks related 
mainly to ensuring adequate global and comprehensive talent management, 
from attracting and retaining talent to minimising talent drain and consoli-
dating an organisational structure that allows for development and growth.

Governance and organisational model

At Meliá Hotels International, we have implemented a global Human Resour-
ces Policy, which was approved by the Board of Directors in June 2019. It 
outlines the basic principles for respecting workers’ rights, guaranteeing a 
suitable work environment, preventing occupational hazards and managing 
talent to enable employees to develop professionally.

It is framed and approved in accordance with the specific commitments the 
Company has made to its employees in the Code of Ethics. The Company 
must also comply with all regulations in force in each of the countries where 
it operates, striving to make constant improvements in this area, in line with 
our corporate values. This Policy is available to all interested parties on the 
company website.

We also have our own Human Rights Policy, which was approved by the 
Board of Directors in July 2018. It reinforces all of the Company’s commit-
ments contained within the Code of Ethics and other corporate policies that 
have a direct or indirect impact on human rights. Its approval and publica-
tion strengthen the Company’s governance model, which it developed in 
2008, integrating various essential principles established by different uni-
versal texts.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Human%20Resources%20Policy_2019.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Human%20Resources%20Policy_2019.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Politica_DDHH_2018_VF_EN.PDF
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A more business-focused organisation

In 2022, we launched an ambitious organisational and cultural transforma-
tion programme as part of our Roadto2024 strategic roadmap to transform 
our work environment and job roles, and to make certain improvements that 
were needed, leading to a more inclusive, diverse and equitable society.

The programme groups the priority actions into three main pillars: Organi-
sational Model, Culture with Purpose and Value Proposition. All three involve 
initiatives that aim to transform the organisation into a more agile, efficient 
and interconnected company, enhancing our value proposition to motivate 
and strengthen our teams.

A framework aimed at the Company’s leaders that integrates a wide range of 
actions in the field of human resources management, to strengthen our em-
ployer brand, enhance our leadership in training and development, and em-
power our teams to improve agility, digitisation and operational efficiency.

Consolidating the Leading a New Future 
organisational model

This new structure will significantly change how we work, interact, behave 
and organise ourselves, enhancing our agility and boosting profitability in 
a world that is becoming increasingly competitive and demanding. It inte-
grates our corporate vision into the hotel business under the same umbrella, 
with the goal of consolidating a service culture with a focus on our hotels, 
placing the customer and the hotel at the centre of our organisational model.

In June 2023, the Board of Directors approved the Diversity Policy, which 
establishes the principles, guidelines and main lines of action in matters of 
diversity and inclusion that should guide the governance of the Company, 
ensuring equal opportunities and non-discrimination on grounds of race, 
skin colour, sexual orientation, age, gender, culture, work, disability, ideol-
ogy, religion, or any other characteristics, with diversity and inclusion de-
clared as values to be protected and consolidated in the workplace.

O RGA N I SAT I O N A L  M O D E L  BAS E D  O N  4  P I L L A RS

Hotels and customers at the 
heart of the organisation 
This focus on the business 
will determine the way the 
rest of the structure is 
organised.

An agile and profitable 
organisation in an industry 
that is increasingly 
competitive and always 
changing.

Corporate areas have 
been reorganised to 
provide a more agile and 
e�icient service to the 
business.

A total transformation
as part of a digitalisation 
process we have named 
Be Digital 360.

Hotel and
Customer

Centric
Agile and 
Profitable

Hotel Services 
Oriented

Digital and
Analitycs

This new approach lays the foundations to consolidate a more efficient, dig-
ital and competitive organisation, preserving the immutable principle devel-
oped through our 65 years of history: vocation of service. This hallmark is 
reflected in the daily work of all the company's employees.

This model is strengthening our capacity as managers, by prioritising the 
quality service provided by our Hotel Services teams. Our commitment to 
an expansion focused on management and franchising requires the Hotel 
Services areas to put together specialist teams that are functionally focused 
on the development of innovative projects and solutions, to provide greater 
value to the business, alongside teams located in certain areas/destinations 
that guarantee the implementation of our management system.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Diversity%20Policy.pdf
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respond quickly and efficiently to any new needs that may be identified. 

This transformation was born out of the desire to promote a new philoso-
phy in our management model based on fluid and direct communication 
between our hotels and operations centres. The Company currently has a 
total of 25 centres in operation.

A Role Model has also been established, to develop professional develop-
ment pathways for the main operational areas. This informs teams about 
growth opportunities and can be found on our intranet.

In addition, under the Operations framework, the hotel structures and posi-
tions (Job Descriptions) for each job have been reviewed, adapted, standard-
ised and published on the intranet, and a catalogue has been created with 
all the current positions.

Organisational model in business units

With this new structure, we needed to inform our teams about the updat-
ed organisational model and promote transparency, knowledge and un-
derstanding. The objective is for our employees to lead the change and it 
is important that the approved model be clear and credible, including the 
catalogue of services that the different Hotel Services areas must provide 
to the hotel.

There have been many significant advances made this year, consolidating 
the new organisational model, moving us towards a more agile, efficient and 
responsible organisational structure, and reinforcing our focus on service, a 
value that is essential for successful hotel management. 

To measure our progress against the objectives we have set ourselves, we 
designed a new Internal Service Survey. The main objective of this is to 
obtain feedback on the services provided by the different departments at-
tached to Hotel & Corporate Services and our business areas. The purpose 

of this survey is to identify our strengths and areas for improvement, which 
will help to guide and develop an action plan to continually improve our ser-
vice. The 2nd Service Survey is scheduled for release in early 2024 and will 
allow us to see the progress we have made since the last survey.

To support this ambitious and transformational organisational change we 
needed to promote a number of initiatives or projects, which will minimise 
any lack of understanding and ensure that the model is integrated into each 
affected role, with the goal of bringing our corporate areas closer to the real 
heart of our business: our hotels.

H OT E L  A N D  C O R P O R AT E  R E L AT I O N S H I P  I N I T I AT I V E S

“Discover our hotels”
Monthly webinars to learn more 
about the company's key hotels and 
most notable new hotel openings 
led by the operations teams and the 
teams from each hotel. They raise 
awareness about hotel operations, 
the value they contribute to the 
company's portfolio and the 
challenges faced by their teams.

“Destination Meliá,
a journey to service”
Programme for all the Hotel 
Services and Corporate Services 
teams to make a service vocation 
the genuine hallmark of our 
people's identity.

The programme will continue
in 2023, using specific tools
to strengthen service behaviours 
in each department and with 
special attention to the owners
of managed or franchised hotels.

"The human side of change”
programme
Aimed at company executives to assist them
in the transformation process and strengthen 
their relationships. Networking as a key tool in 
ensuring internal unity in the face of strategic 
challenges, working on change management, 
psychological safety, trust and coherence.

“In Good Company”
Podcast
A new internal communication format to 
raise awareness about the leaders of the new 
organisational structure and the functions in 
each area so that people can see what they 
do and the services they o�er our hotels.
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GRI: 2-7; 401-1; 405-1

The tourism sector is a lever for generating opportunities and employment, 
offering possibilities to a wide range of profiles to cover all the needs within 
hotels and corporate structures. Hotel companies require a wide array of 
different talents, so they employ people from a varied range of backgrounds. 
This creates a very rich and diverse work environment.

As of the end of 2023, the Company is active in 14 countries, operating 127 
hotels with a total of 31,870 rooms. 

As a result of the Group's new organisational structure, the incorporation 
of new hotels and the repositioning of some business units to a segment or 
brand with higher added value, our workforce has continued to grow over 
recent years, increasing by 8.7% in comparison to 2022.

The information below shows an improvement in the key indicators related 
to workforce characteristics.

Employees in the value chain
GRI: 2-8

The Company operates a total of 166 hotels under one management model, 
implementing its system according to the same principles, policies, stand-
ards and criteria that are common to all the hotels owned by the Group. Our 
international presence strengthens our position as a management company 
and our understanding of the sector, given our presence and experience in 
numerous countries with very different needs and characteristics.

Our strong international presence offers many opportunities to all of our 
employees, enabling them to develop their career anywhere in the world. 
This enhances career development and the diversity of our teams in a global 
company.

Value Management System
GRI: 2-23; 2-24; 3-3

The culture at Meliá Hotels International is based on our mission and our val-
ues, which are central to the Company’s identity. These values encapsulate 
our corporate slogan, Leisure at heart, business in mind, expressing this per-
fect harmony that defines our philosophy: the balance between heart and 
mind, between the exceptional hospitality we offer and our excellent and 
rigorous management.

•	 SERVICE VOCATION born from our background in hospitality.
•	 EXCELLENCE AND CONSISTENCY, because we like to do things well, with 

professionalism and efficiency.
•	 CLOSENESS, because we love to share, listen and feel.
•	 INNOVATION, because we think ahead and innovate to be better every 

day.

EMPLOYEES IN THE VALUE 
CHAIN (FTES)

27,063.8
(2022: 22,414.9)

INTERNS 
(NO. OF PEOPLE)

1,119

We also offer opportunities for young talent, with an internship contract 
model. This has become an effective, efficient and essential source of re-
cruitment to find the best talent and an opportunity to begin a career in a 
sector that is constantly growing.

We know how important it is to take advantage of the talent we find through 
internships, which is why we offer opportunities for them to continue work-
ing for our organisation after their training.

We also endeavour to ensure that our COUPA platform registers all workers 
and service providers, who carry out work in our hotels under a service pro-
vision contract, reinforcing health and safety criteria both in the supplier ap-
proval process and during the provision of the service in our hotel facilities.

Our commitment for 2024 is to get even better at recording this information, 
to improve the integration of service providers into COUPA.
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ONESELF: 
EXCELLENCE
AND COHERENCE

YOUR 
RELATIONSHIP 
WITH OTHERS: 
PROXIMITYYOUR RESULTS,

THE COMPANY: 
INNOVATION

Our heart:
vocation for service

I listen to understand the needs; 
I o�er a simple and 
straightforward answer 
(E�ective communication).

I adapt easily to di	erent needs 
or situations; looking for agile 
ways to solve problems 
(Flexibility).

My customer comes first;
their satisfaction is the result
of a job well done (Passion).

I inspire reliability in my work;
I meet my commitments in a 
timely manner (Quality).

VA LU E  M O D E LOur talent management model highlights our values to create a consistent 
culture through company-wide behaviours that define who we are today and 
who we want to be tomorrow.

It is precisely this future that we are working towards with our 2030 Vision, 
in line with our values and the strategic pillars of Roadto2024. Our human re-
sources processes support our employees throughout the employment life 
cycle: talent attraction, hiring, training and development.

We maintain a close relationship with our employees to identify and mitigate 
any potential impact on our management model, opening various commu-
nication channels to ensure we are always aware of any concerns coming 
from our teams.

We ensure that our employees can carry out their work in an environment 
free of exploitation, without exception, and offer the following guarantees, 
among others: compliance with minimum working age, fair treatment in hir-
ing processes, access to training and development opportunities, equal pay 
and non-discrimination, work-life balance options, respect for labour rights 
and holidays, safe working environments and access to social benefits of 
various kinds.

To establish a culture of respect and protection of human rights, the involve-
ment of employees is key. This is something we are well aware of, which is 
why our intranet includes a section with specific human rights information. 
We want all of our partners to be aware of, understand and share not only 
our commitments and how they are integrated into our management model, 
but also our perspective of an issue that is so fundamental to achieving a 
better future.

With this objective in mind, through our online eMeliá platform, we train our 
entire workforce on issues that affect human rights, such as ethics, compli-
ance, anti-corruption, equality, diversity, and occupational health and safety, 
among others.

Leadership model

At Meliá Hotels International, we want to provide all of our partners with a 
true sense of our values, with the customer as the core focus of our business 
and our raison d’être.

This model is divided into twelve behaviours, which are evaluated every year 
in a discussion between the employee and their manager, as part of our Per-
formance Management process. This discussion centres around strengths, 
areas of improvement and the implementation of our values, with the key 
moment being when both parties come up with a development plan togeth-
er for the employee. Our talent development section provides development 
programmes that include performance reviews and support for all employees.
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employees who have been with the company for at least 6 months, using the 
Human Resource Department’s global management tool.

In 2023, we looked at how to incorporate new challenges into those already 
faced by our leaders, as well as the essential levers used in the leadership 
model for managing our talent.

We added the 180º Evaluation to this process for our leaders, updating the 
usual yearly development discussion with an assessment from their man-
ager and feedback from their hierarchical and functional team, to identify 
strengths and opportunities for improvement, helping them to grow both 
personally and professionally. This enables us to enhance our talent manage-
ment process and leadership model at Meliá.

Our objective is to align all the leaders within the Company according to 
common behaviours and to consolidate one true leadership model that will 
accompany us in the cultural and business transformation that we are cur-
rently undergoing.

To help our leaders through this phase, we have launched a series of sup-
portive initiatives. This includes an initial workshop for Feedback 180 evalu-
ators to understand the candidate role, learn about the keys to giving con-
structive feedback as part of the double role they play, understanding their 
function in the process and internalising the keys when receiving feedback. 
We also deliver a report from coaches certified by the International Coach 
Federation, to share and discuss the results with our leaders and study differ-
ent options for their action plan.

W H AT  D O E S  M E L I Á  E X P ECT  F RO M  I TS  L E A D E RS?

ONESELF

YO
UR RELATIONSHIPS, YOUR TEAM AND OTHERS

YOUR PERFORMANCE, THE COMPANY
Team development

Intrapreneurship

Integrity

ONESELF

YO
UR RELATIONSHIPS, YOUR TEAM AND O

THERS

YOUR PERFORMANCE, THE COMPANY
Proximidad

Innovación

Excellence and consistency

CUSTOMERS:
OUR RAISON D'ÊTRE

Vocation of 
Service

leader as the perfect 
reflection of our values, 
our way of being...

Attracting and retaining talent

Companies are currently facing a paradigm change, in a business world 
shaped by the Fifth Industrial Revolution and an environment characterised 
by constant change and the arrival of new challenges that companies have 
to confront.

The current labour market presents a series of characteristics that pose cer-
tain challenges for companies, which now have to bridge the gap between 

the needs of their employees and the demands of the current business eco-
system. And the tourism industry has not escaped this dilemma. As a result 
of the pandemic, it has suffered a significant loss of talent and must now look 
for profiles with a more diverse and technology-based skill set, to meet the 
needs of the transformation process it is currently undergoing.

There are a number of measures that can and should be adopted to respond 
to this new challenging reality. Some of them will of course have a direct im-
pact on human resource management, to bring management in line with the 
business, supporting both the employees and the business, and maintaining 
both the human and digital sides of the company.
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•	 Collaboration: strengthening organisational and personal structures 
and promoting teamwork.

•	 Innovation: essential for promoting and developing new approaches, 
looking for creative solutions and adapting to new ways of working.

•	 Training: to enhance skills and expertise, foster professional develop-
ment and keep teams up to date on the latest trends.

The economy is transforming into what is known as the Gig Economy, where, 
instead of competing for products and services, companies now compete 
for the skills and abilities of employees. (Arce, 2021). Consequently, our re-
cruitment and hiring framework is vitally important to our global strategy, 
whose mission is to guarantee the implementation of procedures, improve 
the recruitment experience for both internal and external candidates, pro-
mote our values and culture, and ensure that we hire the right people for 
the job.

Employee life cycle

In the world today there is a lot of competition for talent, so our main mission 
is to offer an attractive value proposition for future employees that highlights 
the appeal of the tourism sector and an environment where they can work 
and develop professionally.

The employee life cycle includes professional development opportunities, 
options to move up through the company and initiatives to make workers 
more employable.

The skills and capabilities identification programmes provide learning op-
portunities for employees, promoting skills relevant to the current and future 
market and fostering adaptability and personal growth, to produce a more 
competitive team of people that are ready to face the challenges of the la-
bour market.

Our employer brand is a key lever for attracting talent.

We are highly driven to attract the very best talent available as the tourism 
sector has become less appealing in recent years, as have several others. 
This is largely due to the pandemic and the competitive environment that 
the business world now finds itself in, with a shortage of talent.

O U R  TA L E N T  M A N AG E M E N T  M O D E L

Exit surveys 

Onboarding programme

Training plans

Employer Brand

Talent mapping 

Employee listening channels

Performance Management

Management by objectives

Internal
communication channel

e-Meliá
training platform

Development programmes 
and talent pools

Relationship with the 
academic and university 

world

Management and 
recruitment channels

Employee management 
channel

ONBOARD

PERFORM

EXIT

ENGAGE

GROWTH

ATTRACT

The customer, 
our reason

for being
Vocation for service
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talent possible and, above all, strengthening our employees’ commitment 
and the pride they feel from belonging to our company. To achieve this, we 
endeavour to offer an appealing value proposition that meets employee 
expectations, without forgetting to emphasise our competitiveness as an 
employer brand, rooted in our values and culture. This approach aims to 
highlight what we can offer and to help the tourism sector recover, making 
it more appealing for professionals from other sectors, as an industry where 
they can work and develop professionally.

The decision taken to design our image as an employer with a focus on the 
importance of marketing to attract and develop valuable candidates for our 
company has enabled the Group to not only position itself as an attractive 
employer in the labour market, but also to often beat the competition in the 
race to attract the best candidates and triumph in the famous War for Talent.

We began our growth journey in 2022 and this year we have managed to 
double the figure we achieved last year, reflecting the growing interest in 
and recognition of our value proposition. We are proud of having made it to 
the finals of the Hospitality Awards and winning the title of TOP EMPLOYER in 
eight different countries and at the Best in Travel awards, strengthening our 
commitment to excellence in talent management and our reputation within 
the hotel sector. 

With our vibrant and modern visual identity, our employees are the key focus 
at every stage, from recruitment to professional development and visibility 
of internal opportunities. Through these actions we aim to inspire employees 
and offer the best possible experience at every stage of their journey with 
Meliá.

We established a series of targets to measure the impact of our employer 
brand in channels such as Instagram and LinkedIn, with the following ob-
jectives:

•	 Establish a framework for filling vacancies with both external and internal 
candidates, offering clarity, transparency and order to hiring managers 
who need to recruit talent in their departments.

•	 Standardise recruitment processes, making them more rigorous, agile, 
efficient and aligned with internal regulations.

•	 Support the company’s evolution and ensure sustainable development 
of its activities. 

•	 Promote internal growth of employees, ensuring that professional op-
portunities are communicated throughout the company, with equal op-
portunities.

INSTAGRAM 
ENGAGEMENT

5%
(2023 target: 5%)

LINKEDIN 
ENGAGEMENT

4.77%
(2023 target: 8%)

Meliá Careers is our new brand and platform for communicating our talent 
needs worldwide. Its end goal is to make the candidate the core focus of 
our talent search and recruitment activities, just as our marketing and sales 
departments put customers at the centre of their processes.

M E L I Á  CA R E E RS

MELIÁ 
CAREERS

MORE
REACH

MORE
DIGITAL

MORE
ACCESIBLE

MORE
EFFICIENT

MORE
PERSONAL

MORE
TRANSPARENT

This year, the Company has developed three initiatives designed to attract 
talent with the best skill sets and create loyalty.
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An initiative designed this year with the goal of offering a journey without 
borders, with endless possibilities for growth and training. Its objective is to 
enhance the appeal of the tourism sector, while also highlighting the unique 
nature of our Company’s proposal.

All of our employees perform their roles with great enthusiasm and help us 
to strengthen our brand image, boost the commitment of our team and pro-
mote internal development. To inspire candidates, we link the brand propos-
al and employee experience to the core essence of the Company: travel and 
passion.

VERY INSPIRING 
PEOPLE CVS RECEIVED

51,215
(+2,180%)

Talent Days

Largescale recruitment events that generate a major impact and improve 
our hiring processes. They enable us to evaluate and hire a large number of 
candidates over a short period of time, streamline the selection process and 
increase our temporary workforce, which is essential to the hotel industry 
due to seasonal fluctuations in demand.

It is essential to carefully manage key processes such as planning and exe-
cution, not only to ensure we hire quality candidates and effectively manage 
new employees, but also to guarantee a positive impact and provide the 
opportunity to visualise certain behaviours by fostering team dynamics.

Inbound and Outbound Talent

This initiative is focused on recruiting employees for seasonal hotels, attract-
ing and retaining employees who work during certain periods of the year 
and offering them the opportunity to continue their careers in positions both 
in Spain and abroad.

This initiative offers a wide range of benefits, such as the flexibility of being 
able to assign employees according to the fluctuating demand at different 
locations; employee mobility, with opportunities for professional growth and 
development; stronger commitment to the Company; a greater retention ra-
tio; and a more diverse set of skills, as employees gain experience working 
for different brands and/or in different countries.

It also contributes towards organisational cohesion by promoting a unified 
company culture and sharing best practices in different locations. When im-
plementing the initiative, it was crucial to manage this mobility with a bal-
anced approach to avoid any potential logistical challenges and ensure that 
employees feel supported during their transition.

TALENT DAYS 
(NO. OF PEOPLE)

35
(+191.7%)

INBOUND & 
OUTBOUND TALENT

57
(+96.6%)

Inspiring Friends

An initiative to engage employees as brand ambassadors to identify and at-
tract new talent. Participating employees receive financial compensation for 
referring friends and acquaintances that meet certain performance criteria 
and are available for the required period.

The successful implementation of this initiative has had many positive ef-
fects on the organisation:

•	 Stimulating participation and commitment from employees by offering 
financial incentives for their help in searching for talent.

•	 Improving the quality of recruitments, as employees tend to refer people 
that they know well and that will fit in with the company culture. 

•	 Strengthening the internal professional network by promoting an envi-
ronment with collaborative and solid relationships between colleagues.

•	 Streamlining the recruitment process by providing a constant flow of 
recommended candidates.

•	 Guaranteeing equality and preventing conflicts of interest through the 
development of clear and transparent policies.

INSPIRING FRIENDS 
(NO. OF PEOPLE)

443
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With the dynamic and challenging context we currently find ourselves in, 
it is essential that we not only consolidate our business position, but also 
strengthen the fundamental role of our workforce. With this in mind, we cul-
tivate a culture of continual growth that promotes constant improvements 
to individual performance. The aim is to prepare our employees to respond 
to challenges effectively and to promote innovation in a proactive way, thus 
fostering commitment to the organisation. All of this should make us more 
competitive as a company and elevate our people.

To achieve this, we use tools for identifying and evaluating talent, along with 
professional development and growth programmes.

Identifying and evaluating internal talent

We have launched a number of on-demand processes for identifying and 
evaluating employees who have worked with us for at least a year, a sys-
tem meticulously designed to expand knowledge and stimulate professional 
growth among our employees. 

E VA LUAT I N G  TA L E N T

CVS

104,126
(+136%)

OBJECTIVE TOOLS PROGRAMMES FOCUS BENEFITS FOR
EMPLOYEES

BENEFITS FOR
MELIÁ

EVALUATE 
INTERNAL TALENT

TALENT 
IDENTIFICATION

TALENT MAPPING
Identification 
of department 
managers and entry-
level profiles

Access to 
development and 
growth programmes

Identification of 
high-value profiles
Fill hotel vacancies

TALENT MEETING
Talent ranking for 
hotel executives 
and managers and 
corporate staff

Fair evaluation 
process
Access to 
development and 
growth programmes

Annual talent 
evaluation
Identification of 
potential successors 
for key positions
Creation of action 
plans

POTENTIAL TALENT 
EVALUATION

TALENT 
ASSESSMENT 
CENTER

Evaluation 
of motivated 
employees with high 
potential 

They can start a 
career in their area of 
interest

Fill vacancies with 
high-potential 
profiles

Talent Map

This map is designed to identify entry-level and middle-management em-
ployees with exceptional performance and clear potential for promotion, 
transfer or incorporation into task forces in key projects. It offers employees 
in middle or lower ranking positions the opportunity to be recognised, eval-
uated and included in development and growth programmes.

TALENT MAP

681

Talent Meeting

The performance review process plays a key role in identifying and establish-
ing talent development objectives. As part of our constant drive to optimise 
development and promotions, we are taking this process one step further 
to calibrate the results obtained in the performance review through Talent 
Meeting sessions.

We use these sessions to compare and contrast reviews performed by dif-
ferent evaluators, applying a global approach. The goal is reduce individual 
bias and promote equality and transparency throughout the entire process. 
This approach reaffirms our commitment to apply rigorous and fair talent 
management processes.

The results enable us to make decisions and optimise our activities in the 
area of talent management, providing growth opportunities to employees 
that offer high potential and have achieved an impressive level of perfor-
mance. This comprehensive approach improves the quality and suitability of 
our team, optimising their performance and alignment with the company’s 
objectives.

Within this framework we identify and evaluate three key factors: experi-
ence, potential and passion. By assessing these three areas, we are able to 
plan talent development initiatives.

We have identified over 100 employees who are capable of taking on new 
responsibilities and we are developing succession plans for these valuable, 
high-potential profiles.

VALUABLE PROFILES

54%
HOTEL AND CORPORATE 

EXECUTIVE PROFILES

835
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Development programmes

Programmes carefully designed to expand knowledge and promote pro-
fessional growth. They take into consideration the unique characteristics 
of each role, anticipate future needs and develop specific and transferrable 
skills. They also offer internal growth opportunities to fill vacancies, whether 
they be at business units or corporate offices.

In 2023 we strengthened our commitment to talent development by setting 
ourselves the target of including 2% of our employees in development initi-
atives, using the average annual workforce at hotels and strategic destina-
tions as a reference.

Executive Graduate Programme

Designed exclusively for recent graduates, with the goal of offering partici-
pants the opportunity to develop specific leadership and management skills. 
Its main objective is to facilitate a fluid transition from academic life to the 
professional world, through practical experience that will provide the nec-
essary skills to enable them to take on roles with greater responsibility and 
advance quickly along their professional career.

This programme prepares eleven future talent profiles, enabling us to antici-
pate and cover vacancies in the medium and long term.

OBJECTIVE INITIATIVE PROGRAMMES FOCUS BENEFITS FOR
EMPLOYEES

BENEFITS FOR
MELIÁ

PROFESSIONAL 
DEVELOPMENT

TALENT DEVELOPMENT 
FOR RECENT 
GRADUATES

GRADUATE PROGRAMS

Recent graduates
with no experience

They can focus their 
career on hotel 
management

Cover vacancies in the 
medium and long term
Profiles adapted to our 
needs at Meliá

EXECUTIVE GRADUATE 
PROGRAMS

They can focus their 
career on one area of 
specialisation

MBA HOTEL BUSINESS 
INTELLIGENCE & DATA 
ANALYTICS

DEVELOPMENT OF KEY 
PERSONNEL JOB TRAINING PLAN Core personnel

For supervisor positions

MIDDLE MANAGEMENT 
DEVELOPMENT

PROFESSIONAL 
DEVELOPMENT PLAN

Development of deputy 
managers
for department manager 
roles

Professional career
Training and 
development activities
Consolidation of 
expertise
Development of skills

Fill critical department 
manager
positions in the
short and medium term

INITIATING THE 
JOURNEY

Development of 
department managers
For assistant manager 
positions

HOTEL MANAGEMENT 
DEVELOPMENT

HOTEL MANAGEMENT 
TALENT POOL

Development of profiles
Assistant management 
and senior management

Fill hotel management 
positions
in the short and medium 
term
Meliá culture and values

DEVELOPMENT OF KEY 
TALENT AND HOTEL 
AND CORPORATE 
EXECUTIVES

MENTORING
Hotel management
For roles with more 
responsibility

DRIVE Support and 
development
Key profiles
for management 
positions

Fill key positions in the
short and medium term

COACHING

SELF-KNOWLEDGE Talent pools Training
Learning or improving 
skills

Improve individual and 
company performance

DEVELOPMENT 
WORKSHOPS

LEADING THE WAY IN 
DIVERSITY Senior talent

Graduate programmes

Programmes whose primary objective is to promote specialist profiles in ar-
eas that are in high demand within our sector among recent graduates, in 
key disciplines such as finance, human resources, food and drink, or revenue 
management, among others. These initiatives not only offer a structured in-
troduction to the professional world, but also contribute towards the training 
of professionals who are highly skilled in specialised areas that are of strate-
gic importance to our organisation.

The talent calibration process is accompanied by an action plan that helps 
us to make progress in areas where employees need to improve or develop 
additional skills. This action plan is divided into training and development 
activities, offering a structured framework that covers specific areas of im-
provement and promotes continuous development. This strategy signifi-
cantly helps us to improve both the individual and collective performance 
of our workforce.

P RO F E SS I O N A L  D E V E LO P M E N T

Due to the Group’s continuing growth and expansion, the Company needs to 
attract and hire new talent to meet its current and future needs. To do this, 
we develop programmes directed at young talent and recent graduates with 
the aim of attracting people to join our teams who can bridge gaps within 
the company and enrich it with new skills and abilities.
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Job Training Plan

A programme designed for entry-level employees who achieve optimal per-
formance when performing their functions and responsibilities at the hotel. 
The primary objective is to ensure that these employees with potential are 
trained in all areas of their respective departments, improving their current 
performance to ensure their employability in the long term.

MBA in Hotel Business Intelligence & Data Analytics

The first MBA promoted by the Company to train participants through a 
study plan. In partnership with the Vatel Hotel & Business School, we teach 
our students the essential skills and expertise they will need to effective-
ly lead and manage hotel companies from a data-analysis perspective. The 
study plan combines a range of courses related to business and information 
technology.

The six participants will develop skills in key areas such as statistics, data 
analysis, data visualisation, business modelling, business strategy and lead-
ership. They will also explore aspects specific to the hotel industry, including 
customer experience management, pricing and supply chain management.

JOB TRAINING PLAN 
PARTICIPANTS

139

Professional Development Plan

When young talent joins us, we review their performance to determine their 
future within the company. Along these lines, the Professional Development 
Plan provides training for employees with potential, helping them grow and 
take on roles with greater responsibility. This plan includes an operational 
roadmap, a skill development plan and an online training itinerary, available 
on the e-Meliá training platform. This programme encompasses various are-
as related to hotel operations and management.

The performance and/or progress of participants is reviewed periodically, 
to ensure that they are reaching their established goals and can progress in 
their professional career. All of this provides a solid basis for internal leader-
ship while disseminating our culture and values to new generations. In 2022, 
we performed a review of the Plan with our hotels, resulting in higher partic-
ipation in the system this year.

PROFESSIONAL 
DEVELOPMENT PLAN 

PARTICIPANTS

209
(+515%)

Initiating the Journey

Intended for department managers who have been identified as having po-
tential to start a career in Hotel Management, offering them a meticulously 
designed action plan to expand their global vision of business and introduce 
them to the key functions involved in hotel management.

These evaluations are critical in our talent management model, providing a 
clear understanding of the skills, qualities, ambitions and goals of our em-
ployees, reducing the talent leak and giving us a view of our internal talent 
pool of experienced candidates who are aligned with the expectations of 
our employees.

Participants who successfully make it through the Assessment Center pro-
cess are included in the Hotel Management Talent Pool, a career programme 
that enables them to obtain a management position.

INITIATING THE JOURNEY 
PARTICIPANTS

13

48% of the group in Development is promoted in 2023 or is ready to be 
promoted.

1.8% of our total workforce is currently participating in development pro-
grammes, and our objective is to reach 2% in 2024.

Developing Executive Talent

We have launched a number of on-demand processes for evaluating em-
ployees who have worked with us for at least a year, a system meticulously 
designed to expand knowledge and stimulate professional growth among 
our employees.

EXECUTIVE DEVELOPMENT 
PARTICIPANTS

81
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An annual process to promote a culture of continual feedback through di-
alogue between employees and managers. This discussion centres around 
strengths, areas of improvement and the implementation of our values, 
ending with both parties coming up with a development plan together for 
the employee.

Hotel Management Development

Designed for established department managers and entry-level staff

The programme offers a personalised work plan for each participant based 
on three fundamental pillars, which together form a development plan: ex-
perimentation and practice, developing skills and applying new expertise.

Hotel Management Talent Pool

The programme fosters internal rotation to offer participants broad expe-
rience about the different hotel types, segments and brands, which will 
help to give them a global understanding of the organisation. They will 
receive training where they will learn specific skills, be mentored by an ex-
perienced executive and participate in strategic projects, along with other 
learning opportunities.

The programme offers a personalised work plan for each participant based 
on three fundamental pillars, which together form a development plan: ex-
perimentation and practice, developing skills and applying new expertise.

22 new participants joined this programme in 2023, with 69% of them being 
promoted or transferred.

Support Programmes

These programmes serve two purposes. Firstly, they offer support and guid-
ance during the implementation and consolidation of our new organisational 
model, and secondly, they offer personalised counselling and orientation for 
our leaders. The main objective is to develop and strengthen the skills and 
abilities of our leaders, enabling them to achieve their professional goals, 
whether that be in their current role or for future roles.

HOTEL EXECUTIVES AND 
CORPORATE PERSONNEL 

IN PERFORMANCE 
MANAGEMENT

868
Mentoring

This programme has two objectives: firstly, to support the work of Hotel 
Managers who are Mentors for our Management Talent Pool, and secondly, 
to guide Mentees (members of the Talent Pool) in their development process 
as future Managers at MHI.

This 12-month programme begins with a pair of 2-day workshops for mentors 
and mentees to inform participants about the key aspects involved in a men-
toring programme, the expectations and the practical tools they will use for 
their respective functions. 

The mentor will also receive personalised support from a coach throughout 
the programme to help resolve any queries that may arise from the process, 
and once a month they will receive a newsletter with topics of interest for 
them to reflect on and share with their mentees.

MENTEES

16 
MENTORS

13

DRIVE Programme

An internal initiative designed to support and motivate our best leaders, in 
both hotel and corporate environments. The main objective is to adapt exec-
utive talent to new competitive requirements and emerging roles.

Through comprehensive analysis of their profile, we create a personalised 
roadmap for each leader, with training programmes, cross-exposure train-
ing, and personalised coaching and/or mentoring sessions.
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skills of participants through the use of psychometric testing. These tests en-
able us to compare the strengths of the participant against an ideal profile, 
enabling us to precisely identify areas of growth. This methodology also es-
tablishes measurable indicators to evaluate individual progress and a clear 
vision of the return on investment of our actions. Five hours are dedicated to 
assessing the participant and providing feedback on results. An individual ac-
tion plan is then established, adapted to their needs and the results obtained.

This programme involves participation from prestigious partners, who pro-
vide the executive talent with a view of the market and ensure continuous 
and sustainable growth, making it one of the most popular programmes 
among our internal employees.

DRIVE PROGRAMME 
PARTICIPANTS

76
(NPS 79)

Coaching Programme

Developed in partnership with CoachHub to improve the performance of 
participants and develop the skills they need for their current role. The pro-
gramme includes occasional participation from managers, turning some 
coaching sessions into three-way interactions that ensure effective align-
ment with organisational objectives.

During a period of 4-6 months, participants will have access to limited ses-
sions with a coach of their choice, where they can discuss key aspects re-
lating to professional growth, emotional wellbeing, stress management, 
change management, performance enhancement and new skills, among 
others. This personalised approach provides comprehensive support for in-
dividual development and success.

COACHING PROGRAMME 
PARTICIPANTS

110
(Rating 4.9/5)

Senior and Junior Development Workshops

Interactive and practical sessions that combine theory, practical exercises, 
group discussions and, in some cases, feedback activities, to teach partici-
pants new skills or enhance their current abilities.

For our senior management talent, we have developed the Leading Diversity 
workshop, which includes the development of skills and abilities that partici-
pants will need to lead diverse teams effectively and with sensitivity.

To foster personal awareness and promote practical tools for both per-
sonal and professional growth, we promote self-knowledge to guide par-
ticipants in the exploration of their skills, motivations, emotions and areas 
of development.

WORKSHOP 
PARTICIPANTS

81

Hotel Leadership Group

The performance and/or progress of participants in development pro-
grammes is reviewed periodically, to ensure that they are reaching their 
established goals and can progress in their professional career. All of this 
provides a solid foundation to guarantee return on investment while also 
ensuring these actions are aligned with our strategic objectives.

It is also worth mentioning another series of actions that have a global im-
pact on our company culture.

HOTEL LEADERSHIP

639

We see training as a major lever for retaining 
talent
GRI: 2-23; 2-24; 2-25; 3-3; 404-2

Our talent training and development division offers programmes designed 
to help employees adapt continuously to the needs of our business, as well 
as the current multicultural, digitised and ever-changing environment we 
find ourselves in. The aim is to provide every employee with the tools they 
need to develop key skills that will promote both personal and professional 
growth, including technological and digital skills, communication, emotion-
al intelligence and transformational leadership.

To support this mission, our plan was to invest 0.6% of our social cost in 
training and talent development initiative, an objective that we achieved. We 
aim to increase this percentage to 1% over the next two years, reaffirming 
our commitment to the training and development of our internal talent. This 
is calculated based on the total investment made, divided by the Company’s 
total social cost.
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have established the following key working areas, in line with our Human 
Resources Policy.

•	 Promoting digital transformation.
•	 Supporting critical groups.
•	 Promoting a culture of continual development, including the identifica-

tion of different countries, to ensure a global approach and management 
process.

•	 Fostering reskilling and upskilling opportunities.
•	 Cultivating a service-focused culture.
•	 Promoting collaborative learning.
•	 Ensuring awareness of our governance model and regulations, to ingrain 

a culture of compliance within the organisation.

These aspects are the starting point for the initiatives promoted by human 
resources management. We strive to cultivate an ecosystem of talent that 
not only responds to today's challenges, but also fosters innovation and con-
tinued excellence.

We are also continuing to develop and invest in our eMeliá training hub, 
which is evolving based on current e-learning trends, with a clear focus on 
hyper-personalised training and self-development as one of our key pillars.

To continue providing a service of the highest quality, we have designed nu-
merous specialised schools such as the kitchen school, the contact centre 
school and the luxury school. These schools offer personalised training con-
tent to provide users with a richer and more specific learning experience.

As part of our 2030 Vision, we intend to position ourselves as one of the 
world’s leading hotel groups in the mid-range and premium segment, and 
we establish these foundations in our luxury school, training participants in 
luxury service with LQA for luxury brands (Paradisus, Meliá Collection, Gran 
Meliá and ME by Meliá).

LUXURY TRAINING 
(PARTICIPANTS)

368
(+157%)

Expanding online training content on luxury services with the Forbes Travel 
Guide.

eMeliá Platform

EMELIÁ USERS

30,242

RESKILLING AND 
UPSKILLING COURSES

+12,573
(2022: 6,046)

The eMeliá training catalogue offers 18,619 training courses (in 23 languag-
es) designed by external partners to boost the key skills and abilities of our 
workforce.

In order to improve awareness of governance and internal regulations, the 
Company has updated its compulsory training itinerary related to various 
subjects: code of ethics, compliance, violations, equality, occupational safe-
ty, GDPR, cybersecurity, and prevention of workplace bullying and sexual 
harassment.

Some of the opportunities offered by the online training platform include 
the following:

•	 Improved user experience with a new design focused on gamifying and 
personalising the user experience, incorporating a point ranking system 
and a more accessible mobile application.

•	 Language school with open registration throughout the year, to promote 
flexibility and self-learning.

•	 Updated compulsory training itinerary, for training and raising awareness 
on the prevention of workplace bullying and sexual harassment.

•	 More training content created by Meliá experts: revenue academy, up-
selling, discover P&L and the F&B Experts.

•	 Expanded catalogue of training courses on hotel management and skills 
for promoting reskilling and upskilling in our teams.

•	 Launch of Beat Learnings, with training itineraries created to promote a 
service-focused culture throughout all our hotel brands.

EMELIÁ TRAINING 
RESOURCES

18,618
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Goodhabitz
In 2022 we supported the 
creation of training materials 
focused on creating good 
personal and professional 
habits.

Thinking Heads
Training videos with interviews 
with famous international 
speakers talking about global 
trends in innovation, leadership, 
strategic vision and change 
management.

Scoolinary
30 cookery and pastry-making 
video courses with famous chefs 
and pastry chefs explaining their 
methods and recipes. Gamelearn

Training in leadership skills
and team management using 
online video games designed 
for critical positions within
the organisation.

Typsy
Library of video courses 
on hotel operations and 
management.

The Power MBA
Training programme led by The 
Power Business School for areas 
such as Digital Marketing, Power 
Skills and Business Innovation 360º, 
participating in relevant areas such 
as Strategic Planning, Technology, 
Loyalty and Digital Marketing.

957 courses completed
2,243 hours of training

134 personas formadas

1,400 courses

52 people trained
91 courses

•	 Creation of personalised pathways for critical groups in the development 
process (recently promoted employees, food and drink managers) and 
for development plans.

•	 Virtual onboarding sessions to promote and enhance knowledge of the 
Company’s key departments and to disseminate the expertise of each 
area in a more dynamic and agile way.

E M E L I Á  T R A I N I N G  CATA LO G U E

We also launch two invitations every year to sign up for our language school to 
learn English, Spanish, French, German, Italian or Portuguese. We offer access 
to our Go Fluent platform, with over 32 hours of training in traditional languag-
es and personalised support from native professors, with training provided in 
the language of each employee so ensure they can make full use of the con-
tent. In 2023, we also added Dutch and Polish to our portfolio of languages.

Training programmes

Programmes designed to boost the specific skills required for each role or de-
partment, to promote the growth and continuous development of our teams.

Integrated training programmes designed to strengthen the three key as-
pects of our organisation:

•	 Our people: These programmes are designed to meet the specific needs 
of our workforce, improving their performance and fostering growth. 
Their purpose is to strengthen existing skills, develop new abilities and 
cultivate an environment of constant learning.
•	 Feel the beat: Hybrid training programme (workshops and training 

capsules) for promoting behaviours associated with service culture, 
brand reputation, employee loyalty and customer satisfaction.

•	 Hotel management: Focused on improving the hotel management exper-
tise of our employees to optimise operations and maintain our competitive-
ness while also promoting the professional development of our workforce.
•	 Bridge: People management. Training programme for teaching 

management skills to hotel department managers, equipping them 
with the necessary tools and building bridges between teams to 
promote efficient management of work teams and consolidate their 
leadership. 3 training workshops have been developed: emotional 
management, situational leadership and conflict management.

•	 The F&B Experts: Training programme for F&B managers designed to 
reinforce a performance and profitability culture based on innovation 
and professionalisation.

•	 Upselling: Expertise in upselling techniques, skills and tools that 
provide added value to customers, for employees with an influence on 
revenue (front desk, spa and F&B).

•	 Revenue Academy: Online training programme designed to teach 
about the world of revenue management and provide a global vision 
of the basic concepts and key techniques.

•	 Department management training programme: Financial management 
training for department managers to enhance their expertise as 
managers of the hotel’s profit and loss account.
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Meliá Listens

One of our priorities is to foster a culture of feedback by progressively build-
ing an ecosystem where we actively listen to our employees. The aim is to 
strengthen emotional connections and a sense of belonging and commit-
ment, promoting wellbeing, talent recognition and good work.

As an essential part of our open environment, we encourage feedback from 
our employees and promote a culture of continuous improvement within our 
Company. The 2023 edition rolled out to all our employees throughout the 
world included various dimensions: commitment to the Company, line man-
ager leadership, senior management work, clarity of professional responsi-
bilities, flexibility and work-life balance, job satisfaction, personal motivation 
and purpose, and stress at work, among others.

•	 Digital support: Provides a smooth transition to a digital environment 
that is constantly evolving, improving competitiveness, fostering inno-
vation, enhancing the customer experience and promoting professional 
development of employees.
•	 Insights Discovery: self-knowledge and leadership. In-person and 

online training for improving understanding and effectiveness 
of interpersonal interactions, in both professional and personal 
environments.

•	 New tools and digital processes: Training to help with the use of new 
tools and procedures being rolled out through the company: PMS 
Opera Cloud, My Place, Coupa, Revo, digital check-in, etc.

T R A I N I N G  P RO G R A M M E S

PROGRAMMES EMPLOYEES TOTAL HOURS HOURS WORKED

OUR PEOPLE
Feel the beat 3,966 14,566 3.67
Bridge: people management 183 2,000 10.93
Insights Discovery 300 1,929 6.43

HOTEL MANAGEMENT

The F&B Experts 187 186 0.99
Upselling 1,395 2,478 1.78
Revenue Academy 405 629 1.55
Economic & Financial Management 
(Department Managers) 373 398 1.07

DIGITAL SUPPORT

Opera Cloud PMS 1,459 410 0.28
My Place 1,904 3,516 1.85
COUPA 765 997 1.3
REVO 170 260 1.53

TOTAL  11,107 27,369 2.46

T R A I N I N G  A N D  D E V E LO P M E N T  M A P  FO R  E M P LOY E E  P RO F I L E S

PROGRAMMES
RECENT 

GRADUATE 
TALENT

CORE 
STAFF

HOTEL 
DEPARTMENT 

MANAGERS
HOTEL 

MANAGEMENT
KEY TALENT AND HOTEL 

AND CORPORATE 
EXECUTIVES

OUR PEOPLE

TRAINING
Feel the beat
Bridge: people management
Insights Discovery

DEVELOPMENT

Talent Mapping
Talent Meeting
Talent Assessment
Drive
Coaching
Self-Knowledge
Leading the Way in Diversity

HOTEL 
MANAGEMENT

TRAINING

F&B Expert
Upselling
Revenue Academy
Economic and financial 
information

DEVELOPMENT

Job Training Plan
Professional Development Plan
Initiating the Journey
Hotel Management Talent Pool
Mentoring

DIGITAL 
SUPPORT TRAINING

Opera Cloud PMS
My Place
COUPA
REVO
Digital Check-in
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SCOPE OF 
MELIÁ LISTENS

15,672
(+130.50%)

COMMITMENT INDEX

87
(83)

The results are obtained by adding the total positive responses (7 to 10) to 
the total responses in the Commitment Index.

Once the feedback collection process has been completed, the results are 
shared with each centre or department and the manager commits to fulfil 
the action plan themselves, ensuring that the team's identified objectives are 
achieved. The report with the overall responses also serves as a basis for de-
veloping a global action plan, to improve the variables with the lowest rating.

As a result of the feedback collected in the survey, we identified the need 
to enhance agility, effective communication and wellbeing in our daily lives 
by focusing on managing meetings and emails in a more efficient way.  As 
a result we launched Meliá Talks, an initiative that offers guidance and rec-
ommendations to foster a culture of continuous improvement, making both 
meetings and emails key levers for good performance and managing the 
wellbeing of our teams.

Another initiative developed to generate a positive atmosphere is the Meliá 
Celebration calendar, which fosters a sense of belonging among our em-
ployees through weekly themed celebrations and international days, with 
global awareness activities and local events. This year we celebrated two 
themed weeks: Meliá Diversity Week and Meliá Wellbeing Week. They pro-
moted messages such as the importance of a healthy diet and lifestyle (nu-
trition, exercise and our “My Wellbeing” programme), with options ranging 
from nutritional advice to therapeutic sessions.

Finally, as another part of our constant feedback ecosystem, we implement-
ed a standardised procedure for employees who choose to leave the com-
pany, with an Exit Interview designed to find out their personal reasons for 
leaving. To support line managers and the Human Resources Department, 
support guides have been designed with recommendations for the inter-
view, to guide the conversation in a satisfactory way for both parties, creat-
ing a comfortable environment where the employee feels comfortable and 
safe to express their opinions and share their feelings freely, and, for its part, 
the Company will receive feedback to make decisions and avoid similar de-
partures, thus improving the employee experience.

Equality, Diversity and Inclusion
GRI: 2-23; 2-24; 2-25; 3-3

In recent years, the principles of equality, diversity and inclusion have proved 
to be essential factors in the competitiveness of a company, with a wealth 
of initiatives being developed to further integrate these principles into busi-
ness strategies and models.

At Meliá, diversity has always been a powerful driver for competitiveness, as 
reflected by the Company’s fantastic performance in this area. We believe 
that accepting and including a diverse range of talents enriches us and of-
fers different perspectives and management styles, helping us to be more 
innovative and grow in a more responsible way. 

We endeavour to improve our internal processes and adopt the necessary 
measures to tackle any form of inequality based on gender, race, ethnicity, 
religion, disability, age, sexual orientation, identity, beliefs or anything else, 
and our Code of Ethics also expresses our firm commitment to combat all 
kinds of violence or harassment in our work environment.

In the 2022 Management Report, one of our goals was to implement an 
Equality Plan that covered all the requirements in this area. Another target 
was for women to hold 40% of management positions by 2030, no more 
than two levels below the positions of Chairman and CEO.

In June 2023, the Board of Directors approved our Diversity Policy, to be 
applied globally. It encompasses the following compromises, which act as 
levers to promote our various initiatives.

•	 Commitment to hire, retain and develop women in senior management 
positions.

•	 Implementation of policies and public commitments to combat harass-
ment and discrimination, with training and channels for handling em-
ployee complaints.

•	 Progress towards reducing the wage gap, providing criteria to measure 
said gap and developing transparent and rigorous action plans.
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where employees feel valued and have access to the same opportunities, 
ensuring that inclusive leadership constitutes a core part of our leaders’ 
behaviours.

•	 Stakeholder awareness of our commitments and progress in the Compa-
ny, particularly with our services.

We realise that making advances in this area will expose us to new challeng-
es. This year we received 8 harassment and discrimination complaints. As a 
result, in 2023 we implemented a series of specific measures designed to 
guarantee and promote equality, diversity, equity and inclusion in our corpo-
rate culture, and to integrate groups at risk of exclusion.

Meliá Diversity Week

To coincide with the "World Day for Cultural Diversity for Dialogue and Devel-
opment", launched by the European Commission on 21 May, promoting "Di-
versity Month" under the slogan "Building Bridges", the Company launched 
its first "Diversity Week", a series of communication and advocacy activities 
focusing on aspects such as generational, cultural, sexual and gender diver-
sity and raising awareness of disabilities and inclusion.

To highlight the value of diversity in the workplace and make it a source of 
pride for all our employees, we focused on a range of different areas, such 
as gender, sexual and functional diversity, to raise awareness about the dif-
ferent practices in the market and share the thoughts and aspirations of our 
most affected employees, members of minority groups who have felt out of 
place or forgotten at times.

Our commitment is to communicate the challenges that we must continue 
to address to make progress regarding equality of opportunities and training 
and employability of vulnerable groups, and to ensure that companies better 
reflect today’s society, so that everyone feels seen and represented.

CEO Action for Diversity

Diversity and inclusion have a direct impact on the brand’s image, our per-
formance and the achievement of corporate objectives. It is one of the most 
important factors when establishing an employment brand to attract the 
best talent. In 2021, the Company joined the CEO Action for Diversity, whose 
mission is to bring together the heads of leading Spanish companies around 
a common and innovative perspective of diversity and inclusion (D&I), as 
drivers of these challenges in their companies, to promote business excel-
lence strategies that foster talent and reduce inequality and exclusion in 
Spanish society.

Led by the Adecco Foundation and the CEOE Foundation, it is based on a 
rigorous research and analysis process with 79 questions, which enable the 
development of a model built around five strategic blocks: identity and strat-
egy, cultural change, competitiveness, equality and equity, and inclusion 
in society and the workplace. This year, we worked on various areas: D&I 
trends, homeworking, collaborative models, mental health, psychosocial 
risks, workplace inclusion and senior talent.

Equality Plan

In 2023, Meliá Hotels International made progress with its commitment to 
equality and, alongside the two biggest unions in Spain and in the Group, 
UGT and CC.OO, it ratified its third Equality Plan. The previous plan, signed in 
2019, strengthened the Company’s commitments to its employees, and this 
new plan establishes the roadmap for the next four years.

The measures and commitments included in this new Plan are grouped 
into 9 essential aspects or areas of action to consolidate the Company’s 
equality principles, from a global and holistic vision: organisational culture 
and management, selection and recruitment process, professional classi-
fication, training, professional promotion, working time/work-life balance, 
under-representation of women, remuneration, prevention of sexual and 
gender-based harassment, gender-based violence, occupational health and 
communication, information and awareness-raising.
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plemented in Spain, across 16 work areas. The targets are set per quarter and 
will be incorporated into the plan’s monitoring, compliance and implementa-
tion system over the next four years.

To summarise, below we outline the main commitments that will be our key 
focus while the plan is in force:

•	 Hiring people according to the principle of equality, in addition to pro-
moting training and raising awareness regarding issues related to equal-
ity throughout every level of the Company. One of the key measures of 
the plan is our commitment to monitor the professional categories where 
women are underrepresented, with the aim of, where necessary, imple-
menting appropriate measures to identify possible causes and solutions.

•	 Strengthen guidance and education on equality issues to make this the 
main foundation of the entire employee journey, beginning with the hiring 
processes, developing a specific training and awareness-raising plan for 
the people involved in these processes, along with measures that will sup-
port them through the various stages of their career within the company. 
Along these lines, the Company has committed to design a specific pro-
fessional development plan for women, which will support and empower 
their leadership, with specific resources assigned for this purpose.

•	  Develop a communication plan to enhance awareness and dissemina-
tion, creating a section about equality on the intranet, including all the 
information produced on this matter and any advances we have made.

•	 This new plan will also continue providing improvement measures to 
help working people and, particularly, people who have dependents in 
their care, giving them the opportunity to reconcile their professional 
and personal lives. In addition to previously implemented measures, 
such as the possibility for employees to specify their working hours after 
the birth of a child, by mutual agreement with the company (without the 
need to reduce their working hours), we have also added a number of 
new measures, such as the possibility of paid leave for serious illness, 
surgery or hospitalisation.

•	 Finally, continuing the progress made in our previous plan, specific 
measures have been established to combat sexual harassment and sup-
port victims of gender violence, for whom the Company has committed 
to enable adapted working hours and shift changes, and to provide other 
specific resources.

FEMALE EMPLOYEES

46.6%
(+1.4pp)

Tourism by its very nature is a great way of connecting cultures and people 
within the Meliá family, and we are proud to employ people of over 137 dif-
ferent nationalities, who speak more than 58 languages. This melting pot 
we have created is without a doubt one of our greatest achievements as a 
company.

Integration of groups at risk of exclusion

We appreciate that talent should be encouraged regardless of its origins, 
which is why we continue to offer employment opportunities by working 
with social associations and experts in this field.

In partnership with La Caixa Foundation (Spain), with its Incorpora Pro-
gramme, and the Pinardi Foundation, we promote the employment of peo-
ple at risk of exclusion at selected hotels throughout Spain.

JOB OFFERS

31

PEOPLE HIRED

18
In 2023, we made a total of 55 job offers, achieving a recruitment rate of 
76%. We have made significant progress in recruitment, reaching a ratio of 
71.43% of permanent contracts.

Another group that we work with is disabled people. We advocate for equal-
ity of opportunities and strive to contribute actively to creating a more inclu-
sive and diverse environment. Aside from employing people with disabilities, 
we are also aware of the need to train our teams to provide a better service 
to this group of people as customers as well. As a result of our commitment, 
in 2023 we worked with the ONCE Foundation (Spain) to sign a Partnership 
Agreement, which was ratified on 24 January 2024 and will remain in force 
for five years, with the objective of promoting the direct employment of peo-
ple with disabilities. Some of its key goals are as follows:
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Social Dialogue
GRI 2-29; 2-30; 402-1

Meliá recognises the following principles at an international level: freedom 
of association, protection of the right to unionise, collective bargaining, the 
elimination of forced or compulsory labour, the abolition of child labour, and 
the elimination of discrimination based on employment or occupation. We 
respect freedom of thought and the right of employees to form and join un-
ions. This is all reflected in our Code of Ethics, which is based on the guide-
lines of the International Labour Organisation (ILO), adopted by the Com-
pany in 1998. In 2013, we signed an agreement with the IUF (International 
Union of Food, Agricultural, Hotel, Restaurant, Catering, Tobacco and Allied 
Workers' Associations) to defend the aforementioned rights, among others, 
and this was reinforced in 2019 with the signing of a Specific Agreement to 
combat sexual harassment and workplace bullying.

Collective bargaining plays a very important role in maintaining smooth 
industrial relations and agreeing on fair wages and adequate working con-
ditions. In Spain, all our employees are subject to a collective agreement. 
Collective bargaining in Spain has its greatest exponent in the Framework 
Agreement, a state-wide labour agreement for the Hotel and Catering sector 
(ALEH), which is the result of collective bargaining in this sector and, to-
gether with the Autonomous Regional Hotel and Catering Collective Agree-
ments, constitutes the foundation of the framework of sustainability and 
trust on which the reciprocal interests of companies and workers are based.

43.26% of the workforce is located in Spain, where the rights to freedom 
of association and collective bargaining are recognised by the Constitution 
and enshrined by Organic Law 11/1985, on Freedom of Association.

In its Code of Ethics, approved by the Board of Directors in October 2012, 
the Company states its commitment to offer the best opportunities for pro-
fessional development, based on the stability of a family business and the 
resilience of a leading international company, which knows how to recog-
nise commitment, talent and achievements fairly, highlighting the following 
premises in the area of talent management:

•	 Protecting employees as they carry out their work and ensuring an ade-
quate work environment that provides all necessary measures to guaran-
tee employee health and safety.

•	 Working to achieve commitment from our employees and ensure their 
wellbeing through active listening.

•	 Promoting constant training and professional development.
•	 Promoting a training policy that makes the company more competitive 

and provides professional development for our employees.
•	 Ensuring that all our employees feel proud to be part of a company that 

puts people at the heart of everything it does.

WORKFORCE COVERED BY 
COLLECTIVE AGREEMENT

94.9%

•	 Promoting direct employment of people with disabilities.
•	 Promoting training of people with disabilities.
•	 Promoting employability and employment opportunities through various 

internship programmes.
•	 Promoting indirect labour integration by encouraging procurement from 

Special Employment Centres.
•	 Promoting the production of accessible goods and services.
•	 Promoting initiatives to raise awareness in society.

The Company works to promote constructive social dialogue, exploring 
solutions that enable its employees to exercise their right to work in the best 
conditions possible. This dialogue establishes several key pillars, including 
but not limited to the following: equal treatment in regard to remuneration 
and working conditions, elimination of discrimination in all its forms, protec-
tion of people’s health and workplace safety, social and working conditions 
for its employees. These commitments are reflected in the aforementioned 
Code of Ethics and the Human Rights Policy, and extend to the labour rights 
of our suppliers, who endorse these commitments by signing the Meliá Ho-
tels International Code of Ethics.
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such as the establishment of a negotiating table for the third Equality Plan, 
for which discussions began in 2023, or the promotion of initiatives with the 
IUF to combat sexual harassment in the workplace.

In Spain, this year the Company attended meetings with the main trade un-
ions to report on developments within the business, played an active role in 
collective bargaining agreement negotiations for the hotel industry in the 
Balearic Islands and Madrid, directly monitored collective bargaining agree-
ment negotiations for the hotel industry in Las Palmas and Tenerife, and 
reached agreements with local trade unions in relation to the wage agree-
ments included in the collective bargaining agreement for the sector in the 
Canary Islands.

In relation to communication with our employees, we use a number of dif-
ferent channels, such as the corporate intranet, which offers spaces where 
employees can access information on their contracts, pay slips, social bene-
fits, education and training, occupational health and safety programmes and 
advice, and, of course, all the Company's latest news.

Meliá also offers a whistleblowing channel to all stakeholders, which can be 
used to report any rights violations.

A Joint Training Committee was established in 2019 to promote a training 
policy designed to make the Company competitive and provide professional 
development for our employees, through continuous training programmes 
to enhance skills and expertise. This body meets at least once every six 
months and its primary mission is to plan, organise and manage training 
activities, using the funding provided for this purpose by the Spanish state 
foundation for employment training. Representing employees in Spain for 
any centres associated with the Commission (approximately 10,000 employ-
ees), the commission enables employees to raise any queries with the RLT 
related to their training and development within the Company.

Representation of employees and other workers

At Meliá, we are firmly committed to respecting the working rights of our 
employees all over the world, particularly regarding their right to participa-
tion and representation, which is an essential element of the governance 
model.

This commitment is reflected in the Meliá Hotels International Code of Eth-
ics, which applies globally to all employees of the Group and incorporates 
our adherence to the International Labour Organisation (ILO) Guidelines, 
which promote respect for and promotion of the principles and rights of 
freedom of association and the right to unionise, and effective recognition 
of the right to collective bargaining, the elimination of forced or compulsory 
labour, the abolition of child labour and the elimination of discrimination in 
respect of employment or occupation.

In Spain, we maintain and strive for peaceful relations and social dialogue 
with all the main unions, which we work towards in a number of different 
ways. Firstly, we collaborate with union organisations that represent employ-
ees in each work centre (Company Committees or Staff Delegates), holding 
joint meetings to discuss any relevant workplace issues, along with subse-
quent follow-up meetings. And secondly, we hold regular meetings to pro-
vide information about any labour developments that could directly impact 
the company, to ensure that employee representatives receive consistent 
labour standards, which will help to avoid conflict later on. Lastly, Meliá is 
present in the negotiation of Collective Agreements in the sector, either di-
rectly or through different Associations from the Hotel industry in Spain.

At an international level, it is worth highlighting that in 2013 Meliá signed an 
agreement with the IUF (International Union of Food, Agricultural, Hotel, Res-
taurant, Catering, Tobacco and Allied Workers' Associations), which interna-
tionally recognises the principles of freedom of association, protection of 
the right to form unions, collective bargaining and declares that it respects 
freedom of thought and the right of employees to form and join Unions. The 
aforementioned agreement was strengthened in 2019 with the signing of a 
specific agreement to combat sexual or workplace harassment.
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The human rights policy approved by the Board of Directors in July 2018, 
established the guiding principle of offering fair and decent working and 
remuneration conditions. Under this premise, the Company establishes cri-
teria for remuneration, compensation, and benefits that are decent, fair and 
appropriate for the work carried out by its employees, in a way that is aligned 
with their training, education, and level of responsibility, and in strict com-
pliance with the applicable labour legislation in accordance with the laws of 
the country where they are operating. Also, it offers opportunities focused 
on achieving a work-life balance, it provides its employees with measures 
that enable this balance without undermining the Company’s own needs and 
the reality of the sector it operates in.

In an increasingly globalised world, where people have access to interna-
tional opportunities, it is important for companies to display their com-
mitment to offering decent wages. At Meliá Hotels International, we not 
only provide access, we also encourage the international rotation of our 
employees with decent compensation for their work in order to ensure that 
they have a feeling of security and stability, and increase job satisfaction, 
productivity, and loyalty.

Through this commitment which seeks to align salaries according to the val-
ue of the work carried out, we continue to strengthen the vocation of service 
of our employees and encourage excellence.

Rewarding our employees fairly is essential to ensure that our staff feel part 
of a responsible and sustainable company, focused on teamwork in order to 
encourage the Company’s innovation and efficiency.

For next year, 2024, our human resources team has planned a project to 
assess wages and the cost of local life, in the places where we operate, in 
order to assess where we can implement new initiatives that could improve 
the quality of life of our teams.

PAY GAP

1.05
(2022: 1.07)

Benefits for our employees
GRI: 2-20; 2-21; 2-23; 2-24

The Human Resources Policy of Meliá Hotels International, approved by the 
Board of Directors in June 2018 and with a global scope, outlines the need 
to promote a model of social benefits in accordance with the needs and 
demands of each working environment.

Our aim is to encourage a more enriching work environment focused on the 
overall well-being of employees, by promoting different initiatives, with the 
aim of enriching the value proposal for our teams. 

My MeliáBenefits

The implementation of My MeliáBenefits represents a significant step for-
ward towards the creation of a more enriching work environment and one 
focused on the overall well-being of its employees. This platform not only 
offers tangible benefits such as My Flexible Remuneration, which adapts 
remuneration to individual needs, and My Discounts, which provides ex-
clusive discount, but it also tackles essential aspects of daily life through 
sections such as My Insurance, My Finances, My Wellness, and My Social 
Responsibility.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Politica_DDHH_2018_VF_EN.PDF
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Human%20Resources%20Policy_2019.pdf
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My Flexible 
Remuneration (bFlex)

Exclusive flexible remuneration 
programme for our employees, where 
they can contract, with important tax 

advantages, di�erent products and 
services, such as health insurance, 

restaurant card, transport card, childcare, 
training and savings insurance.

My Social 
Responsibility
Donations to charitable causes and 
special price benefits on sustainable 
and socially responsible products. 

My Finances
Financial products and 
advice on how to file tax 
returns.

My Discounts
Platform for exclusive 

employee discounts on a 
wide range of products and 

services.

My Insurance
Special and competitive health 

insurance benefits, tailored to 
our needs.

My Wellbeing
Programme for the promotion of a 
healthy lifestyle with options ranging 
from nutritional counselling to 
therapeutic sessions.

Through this programme, the Company is not only displaying its commit-
ment to improving the quality of life of its employees, it is also encouraging 
a feeling of belonging and mutual care.

In 2023, My MeliáBenefits, had approximately 16,000 active users, and was 
available in countries such as Spain, Italy, and France, and generated a sig-
nificant increase in average savings of 58% compared to 2022.

LEADS

70,400
(+162%)

We wish to highlight that over 50% of accesses come from the VIP District 
application, available on both Android and iOS systems, enabling users to 
enjoy My MeliáBenefits immediately and from any location.
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In accordance with the new trends for hybrid work, companies that want 
to attract and retain the best talent are compelled to incorporate flexible 
work practices. Likewise, the increasing adoption of cognitive technologies 
and the digitalisation of processes (automation, robotics, and artificial intel-
ligence systems) are transforming the workforce and organisations are rede-
signing their jobs in order to take advantage of these technologies.

After two years of teleworking, as a consequence of the pandemic, we were 
aware of the importance of analysing the opportunities that a hybrid work 
approach could offer us.

During 2023 the methods of teleworking implemented in the Spanish en-
terprises were consolidated with the deployment of different work tools to 
strengthen communication and interaction between people, operation cen-
tres and hotels.

M E T H O DS  O F  T E L E WO R K I N G

Remote First
For those employees whose activity is 
highly specialised, standardised and 
recurrent, which allows their activity to 
be monitored without requiring regular 
interaction with other employees.

O�ice First  
For employees with roles and 
responsibilities linked to the company 
strategic vision, both with respect to 
design, definition and implementation, 
and also to the coordination, execution 
and management of projects. 

O�ice
For those employees whose 
roles require their presence
in the workplace or corporate 
o�ices.

Teleworking: 1 day and one afternoon Teleworking: 4 days At the workplace: 100%This hybrid work approach is aligned with our acknowledgement and re-
spect of the right to digital disconnection in the workplace of our teams, so 
that, outside of the work time that is legally or conventionally established, 
their time for rest, leave, and holidays is respected, along with their personal 
and family privacy. Our commitment on this matter is included in the Human 
Resources Policy.

Also, in order to encourage respect and compliance we have a digital aware-
ness course, which includes the obligatory training pathway that our em-
ployees must undertake in order to know the legal measures and policies 
adopted.

We ensure that employees are aware of the implications of hyperconnec-
tivity and the impact it has and we encourage digital disconnection, always 
considering the well-being of our employees and ensuring that they have an 
appropriate work-life balance.

DIGITAL DISCONNECTION 
TRAINING (HOURS PAX)

0.5
2022: 0.8

We also support work-life balance measures for employees who have chil-
dren or who look after dependents, introducing greater flexibility in the 
support for school tutoring, medical appointments, shift changes and the 

Social protection coverage

100% of our employees have social protection coverage, through public pro-
grammes and/or benefits offered by the Company. It includes work measures 
for attaining a work-life balance.  Below, a breakdown by country is shown.

chance to define, by mutual agreement with the company, their working day 
during the first year after the birth of a child without the need to reduce their 
working day.

We analyse the best practices in this field in different sectors and consider 
key aspects, such as the vocation of service and the wide range of groups 
that form our corporate services, in order to keep the best conditions for 
offering an excellent service, regardless of the workplace that the service is 
provided from.
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Management system for occupational 
health and safety
The Company has an Occupational Health and Safety Policy, in accordance 
with ISO 45001:2018 certification, with a global scope that ensures compli-
ance with legal, regulatory and contractual requirements, as well as com-
pliance with the objectives set, providing the necessary tools to strengthen 
control, the measurement of progress and the identification of areas of im-
provement. This model includes the following instruments:

•	 The manual for the Management System for Occupational Health and 
Safety and the Healthy Workplace Programme, designed according to 
ISO 45001:2018 and the parameters and recommendations of the World 
Health Organisation (WHO), ensuring a comprehensive plan that encom-
passes physical, mental, and cognitive health, and providing the nec-
essary requirements to establish, implement and consolidate the estab-
lished system.

•	 The Occupational Health and Safety Procedures (OHSP), which describe 
the specific way of carrying out an activity or process within the Occupa-
tional Health and Safety System, in order to ensure compliance with the 
management system, facilitating the work of the teams affected.

M A N AG E M E N T  SYST E M  FO R  O C C U PAT I O N A L  H E A LT H  A N D  SA F E T Y

Risk
Management

Operational
Management

Audit
& Control

Communication
& Publication

Resources &
Investment

Constant
Improvement

Definition &
Objectives

• Context of Meliá and stakeholders
• Definition of objectives, goals and programmes
• Planning and preventative management

• External audit
• Internal audit
• Development and preventative 

review
• Investigation of incidents
• Verification of preventative activities
• Management of regular inspections

• Consultation and participation
• Information and constant training
• Internal communication

and distribution

• Risk and opportunity
assessment

• Health monitoring
• Emergency response
• Specific actions for particularly 

sensitive groups
• Especially dangerous work

• Change management
• Management of non-conformities, 

corrective and preventative actions
• Coordination of interdepartmental 

activities
• Integration of new projects

and modifications

• Definition of required
resources

• Acquisition of machinery, work
equipment and products

• Management of personal 
protective equipment

• Operational management
and control

• Documentary control
and management

• Preparation, review
and approval of procedures

• Operating instructions
for safety and health at work

Each procedure establishes different mitigation actions, by determining the 
object, scope, definitions, allocation of responsibilities, implementation of 
the procedure and records if applicable. 

By way of example, in Health Monitoring (OHSP 11) control and monitoring of 
the health of staff is established in order to detect the symptoms of illnesses 
deriving from work and suggest measures to reduce the likelihood of dam-
age, and in order to also carry out epidemiological analysis that enables us to 

At Meliá Hotels International we have an Occupational Health and Safety 
Policy, with a global scope, which is aimed at establishing the principles and 
commitments within the framework of occupational health and safety and 
the well-being of employees, in all processes for the provision of service. 
This Policy was approved in 2018 by the Company’s Board of Directors and 
updated in 2021. It is based on the ISO 45001:2018 standard, the certification 
we obtained in 2021, and renewed in 2022 and 2023, as well as the model of 
the World Health Organisation (WHO) for a Healthy Workplace. This policy is 
available to all interested parties on the company website.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Occupation%20Health%20and%20Safety%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Occupation%20Health%20and%20Safety%20Policy.pdf
https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Occupation%20Health%20and%20Safety%20Policy.pdf
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defines all the responsibilities, obligations, analysis and investigation meth-
ods and corrective measures to ensure that those incidents (occupational 
accidents and illnesses) do not occur again. In all of them, they are carried 
out for each of the incidents that occurred.

All of these procedures are regularly reviewed and amended or, where ap-
propriate, due to changes in business structures, premises, jobs, etc. The 
processes map of the management system considers the transversality of 
the actions of the different internal stakeholders and is summarised in the 
following graphic: 

P RO C E SS E S  M A P  O F  T H E  M A N AG E M E N T  SYST E M

Also, we have a health working group to ensure the implementation, main-
tenance, and improvement of this Programme. It is worth highlighting that 
each business unit is responsible for establishing its preventive action plans 
for the correction of measures established as a consequence of the result of 
the risk assessments and investigation of incidents relating to work (occupa-
tional accidents and illnesses). 

These integration plans include a description of the scope of each action, 
the deadline, as well as information about the defined action. Also, each 
business unit is responsible for providing the financial resources needed to 
mitigate risk.

The Risk Control & Compliance Department also ensures the allocation of the 
financial resources needed for investments relating to this matter, with the 
Health & Safety Director also participating.

In 2023 we retained the certification of our Healthy Workplace Programme, 
which fulfils the required principles, including both individual and organisa-
tional actions to create healthy, safe, and stable working environments over 
time, where possible with the participation of all staff. The measures taken 
notably include the following:

•	 The strengthening of training on wellbeing, healthy habits and occupa-
tional health and safety.

•	 The improvement of spaces for carrying out activities focused on staff 
wellbeing (mindfulness, relaxation, etc.).
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•	 Encouragement of campaigns to promote health (nutrition, physical ex-
ercise, etc.).

•	 The promotion of healthy habits during the work day.

Management of the Healthy Workplace, according to the WHO model, is im-
plemented by all hotels in Spain. During 2024, this management model will 
be extended to all hotels in Mexico and the Dominican Republic.

Lastly, it is worth mentioning the celebration of our first Wellbeing Week, 
coinciding with World Mental Health Day. An initiative that included different 
activities to inspire, encourage a healthy and balanced lifestyle, as well as 
incorporating other topics such as financial health. The first activity was pro-
vided by the renowned speaker Dr. Mario Alonso Puig, under the title “Keys 
to success to achieve our wellbeing at work” with the attendance of 42% of 
the people registered.

Assessment of risks and opportunities

According to the materiality analysis carried out by the Company, the health 
and safety, and wellbeing of staff is considered a highly relevant matter and 
positioned in the TOP 5 of the materiality matrix globally and for 40% of the 
participant stakeholders, which is why we work to consolidate our business 
model, by evaluating possible risks and developing measures to mitigate 
them.

The Company has consolidated a monitoring system aimed at the early 
identification of risks relating to this matter, as well as their evaluation and 
control, along with measures for the detection and assessment of opportu-
nities. Responsibility for the management of the prevention of these risks lies 
with the entire Company and at all of its hierarchical levels. In particular, the 
Health & Safety Director, who directly reports to the Chief Human Resourc-
es Officer (CHRO), is the contact person and holds overall responsibility for 
the definition, management, and control of the Company’s health and safety 

protocols globally. They are the manager responsible for creating, in certain 
destinations, a support structure to strengthen the prevention and care of 
customers and employees, and ensure alignment with the management sys-
tem established by the global management. Specifically, this management 
has been strengthened with teams located in Mexico and the Dominican 
Republic, managing a volume of staff that amounts to 42.5% of the Group’s 
total workforce.

On a regular basis, the technical team of the department of occupational 
health is supported by experts on this matter, as well as Consultancy firms 
and internal Health and Safety Commissions or Committees for the differ-
ent business units. These commissions or committees are formed by the 
legal representation of company staff and representatives, they carry out a 
process of risk analysis in the different business units. These assessments 
include an analysis of the jobs at each hotel, the tasks assigned to each 
manager and the environment and facilities affected. Particularly in Spain, 
specific assessments are also carried out for occupational safety, industrial 
hygiene, ergonomics and psycho-sociology. In the other regions, there are 
external consultants or advisors who determine how these activities are im-
plemented based on what is stipulated in current legislation.

WORKFORCE 
REPRESENTED ON 

OCCUPATIONAL HEALTH 
& SAFETY COMMITTEES 

IN SPAIN

88.8%
(2022: 85.6%)

Also, based on prevention and control plans, activity is monitored on a pre-
ventive basis. These services, assigned to the hotels, establish the frequen-
cy of the evaluations, always agreed with the consultation and participation 
bodies. 

TRAINING HOURS 

47,416



2023 Management Report Meliá Hotels International

156

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Progress in terms of health

GRI: 403-9; 403-10

Our ambition is to fulfil all the commitments and principles incorporated in 
this Policy, with the mission of ensuring the greatest levels of physical, men-
tal, and cognitive health, even beyond compliance with the duties and obli-
gations established by legislation, maximising the reduction of the number 
of occupational accidents and illnesses of our own and external employees.

O C C U PAT I O N A L  H E A LT H  R AT E S  -  E M P LOY E E S

OCCUPATIONAL ACCIDENTS PROFESSIONAL ILLNESS

INDICATOR GENDER 2021 2022 2023 2021 2022 2023

RATE/INCIDENCE RATE
M 33.96 45.86 32.84 1.60 0.11 0.00
F 45.47 50.51 54.39 2.64 0.53 1.18
TOTAL 38.81 47.96 42.83 2.04 0.30 0.55

RATE/FREQUENCY RATE
M 18.53 25.55 18.33 0.87 0.06 0.00
F 25.20 28.23 30.76 1.46 0.29 0.67
TOTAL 21.32 26.76 24.05 1.12 0.17 0.31

RATE/SEVERITY RATE
M 0.36 0.45 0.34 0.02 0.00 0.00
F 0.46 0.49 0.71 0.10 0.02 0.04
TOTAL 0.40 0.51 0.51 0.05 0.01 0.02

Nº OF OCCUPATIONAL ACCIDENTS/ 
PROFESSIONAL ILLNESSES Nº 
OF OCCUPATIONAL INCIDENTS/
PROFESSIONAL ILNESSES

M 212 421 322 10 1 0
F 207 383 461 12 4 10
TOTAL 419 804 783 22 5 10

On the other hand, to create and maintain a healthy workplace, it is essen-
tial to tackle the absenteeism caused by health conditions and problems. 
At the start of this year, we established goals with the aim of minimising 
the increase in cases of occupational contingency (occupational accidents 
and illnesses) and common contingency cases (common illnesses and 
non-workplace accidents), maintaining levels at under 8%.

A B S E N T E E I S M

OCCUPATIONAL ACCIDENTS PROFESSIONAL ILLNESS COMMON CONTINGENCY TOTAL ABSENTEEISM

INDICATOR GENDER 2021 2022 2023 2021 2022 2023 2021 2022 2023 2021 2022 2023

PERCENTAGE OF ABSENTEEISM
M 0.29 0.36 0.27 0.01 0.00 0.00 3.46 3.65 4.46 3.76 4.00 4.73 
F 0.37 0.48 0.56 0.08 0.02 0.03 5.80 5.64 7.99 6.25 6.13 8.58 
TOTAL 0.32 0.41 0.40 0.01 0.01 0.02 4.44 4.54 6.09 4.77 4.96 6.50 

Nº OF DAYS LOST
M 4,094 7,350 5,911 201 1 0 49,559 75,093 101,898 53,854 82,444 107,809 
F 3,809 8,122 10,628 792 260 647 59,504 95,592 159,565 64,105 103,974 170,840 
TOTAL 7,903 15,472 16,539 993 261 647 109,063 170,685 261,463 117,959 186,418 278,649 

Nº OF HOURS OF ABSENTEEISM 
M 32,752 58,800 46,811 1,608 8 0 396,472 600,744 783,763 430,832 659,552 830,574 
F 30,472 64,976 83,565 6,336 2,080 5,091 476,032 764,736 1,197,660 512,840 831,792 1,286,316 
TOTAL 63,224 123,776 130,376 7,944 2,088 5,091 872,504 1,365,480 1,981,423 943,672 1,491,344 2,116,890 

CALCULATION METHODOLOGY
Incident rate: (Nº Incidents * 1,000)/Average Workforce
Frequency rate: (Nº Incidents * 1,000,000)/Hours worked
Severity rate: (Hours lost * 1,000)/Hours worked
Percentage of absenteeism: (Hours lost * 100)/Hours worked
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al report by Mutua Universal, for the absenteeism indicator, are caused by 
higher rates relating to illnesses such as: osteomioarticular issues (7.7%), res-
piratory system illnesses (3.08%), and mental illnesses (3.3%) are the most 
significant.

On the other hand, the prevention plans, prepared by the different business 
units, include the implementation and development of different lines of ac-
tion, linked to each of the different target initiatives, integrating all the infor-
mation into a system that measures results, which makes it possible to focus 
on the areas involved in the management, control, and improvement of the 
selected indicators.

With the commitment of speeding up the attainment of the different targets 
set, a series of initiatives have been implemented, arising out of the suggest-
ed improvements identified in the dialogue and consultation process with 
our staff, which are included in the sessions of the occupational health and 
safety committees. Some of the main initiatives undertaken are as follows:

•	 Creation and implementation of the management system for health and 
safety.

•	 Implementation of different training and awareness initiatives in order to 
encourage a culture of prevention, incorporating this area into the oblig-
atory training programme for all the groups that it applies to.

•	 Control and monitoring of sick leave due to common illness (in Spain 
through healthcare partners), where the indicators show a high inci-
dence or complexity in absenteeism.

•	 Strengthening of leadership quality processes.
•	 Analysis of workloads and psychosocial aspects.

HEALTH AND SAFETY 
TRAINING (HOURS PAX)

4.3
(2022: 3.1)

In addition to the external audits that are carried out annually, the Company 
plans internal audits annually, carried out by the Internal Audits department, 
—with the support of the department of Occupational Health— to ensure the 
correct application and control of the management system and verify short-
comings or more critical points, with the aim of ensuring their minimisation, 
thus contributing to ensuring a sound management system. During 2023, 14 
internal audits were carried out in different business units. 

INTERNAL AUDITS 
OF THE SYSTEM FOR 

OCCUPATIONAL HEALTH

14
(2022: 18)



2023 Management Report Meliá Hotels International

158

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Strengthening our commitment 

to our customers
GRI: 2-23; 2-24; 2-25; 2-26; 3-3

Our 2030 Vision aims to position us among the world’s leading hotel groups 
in the middle and upper segment, affirm our leadership in leisure hospitality 
and bleisure, and be recognised as a global leader for excellence, responsi-
bility, and sustainability.

Meliá Hotels International, in its Commercial Policy, with a global scope and 
approved by the Board of Directors in February 2017, establishes the guide-
lines that must govern our relationship with customers, based on the com-
mitments outlined in the Code of Ethics:

•	 To communicate and market our products and services in an honest and 
ethical way, avoiding misleading advertising campaigns.

•	 Compete ethically in markets, being respectful and avoiding unfair com-
petition.

•	 Not to capture customers or information about our competitors using 
unethical methods.

The content of this Policy is applied without prejudice to what is established 
in national and international regulation and approved for application in any 
of the countries where the Company or any entity in its Group carry out ac-
tivities.

A customer-focused organisation

Our international presence in 38 countries globally (aggregate perimeter), 
and in 14 countries at a consolidated level which only includes the hotels 
within the financial perimeter (ownership and rental), enables us to man-
age a wide range of profiles that enriches our strategic vision, knowledge 
of the customer and their demands or expectations, avoiding any type of 
discrimination of any nature, creating an exclusive environment for all of our 
customers and anticipating customer needs.

Our aim is to create long-term bonds with all of our customers and partners, 
ensuring the communication and marketing of our products and services 
with ethical, transparent, truthful and honest criteria.

Our promotion of all the communication channels (website App, public rela-
tions ecosystems, social media, customer service and contact centre, among 
others) is a key and essential lever to strengthen and consolidate a direct 
relationship with the customer, whether end consumer or professional.

Knowing what they value, especially our customers, is essential in order to 
ensure a value proposition aligned with their expectations, especially if we 
consider that the Company manages a customer base of over 45 million 
people worldwide. Among other initiatives, in 2021 the Company launched 
its third materiality analysis, with the aim of identifying the most important 
matters for our stakeholders. Considering the importance of this group and, 
their knowledge of our portfolio and brands, we devote efforts to ensuring 
their participation and evaluation, which was the largest of all the surveys re-
ceived. As expected, the Customer experience was the most notable topic, 
making it into the TOP 5 of the most important fields for many of our stake-
holders consulted.

We also provide our customers with the chance to inform us about their spe-
cial needs through our platforms, including vulnerable groups so that they 
can enjoy our properties in comfort. Additionally, we send them a satisfac-
tion survey to collect information about their stay and understand how their 
experience with us has been.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Commercial%20Policy.pdf
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An essential part to guarantee the high level of satisfaction of our customers 
and strengthen loyalty to Meliá Hotels International, is diligently and rigor-
ously managing any eventuality or incident that our customers may report, 
on the different channels provided for that purpose.

To this end, on a daily basis the hotels manage situations and events that 
have occurred for which the customer needs an immediate response, using 
for example, a digital tool provided in order to enable the customer to re-
quest whatever they need during their stay during the check-in process, fa-
cilitating a quick and effective means of communication, as well as a prompt 
response to their needs.

Another of the channels provided for the customer to communicate any 
suggestion, reflection or shortcoming regarding their experience, stay, or 
service offered, is the mailbox at myexperiencia@melia.com, with which we 
undertake to continue improving our response times, reducing the waiting 
time for providing a response to a period of no more than 48 hours.

From our entire portfolio globally, 72% of incidents received were resolved 
in less than 48 hours, meeting the target that the Company has set. None of 
the incidents were related to cases of non-compliance regarding informa-
tion about services or marketing communications.

This year, we have implemented actions to improve the efficiency of the inci-
dent management process in the hotels located in the Dominican Republic 
and Mexico, as well in the hotels located in the city of Madrid (Spain), through 
the contracting of the services of the GEX Service Center, a cross-functional 
team that centralises the complaint management of all the hotels, in order 
to provide a better service and assistance to all customers staying in these 
destinations.

This initiative has made the management of incidents more agile, notably 
improving response times, as well as quality, and consequently customer 
satisfaction. Also, it has freed up operating teams from back-office tasks, en-
abling them to focus on offering a better service to customers, enriching 
their experience and ensuring one of the principles of the Company which 
is the vocation of service. The teams now operate in all the hotels located in 
Punta Cana (Dominican Republic), Mexico, and Madrid (Spain). In 2024 we 
will expand this new service to hotels located in the EMEA region.

INCIDENTS RECEIVED

3,297
(-4.6%)

Likewise, the Social Media team manages all the messages that are published 
on our social networks, which can be of a varying nature: campaign, hotel in-
formation, booking requests, etc. This year, we resolved all the open cases of 
the 368,435 messages in an average response time of 12 hours, while in 2022, 
from the time we started the service in March up until December, we resolved 
almost half of the cases in an average response time of 11 hours. 

Satisfaction surveys

One of the tools promoted by the Company for finding out the level of sat-
isfaction of our customers, after their stay at our hotels are the satisfaction 
surveys. This questionnaire is sent to the customer at the end of their hotel 
stay with the aim of evaluating their experience and personalised according 
to the standards and attributes for each of the hotel brands.

To this end, Meliá Hotels International uses the ReviewPRO tool which makes 
it possible to consolidate information under the parameters that are impor-
tant for the Company (brand, segment, management type, etc.).

The results obtained enable the business unit to check their score, find out 
the perception of customers and plan actions in order to improve results 
and meet the objectives set. Likewise, it makes it possible to reflect on the 
results obtained according to the standards and attributes established for 
each brand.
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The general result of the Net Promoter Score (NPS) of the Group shows very 
positive development with growth of 7 percentage points compared to 2022. 
With the extraordinary result of 53.1, the Company has greatly surpassed the 
goal set for 2023 (9.6%). The positive trend of this indicator across all Group 
brands invites us to think about customer perception, which is returning to 
normality and the good work of our teams after the pandemic.

Meliá Hotels International recorded a slight drop in the result of the Guest 
Satisfaction Score (GSS) rating of 2023, compared to the results of 2019 and 
2022, finishing 0.6 points under the target set. However, the Gran Meliá, The 
Meliá Collection, ZEL and INNSiDE brands achieved the customer satisfac-
tion goals set for 2023, a distinction that endorses the strategy of the Com-
pany to have growth focused on Premium & Luxury brands.

The general performance in the Global Review Index (GRI) is 87.4%, increas-
ing the results of previous years and maintaining market reputation rates. 
These excellent reviews are accompanied by an 18% increase in the volume 
of online reviews compared to 2022.

Lastly, it is worth noting that the Quality Penetration Index (QPI), has con-
tinued the upward trend displayed in recent years. We ended the year with 
100.4%, a figure never attained before by the Group, exceeding the global 
comparison goal.

2020 2021 2022 2023 2023 TARGET

NPS MHI Customers (Global) 48.1% 48.0% 46.2% 53.1% 47.0%
GSS MHI Customers 83.0% 84.0% 82.7% 82.1%  82.7%
QPI MHI Customers 96.5% 97.9% 98.6% 100.4% 100.0%
Global Review Index 86.6% 84.7% 84.0%  87.4% 84.0%

SAT I S FACT I O N  I N D I CATO RS Online reputation

During 2023, Meliá devoted considerable resources to improving the 
management of social media and the digital presence of brands has been 
strengthened, fulfilling the aim of encouraging greater interaction and en-
gagement with the audience.

Alongside this, the public relations activities were targeted at the proactive 
management of the reputation of our brands, as well as generating positive 
media coverage in order to increase the digital presence and interaction 
with the community through the:

•	 Development of strategic, relevant, and appealing content in order to 
strengthen the connection with the audience, highlighting unique expe-
riences, new developments implemented in our brands, with the aim of 
strengthening the positioning and values of each of our brands.

•	 Launch of personalised and segmented campaigns in order to adapt to 
the preferences of different audiences, harnessing personalisation and 
data analysis tools.

•	 Encouragement of strategic partners that make it possible to consolidate 
relationships both within the field of influencers, and with similar brands 
in order to amplify our audience, scope, and presence on social media.

•	 Strengthening of our relationship with the customer, through social plat-
forms, responding proactively to enquiries, comments or other questions 
thus ensuring more personalised and effective service and assistance.

•	 Optimisation of advanced analytics that makes it possible to assess our 
performance in different projects, including social media, in order to 
identify areas of improvement and adjust the strategy, according to the 
results obtained.

•	 Creation of interactive experiences, such as surveys, competitions, and 
online events, in order to encourage participation in the community and 
generate content created by the user themselves.

•	 Collaboration with a dozen global agencies present in 190 countries 
(social fans presence) and we have a significant fanbase spread among 
several platforms.

SOCIAL MEDIA USERS

11M

SOCIAL MEDIA PROFILES

460
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on other channels that make it possible to promote the Company and the 
opportunities that Meliá Hotels International offers, in terms of employability, 
the gastronomic offer, the portfolio of hotels or programmes focussed on 
enhancing the direct relationship with the B2B or Meliá PRO segment.

MELIÁ PRO FOLLOWERS

12.9M
MESSAGE RECIPIENTS

240M
ENGAGEMENT VOLUME

10M

Strength and diversity of our brands

Meliá Hotels International is strengthening its commitment to offer it custom-
ers and guests the best personalised experiences, with the aim of exceeding 
their expectations and, with the premise of making progress on a service 
model that guarantees excellence and quality, as a leading hotel company.

Our portfolio of brands adds strength to the Group’s growth strategy, fo-
cused on mainly serving the luxury & premium segments. With the firm 
commitment of improving our positioning in relation to our competitors and 
charting a greater future course for our hotels, the brand architecture has 
been meticulously updated with our sights set on the future, which match-
es the change in our vision of new luxury with our traditional focus, which 
is customer centred, adapted to the different interests and expectations of 
each profile.

This new architecture strengthens the positioning and reputation of the 
group, as a whole, and strengthens our vision targeted at those premium 
brands, as well as others associated with the luxury segment, focused on in-
creasing the capture of customers with high purchase power who consider 
the characteristics of each destination.

B R A N D  A RC H I T ECT U R E

LUXURY BRANDS

PREMIUM BRANDS

ESSENTIAL BRANDS

13%
4.9% 2.3% 2.3% 3.4%

48%

39%

35.7% 11.7%0.3% 0.6%

22.6%16.3%

Each one with its essence and personality, all our brands share the values 
and principles that characterise us as a company. Through our portfolio, we 
want to approach different customer profiles, whether someone who is a fan 
of unique experiences, someone who loves responsible luxury or a traveller 
who is committed to sustainability.

Some of our main hotels were recognised this year with internationally re-
nowned certifications, which evaluate using a demanding set of quality stand-
ards that establish the guidelines for luxury hospitality around the world.
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On the other hand, during their experience we want customers to notice 
the commitments made in terms of sustainability by our brands, products 
and services that include attributes that enrich the customer experience and 
strengthen our commitment.

We are aware that bridging the gap between the customer and the sustain-
able attributes that we are committed to is a challenge given that it is nec-

essary to make them tangible so that the customer can perceive, appreciate 
and enjoy them. Therefore, next year in 2024 we want to undertake the chal-
lenge of bringing this experience to the customer with an appealing narra-
tive, that can be perceived during their stay at the hotel and valued in the 
purchasing decision.

SU STA I N A B L E  AT T R I B U T E S

We O�er
healthy dining

options

Our portfolio 
is certified in 

Sustainable Tourism

We promote 
circular economy 

initiatives

We O�er
customers low-impact

amenities

We enrich 
the value proposition for the MICE
segment Road to Net Zero Events

We Build
hotels that

are designed based on 
sustainability criteria

We get 
involved 

in the day-to-day life of 
the local community

We are 
progressing 
towards a better data 

understanding

Committed 
to packaging

reduction

We protect 
our destinations' 

biodiversity

We
Provide

e-mobility
solutions
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quested information from each of our hotels about the attributes that form 
part of the Company’s positioning in terms of sustainability and for each of 
the brands. This questionnaire is an essential component and is valued both 
internally and by tour operators, and it provides visibility to customers about 
the sustainable practices that each hotel integrates into their value proposal.

With this information we have been able to relaunch a certification process 
for hotels under ESG criteria with the aim of providing visibility, both for the 
business units and all of our stakeholders, about the level of criteria imple-
mented in our portfolio, and have selected entities of renowned prestige in 
order to make progress on this process. Of the hotels in global integration, 
90% comply with sustainable certification according to the standards of the 
GSTC and 94% have obtained sustainable certification.

Consolidating our luxury strategy

1 IN 3 OPENINGS ARE 
OUR LUXURY BRANDS

Meliá Hotels International is committed to strengthening the reputation and 
recognition of the hotels that are unique, which are focused on attracting 
high value customers seek a personalised luxury experience.

Internationally renowned entities and leaders in the luxury and premium seg-
ment who assess, using a set of demanding standards, the hotels that we 
want to be leaders in luxury hospitality around the world. 

LEADING HOTELS OF THE 
WORLD MEMBER HOTELS

8
AMEX FINE HOTELS & 

RESORTS PROGRAMME 
HOTELS

9

On the other hand, as part of their experience, we want our customers to 
notice the commitments made in terms of sustainability and appreciate 
how they are integrated into the hotel itself, however we are aware of the 
challenge posed by bringing them closer to this reality individually in each 
business unit.

MELIÁ PRO committed to the luxury segment

Meliá PRO coordinates the entire communication strategy for the B2B seg-
ments, through specific campaigns and programmes that encompass all of 
the Group’s brands, more at the end of this chapter.

The BRAVOS Meliá PRO Selected Club programme offers a platform that is 
aimed and designed to offer the best benefits and services to the luxury 
segment, with an exclusive programme for travel agencies specialising in 
high value customers.

The vision of Meliá PRO Business Traveller Benefits & Rewards stands out, 
launched in 2022 it aims to encourage business trips through special rates 
and benefits designed to meet the needs of current business travellers. This 
programme continues to expand to new hotels and, at present, it is available 
in 80 of the Group’s properties.

Enriching the experience

We aim to build lasting relationships based on the trust and loyalty of our 
customers. We use levers that motivate us each day: the vocation for service 
and the values of proximity and excellence, the hallmarks of Meliá Hotels 
International.

Customers are increasingly demanding and request authentic and differen-
tial services, aligned with their preferences and needs. Within a context of 
endless change, we strive to adapt our commercial model to the new chal-
lenges of the tourist industry, without losing sight of the relationship with the 
customer. To this end, in addition to strengthening our organisational struc-
ture, we have also strengthened its coordination and adapted the overall 
framework to the situation in each region and destination where we operate.

Also, we devote economic and human resources to support our digital trans-
formation and to turning each point of the customer journey into an oppor-
tunity to get to know our customers better. We encourage the creation of 
spaces for dialogue where we obtain the customer’s opinion, first hand, to 
evaluate and consider it.
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Paradisus by Meliá has incorporated the Destination Inclusive concept, a brand 
that is already a leader in the Latin American market and implemented, for the 
first time in Spain, in a leading holiday destination such as the Canary Islands. 
Destination Inclusive Paradisus Gran Canaria and Paradisus Salinas enrich the 
expression of the brand, enabling customers to connect and delve into the 
aspects of the destination that make it unique. It offers new experiences, fo-
cused on cultural and local gastronomy for examples, customers can immerse 
themselves in private classes with local chefs and receive personalised yoga 
sessions next to a natural well with crystal-clear waters.

Safe environments

Equality, diversity, and inclusion are cornerstones of our Code of Ethics 
and they are also becoming essential vectors for competitiveness and busi-
ness. According to the World Tourism Organisation (WTO), LGBT tourism 
has experienced continuous growth in recent years. The figures published 
reveal that the LGTB community accounts for 10%-20% of tourists globally 
and represents 16% of total travel spending, equivalent to almost 200 bil-
lion Euros a year.

Accordingly, during 2023 we have worked to ensure that some Compa-
ny hotels obtain the Travel Proud certification, a programme promoted by 
Booking.com which aims to aid the understanding of the specific challenges 
that this community faces in its trips and to offer a positive and inclusive 
travel experience. The programme goes beyond certification as it offers the 
chance to provide training to hotels and their teams in order to ensure inclu-
sive and safe treatment. At the end of this year the Company has certified 
30 hotels and it expects to certify 160 hotels around the world during 2024.

TRAVEL PROUD HOTELS

30

On the other hand, Meliá Hotels International has partnered with the lead-
ing company in the LGBTQ+ travel sector, Queer Destinations offering these 
travellers the chance to enjoy exceptional holidays in seven of our hotels 
located in Mexico, Madrid, the Dominican Republic and New York, identified 
as Queer Destinations Committed. This partnership also strengthens our staff 
training, in an inclusive atmosphere based on respect, empathy, etc.

QUEER DESTINATIONS 
COMMITTED HOTELS

7

A healthy gastronomic offer

The Food & Beverage (F&B) area is immersed in a significant transformation 
process to enhance the appeal of our brands, products and services from a 
gastronomic perspective. Our portfolio is enriched with a unique and differ-
ential value proposal, which enables customers and residents, to discover 
the gastronomic concepts that have been devised for each of our brands, 
always being very mindful of the peculiarities and attributes of each of them.

We want our gastronomic offer to also be a lever for innovation and sus-
tainability. Under this premise, we have designed a new proposal devised 
for the future, which enhances the positioning of our product and re-
sponds to the peculiarities of each area, helping to optimise our man-
agement, improve profitability, with a focus on attracting and gaining the 
loyalty of our customers.

Changes in new consumption habits show a growing interest in a diet 
that is increasing wholesome and healthy, based on local produce, and 
which contributes to taking care of ecosystems and the planet. The ability 
to offer a quality, attractive and valued culinary offering becomes an im-
portant differentiating element, including for the events and conferences 
segment (MICE).

For the urban hotels located in Europe, the Company has designed the Med-
iterranean Comfort Food Menu concept aimed at encouraging a culinary 
offering with a greater presence of vegetarian products, with the vision of 
adapting our menus to the new demands of customers who value a healthy 
and Mediterranean diet. This new offer also helps to reduce our water foot-
print and carbon emissions.

VEGETARIAN 
MEDITERRANEAN MENUS

50%
Likewise, as a responsible company that is committed to the health and well-
ness of our customers, we have reduced our alcoholic beverages menu, and 
offer a menu focused on alcohol-free or natural drinks.

Also, all our hotels provide, at the customer’s request, the fourteen allergens 
and the chart of allergens that we inform our customers about relating to the 
content of their food.
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ROAD TO NET ZERO EVENTS

According to a survey by American Express, 78% of participants outlined 
the commitment to NET ZERO emissions in their organisations. In terms of 
event organisation, although it is still not an essential factor, it is gaining 
momentum year after year and we envisage gradual growth over the coming 
years. At present, 13% consider it to be an aspect to incorporate into their 
requirements.

Meliá Hotels International, with the aim of furthering the integration of its 
sustainability strategy in the commercial sphere, has designed technology 
that allows it to measure the carbon footprint (scope 1 and 2) in all the MICE 
hotels selected. With the support and expert knowledge of Creast, a com-
pany that specialises in measuring the carbon footprint of large events, an 
innovative programme ROAD TO NET ZERO EVENTS has been created, with 
the aim of achieving carbon neutral events, allowing us to measure the envi-
ronmental impact of the groups at two times: when making the application 
for the event and at the end of it.

The technology developed communicates and interacts with the Company’s 
computer systems, as well as the sales force, in a way that speeds up pro-
cesses for the teams affected and, it prevents unnecessary administrative 
tasks and calculations.

With the aim of testing the tool, the Company has selected two pilot hotels, 
located in Spain and Germany, with the aim of testing how the tool functions 
and the calculation of the carbon footprint.

The measurement calculates the carbon emissions generated during the 
event, considering both the emissions produced during the hotel stay, and 
those produced in meeting rooms. The differential aspect of this project is 
the measurement of the footprint in the restaurant and catering services, 
as well as other consumables that can be offered during the celebration of 
the event.

The measurement of the carbon footprint, will enable us to enrich our knowl-
edge of the environmental impact of the MICE segment in each hotel and 
identify opportunities to develop our range of products and services, with 
the aim of being more efficient and also, raise awareness among events or-
ganisers in the proposals considering the environmental variable in their de-
cision-making process.

All the events will be offset once they have ended, either through the pro-
gramme of the organising company or through the programme of the 
Company The Planet We Love, using, in this case, credits certified by the 
United Nations.

In the first few months of 2024 we will begin the gradual roll-out of this tool 
and its management model in fourteen of the Group’s hotels and we esti-
mate that we will complete the roll-out of all the hotels specialising in the 
meetings, incentives, conferences and events segment before the end of 
2025, which covers 80 hotels.

The range of products offered by the Company is selected ensuring high 
quality standards, and also ensure compliance with legal requirements and 
the ban on purchasing products that contain additives that are harmful to 
health, for example ADA, BHA and BHT or BVO. Thus, our customers can 
have access to a nutritious and healthy offer, complying with the require-
ments of the European Union in terms of  Food to Fork and the Fitness Check.

MeliáRewards

Our MeliáRewards loyalty programme supports this strategy, focused on en-
hancing our portfolio of high value customers, through an innovative meth-
odology in order to identify our most valuable customers and optimise our 
communications with them, adding specific initiatives aimed at influential 
travel agents in this segment, with the aim of encouraging the improvement 
of our occupancy rates for superior rooms and suites.
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Personalisation and ad hoc communications

MeliáRewards continues to improve its communication model through the 
lifecycle of the customer, notably with an innovative Account statement 
model with 20 different versions. This has introduced advanced levels of 
personalisation and reinvigorated content, significantly improving the user 
experience and its effectiveness.

Campaign management

MeliáRewards has been an effective driver of demand, with a historic record 
of 90 campaigns carried out under the loyalty programme, including all of 
its brands, hotels, and destinations, including a points component. The an-
nual campaign The MeliáRewards Effect: the more you travel, the greater the 
Rewards included a credit in points component to enjoy at hotels, achieving 
an outstanding redemption rate of 53%, setting an especially high record for 
luxury holiday hotels.

Supporting the group’s strategy, MeliáRewards has implemented campaigns 
aimed at both the end customers, incentivising the bookings for suites 
and villas, as well as travel agents, offering special commission and extra 
MeliáRewards points.

Progress towards loyalty ecosystems

During 2023, we continued growth in the Partners vertical, both in terms of 
issuance and redemption, enabling us to convey the usefulness of the pro-
gramme while in-house, at the time of the trip, and in daily life.

We wish to highlight the integration of MeliáEscapes powered by Logitravel, 
making it possible to obtain and redeem points, for all the elements con-
tracted (flight, hotel, experiences ,etc.), as well as the agreement with the 
new high speed operator IRYO, and the incorporation of the Vietnam Airlines 
Lotus Miles programme, supporting the significant expansion in the Asia-Pa-
cific region and particularly in Vietnam.

2023 has been an exceptional period for the MeliáRewards loyalty pro-
gramme marked by growth, innovation and the ongoing commitment to ex-
cellence in customer satisfaction and sustainability. These advances consol-
idate Meliá’s position as a leader in loyalty programmes in the hotel industry.

The programme has proven itself to be an essential strategic element for 
Meliá, contributing significantly to the short, medium and long-term objec-
tives. The deep understanding of customers was the basis for offering highly 
personalised experiences and strengthening the long term connection with 
its members.

Over the course of 2023, the Meliá Loyalty Programme reached significant 
milestones, consolidating its status as an essential component in the com-
pany’s strategy. The following aspects highlight the key developments and 
notable achievements throughout the year.

Reservations
O�er better information to users 
during the booking process, 
giving greater visibility to the 
experiences, activities in the 
destination, packages or other 
extra services that are available to 
complement their stay.

The Stay
Digital directory of all the hotel information 
(restaurant information, activity schedules, menus, 
etc.). This improves the management of requests 
(check-in, check-out, digital key, reservations for hotel 
services, schedule of activities, etc.) by integrating 
our App with other company platforms such as Stay, 
Hmobile or Revo.

MeliáRewards
Make the MeliáRewards 
loyalty programme more 
visible and relevant while also 
digitising the key customer 
interactions.
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Digitalisation has stopped being an option and has consolidated its place as 
an obligation in the business sector. Within a growing context of online con-
sumption, we are committed to digitalisation in order to improve knowledge 
and the experience we offer to our customers, ensure the personalisation 
of the value proposal and meet the expectations of customers who are in-
creasingly technologically aware. Fulfilling our main aim of ensuring that our 
customers enjoy unique experiences and place their trust in the quality of 
our experiences.

meliá.com

An important milestone in our digitalisation was the launch of the new state-
of-the-art melia.com website, one of our most important sales channels 
that is continuously growing year after year. Devised for more demanding, 
expert travellers and with the aim of enriching the digital experience and 
value proposal, with new products, services, experiences, attributes and 
additional offers. 

Created as a digital experience, it enables the user to have a vision of the 
Group’s different brands, improve personalisation according to knowledge 
of their tastes and preferences, provide visibility for the benefits of our 
MeliáRewards loyalty programme, and also offer other available services, in 
order to enrich their experience and the opportunity to assign other attrib-
utes to the booking that add relevance to the value proposal.

WE DEVOTE SIGNIFICANT RESOURCES TO 
STRENGTHENING OUR DIGITAL TRANSFORMATION 
AND TURNING EACH POINT OF THE CUSTOMER 
JOURNEY INTO AN OPPORTUNITY TO GET TO 
KNOW OUR CUSTOMERS BETTER.

M E L I A .C O M  C U STO M E RS

D I R ECT  C U STO M E R  R E V E N U E

2020 2021 2022 2023

28.1% 34.1% 23.9% 24.85%
* Over total revenue from centralised sales (room + meal plan).

2020 2021 2022 2023

351.4€M

610.4€M

32.2%

41.3%

39.7%

678.3€M
37.3%

191.9€M
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During 2023, we focused on redesigning the key processes in order to in-
crease efficiency, speed and customer satisfaction. With the aim of harmo-
niously integrating the online procedures into the physical operations of our 
receptions. This strategy requires offering greater autonomy to the custom-
er throughout their Customer Journey along with simplifying the procedures 
for our reception times and cutting waiting times.

The reconfiguration of the check-in process includes aligning the digital 
process with the traditional one, allowing the digital check-in to be carried 
out on the same day as arrival, offering the customer complete autonomy 
to complete the process, from entering personal details, to formalising the 
legal documents required, and incorporating a key dispenser where custom-
ers can obtain a room key by scanning a QR code, once the room is ready for 
the customer to enter.

The digital check-out encompasses the payment phase and other informa-
tion at the end of the stay. The customer can carry out the entire process, 
from the verification of expenditure up to payment, with the option of add-
ing minibar consumption during it.

Both processes have been adapted to work in a web version, thus increasing 
the scope to a greater number of customers and creating a much smoother 
and much more satisfactory experience. At present, these two digital pro-
cesses are implemented in seven Company hotels, and their expansion is 
planned for 2024, for all the hotels in 4 countries where the customer can 
enjoy greater autonomy.

Next generation Meliá PRO & B2B Portal

We ended 2023 with the launch of a new website for all the professionals in 
the sector: travel agents, companies, event organisers and specialised agen-
cies.

This channel reproduces the design created on melia.com, integrating the 
same principles, values and criteria of excellence, as well as their integration 
with MeliáRewards, offering the specific benefits of our loyalty programme 
to these groups.

With Meliá PRO, we have further strengthened the commitment to the suc-
cess of professional customers which is experiencing exponential growth. 
A simple, effective, and global tool, the site provides professionals with the 
best guaranteed available rates and enhances the visibility of benefits during 
the entire user journey.

Meliá PRO, already has 60,000 travel agencies registered and 450,000 
companies with access to the corporate programme with which they can 
access negotiated rates. Our channel for professionals is consolidating it-
self as the main broker channel, an excellent lead generator for groups for 
the MICE sector.

Customer Service & Contact Center

During 2022, the Company transformed its call centre, into an Omnichannel 
contact centre  equipping it with the most advanced technologies in order 
to consolidate a customer management model, through a 360º vision and 
improve the efficiency and speed of the most critical processes in their rela-
tionship with the customer. 

This year, 2023, we have focused on raising the level of service and improv-
ing quality and satisfaction in our interactions. This transformation has re-
sulted in an increase in the level of revenues and also had a positive impact 
on both the conversion rate, and on the increase in the average price per 
booking.
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tomers, a new Luxury Service Model has been implemented, focused on 
enhancing the customer experience by implementing thirty-four standards 
in the different management processes of our channels (telephone, email 
and chat) and, some of them, aligned with internationally renowned seals or 
certifications such as  Leading Hotels of the World. The aim is for the custom-
er to feel unique and important, by personalising their experience, making 
them the real star.

This has required a training and education plan for our teams, designing 
training itineraries focused on both the use of tools and the improvement 
of communication and business skills, ensuring that a personalised experi-
enced is offered and enriching the customer profile.

During 2023 we undertook the implementation of a CCaaS tool that will en-
able us to migrate to the cloud and relocate our advisors to locations where 
demand requires it. In our first year we achieved:

Quality perceived Response rate 10 rating 

31%
+196,593

customers

88%
of responses

(a success in our digital 
transformation)

9.5 vs 10

ME Cabo, Mexico
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GRI: 2-23; 2-24; 2-25; 2-28; 2-29; 3-3; 201-1; 413-1; 413-2

The Company currently operates in fourteen countries, with realities that 
have very different social and cultural environments. The social purpose of 
Meliá Hotels International is focused on identifying opportunities to gen-
erate a positive impact, in an increasingly changing environment and with 
needs of different importance, on a social and economic level.

The tourism sector is undoubtedly a key driver for the creation of wealth 
globally, both for societies that receive and send tourists, it has consolidated 
its status as one of the primary sources of income, employment, and growth 
in global economies, and also provides an extensive network of internation-
al, national, and local suppliers as a result of its activity.

Creating value and redistributing it among our stakeholders is, in our opin-
ion, the best way to generate a positive impact in the destinations. Further-
more, with the desire to go beyond our activity, we encourage environmen-
tal, social, and cultural initiatives, involving the local entities, where we have 
a presence. 

We have a different impact in each setting, whether tangibly (with a direct 
or redistributed economic contribution), or intangible, thanks to the sharing 
of knowledge and influence targeted at achieving a change, helping to im-
prove the tourist value chain or enriching the entities that we interact and 
collaborate with.

In 2018, the Board of Directors approved the Philanthropy Policy, whose con-
tents strengthen the approaches linked to consolidating ethical and respon-
sible conduct with the aim of encouraging a model that contributes directly 
to social support in destinations and to building a fairer and more equitable 
society, including all of our staff, the communities who live and work close to 
the hotel and our entire value chain, Likewise, this document is aligned with 
the following reference frameworks:

•	 European Directive on the protection of persons who report breaches of 
European Union law

•	 The United Nations Guiding Principles on Business and Human Rights
•	 United Nations Global Compact
•	 OECD Guidelines for Enterprises
•	 ILO Declaration on fundamental principles and rights at work

We also extend the application of this policy to the promotion of human 
rights, the wellbeing of children and society, and also the fight against the 
commercial sexual exploitation of children and child prostitution, affirming 
our commitment to the EPCAT code, and we were the first signatory tourist 
company fifteen years ago.

The Social Cash Flow shows how we redistribute the wealth generate, by 
providing visibility for the volume of collections and payments made and 
distributed among all our stakeholders, making it possible to trace the move-
ment of incoming and outgoing cash flows. Our activity helps to invigorate 
local economies, to drive investments, the acquisition of products and ser-
vices, as well as the recruitment of the workforce and the payment of taxes, 
among others.

https://www.meliahotelsinternational.com/en/shareholdersAndInvestors/LegalDocs/Policies/Politica_filantropia_2018_EN.PDF
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Customers
Revenue from hotels 
and other assets and 
businesses.

Divestments
Revenues from 
divestments in real 
estate, group 
companies, financial 
assets, etc..

Suppliers
Payments to suppliers 
of food and beverage, 
external services, 
transportation, 
utilities, etc.

Leases
Payments to the 
owners of the real 
estate used for hotel 
management or 
other activities.

Employees
Payments to 
personnel in 
corporate o�ices and 
owned and managed 
hotels.

Public
authorities
For taxes on profits, 
social costs, taxes on 
activity, etc.

Investments
Payments for 
investments made, 
maintenance or 
reform of company 
assets.

Shareholders, hotel
owners and others
Shareholder dividends, 
payments to owners, financial 
costs, exchange rate variations, 
loans to subsidiaries, etc.

Incoming value Outgoing value

Shareholders

0€M
Investments

139.5€M
4.7%

Public
authorities

230.0€M
7.8%

Employees

621.7€M
21.2%

Leases

249.7€M
8.5%

Suppliers

1.269.0€M
43.2%

Others

148.3€M
5.0%

Customers

2.935.5€M 
99.9%

Divestments

3.0€M
0.1%

Value generated

2.938.5 M€

Hotel owners

280.4€M
9.5%

SO C I A L  CAS H  F LOW
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We are working to consolidate a robust and transparent management sys-
tem, by identifying the priorities and the framework for action, according to 
the needs of destinations. The technology platform launched during 2022 
provides a system for the approval, monitoring and control of donations and 
the direct voluntary work carried out as well as a record of the entities in-
volved. Each hotel has its own space for monitoring the information of its 
initiatives, ensuring permanent alignment with our policy, strategy, and man-
agement system and increasing data quality for reporting this information, 
both qualitative and quantitative.

This system makes it possible to manage the most social component, among 
other aspects. The project has an initial training complement for everyone 
involved in social action initiatives, strengthened with knowledge pills about 
corporate management and philanthropy management designed in 2019.

During this year, the Company has contributed with both financial dona-
tions to different social entities and foundations, and with donations in kind, 
aligned with their social positioning.

We share experience and knowledge

Just as we measure the value and the impact generated on our stakeholders, 
tangible and intangible impacts are credited as we are active members of 
the business association network in the destinations where we operate. As a 
result of these relationships and closeness to the business world, we share 
experiences, knowledge, and identify opportunities, in an environment of 
trust and mutual respect.

Health and
Well-being

Foundations &
Third Sector

Corporate
Responsibility

Professional
Associations

Business
Organisations

Tourist
Industry

Academia
& University

Technology
& Innovation

TYPE 2022 2023 2023 VS 2022

 Business Foundations 21,600 28,855 34%

 Social Foundations & Entities 50,100 186,254 271.8%

 Donations in kind 158,556 1,601 -99.0%

TOTAL 230,256 216,710 -5.9%

(In thousands of €) 2020 2021 2022 2023

Total contribution to industrial organisations 
and associations* 430.7​ 579.4​ 610.7​ 591.9

(*) Selection of organisations

IMPORTANT ISSUES FOR MELIÁ IN 2023 AMOUNT (€)

Tourism 443,574

Institutional position 148,365
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with the local community
Over the years, the Company has shown its social commitment and its desire 
to work to achieve fairer and more inclusive societies. Our business units 
have first-hand knowledge of the difficulties and vulnerability of certain 
groups, who require our help, support, and collaboration.

The 2030 Agenda is undoubtedly one of our reference frameworks for guiding 
a responsible tourism model and contributing to major global challenges. In 
addition to furthering its integration into our sustainability strategy, it enables 
us to provide visibility for the impact that we generate from a different per-
spective. As a leading Company in the field of sustainability, we promote a 
responsible hotel management model that generates real value through direct 
work on the SDGs that are closest to our activity and aligned with the most 
relevant issues for our stakeholders and on which we can act directly.

The actions that we carry out are aligned with our principles of coherence 
and flexibility with the aim of enriching our more social profile. Under our 
principle of priority, we seek to improve the quality of life of the communi-
ty, inviting our collaborators and suppliers to share our same concerns and 
sensibilities.

Given our significant presence in Spain, with 62 hotels operating, in 2018 the 
Company signed an Agreement with La Caixa Banking Foundation, a leading 
national and international social entity, with the commitment to improve the 
employability of groups at risk of exclusion, in the field of tourism, through 
the Incorpora programme. Through its relationship, Meliá Hotels Internation-
al has hired a total of 591 people and consolidated significant job stability.

PERMANENT CONTRACTS

70.7%
(2022: 71%)

SDG MELIÁ COMMITMENT PRIORITY IMPACT ON BUSINESS REFERENCE IN THE MANAGEMENT REPORT

Health and safety is a priority that has led us to adapt our products and services, 
strengthening protocols and management systems in order to make our hotels 
and work environments safe spaces

Reduce accidents
Lower absenteeism

Management system
Accident rate
Absenteeism rate
Training

Occupational health and safety

We are committed to retaining and training talent and providing diverse and non-
discriminatory environments

Talent retention Training
Diversity Social employability

Development programmes
Internal commitment rate
Socio-occupational integration

Talent management

Integrate sustainability into our supply chain, work to incorporate low impact 
products, reduce food waste and commit to circularity

Less dependence on plastic
Reduce food waste

Waste management
Circular economy
Food waste

Supplier relations

We promote a hotel management model that is efficient and responsible in the 
consumption of resources and the minimisation of the impact of our activity on 
the environment and on ecosystems

Energy efficiency Reduce emissions
Protect ecosystems

Reduction of emissions
Energy management
Investment with sustainable criteria
Protected areas

Climate change and energy, 
Biodiversity management

Promote a management model based on ethics and transparency Ethics and compliance Human rights
Governance
Ethics 
Impact on Human Rights

Human rights due diligence, 
Ethics and integrity

We engage in open and direct dialogue with our stakeholders and establish stable 
partnerships

Agreements and partnerships Active 
presence

Materiality
Channels for dialogue
Meeting spaces

Relationship with suppliers, Talent management, We 
strengthen the commitment with our customers, Impact 
on communities
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to the 2030 Agenda, on social action, supporting vulnerable groups, pro-
moting actions linked to health and initiatives that raise awareness about the 
importance of caring for and protecting our planet. 

During 2023, we wish to highlight the work carried out by our teams in Mex-
ico, focused on the most vulnerable child population and their families. We 
forge relationships with different social entities who need business support 
and groups of volunteers, in order to meet their needs and provide environ-
ments for learning, teaching and practising values, and also promote spaces 
for entertainment and fun, for a vulnerable child population.

It is worth highlighting the work carried out with different local foundations, 
experts at uniting efforts to aid the most disadvantaged.

•	 Niños de la Sierra Foundation with the Children’s Day programme
•	 Cuenta Conmigo Foundation leading the Good Neighbour initiative
•	 Santa Cecilia Foundation offering care and protection in the absence of 

parents

COLLABORATORS

+1,100
PARTNER SUPPLIERS

+19
FOUNDATIONS

+7
CHILDREN HELPED

+650

Meliá London Kensington Collection, United Kingdom
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GLOBAL INTEGRATION

Economic indicators

F I N A N C I A L  R E SU LTS

STO C K  M A R K E T  E VO LU T I O N

CONSOLIDATED INFORMATION (In thousands of €) 2020 2021 2022 2023

Total consolidated revenue 528.4 902.4 1,692.0 1,932.2
Total Revenue (excluding capital gains) 528.4 827.2 1,679.8 1,928.8
EBITDA -151.5 125.5 430.8 489.8
EBITDA (excluding capital gains) -130.5 61.0 418.5 486.5
EBIT/Operating result -557.3 -145.3 201.1 231.0
Profit before tax -663.8 -217.4 156.3 149.3
Consolidated result -612.7 -197.9 120.1 130.1
Net profit attributed to parent company -595.9 -192.9 110.7 117.7
EBITDA Margin (excluding capital gains) N/A 7.4% 24.9% 25.2%
Net debt 2,603.8 2,853.2 2,673.0 2,613.1
Times net debt / EBITDA (excluding capital gains) N/A 46.77x 6.39x 5.37x

UNIT 2020 2021 2022 2023

Nº of shares  M  220.40    220.40    220.40    220.40   

Average daily volume  Thousands of 
shares  1,486.55    1,018.89    1,038.56    780.24   

Maximum share price  €  8.34    7.30    8.09    6.68   
Minimum share price  €  2.74    5.33    4.13    4.71   
Closing price (on 31 December)  €  5.72    6.00    4.58    5.96   
Market capitalization  €M  1,260.69    1,322.84    1,008.99    1,313.58   
Dividend  €  -  -  -      - 

C O R P O R AT E  G OV E R N A N C E
GRI: 102-22

Good Governance Indicators

UNIT 2020 2021 2022 2023

Board Members  Nº 11 11 11 11
Proprietary outside directors  % 36.4 36.4 36.4 36.4
Independent outside directors  % 54.5 54.5 54.5 54.5
Attendance at the Board (in person and by proxy)  % 100.0 100.0 95.0 91.0
Average time spent on Board  Years 9.8 8.8 8.5 11.1
Average age of Directors  Years 65.3 63.8 64.9 66.1
Women on the Board  % 27.3 36.4 36.4 36.4
Board Meetings  Nº 7 6 6 8
Quorum in AGM  % 71.20 74.88 77.31 78.10
Women in senior management  % 16.70 16.70 16.70 0.00
Compliance with unified good governance code (CUBG) 
of CNMV (Compliant)  % 70.30 78.13 78.13 78.13

Compliance with unified good governance code (CUBG) 
of CNMV (Compliant)  % 70.30 78.13 78.13 78.13

CONCEPT 2022 2023

 Subsidies 54,570,741 5,595,179
 Training allowances 376,808 517,824

SU B S I D I E S  A N D  R E BAT E S  R EC E I V E D
GRI: 201-4
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INDICATOR UNIT 2020 2021 2022 2023

Non-renewable fuels (A+B+C)
GJ  292,024  329,889  480,190  433,140 
MWh  53,734  56,660  86,491  78,622 

A. Natural gas
GJ  194,335  204,892  312,790  232,606 
m³  4,493,497  4,737,606  7,232,465  6,573,030 

B. Propane
GJ  73,781  101,258  136,770  170,610 
Tn  1,622  2,225  3,006  3,878 

C. Diesel
GJ  23,908  23,739  30,630  29,924 
m³  625  620  800  846 

Non-renewable electricity
GJ  204,444  238,292  312,901  369,696 
MWh  56,790  66,192  86,917  102,693 

Vapour / heating / refrigeration  
and other non-renewable energies

GJ  146,614  238,425  300,152  222,597 
MWh  40,726  66,229  83,376  61,832 

Total consumption of non-renewable 
energy

GJ  643,082  806,606  1,093,243  1,025,433 
MWh  151,250  189,081  256,783  243,148 

Renewable electricity (with green 
certification)

GJ  318,111  391,689  557,149  597,935 
MWh  88,364  108,803  154,764  166,093 

Total energy consumption  
(non-renewable + renewable)

GJ  961,193  1,198,296  1,650,392  1,623,368 
MWh  239,614  297,884  411,547  409,241 

Energy intensity ratio
GJ / stay  0.251  0.188  0.138  0.124 
MWh / stay  0.063  0.047  0.035  0.031 

Total cost of energy consumption €  24,593,193  37,757,845  70,834,468  79,694,205 

Renewable energy percentage Total 
consumption 36.9% 36.5% 37.6% 40.6%

Electricity percentage Total 
consumption 60.6% 58.7% 58.7% 65.7%

Data coverage Portfolio 100% 100% 100% 100%

Environmental Indicators

E N E RGY
GRI: 302-1; 302-3; 302-4; 302-5

WAST E
GRI: 306-1; 306-2; 306-3; 306-4; 306-5

WAT E R
GRI: 303-1; 303-3; 303-4; 303-5 

INDICATOR UNIT 2020 2021 2022 2023

Extraction from municipal water supply 
(or other water services) m³  2,004,988  2,679,996  3,348,824  3,510,780 

Extraction of saltwater m³  209,026  249,388  342,541  280,966 

Extraction of fresh groundwater m³  2,567,450  2,973,669  4,066,780  4,783,629 

Extraction of fresh surface water m³  -    -    -    -   

Total water extraction m³  4,572,438  5,653,665  7,758,145  8,575,375 
Discharge: Grey water m³  4,572,438  5,653,665  7,758,145  8,575,375 

Total net consumption of water m³  -    -    -    -   
Intensity ratio of net water consumption m³ / stay  1.195  0.889  0.651  0.655 
Data coverage Portfolio 100% 100% 100% 100%

INDICATOR UNIT 2020 2021 2022 2023

A. Volume of waste generated Tn  6,057  6,065  17,104  19,863 

B. Volume of waste used/recycled/sold Tn  3,348  3,976  9,319  10,010 

Total waste discarded (A-B) Tn  2,709  2,089  7,785  9,853 

Recycling rate Separate 
collection 55.3% 65.6% 54.5% 50.4%

Data coverage Portfolio 100.0% 100.0% 100.0% 100.0%
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N OX  A N D  SOX  E M I SS I O N S
GRI: 305-7

CA R B O N  FO OT P R I N T
GRI: 305-1; 305-2; 305-3; 305-4; 305-5

SC I E N C E- BAS E D  TA RG E T  I N I T I AV E  ( S BT I )
GRI: 305-1; 305-2; 305-3; 305-4; 305-5

INDICATOR UNIT 2020 2021 2022 2023

Total emissions scope 1 TCO2eq  18,404  20,645  29,525  29,452 
Emission intensity ratio scope 1 TCO2eq / stay  0.005  0.003  0.002  0.002 
Total emissions scope 2 TCO2eq  48,888  71,961  92,672  110,057 
Emission intensity ratio scope 2 TCO2eq / stay  0.013  0.011  0.008  0.008 
Total emissions scope 3 TCO2eq  191,575  238,849  461,463  555,427 
Emission intensity ratio scope 3 TCO2eq / stay  0.050  0.038  0.039  0.042 
Total emissions TCO2eq  258,867  331,455  583,660  694,936 
Emission intensity ratio TCO2eq / stay  0.068  0.052  0.049  0.053 
Data coverage % portfolio 100% 100% 100% 100%

INDICATOR UNIT 2020 2021 2022 2023

Total NOx emissions Kg  35,626  41,963  60,142  55,697 
Total SOx emissions Kg  3,146  3,240  4,394  4,233 

INDICATOR UNIT 2018 2023 2018-2023 2022O

Total emissions scope 1 (SBTi) TCO2eq  83,975  58,012 -30.9% -21.0%

Emission intensity ratio scope 1 (SBTi) TCO2eq 0.003 0.002
Total emissions scope 2 (SBTi) TCO2eq  361,101  299,804 -17.0% -21.0%

Emission intensity ratio scope 2 (SBTi) TCO2eq / stay 0.011 0.011

N O N - H A Z A R D O U S  WAST E
GRI: 306-3; 306-4; 306-5

IN TONNES TOTAL ORGANIC GLASS PACKAGING PAPER REJECT 
WASTE

Waste diverted from disposal
Preparation for reuse 0 0  0  0  0  0  

Recycled 9,911 3,560  2,500  501  2,246  1,104  

Other recovery operations 98 3  91  0  0  4  

Total waste diverted from disposal 10,010  3,563  2,592  501  2,246  1,108  
Recycling rate 50.4% 59% 75% 50% 92% 16%

Waste sent to disposal
Incineration 2,776 600  349  132  22  1,672  

Dump 6,304 1,444  402  330  138  3,991  

Other disposal operations 773 447  120  41  40  125  

Total waste sent for disposal 9,853  2,491  872  502  200  5,788  
Disposal rate 49.6% 41% 25% 50% 8% 84%

Actual waste generated 6,383  1,518  1,277  313  611  2,664  
Estimated waste generated 13,480  4,536  2,187  691  1,835  4,232  
Total Waste Generated 2023 19,863 6,054 3,463 1,003 2,446 6,896 

Total Waste Generated 2022 17,104 3,318 2,959 1,148 1,895 7,784 
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AV E R AG E  WO R K FO RC E  BY  G E N D E R,  G EO G R A P H I C  A R E A ,  P RO F E SS I O N A L  CAT EG O RY  A N D  AG E  ( F T E S )
GRI; 2-7; 405-1

REGION GENDER YEAR
MANAGEMENT MIDDLE MANAGEMENT CORE STAFF

TOTAL
<30 30-50 >50 TOTAL <30 30-50 >50 TOTAL <30 30-50 >50 TOTAL

EMEA

M
2023  0.59    21.17    14.94    36.69    25.83    179.14    30.63    235.60    314.86    459.88    163.79    938.53    1,210.82   
2022  -      20.41    10.32    30.73    9.68    145.94    22.36    177.98    288.75    499.87    132.85    921.48    1,130.19   
2021  -      11.49    9.94    21.43    4.79    71.05    20.54    96.38    146.14    287.97    73.87    507.97    625.78   

F
2023  -      6.93    1.19    8.12    39.24    138.46    34.68    212.38    336.07    352.77    100.27    789.11    1,009.61   
2022  -      5.09    2.00    7.09    23.06    130.10    26.16    179.32    310.00    357.92    83.04    750.95    937.36   
2021  -      3.47    1.75    5.22    13.28    66.23    13.67    93.18    164.46    217.71    49.87    432.05    530.45   

TOTAL
2023  0.59    28.09    16.13    44.81    65.07    317.60    65.31    447.98    650.93    812.64    264.06    1,727.64    2,220.43   
2022  -      25.50    12.32    37.82    32.74    276.04    48.52    357.30    598.75    857.79    215.89    1,672.43    2,067.55   
2021  -      14.96    11.69    26.65    18.07    137.28    34.21    189.55    310.60    505.68    123.74    940.02    1,156.23   

CUBA

M
2023  -      -      1.00    1.00    -      -      -      -      -      20.72    9.95    30.67    31.67   
2022  -      -      1.00    1.00    -      -      -      -      -      27.00    5.33    32.33    33.33   
2021  -      -      -      -      -      -      -      -      -      -      -      -      -     

F
2023  -      -      -      -      -      -      -      -      1.00    17.51    3.06    21.57    21.57   
2022  -      -      -      -      -      -      -      -      -      16.30    2.00    18.30    18.30   
2021  -      -      -      -      -      -      -      -      -      -      -      -      -     

TOTAL
2023  -      -      1.00    1.00    -      -      -      -      1.00    38.23    13.01    52.24    53.24   
2022  -      -      1.00    1.00    -      -      -      -      -      43.30    7.33    50.63    51.63   
2021  -      -      -      -      -      -      -      -      -      -      -      -      -     

SPAIN

M
2023  -      56.59    56.93    113.51    23.42    397.67    186.09    607.18    607.18    1,543.02    750.03    2,900.23    3,620.93   
2022  -      65.18    52.50    117.68    16.87    318.13    122.87    457.88    491.40    1,584.17    664.45    2,740.02    3,315.57   
2021  -      55.26    47.66    102.92    6.18    246.03    109.37    361.58    210.08    882.61    441.46    1,534.14    1,998.65   

F
2023  -      47.04    22.66    69.70    28.95    400.19    166.19    595.33    691.36    1,971.72    958.85    3,621.92    4,286.95   
2022  -      47.91    17.88    65.79    14.89    344.40    90.18    449.48    568.73    1,921.61    843.90    3,334.23    3,849.51   
2021  -      38.65    15.09    53.74    10.66    233.30    73.95    317.92    218.76    967.41    500.81    1,686.97    2,058.63   

TOTAL
2023  -      103.62    79.59    183.21    52.37    797.86    352.28    1,202.51    1,298.54    3,514.73    1,708.88    6,522.16    7,907.88   
2022  -      113.09    70.38    183.47    31.76    662.54    213.06    907.36    1,060.13    3,505.78    1,508.34    6,074.25    7,165.08   
2021  -      93.91    62.75    156.66    16.84    479.33    183.32    679.49    428.83    1,850.02    942.27    3,221.12    4,057.27   

ASIA

M
2023  -      7.82    1.67    9.49    1.59    10.43    -      12.02    0.29    -      -      0.29    21.79   
2022  -      5.39    3.00    8.39    1.18    10.40    -      11.58    -      -      -      -      19.97   
2021  -      4.55    2.73    7.28    -      5.30    -      5.30    0.91    -      -      0.91    13.49   

F
2023  -      0.73    1.15    1.88    2.08    21.69    0.78    24.55    0.40    4.44    -      4.84    31.28   
2022  -      1.00    1.00    2.00    2.36    17.74    0.78    20.88    0.52    6.50    -      7.03    29.91   
2021  -      0.91    0.91    1.82    1.57    11.51    -      13.08    3.00    6.00    -      9.00    23.90   

TOTAL
2023  -      8.55    2.82    11.37    3.66    32.13    0.78    36.57    0.69    4.44    -      5.13    53.07   
2022  -      6.39    4.00    10.39    3.54    28.14    0.78    32.46    0.52    6.50    -      7.03    49.88   
2021  -      5.46    3.64    9.10    1.57    16.81    -      18.38    3.91    6.00    -      9.91    37.39   

AMERICA

M
2023  -      12.12    24.89    37.00    13.65    166.94    61.44    242.02    1,632.50    2,485.63    522.25    4,640.38    4,919.41   
2022  -      16.25    18.11    34.36    13.19    151.13    48.17    212.48    1,576.11    2,495.49    395.80    4,467.40    4,714.25   
2021  -      11.46    11.48    22.95    13.39    159.32    48.28    220.99    1,106.18    1,893.31    361.73    3,361.22    3,605.15   

F
2023  -      5.68    4.01    9.69    8.76    137.50    44.78    191.03    1,148.77    1,577.07    199.33    2,925.17    3,125.88   
2022  -      6.30    2.00    8.30    6.42    123.46    35.03    164.91    1,006.46    1,447.81    138.58    2,592.85    2,766.05   
2021  -      3.47    2.03    5.50    7.79    116.15    29.76    153.70    607.45    1,047.04    126.13    1,780.61    1,939.81   

TOTAL
2023  -      17.80    28.89    46.69    22.40    304.44    106.22    433.05    2,781.27    4,062.70    721.58    7,565.55    8,045.29   
2022  -      22.55    20.11    42.66    19.60    274.59    83.20    377.39    2,582.57    3,943.29    534.38    7,060.25    7,480.30   
2021  -      14.93    13.51    28.44    21.18    275.47    78.04    374.69    1,713.63    2,940.34    487.86    5,141.83    5,544.96   

TOTAL
2023  0.59    158.06    128.44    287.08    143.51    1,452.02    524.59    2,120.12    4,732.43    8,432.75    2,707.54    15,872.71    18,279.92   
2022  -      167.54    107.81    275.35    87.64    1,241.31    345.56    1,674.51    4,241.97    8,356.67    2,265.95    14,864.59    16,814.45   
2021  -      129.26    91.59    220.85    57.66    908.88    295.58    1,262.12    2,456.97    5,302.04    1,553.87    9,312.88    10,795.85   

* The group with “MANAGEMENT” positions includes the FTEs of the members of the management committee.
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REGION GENDER YEAR
MANAGEMENT MIDDLE MANAGEMENT CORE STAFF

TOTAL
FULL-TIME PART-TIME TOTAL FULL-TIME PART-TIME TOTAL FULL-TIME PART-TIME TOTAL

EMEA

M
2023  36.69    -      36.69    234.67    0.93    235.60    912.85    25.68    938.53    1,210.82   
2022  30.73    -      30.73    176.26    1.72    177.98    864.05    57.43    921.48    1,130.19   
2021  18.96    2.46    21.43    91.78    4.60    96.38    471.06    36.91    507.97    625.78   

F
2023  8.12    -      8.12    201.45    10.93    212.38    724.49    64.62    789.11    1,009.61   
2022  7.09    -      7.09    166.52    12.81    179.32    674.68    76.27    750.95    937.36   
2021  5.22    -      5.22    80.63    12.55    93.18    371.58    60.46    432.05    530.45   

TOTAL
2023  44.81    -      44.81    436.12    11.87    447.98    1,637.34    90.30    1,727.64    2,220.43   
2022  37.82    -      37.82    342.78    14.52    357.30    1,538.73    133.70    1,672.43    2,067.55   
2021  24.19    2.46    26.65    172.41    17.14    189.55    842.65    97.37    940.02    1,156.23   

CUBA

M
2023  1.00    -      1.00    -      -      -      30.67    -      30.67    31.67   
2022  1.00    -      1.00    -      -      -      32.33    -      32.33    33.33   
2021  -      -      -      -      -      -      -      -      -      -     

F
2023  -      -      -      -      -      -      21.57    -      21.57    21.57   
2022  -      -      -      -      -      -      18.30    -      18.30    18.30   
2021  -      -      -      -      -      -      -      -      -      -     

TOTAL
2023  1.00    -      1.00    -      -      -      52.24    -      52.24    53.24   
2022  1.00    -      1.00    -      -      -      50.63    -      50.63    51.63   
2021  -      -      -      -      -      -      -      -      -      -     

SPAIN

M
2023  112.82    0.70    113.51    599.04    8.14    607.18    2,822.67    77.56    2,900.23    3,620.93   
2022  116.75    0.93    117.68    453.88    4.00    457.88    2,688.36    51.66    2,740.02    3,315.57   
2021  99.18    3.74    102.92    357.22    4.36    361.58    1,477.32    56.82    1,534.14    1,998.65   

F
2023  69.45    0.25    69.70    568.16    27.17    595.33    3,354.59    267.33    3,621.92    4,286.95   
2022  65.54    0.25    65.79    445.92    3.56    449.48    3,197.98    136.26    3,334.23    3,849.51   
2021  53.74    -      53.74    305.11    12.80    317.92    1,534.46    152.51    1,686.97    2,058.63   

TOTAL
2023  182.27    0.95    183.21    1,167.20    35.31    1,202.51    6,177.27    344.89    6,522.16    7,907.88   
2022  182.29    1.18    183.47    899.80    7.56    907.36    5,886.34    187.92    6,074.25    7,165.08   
2021  152.92    3.74    156.66    662.33    17.16    679.49    3,011.78    209.34    3,221.12    4,057.27   

ASIA

M
2023  9.49    -      9.49    12.02    -      12.02    0.29    -      0.29    21.79   
2022  8.39    -      8.39    11.58    -      11.58    -      -      -      19.97   
2021  7.28    -      7.28    5.30    -      5.30    0.91    -      0.91    13.49   

F
2023  1.88    -      1.88    24.55    -      24.55    4.84    -      4.84    31.28   
2022  2.00    -      2.00    20.88    -      20.88    7.03    -      7.03    29.91   
2021  1.82    -      1.82    13.08    -      13.08    9.00    -      9.00    23.90   

TOTAL
2023  11.37    -      11.37    36.57    -      36.57    5.13    -      5.13    53.07   
2022  10.39    -      10.39    32.46    -      32.46    7.03    -      7.03    49.88   
2021  9.10    -      9.10    18.38    -      18.38    9.91    -      9.91    37.39   

AMERICA

M
2023  37.00    -      37.00    242.02    -      242.02    4,640.38    0.01    4,640.38    4,919.41   
2022  34.36    -      34.36    212.48    -      212.48    4,465.07    2.33    4,467.40    4,714.25   
2021  22.95    -      22.95    220.99    -      220.99    3,361.22    -      3,361.22    3,605.15   

F
2023  9.69    -      9.69    191.03    -      191.03    2,925.00    0.17    2,925.17    3,125.88   
2022  8.30    -      8.30    164.91    -      164.91    2,588.95    3.90    2,592.85    2,766.05   
2021  5.50    -      5.50    153.70    -      153.70    1,780.61    -      1,780.61    1,939.81   

TOTAL
2023  46.69    -      46.69    433.05    -      433.05    7,565.38    0.17    7,565.55    8,045.29   
2022  42.66    -      42.66    377.39    -      377.39    7,054.02    6.23    7,060.25    7,480.30   
2021  28.44    -      28.44    374.69    -      374.69    5,141.83    -      5,141.83    5,544.96   

TOTAL
2023  286.13    0.95    287.08    2,072.94    47.18    2,120.12    15,437.35    435.36    15,872.71    18,279.92   
2022  274.17    1.18    275.35    1,652.43    22.08    1,674.51    14,536.74    327.85    14,864.59    16,814.45   
2021  214.65    6.20    220.85    1,227.81    34.31    1,262.12    9,006.17    306.71    9,312.88    10,795.85   

* The group with “MANAGEMENT” positions includes the FTEs of the members of the management committee.
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GRI: 2-7

REGION GENDER YEAR
MANAGEMENT MIDDLE MANAGEMENT CORE STAFF

TOTAL
PERMANENT TEMPORARY TOTAL PERMANENT TEMPORARY TOTAL PERMANENT TEMPORARY TOTAL

EMEA

M
2023  36.69    -      36.69    226.97    8.63    235.60    847.39    91.13    938.53    1,210.82   
2022  30.73    -      30.73    175.69    2.29    177.98    838.79    82.69    921.48    1,130.19   
2021  21.43    -      21.43    96.18    0.20    96.38    483.70    24.27    507.97    625.78   

F
2023  8.12    -      8.12    209.24    3.14    212.38    712.87    76.24    789.11    1,009.61   
2022  7.09    -      7.09    176.30    3.02    179.32    672.41    78.55    750.95    937.36   
2021  5.22    -      5.22    92.94    0.24    93.18    406.82    25.23    432.05    530.45   

TOTAL
2023  44.81    -      44.81    436.21    11.77    447.98    1,560.26    167.37    1,727.64    2,220.43   
2022  37.82    -      37.82    351.99    5.31    357.30    1,511.19    161.24    1,672.43    2,067.55   
2021  26.65    -      26.65    189.11    0.44    189.55    890.52    49.50    940.02    1,156.23   

CUBA

M
2023  1.00    -      1.00    -      -      -      30.67    -      30.67    31.67   
2022  1.00    -      1.00    -      -      -      32.33    -      32.33    33.33   
2021  -      -      -      -      -      -      -      -      -      -     

F
2023  -      -      -      -      -      -      21.57    -      21.57    21.57   
2022  -      -      -      -      -      -      18.30    -      18.30    18.30   
2021  -      -      -      -      -      -      -      -      -      -     

TOTAL
2023  1.00    -      1.00    -      -      -      52.24    -      52.24    53.24   
2022  1.00    -      1.00    -      -      -      50.63    -      50.63    51.63   
2021  -      -      -      -      -      -      -      -      -      -     

SPAIN

M
2023  113.39    0.13    113.51    605.46    1.72    607.18    2,802.47    97.77    2,900.23    3,620.93   
2022  117.68    -      117.68    452.81    5.07    457.88    2,547.52    192.50    2,740.02    3,315.57   
2021  102.11    0.81    102.92    351.27    10.30    361.58    1,180.28    353.86    1,534.14    1,998.65   

F
2023  69.70    -      69.70    591.97    3.36    595.33    3,481.39    140.53    3,621.92    4,286.95   
2022  65.79    -      65.79    446.73    2.75    449.48    3,087.17    247.06    3,334.23    3,849.51   
2021  53.74    -      53.74    306.82    11.10    317.92    1,265.90    421.08    1,686.97    2,058.63   

TOTAL
2023  183.09    0.13    183.21    1,197.43    5.07    1,202.51    6,283.86    238.29    6,522.16    7,907.88   
2022  183.47    -      183.47    899.54    7.81    907.36    5,634.69    439.57    6,074.25    7,165.08   
2021  155.85    0.81    156.66    658.09    21.40    679.49    2,446.18    774.94    3,221.12    4,057.27   

ASIA

M
2023  8.90    0.58    9.49    4.79    7.23    12.02    0.29    -      0.29    21.79   
2022  8.19    0.21    8.39    5.07    6.52    11.58    -      -      -      19.97   
2021  5.46    1.82    7.28    4.64    0.66    5.30    0.91    -      0.91    13.49   

F
2023  1.88    -      1.88    13.20    11.35    24.55    3.51    1.33    4.84    31.28   
2022  2.00    -      2.00    12.37    8.51    20.88    5.04    1.99    7.03    29.91   
2021  1.82    -      1.82    7.70    5.38    13.08    6.00    3.00    9.00    23.90   

TOTAL
2023  10.78    0.58    11.37    17.99    18.58    36.57    3.80    1.33    5.13    53.07   
2022  10.19    0.21    10.39    17.44    15.02    32.46    5.04    1.99    7.03    49.88   
2021  7.28    1.82    9.10    12.34    6.04    18.38    6.91    3.00    9.91    37.39   

AMERICA

M
2023  36.78    0.22    37.00    216.32    25.70    242.02    3,603.00    1,037.38    4,640.38    4,919.41   
2022  34.21    0.15    34.36    186.49    26.00    212.48    3,194.99    1,272.41    4,467.40    4,714.25   
2021  17.67    5.27    22.95    170.71    50.28    220.99    2,213.48    1,147.74    3,361.22    3,605.15   

F
2023  9.19    0.50    9.69    175.73    15.30    191.03    2,203.54    721.62    2,925.17    3,125.88   
2022  8.30    -      8.30    153.11    11.79    164.91    1,740.85    852.00    2,592.85    2,766.05   
2021  5.00    0.50    5.50    130.05    23.65    153.70    1,029.44    751.18    1,780.61    1,939.81   

TOTAL
2023  45.97    0.72    46.69    392.05    41.01    433.05    5,806.54    1,759.01    7,565.55    8,045.29   
2022  42.51    0.15    42.66    339.60    37.79    377.39    4,935.84    2,124.41    7,060.25    7,480.30   
2021  22.67    5.77    28.44    300.77    73.93    374.69    3,242.91    1,898.92    5,141.83    5,544.96   

TOTAL
2023  285.66    1.42    287.08    2,043.68    76.44    2,120.12    13,706.71    2,166.01    15,872.71    18,279.92   
2022  274.99    0.36    275.35    1,608.58    65.93    1,674.51    12,137.39    2,727.20    14,864.59    16,814.45   
2021  212.45    8.40    220.85    1,160.31    101.81    1,262.12    6,586.53    2,726.35    9,312.88    10,795.85   

* The group with “MANAGEMENT” positions includes the FTEs of the members of the management committee.



2023 Management Report Meliá Hotels International

182

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS N E W  C O N T R ACTS  BY  G E N D E R,  AG E ,  P RO F E SS I O N A L  CAT EG O RY,  T Y P E  O F  C O N T R ACT  A N D  T Y P E  O F  WO R K DAY  ( N º )

GRI: 401-1

LEVEL AGE

TYPE OF CONTRACT TYPE OF WORKDAY

PERMANENT TEMPORARY
TOTAL

FULL-TIME PART-TIME
TOTAL

F M TOTAL F M TOTAL F M TOTAL F M TOTAL

MANAGEMENT

<30 0 0 0 0 0 0 0 0 0 0 0 0 0 0

30 - 50 3 6 9 1 3 4 13 4 9 13 0 0 0 13

>50 2 8 10 0 0 0 10 2 8 10 0 0 0 10

Total 2023 5 14 19 1 3 4 23 6 17 23 0 0 0 23

Total 2022 2 10 12 0 1 1 13 2 11 13 0 0 0 13

Total 2021 3 8 11 1 1 12 3 8 11 1 1 13

MIDDLE MANAGEMENT

<30 24 23 47 10 4 14 61 34 27 61 0 0 0 61

30 - 50 64 107 171 15 14 29 200 77 121 198 2 0 2 200

>50 11 22 33 2 7 9 42 13 29 42 0 0 0 42

Total 2023 99 152 251 27 25 52 303 124 177 301 2 0 2 303

Total 2022 99 147 246 19 41 60 306 118 186 304 0 2 2 308

Total 2021 54 74 128 25 42 67 195 77 112 189 2 4 6 201

CORE STAFF

<30 1,237 1,467 2,704 804 1,099 1,903 4,607 1,958 2,500 4,458 83 66 149 4,607

30 - 50 1,031 1,073 2,104 681 846 1,527 3,631 1,649 1,896 3,545 63 23 86 3,631

>50 163 216 379 116 132 248 627 265 338 603 14 10 24 627

Total 2023 2,431 2,756 5,187 1,601 2,077 3,678 8,865 3,872 4,734 8,606 160 99 259 8,865

Total 2022 2,959 3,102 6,061 1,802 2,292 4,094 10,155 4,477 5,234 9,711 284 160 444 10,599

Total 2021 1,036 1,863 2,899 2,077 2,410 4,487 7,386 2,928 4,154 7,082 185 119 304 7,690

TOTAL

Total 2023 2,535 2,922 5,457 1,629 2,105 3,734 9,191 4,002 4,928 8,930 162 99 261 9,191

Total 2022 3,060 3,259 6,319 1,821 2,334 4,155 10,474 4,597 5,431 10,028 284 162 446 10,474

Total 2021 1,093 1,945 3,038 2,102 2,453 4,555 7,593 3,008 4,274 7,282 187 124 311 7,593
*This table does not reflect the additions resulting from the change of perimeter of the hotels. That is to say, those switching from rental or ownership to management, as they result from a change in structure. These total a number of 413 employees.
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CONTENTS T U R N OV E R  R AT E  FO R  AV E R AG E  WO R K FO RC E  BY  G E N D E R,  G EO G R A P H I C  A R E A  A N D  AG E  ( % )

GRI: 401-1

REGION GENDER
INVOLUNTARY ROTATION VOLUNTARY ROTATION TOTAL ROTATION

<30 30-50 >50 TOTAL <30 30-50 >50 TOTAL <30 30-50 >50 TOTAL

EMEA

M 8.0% 8.1% 7.5% 8.0% 24.9% 19.5% 14.7% 20.7% 32.9% 27.6% 22.2% 28.7%

F 6.9% 5.2% 2.2% 5.6% 23.6% 17.6% 13.6% 19.8% 30.4% 22.9% 15.8% 25.4%

TOTAL 2023 7.4% 6.9% 5.4% 6.9% 24.2% 18.7% 14.3% 20.3% 31.6% 25.6% 19.7% 27.2%

TOTAL 2022 10.5% 6.8% 8.0% 8.3% 25.7% 23.3% 14.2% 23.2% 36.2% 30.0% 22.2% 31.5%

TOTAL 2021 10.9% 8.9% 7.7% 9.5% 16.6% 15.7% 16.5% 16.2% 27.5% 24.5% 24.2% 25.6%

SPAIN

M 4.6% 4.2% 3.4% 4.1% 14.6% 9.4% 3.5% 9.2% 19.2% 13.6% 6.9% 13.3%

F 4.2% 4.1% 3.4% 3.9% 14.3% 8.4% 3.8% 8.6% 18.5% 12.4% 7.3% 12.5%

TOTAL 2023 4.4% 4.1% 3.4% 4.0% 14.5% 8.8% 3.7% 8.9% 18.9% 13.0% 7.1% 12.9%

TOTAL 2022 20.8% 12.8% 8.9% 13.7% 16.2% 8.8% 5.7% 9.8% 36.9% 21.6% 14.6% 23.5%

TOTAL 2021 41.6% 22.7% 16.5% 24.1% 10.5% 6.5% 6.1% 7.1% 51.7% 28.9% 22.5% 30.9%

ASIA

M 0.0% 8.0% 50.0% 10.0% 0.0% 0.0% 0.0% 0.0% 0.0% 8.0% 50.0% 10.0%

F 0.0% 8.8% 0.0% 7.1% 20.0% 8.8% 0.0% 9.5% 20.0% 17.6% 0.0% 16.7%

TOTAL 2023 0.0% 8.5% 20.0% 8.3% 12.5% 5.1% 0.0% 5.6% 12.5% 13.6% 20.0% 13.9%

TOTAL 2022 0.0% 1.9% 0.0% 1.6% 0.0% 7.7% 0.0% 6.3% 0.0% 9.6% 0.0% 7.9%

TOTAL 2021 0.0% 3.0% 0.0% 2.3% 33.3% 3.0% 0.0% 7.0% 33.3% 6.1% 0.0% 9.3%

AMERICA

M 14.9% 12.6% 8.3% 13.1% 30.5% 23.4% 12.5% 25.2% 45.5% 36.0% 20.8% 38.4%

F 10.2% 8.6% 4.7% 9.1% 31.1% 25.3% 15.0% 27.2% 41.3% 33.9% 19.7% 36.3%

TOTAL 2023 13.0% 11.1% 7.3% 11.5% 30.8% 24.1% 13.2% 26.0% 43.7% 35.2% 20.5% 37.6%

TOTAL 2022 11.1% 9.2% 6.8% 9.9% 34.6% 25.8% 16.0% 28.9% 45.7% 35.1% 22.7% 38.7%

TOTAL 2021 41.4% 28.5% 15.0% 32.7% 6.0% 6.3% 4.3% 6.0% 47.4% 34.5% 19.3% 38.6%

TOTAL

Total 2023 9.6% 7.4% 4.5% 7.7% 24.9% 16.5% 6.9% 17.8% 34.5% 23.9% 11.4% 25.4%

Total 2022 13.7% 10.5% 8.3% 11.3% 28.1% 18.0% 8.7% 20.0% 41.8% 28.5% 17.1% 31.3%

Total 2021 37.8% 23.9% 15.4% 26.7% 8.2% 7.4% 6.7% 7.5% 46.0% 31.0% 21.9% 34.1%
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GRI: 401-1

LEVEL AGE
2021 2022 2023

FEMALE MALE TOTAL FEMALE MALE TOTAL FEMALE MALE TOTAL

MANAGEMENT

<30 - - - - - - - - - 
30-50 - - - - 1 1 1 1 2 
>50 2 2 1 3 4 2 2 4 
TOTAL - 2 2 1 4 5 3 3 6 

MIDDLE MANAGEMENT

<30 2 2 - - - 2 2 4 
30-50 5 10 15 5 13 18 17 30 47 
>50 1 1 1 5 6 4 10 14 
TOTAL 7 11 18 6 18 24 23 42 65 

CORE STAFF

<30 71 212 283 40 148 188 97 282 379 
30-50 100 228 328 72 191 263 145 339 484 
>50 10 31 41 10 16 26 14 47 61 
TOTAL 181 471 652 122 355 477 256 668 924 

TOTAL 188 484 672 129 377 506 282 713 995 
* This table does not reflect the losses resulting from the change of perimeter of the hotels. That is to say, those switching from rental or ownership to management, as they result from a change in 
structure. These total a number of 862 employees.

AV E R AG E  R E M U N E R AT I O N  &  GA P  BY  P RO F E SS I O N A L  CAT EG O RY  A N D  AG E  ( €  A N D  R AT I O)
GRI: 405-2

TYPE OF REMUNERATION GENDER YEAR
MANAGEMENT MIDDLE MANAGEMENT CORE STAFF

TOTAL
<30 30-50 >50 TOTAL <30 30-50 >50 TOTAL <30 30-50 >50 TOTAL

FIXED REMUNERATION

M

2023 - €90,505 €125,084 €106,864 €35,657 €42,726 €46,526 €43,142 €12,573 €15,262 €19,196 €14,801 €18,356

2022 - €87,681 €120,018 €100,315 €31,375 €40,657 €42,813 €40,492 €10,892 €14,320 €18,417 €13,500 €16,813

2021 - €79,649 €99,546 €88,016 €26,731 €35,638 €39,310 €36,127 €8,446 €12,759 €17,905 €11,962 €14,927

F

2023 - €77,870 €96,749 €84,446 €33,611 €38,994 €39,033 €38,507 €14,772 €17,423 €21,150 €17,042 €19,426

2022 - €79,203 €97,931 €83,885 €31,587 €37,882 €41,016 €37,861 €13,706 €16,463 €20,673 €16,077 €18,243

2021 - €70,591 €85,095 €74,942 €29,318 €33,092 €34,869 €33,204 €11,339 €15,000 €19,494 €14,562 €16,585

GAP

2023 - 0.86  0.77  0.79  0.94  0.91  0.84  0.89  1.17  1.14  1.10  1.15  1.06  

2022 - 0.90  0.82  0.84  1.01  0.93  0.96  0.94  1.26  1.15  1.12  1.19  1.09  

2021 - 0.89  0.85  0.85  1.10  0.93  0.89  0.92  1.34  1.18  1.09  1.22  1.11  
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PAY  GA P  BY  P RO F E SS I O N A L  CAT EG O RY  A N D  C O U N T RY  ( R AT I O)
GRI: 405-2

TYPE OF REMUNERATION GENDER YEAR
MANAGEMENT MIDDLE MANAGEMENT CORE STAFF

TOTAL
<30 30-50 >50 TOTAL <30 30-50 >50 TOTAL <30 30-50 >50 TOTAL

TOTAL REMUNERATION

M

2023 - €111,109 €157,574 €133,087 €37,334 €46,661 €51,162 €47,089 €12,602 €15,356 €19,317 €14,875 €19,073

2022 - €106,693 €151,347 €124,139 €33,034 €44,526 €46,939 €44,273 €10,925 €14,381 €18,494 €13,553 €17,486

2021 - €98,082 €127,588 €111,506 €28,120 €39,075 €43,075 €39,554 €8,495 €12,858 €18,019 €12,047 €15,588

F

2023 - €94,783 €118,290 €102,971 €35,724 €43,024 €43,045 €42,356 €14,841 €17,528 €21,236 €17,131 €19,976

2022 - €97,940 €119,172 €103,248 €33,524 €41,914 €45,925 €41,860 €13,768 €16,539 €20,745 €16,148 €18,751

2021 - €90,168 €103,270 €94,099 €31,131 €36,413 €38,524 €36,495 €11,419 €15,128 €19,647 €14,679 €17,113

GAP

2023 - 0.85  0.75  0.77  0.96  0.92  0.84  0.90  1.18  1.14  1.10  1.15  1.05  

2022 - 0.92  0.79  0.83  1.01  0.94  0.98  0.95  1.26  1.15  1.12  1.19  1.07  

2021 - 0.92  0.81  0.84  1.11  0.93  0.89  0.92  1.34  1.18  1.09  1.22  1.10  
a. The remunerations used in this calculation by the Group correspond to the theoretical salary, based on 100% of the workday.
b. The following have not been taken into account in any of the calculations: partial retirements, trainees, extra banquets, hourly wages, and Venezuela (due to hyperinflation)

FIXED REMUNERATION YEAR SPAIN DOMINICAN 
REPUBLIC MEXICO GERMANY FRANCE ITALY UNITED 

KINGDOM BRAZIL CHINA USA

MANAGEMENT
2023 15% 40% 14% 20% -12% 26% 2% - 17% 31%
2022 12% 24% -18% 21% -10% - -102% - 39% 33%

2021 12% 43% 12% 15% 1% 70% -67% 100% 51% 100%

MIDDLE MANAGEMENT
2023 9% 12% 15% 11% 6% -2% 0% 18% 16% -5%
2022 6% 10% 12% 9% 2% 6% 4% 22% 5% 2%

2021 8% 19% 7% 20% 7% -3% 6% 40% -2% -12%

CORE STAFF
2023 1% 6% 0% 2% -1% 2% 4% 11% - 17%
2022 2% 0% 2% 3% -1% 3% 6% 21% - 7%

2021 4% -6% 3% 6% 2% -2% 4% 49% 38% 6%

FIXED REMUNERATION YEAR SPAIN DOMINICAN 
REPUBLIC MEXICO GERMANY FRANCE ITALY UNITED 

KINGDOM BRAZIL CHINA USA

MANAGEMENT
2023 17% 46% 15% 25% -9% 30% 3% - 17% -
2022 13% 29% -17% 27% -7% - -107% - 38% 36%

2021 11% 51% 11% 19% 2% 75% -75% 100% 47% 100%

MIDDLE MANAGEMENT
2023 8% 12% 15% 11% 6% -4% -3% 16% 11%
2022 5% 8% 12% 9% 1% 5% 2% 20% 3% 0%

2021 7% 19% 6% 22% 6% -3% -9% 40% 0% -14%

CORE STAFF
2023 1% 6% 0% 1% -1% 2% 4% 11% -
2022 2% 0% 2% 3% -1% 3% 7% 21% - 7%

2021 4% -6% 3% 5% 2% -2% 3% 48% 36% 5%
* Countries with a small workforce (Luxembourg, Austria, Peru, Croatia, Bulgaria, and Holland) have not been reported in the gap ratio, but they are included in the gap calculations for age and category. Additionally, Venezuela is excluded due to 
the hyperinflation situation in the country.
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T R A I N I N G  P E R  P RO F E SS I O N A L  CAT EG O RY  A N D  G E N D E R  ( N º H O U RS )
GRI: 404-1

RATIO YEAR GENDER SPAIN DOMINICAN 
REPUBLIC MEXICO GERMANY FRANCE ITALY UNITED 

KINGDOM BRAZIL

BASE SALARY / MINIMUM SALARY IN COUNTRY 2023
M 1.08 1.00 1.00 1.11 1.00 1.00 1.00 1.08
F 1.08 1.00 1.00 1.04 1.00 1.00 1.00 1.08

BASE SALARY / MINIMUM SALARY IN COUNTRY 2022
M 1.12 1.00 1.00 1.00 1.00 1.01 1.00 1.08

F 1.06 1.00 1.00 1.00 1.00 1.08 1.09 1.08

BASE SALARY / MINIMUM SALARY IN COUNTRY 2021
M 1.04 1.00 1.00 1.14 1.00 1.01 1.00 1.17

F 1.04 1.00 1.00 1.24 1.00 1.01 1.00 1.17

I N V E ST M E N T  I N  T R A I N I N G  ( €  A N D  R AT I O)

PROFESSIONAL CATEGORY AGE FEMALE MALE HOURS HOURS X 
EMPLOYEE

MANAGEMENT

<30 0 16 16 16.00

30-50 1,743 2,044 3,787 27.25

>50 941 1,793 2,734 25.79

TOTAL 2023 2,684 3,853 6,538 26.58
TOTAL 2022 1,906 2,232 4,138 17.46

TOTAL 2021 1,838 3,411 5,249 23.77

MIDDLE MANAGEMENT

<30 1,841 1,494 3,335 17.55

30-50 17,877 17,775 35,652 21.67

>50 6,170 6,316 12,487 23.00

TOTAL 2023 25,888 25,585 51,473 21.65
TOTAL 2022 10,924 10,498 21,422 13.27

TOTAL 2021 17,942 15,036 32,978 26.13

CORE STAFF

<30 35,759 36,059 71,818 11.18

30-50 50,602 57,710 108,312 11.89

>50 11,088 13,011 24,099 9.88

TOTAL 2023 97,448 106,780 204,229 11.36
TOTAL 2022 46,422 45,757 92,179 7.65

TOTAL 2021 65,601 72,064 137,665 14.78

TOTAL
2023 126,021 136,219 262,240 12.73
2022 59,253 58,487 117,739 8.47
2021 85,381 90,511 175,892 16.29

BAS E  SA L A RY  R AT I O  C O M PA R E D  TO  LO CA L  M I N I M U M  SA L A RY  BY  G E N D E R
GRI: 202-1

YEAR TOTAL INVESTMENT INVESTMENT PER EMPLOYEE INVESTMENT ON SOCIAL COST

2023 €4,656,565 €255 0.84%
2022 €2,283,615 €136 0.48%

2021 €1,049,077 €97 0.34%

PERFORMANCE ASSESSMENT BY GENDER AND PROFESSIONAL CATEGORY (% WORKFORCE)
GRI: 404-3

GENDER YEAR MANAGEMENT MIDDLE 
MANAGEMENT CORE STAFF TOTAL

M

2023 39.3% 65.6% 42.8% 44.8%
2022 62.2% 49.1% 22.5% 25.1%
2021 NA NA NA NA

F

2023 52.2% 73.0% 45.6% 48.2%
2022 70.7% 59.7% 26.3% 29.5%
2021 NA NA NA NA

TOTAL
2023 43.4% 69.1% 44.1% 46.4%
2022 64.7% 53.9% 24.3% 27.0%
2021 NA NA NA NA
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G E N D E R  D I V E RS I T Y

D I V E RS I T Y  O F  N AT I O N A L I T I E S

D I V E RS I T Y  O F  OT H E R  M I N O R I T I E S  ( F T E S )

TABLE OF CONTENTS   2020 2021 2022 2023 2023O

Global Commitment 85.6% NA 83.0% 87.3% 85.0%

CATEGORY
WORKFORCE

OBJECTIVE OBJECTIVE 
YEAR2022 2023

Total women in workforce 45.2% 46.6%

Women in executive positions 29.1% 30.4%

Women in junior executive positions 49.0% 49.6%

Women in senior management positions a 
maximum of 2 levels from the CEO 14.3% 17.1% 40% 2030

Women in executive positions in revenue-
generating areas 65.0% 71.0%

Women in STEM* positions 31.6% 22.4%

NATIONALITY
WORKFORCE EXECUTIVE POSITIONS (JUNIOR, MIDDLE 

AND SENIOR MANAGEMENT)

2022 2023 2022 2023

Spanish 37.8% 37.5% 56.5% 57.0%
Dominican 22.1% 23.0% 5.4% 5.0%
Mexican 20.3% 18.9% 9.0% 8.3%
Germany 3.3% 3.1% 8.1% 7.7%
Italy 3.2% 3.3% 4.7% 4.8%
France 1.3% 1.1% 2.5% 2.3%

TYPE AGE
EMPLOYEES WORKFORCE

2022 2023 2022 2023

DISABILITY

<30 8 7 0.2% 0.1%
30-50 53 44 0.5% 0.4%
>50 30 22 1.1% 0.7%
TOTAL 91 73 0.5% 0.4%

GENERATIONAL

<30 4,330 4,877 25.7% 26.7%
30-50 9,766 10,043 58.1% 54.9%
>50 2,719 3,361 16.2% 18.4%
TOTAL 16,814 18,280 100.0% 100.0%

TOTAL 16,814 18,280 100.0% 100.0%

REGION YEAR
PARENTAL LEAVE

M F TOTAL

SPAIN
2023 131 150 281
2022 113 90 203

EMEA
2023 27 29 56
2022 27 36 63

AMERICA
2023 190 196 386
2022 147 107 254

ASIA
2023 2 1 3
2022 1 2 3

TOTAL
2023 350 376 726
2022 288 235 523

PA R E N TA L  L E AV E  ( PAX )
GRI: 401-3
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REGION GENDER 2021 2022 2023

SPAIN

M 1,113.7 1,999.2 2,390.8
F 1,091.3 2,110.2 2,695.6
TOTAL 2,205.0 4,109.4 5,086.4

EMEA

M 499.7 1,279.4 1,579.7
F 218.9 900.1 1,125.9
TOTAL 718.6 2,179.5 2,705.6

AMERICA

M 670.0 776.7 944.7
F 477.9 587.6 738.7
TOTAL 1,147.9 1,364.4 1,683.3

CUBA

M 2,974.0 4,746.0 5,569.1
F 2,147.0 3,909.0 4,336.8
TOTAL 5,121.0 8,655.0 9,905.9

ASIA

M 2,109.0 3,512.9 4,334.2
F 1,337.2 2,593.6 3,348.3
TOTAL 3,446.2 6,106.5 7,682.5

TOTAL
M 7,366.3 12,314.3 14,818.5
F 5,272.4 10,100.6 12,245.3
TOTAL 12,638.7 22,414.9 27,063.8

E M P LOY E E S  I N  T H E  VA LU E  C H A I N  ( F T E S )
GRI: 2-8

REGION GENDER 2021 2022 2023

SPAIN
M 105 231
F 166 365
TOTAL 0 271 596

EMEA
M 209
F 309
TOTAL 0 0 518

AMERICA
M 1
F 4
TOTAL 0 0 5

CUBA
M

F

TOTAL 0 0 0

ASIA
M

F

TOTAL 0 0 0

TOTAL
M 0 105 441
F 0 166 678
TOTAL 0 271 1119

T R A I N E E S  ( PAX )
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O C C U PAT I O N A L  H E A LT H  R AT E S  -  STA F F
GRI: 403-9; 403-10

A B S E N T E E I S M
GRI: 403-9; 403-10

OCCUPATIONAL ACCIDENTS PROFESSIONAL ILLNESS

INDICATOR GENDER 2021 2022 2023 2021 2022 2023

RATE/INCIDENCE RATE
M 33.96 45.86 32.84 1.60 0.11 0.00
F 45.47 50.51 54.39 2.64 0.53 1.18
TOTAL 38.81 47.96 42.83 2.04 0.30 0.55

RATE/FREQUENCY RATE
M 18.53 25.55 18.33 0.87 0.06 0.00
F 25.20 28.23 30.76 1.46 0.29 0.67
TOTAL 21.32 26.76 24.05 1.12 0.17 0.31

RATE/SEVERITY RATE
M 0.36 0.45 0.34 0.02 0.00 0.00
F 0.46 0.49 0.71 0.10 0.02 0.04
TOTAL 0.40 0.51 0.51 0.05 0.01 0.02

Nº OF OCCUPATIONAL ACCIDENTS/ 
PROFESSIONAL ILLNESSES                                                                                                                              
Nº OF OCCUPATIONAL INCIDENTS/                                                                                                                 
PROFESSIONAL ILLNESSES

M 212 421 322 10 1 0
F 207 383 461 12 4 10
TOTAL 419 804 783 22 5 10

OCCUPATIONAL ACCIDENTS PROFESSIONAL ILLNESS COMMON CONTINGENCY TOTAL ABSENTEEISM

INDICATOR GENDER 2021 2022 2023 2021 2022 2023 2021 2022 2023 2021 2022 2023

PERCENTAGE OF ABSENTEEISM
M 0.29 0.36 0.27 0.01 0.00 0.00 3.46 3.65 4.46 3.76 4.00 4.73 
F 0.37 0.48 0.56 0.08 0.02 0.03 5.80 5.64 7.99 6.25 6.13 8.58 
TOTAL 0.32 0.41 0.40 0.01 0.01 0.02 4.44 4.54 6.09 4.77 4.96 6.50 

Nº OF DAYS LOST
M 4,094 7,350 5,911 201 1 0 49,559 75,093 101,898 53,854 82,444 107,809 
F 3,809 8,122 10,628 792 260 647 59,504 95,592 159,565 64,105 103,974 170,840 
TOTAL 7,903 15,472 16,539 993 261 647 109,063 170,685 261,463 117,959 186,418 278,649 

Nº OF HOURS OF ABSENTEEISM 
M 32,752 58,800 46,811 1,608 8 0 396,472 600,744 783,763 430,832 659,552 830,574 
F 30,472 64,976 83,565 6,336 2,080 5,091 476,032 764,736 1,197,660 512,840 831,792 1,286,316 
TOTAL 63,224 123,776 130,376 7,944 2,088 5,091 872,504 1,365,480 1,981,423 943,672 1,491,344 2,116,890 

CALCULATION METHODOLOGY
Incident rate: (Nº Incidents * 1,000)/Average Workforce
Frequency rate: (Nº Incidents * 1,000,000)/Hours worked
Severity rate: (Hours lost * 1,000)/Hours worked
Percentage of absenteeism: (Hours lost * 100)/Hours worked

INDICATOR GENDER 2021 2022 2023

Nº OF DEATHS
M 0 1 0
F 0 0 0
TOTAL 0 1 0

WO R K FO RC E  R E P R E S E N T E D  O N  O C C U PAT I O N A L  H E A LT H  A N D  SA F E T Y  C O M M I T T E E S
GRI: 403-4

YEAR SPAIN EMEA ASIA AMERICA TOTAL

WORKFORCE
2023 100.0% 17.5% 0.0% 98.7% 88.8%
2022 97.0% 75.7% 0.0% 83.7% 85.6%
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SU P P LY  C H A I N
GRI 204-1

SO C I A L  ACT I O N
GRI: 2-28

CENTRALISED PROCUREMENT - CONSOLIDATED UNIT 2020 2021 2022 2023

Total portfolio of suppliers (Tier 1)  Nº 5,405 5,198 6,633 6,548
Portfolio of local suppliers  Nº 4,882 4,707 5,924 5,720

 % 90.32% 90.55% 89.31% 87.35%
Critical Tier 1 suppliers  Nº 27 19 20 18
Non-critical Tier 1 suppliers  Nº 61 110 164 54
Total volume of purchases  € 220,943,238 287,429,168 443,682,395 546,909,067
Volume of local purchases  € 193,677,671 237,373,769 392,858,079 462,461,325

 % 87.66% 82.59% 88.54% 84.56%
Volume of purchases Headquarters Spain  € 160,854,569 170,293,549 314,651,062 395,691,247
Volume of purchases Headquarters Dominican Republic  € 14,291,824 41,002,405 60,838,628 72,944,369
Volume of purchases Headquarters Mexico  € 16,665,942 40,820,266 50,103,897 57,155,601
Volume of purchases Headquarters Germany  € 3,201,672 3,183,342 757,360 361,180
Volume of purchases Headquarters United Kingdom  € 16,712,976 16,187,918 11,955,123 5,887,410
Volume of purchases Headquarters France  € 7,943,027 7,855,719 963,639 899,276
Volume of purchases Headquarters Italy  € 1,273,227 8,085,970 4,412,687 13,294,936

TYPE 2022 2023 2023 VS 2022

 Business Foundations 21,600 28,855 34%

 Social Foundations & Entities 50,100 186,254 271.8%

 Donations in kind 158,556 1,601 -99.0%

 Contributions to Organisations & Associations 610,675 591,939 -3.1%

TOTAL 840,931 808,649 -3.8%
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Introduction

A second step requires analysis of whether the taxonomy-eligible activities 
previously identified can be considered to be aligned with the Taxonomy, 
and thus, environmentally sustainable. For an eligible activity to be consid-
ered aligned, it is necessary to simultaneously meet three criteria:

•	 The activity should make a substantial contribution (SC) to an environ-
mental objective,

•	 The activity should do no significant harm (DNSH) to the other environ-
mental objectives; and,

•	 The company should respect a series of minimum safeguards.

1.1 General section

One of the most important purposes of the EU Action Plan on Sustainable 
Finance is to channel cash flows towards sustainable investments. Within 
this context, the EU Taxonomy Regulation came into force in mid 2020 and 
established some new obligations that companies must fulfil.

The Regulation (EU) 2020/852 of the European Parliament and of the Coun-
cil, of 18 June 2020, on the establishment of a framework to facilitate sus-
tainable investment (henceforth, “the Taxonomy” or “the Regulation”) aims 
to serve as a standard and obligatory classification system for determining 
which economic activities are considered “environmentally sustainable” in 
the EU.

At present, the EU has published a catalogue of sustainable activities that 
encompass the six environmental objectives: climate change mitigation, cli-
mate change adaptation, pollution prevention and control, the transition to a 
circular economy, the sustainable use and protection of water and marine re-
sources, and the protection and restoration of biodiversity and ecosystems. 
Thus, each year companies must report on the classification of their activ-
ities as environmentally sustainable in accordance with the EU Taxonomy. 
To this end, an initial distinction between Taxonomy-Eligibility and Taxono-
my-Alignment is required.

Firstly, it is necessary to examine if an activity is eligible. The eligibility of an 
activity is based on its similarity to the descriptions detailed in the delegat-
ed acts of the Taxonomy, which establish the technical criteria and require-
ments for each environmental objective. These descriptions are linked to a 
series of NACE codes which aim to guide the exercise of eligibility analysis.

1.2 Objective and scope

According to its article 1.1, Regulation (EU) 2020/852 is applicable to compa-
nies that are subject to the obligation of publishing a non-financial statement 
or a consolidated non-financial statement in accordance with article 19 bis 
or article 29 bis of the Directive 2013/34/EU of the European Parliament and 
of the Council, respectively.

In accordance with the aforementioned regulatory obligations, Meliá Hotels 
Internacional S.A. (henceforth “the company” or “Meliá”) is obliged to com-
ply with Regulation (EU) 2020/852, and to report on the specific key perfor-
mance indicators in relation to the eligibility and alignment of its activities, in 
the planned form and substance.

Therefore, in accordance with the aforementioned regulatory requirement, 
and based on analysis of the economic activities carried out by Meliá, this 
document reports the percentage of the turnover/ CapEx /OpEx eligible and 



2023 Management Report Meliá Hotels International

192

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS aligned in accordance with the Taxonomy in their respective totals for the 

2023 tax year. The calculation of these KPIs has been carried out for the con-
solidated Group and the companies that are part of it, taking into account 
that they meet the criteria established by the regulation on the information 
used as a basis for all the indicators.

This year, the study carried out by Meliá has taken into account the regulato-
ry developments that apply to the data of the 2023 tax year, which include 
the obligation to analyse, in addition to the eligibility and alignment of the 
activities of the objectives of Mitigation of climate change and the Objec-
tives of Adaptation to Climate Change, the eligibility of the four remaining 
objectives: Sustainable use and protection of water and marine resources, 
Transition towards a circular economy, Prevention and control of pollution, 
and Protection and restoration of biodiversity and ecosystems. Thus, as shall 
be indicated in the following sections, it has been identified that the main ac-
tivity of Meliá is included as eligible in taxonomic activity 2.1 of the objective 
for the Protection and restoration of biodiversity and ecosystems: Hotels, 
holiday resorts, camping grounds and similar accommodation.

2. Main results

2.1 KPIs

In the year corresponding to the 2023 tax year, Meliá recorded a total turno-
ver of €1,733 Mn (+15%) with a total CapEx of €77 Mn (-24%), and a total OpEx 
of €159 Mn (+28%). The significant variation in these figures is mainly due to 
the revival of the hotel operation in a year of recovery for the tourist sector.

The eligibility analysis has concluded that, from the aforementioned figures, 
the following are eligible:

TAXO N O M Y  SU M M A RY  TA B L E

With regard to the table above, it is important to highlight that the main ex-
planation of the significant variations is the recent inclusion of economic 
activity “2.1. Hotels, holiday resorts, camping grounds and similar accommo-
dation” in the COMMISSION DELEGATED REGULATION (EU) 2023/2486, of 27 
June 2023, completing l Regulation (EU) 2020/852 by establishing the tech-
nical selection criteria for determining the conditions in which an economic 
activity will be considered to substantially contribute to the sustainable use 
and protection of water and marine resources, to the transition towards a 
circular economy, to the prevention and control of pollution, or to the pro-
tection and restoration of biodiversity and ecosystems.

In this regard, given the nature of the Company’s economic activities and 
considering what is outlined in the “Commission Notice on the interpretation 
of certain legal provisions of the Disclosures Delegated Act under Article 8 of 
EU Taxonomy Regulation on the reporting of eligible economic activities and 
assets (2022/C 385/01)”, specifically in section 3 which defines what a taxon-
omy-eligible economic activity is, the increase of the reference volumes that 
may be adapted in the future is undeniable.

INDICATOR REF. BREAKDOWN 2022 2023

A. REVENUE

[A1] Revenue  €1,506,634,727.4  €1,733,411,853.4 

[A2] Eligible Revenue  -   €  €1,548,575,416.9 

% Eligible Revenue 0% 89%

% Non-Eligible Revenue 100% 11%

B. OPEX

[B1] OPEX  €123,678,929.2  €158,824,159.6 

[B2] Eligible OPEX  €21,553,868.7  €46,743,795.4 

% Eligible OPEX 17% 29%

% Non-Eligible OPEX 83% 71%

C. CAPEX

[C1] CAPEX  €101,606,516.9  €76,740,397.3 

[C2] Eligible CAPEX  €26,953,751.1  €74,497,306.8 

% Eligible CAPEX 27% 97%

% Non-Eligible CAPEX 73% 3%
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Nº Activity € % % % % % % % Y/N Y/N Y/N Y/N Y/N Y/N Y/N % E T

A.  TAXONOMY-ELIGIBLE ACTIVITIES

A.1. Sustainable environmental activities (Aligned)

7.7 Acquisition and ownership of buildings L-68 0.0 0% 0% 0% N N N N N N Y 0%

2.1 Hotels and similar accommodation I-55 0.0 0% 0% N N Y 0%

Volume of Revenue from sustainable activities (A.1) 0.0 0% 0 0 0 0%

A.2. Taxonomy-eligible activities, but not environmentally sustainable (Eligible but not aligned)

7.7 Acquisition and ownership of buildings L-68 0.1 0%

2.1 Hotels and similar accommodation I-55 1,548.5 89%

Volume of Revenue of eligible but unsustainable activities (A.2.) 1,548.6 89% 0%

TOTAL (A.1.+ A.2.) 1,548.6 89% 0%

B. NON-ELIGIBLE TAXONOMY ACTIVITIES

Volume of Revenue from non-eligible activities 184.8 11%

TOTAL (A + B) 1,733.4 100%
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Figures in EUR million SUBSTANTIAL CONTRIBUTION ABSENCE OF SIGNIFICANT HARM MS
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Nº Activity z € % % % % % % % Y/N Y/N Y/N Y/N Y/N Y/N Y/N % E T

A.  TAXONOMY-ELIGIBLE ACTIVITIES

A.1. Sustainable environmental activities (Aligned)

2.1 Hotels and similar accommodation I-55 0.0 0% 0% N N Y 0%

Volume of OpEx from sustainable activities (A.1) 0.0 0% 0 0%

A.2. Taxonomy-eligible activities, but not environmentally sustainable (Eligible but not aligned)

2.1 Hotels and similar accommodation I-55 46.7 29%

Volume of OpEx from eligible but unsustainable activities (A.2.) 46.7 29% 0%

TOTAL (A.1.+ A.2.) 46.7 29% 0%

B. NON-ELIGIBLE TAXONOMY ACTIVITIES

Volume of OpEx from non-eligible activities 112.1 71%

TOTAL (A + B) 158.8 100%
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Figures in EUR million SUBSTANTIAL CONTRIBUTION ABSENCE OF SIGNIFICANT HARM MS

Economic activities
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Nº Activity € % % % % % % % Y/N Y/N Y/N Y/N Y/N Y/N Y/N % E T

A.  TAXONOMY-ELIGIBLE ACTIVITIES

A.1.  Sustainable environmental activities (Aligned)

2.1 Hotels and similar accommodation I-55 0.0 0% 0% N N Y 0%

Volume of CapEx from sustainable activities (A.1) 0.0 0% 0 0 0 0%

A.2.  Taxonomy-eligible activities, but not environmentally sustainable (Eligible but not aligned)

2.1 Hotels and similar accommodation I-55 74.5 97%

Volume of CapEx from eligible but unsustainable 
activities (A.2.) 74.5 97% 0%

TOTAL (A.1.+ A.2.) 74.5 97% 0%

B. NON-ELIGIBLE TAXONOMY ACTIVITIES

Volume of CapEx from non-eligible activities 2.2 3%

TOTAL (A + B) 76.7 100%
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In compliance with point 1.2.1 of Annex I of Commission Delegated Regula-
tion supplementing Regulation (EU) 2020/852, the way in which the turno-
ver, investments in fixed assets and operating expenses were determined 
and assigned to both the numerator and denominator of each reported indi-
cator is described below.

In this regard, the calculation of the amount and percentage of the eligibil-
ity of the activities of Meliá within the different indicators, has used the full 
amount of the specific turnover, CapEx and OpEx required by the regulation 
for the different activities in accordance with their eligibility.

(c) sales of beverages, (d) sales of different services, (e) sales of derivative 
activities, (f) sale of real estate assets, (g) returns on sales, (h) provision of dif-
ferent services, (i) billing for commissions from loyalty programmes, and (j)  
income from franchise fees.

The final figure will be the sum total of these accounts in the consolidated 
result after adjustments, as they all comply with the criteria of the European 
Union Regulation.

For the calculation of the numerator, the same income statement of Meliá 
is used as the one that was used to calculate the denominator, but only the 
items that were considered eligible based on their analysis in relation to 
the Taxonomy are included. To this end, an initial differentiation is carried 
out evaluating the economic activity of each company that makes up the 
Group’s result. Having determined the companies whose activity is consid-
ered eligible according to the regulation, the results are identified which are 
linked to Assets Owned or Rented which are part of the processes of activity 
“2.1. Hotels, holiday resorts, camping grounds and similar accommodation”

2.2.1 Turnover

In the case of the turnover indicator, based on the income statements, the 
accounts to process have been selected based on the Delegated Regulation 
(EU) of the Commission, as well as the Final Report- Advice on article 8 of the 
Taxonomy Regulation published by the ESMA on 26 February 2021.

Thus, the income accounts recognised for accounting purposes have been 
selected in accordance with IAS 1, paragraph 82, letter a): ordinary income, 
indicating separately interest income calculated according to the effective 
interest rate method. This income includes: 

•	 the ordinary income from contracts with customers recorded in accord-
ance with IFRS 15; 

•	 income from leases registered in accordance with IFRS 16, both income 
from operational leases and income from financial leases, income from 
interest on accounts receivable from financial leases and other accounts 
receivable calculated using the effective interest method; and,  

•	 other sources of income, when applicable.

For the calculation of the denominator, the income statement of Meliá is 
used, selecting only the accounts according to the pre-defined accounting 
criteria. These accounts are as follows: (a) sale of rooms, (b) sales of food, 

2.2.2 CapEx

For the calculation of this KPI, the detail of the CapEx per project has been 
extracted from analytical accounting. Based on this data and, following the 
criteria defined in Annex I and II, section 1.1 of the Delegated Regulation (EU) 
of the Commission, the types that must be included according to the reg-
ulatory mandate have been selected, i.e. those that have been registered 
in accordance with International Accounting Standards (henceforth, IAS). 
The types defined for these purposes are: (a) Expansion – rebranding and 
pre-opening, (b) IT, (c) Business, (d) Operations, (e) Strategic Plan, and (f) 
Risks.

When applying the international financial reporting standards (IFRS)  
adopted by Regulation (EC) No. 1126/2008, the Group will include the costs 
posted to accounts in accordance with: 
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and iii); 
•	 IAS 38 Intangible Assets, paragraph 118, letter e), item i); 
•	 IAS 40 Investment Property, paragraph 76, letters a) and b), (for the fair 

value model);
•	 IAS 40 Investment Property, paragraph 79, letter d), items i) and ii), (for 

the cost model);
•	 IFRS 16 Leases, paragraph 53, letter

Additionally, the capital expenditure carried out through joint ventures has 
been considered as CapEx.

The calculation of the denominator is based on a list of group projects with  
consolidated information after adjustments, taking into account those  
that can be considered CapEx in accordance with article 8, and indicating 
whether the project should be chosen based on the accounting criteria es-
tablished by the Regulation. The total sum of the amounts in these projects 
constitutes the denominator.

The calculation of the numerator uses the same list of group projects, but 
this time only including the projects that are considered eligible in accord-
ance with the criteria established by the Taxonomy. In addition to this list, 
the taxonomy CapEx linked to activity 2.1 of Annex IV of the objective on the 
protection and restoration of biodiversity and ecosystems has been added. 
Hotels, holiday resorts, camping grounds and similar accommodation. 

2.2.3 OpEx

For the OpEx indicator, the Group’s consolidated income statements after 
adjustments have been used as the base information in order to avoid du-
plication.

In accordance with the regulations, (Annex I, paragraph 1.1 of Commission 
Delegated Regulation (EU); and Final Report- Advice on article 8 of the Taxon-
omy Regulation published by the ESMA on 26 February 2021) the accounts 
that need to be taken into consideration for the calculation have been select-
ed. Thus, the OpEx calculation will only include non-capitalised direct costs 
recorded in the income statement for the year relating to:

•	 Research and development expenses.
•	 Short-term lease expenses.
•	 Maintenance and repairs, as well as other direct related expenses that 

are required to guarantee the continued and efficient operation of said  
assets.

•	 The aforementioned operating expenses carried out through joint ven-
tures will also form part of the OPEX. However, the operating expenses 
of joint ventures will not be considered as such.

The calculation of the denominator is based on the income statement of 
Meliá, taking the following accounts selected according to the pre-defined 
criteria, which are as follows: (a) Other Rentals, (b) Other Rentals IFRS16, (c) 
High or Low Value Rentals, (d) Low Value Rentals, (e) Royalties and others, 
(f) Off-Shore Rentals, (g) Repairs and Maintenance, (h) Rentals from Hotels, 
(i) Rental from Hotels IFRS16. Meliá does not have an account item relating 
to R+D.

Therefore, the OpEx denominator consists of the sum of these accounts for the  
companies in the consolidated Group.

The calculation of the numerator of the OpEx indica-
tor is based on the figure obtained from the calculation of 
the denominator, but including only those accounts and  
items that are considered eligible in accordance with the Taxonomy Regula-
tion and following the same criteria described in the previous sections, i.e. 
that they are assets that are intrinsically linked to the activity: Hotels, holiday 
resorts, camping grounds and similar accommodation.

2.2.4 Double counting

With the aim of avoiding double counting of the figures of the aforemen-
tioned activities, the organisation has established the necessary supervision 
and control measures in order to ensure the consistency and reliability of the 
information extraction and transformation, and thus ensure the integrity and 
traceability of the information from its origin to the reporting of the calculated 
indicators. To this end, the company has defined the appropriate responsibili-
ties and mechanisms for segregating functions that allow the tasks in the pro-
cess to be supervised, and also to ensure the standardisation of accounting  
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2.3 Diagnosis of compliance with technical criteria

2.3.1 Analysis of the main activity

The main activity of Meliá Hotels International is the provision of short-stay 
tourist accommodation, relating to taxonomic activity 2.1 of Annex IV on the 
objective for the protection and restoration of biodiversity and ecosystems: 
Hotels, holiday resorts, camping grounds and similar accommodation. 

This activity includes the provision of short-stay tourist accommodation, 
with or without associated services, such as cleaning services, catering and 
beverages, car parks, laundry, swimming pools and fitness rooms, recrea-
tional facilities and facilities for conferences and conventions. Thus, the tax-
onomy analysis of this fiscal year, 2023, concluded that 89% of Revenue, 
97% of the CapEx and 29% of the OpEx of Meliá Hotels International will be 
eligible within activity 2.1.

According to Commission Delegated Regulation (EU) 2023/2486, of 27 June 
2023, completing Regulation (EU) 2020/852 of the European Parliament and 
of the Council, the eligibility and alignment results relating to the informa-
tion corresponding to the 2023 financial year relating to the objectives of 
Mitigation of climate change and of Adaptation to climate change, and only 
the eligibility of the four new objectives should be included. 

Due to the above and in view of the low participation in eligible economic 
activities linked to the objectives of Mitigation of climate change and of Ad-
aptation to climate change, this analysis will focus on the eligibility of activity 
2.1. Hotels, holiday resorts, camping grounds and similar accommodation, 
and a pre-assessment of the future alignment.

criteria, the correct application of the premises, and the avoidance of any 
duplication in the assignment of activities or inter-company relationships in 
the different indicators.

2.3.2 Substantial contribution criteria (SCC)

With regard to the substantial contribution, as we have stated, the activity 
Hotels, holiday resorts, camping grounds, and similar accommodation nat-
urally becomes the one of greatest relevance. Therefore, we will further our 
analysis of the criteria for the contribution to the protection and restoration 
of biodiversity and ecosystems in future years with the objective of achiev-
ing the alignment of our activities where possible.

This analysis will result in extending the assessment that we present in the 
section Management of biodiversity and ecosystems, and also identifying 
and approaching organisations responsible for the conservation of the 
zones close to the tourist destinations that house our accommodation in 
order to establish collaboration agreements.

2.3.3 Do no significant harm (DNSH) criteria

On the other hand, regarding the criteria of doing no significant harm relat-
ing to activity, specifically those relating to the adaptation to climate change, 
while it is true that, during 2021 we aligned Meliá’s climate change manage-
ment to the recommendations guide prepared by the Task Force on Climate 
related Financial Disclosures (TCFD) working group, we have decided to ap-
ply conservative criteria when evaluating the alignment of our activities and 
we believe we need to analyse each particular asset in the assessment of the 
risks and opportunities related to climate change and the way we manage 
them. In view of the foregoing, and due to the aforementioned need, we 
believe that at present our activities cannot be considered to be aligned in 
accordance with the criteria established in the Regulation.

In view of what has been outlined, and in accordance with what is described 
in the section on Climate change and Energy, this review takes on even 
greater importance and encourages us to update and improve the analysis 
of climate risks associated with our property portfolio in 2024.
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establish a plan that eventually enables us to adapt our assets in order to do 
no harm to the mitigation of climate change and to none of the other objec-
tives established in these regulations.

It is worth highlighting the Company will face a significant challenge to 
achieve alignment, requiring strategic and sustained efforts to attain it. Al-
though it is important to acknowledge that immediate success may not be 
attainable in the short-term, the approach that we adopt gives us confidence 
in eventual favourable results.

2.4 Information regarding minimum safeguards
GRI: 206-1; 416-2; 417-2; 417-3; 418-1

2.4.1 Introduction

In addition to complying with a series of objective technical criteria for each 
of its activities, alignment depends on compliance, by the Company, with a 
series of minimum safeguards.

Essentially, the purpose of the Minimum Safeguards (MS) outlined in Article 
18 of Regulation (EU) 2020/852 of the European Parliament and of the Coun-
cil consists of preventing an investment being classified as sustainable if it 
entails negative impacts on:

•	 Human Rights, including the rights of workers.
•	 The fight against corruption and bribery
•	 Tax matters.
•	 Competition law. 

These minimum safeguards do not contradict the application of more strin-
gent requirements in terms of health, safety, etc. provided it is applicable 
under European Law. 

2.4.2 Declaration of compliance.

The requirements outlined in this analysis have been interpreted based on the  
guidelines provided by the European Union Platform on Sustainable Finance in the  
document Final Report on Minimum Safeguards of October 2022.1

a. Human rights

Meliá Hotels International has spent years working on the consolidation of a 
management and governance system for human rights, the process began 
with the publication of its Human Rights Policy, approved by the Board of 
Directors in July 2018 and which expressly outlines its express commitments 
in relation to this field.

The Company has assumed the universal cornerstones for the protection 
and defence of these rights, such as the Principles of the Global Compact 
—an entity it has been a member of since 2008— and the Human Rights 
of the United Nations. It also follows and applies other international refer-
ence frameworks in the business sector (the International Charter of Human 
Rights, the International Covenant on Economic, Social and Cultural Rights, 
as well as the Fundamental Principles of the ILO, the Tripartite Declaration of 
Principles on Multinational Enterprises and the Social Policy) as well as the 
specific agreements of the tourist industry, as publicly outlined in the afore-
mentioned corporate policy.

Respect for human rights in accordance with international regulation is insep-
arable from the way that Meliá Hotels International understands management 
and its origins as a family business.  This leads Meliá to put its commitments 
into practice in order to further their integration into its entire value chain. 

To this end, Meliá uses its own Code of Ethics– general framework 
for both employees and suppliers and stakeholders–, of the afore-
mentioned corporate policy as well as other specific approach-
es, also public, through its adherence to the Modern Slavery Act in  
the United Kingdom.

1 See: Final Report on Minimum Safeguards (europa.eu)
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suppliers to assume the commitments, principles, and values of the hotel 
chain from the start of the of the commercial relationship. This code aris-
es from and is based on the general principles and commitments of the 
Code of Ethics of Meliá, and each supplier assumes specific commitments 
in relation to regulatory compliance, non-discrimination, ensuring safe work 
environments, zero tolerance of abuse and coercion, zero tolerance of slav-
ery, the prohibition of child labour, the payment of fair wages, the respect 
for freedom of opinion and association and protection of the environment. 
These approaches are referenced in the 2023 Management Report in the 
section Good governance, ethics and integrity, which expressly mentions 
Meliá’s due diligence with its suppliers. 

Likewise, Meliá has adopted and integrated into its practices the express 
commitment to manage this area with due diligence and regularly review it. 
Three years after carrying out its first human rights self-assessment, in 2022 
the Company reviewed and updated the Control Self-Assessment (CSA) in 
order to identify new risks and criteria relating to human rights in operations. 
This new approach goes a step further in the monitoring of the most de-
manding standards, adding the Dhaka Principles on responsible recruitment 
and the guidelines of the Modern Slavery Act (United Kingdom) to the ap-
proaches already included in our first self-assessment such as the Principles 
of the Global Compact, the guidelines of the ILO and the Guiding Principles 
on Human Rights of the United Nations (UN). The approach is reflected in the 
Governance and Management Model of human rights, included in the sec-
tion on Human rights due diligence in the 2023 Management Report. This 
section structures Meliá’s model of due diligence, in a way that aligns with 
the principles of the Global Compact and its goals, defining which bodies 
participate in the management, which internal regulations apply and which 
tools and levers are available to the Company to ensure due diligence. 

With this update, Meliá covers different areas relating to labour rights (se-
lection of staff, remuneration and contracting, workplace environment and 
health, social dialogue, supply chain and complaints channel), environment 
(recognised as a human right in our policy) and anti-corruption. 

The exercise of regular analysis allows Meliá to measure the perception of 
protection and probability of violating these rights in hotel units as well as 

the management capacity of the management, and aware of the potential 
negative impact of a possible violation in our activity. The level of participa-
tion in this exercise is reflected in the 2023 Management Report, as are the 
risk levels and probability of a breach, no real risks of a breach are identified 
in the Company’s portfolio. 

Given that one of the key elements in human rights due diligence is offer-
ing channels that are open for complaints, in Meliá’s case it is possible to 
consult information in this regard in the Ethics and Integrity section of the 
2023 Management Report, the section which describes how it works. With 
regard to the complaints received through this channel, and which are di-
rectly related to human rights, the Company discloses their nature. None 
of the complaints received in 2023 have had a significant impact on the 
company from a penal, financial, or reputation standpoint. In all cases, after 
the investigations carried out, the relevant corrective measures have been 
taken, disciplinary actions in some cases, and in others, training actions or 
improvements in processes or procedures. None of the complaints received 
were linked to breaches of the rights of indigenous peoples or operations 
that involved child labour. This detail can be consulted in the subsection 
on Reporting and complaint mechanisms included in the section on Human 
rights due diligence. Meliá thus makes incidents relating to this matter pub-
lic along with the measures taken to rectify them.

It is essential to point out that access to Meliá’s complaints channel is open 
to any stakeholder who believes that their rights have been violated, it is 
publicly accessible through online and offline means. Thus, in cases of a vi-
olation Meliá undertakes proceedings for every case, involving all necessary 
bodies in the process with the aim of resolving and rectifying the negative 
impact that may have been caused. 

Meliá’s commitment to the defence of these rights means that, if required, 
it will openly collaborate with the entity that requests it. Throughout 2023 
Meliá has not received requests or communications in this regard. In another 
order of magnitude, during this year the Company has not been reported or 
condemned in a final ruling with regard to the breach of these rights.
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The Code of Ethics of Meliá Hotels International establishes a series of global 
commitments including:

•	 Act rigorously and forcefully against any practice of corruption, fraud, 
or bribery

On the other hand, the Code of Ethics itself, among the commitments under-
taken with public administrations, includes that of:

•	 Not accepting or offering any kind of bribe, financial or in kind, and main-
taining an attitude of actively fighting against corruption, to prevent 
crime and money laundering.

These commitments established in the Code of Ethics are embodied in 
Meliá’s Anti-Corruption Policy (updated in 2021). The aim of this Policy is to 
establish the principles that must govern our actions as a Company, in or-
der to prevent, detect, report, and rectify the implementation of any actions 
that, in accordance with the applicable legislation, may be classified as cor-
ruption or bribery, both active and passive, always in accordance with the 
principle of Zero Tolerance towards any of these practices. In turn, this policy 
makes the commitments:

•	 To comply with legislation and regulatory obligations in Spain and at an 
international level.

•	 Establish the mechanisms for the oversight and control of our principles, 
values and commitments, ensuring the condemnation of irregular con-
duct, in particular action will be taken against any practice of corruption, 
fraud and bribery.

•	 Reject gifts and courtesies from third parties if they exceed the reason-
able value of mere courtesy, nor accept any type of economic consid-
eration, gift or invitation from our suppliers that, due to their value, may 
exceed the symbolic or mere courtesy.

In addition to what is outlined above, the company has a Crime Prevention 
and Detection Protocol whose main objective is to prevent or reduce the 
risks of crimes being committed, especially those that entail the criminal 
liability of legal persons.

This Protocol has the certification issued by AENOR which certifies that the 
Management System for Penal Compliance complies with the requirements 
established by standard UNE 19601:2017 (renewed in 2023).

Corruption is one of the criminal offences included in our Crime Prevention 
Protocol for which we have identified specific checks, which are evaluated 
annually with the aim of mitigating this criminal risk.

The company also has other internal Policies and Regulations, all included 
in our Crime Prevention Protocol, establishing guidelines or instructions tar-
geted at preventing Corruption, including, for example:

•	 The Regulatory Compliance Protocol (Compliance), through which the 
company assumes the commitment to comply with national and inter-
national legislation and regulatory obligations, as well as with its internal 
regulations and the commitment to ensure that the internal regulations 
and actions of its executives and management are based on ethical cri-
teria aligned with the principles and values of the company and its Code 
of Ethics.

•	 The Philanthropy Policy which expressly prohibits contributions to po-
litical parties and their foundations, no matter what type (financial or in 
kind), this Policy extends to trade unions, individuals, or initiatives pro-
moted in a private capacity.

•	 The Hotel Administration and Internal Control Regulation establishes 
clear guidelines aimed, among other things, at avoiding corruption and 
fraud in different internal processes.

To ensure the functioning of the Code of Ethics, as well as the internal Poli-
cies and Regulations, Meliá has Complaints Channels (internal for employees 
and external for third parties) through which it is possible to report conduct 
(active or passive) that is contrary to the content of the Code of Ethics, or 
any other regulations, this conduct specifically includes corruption, bribery, 
fraud, etc.

The Company also has an Internal Audit Department which, acting as a third 
line of defence, reviews compliance with internal policies and regulations, 
and each year it reviews the Crime Prevention Protocol with the aim of en-
suring the correct and effective implementation of the controls established 
in the Protocol. In 2023 it produced a total of 199 auditing reports, with a 
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the companies. As a result of these reviews, and based on the result of the 
audits carried out, no practice was detected in 2023 that could expose the 
company to a crime of corruption or fraud.

c. Taxation

Taxation is a critical part of corporate responsibility and is overseen by the Board 
of Directors of MHI. Thus, the Board of Directors approves the Tax Strategy and 
monitors its implementation and the management of tax risks, at least, once 
a year. Among other key aspects, the Tax Strategy defines compliance with  
the law as fundamental, in both letter and in spirit. MHI publishes its tax strat-
egy on its corporate website. 

The company has defined regulations, internal control process-
es and a complaints channel to ensure tax compliance. Periodic re-
views of compliance with tax obligations are carried out and there is an  
organisational structure with appropriate means, including a professional 
team that receives ongoing training.

MHI has a corporate structure aligned with the business and appropriate to 
legal requirements and corporate governance standards, and does not use 
instrumental organisations in tax havens.

Also, MHI also has a strong commitment to transparency in relation to tax 
matters according to reports by independent experts, and it publishes infor-
mation on its tax strategy and the taxes it pays.

Tax risk management at MHI is reflected in the existence of internal processes,  
systems and controls (ICFR, key controls, etc.). The Tax Department, as the body 
for tax compliance is responsible for managing the Group’s tax risks and it has  
implemented processes that, along with robust information management 
systems,  ensure the reliability and traceability of information and minimise 
the chance of human error in this area.

d. Competition law

Meliá Hotels International plays a leading role in the tourist sector. This im-
plies it must act with due and necessary responsibility in regard to healthy 
competition with other players in the tourism value chain. This desire leads 
Meliá to set the objective of contributing to sustainable tourism develop-
ment as a means of driving progress and well-being in society, actively col-
laborating with industry organisations and maintaining a relationship of re-
spect and transparency with its competitors. 

Generally, Meliá has set very clear communication, marketing and sales 
targets in this regard that lead it to create and maintain links with all of its 
stakeholders, providing them with open, accurate, clear and transparent in-
formation on its mission, strategy, objectives and achievements. This com-
munication is also aimed at enhancing its corporate reputation through an 
accurate and appropriate depiction of the Company's image and establish-
ing and maintaining the communication channels required to guarantee all 
stakeholders the opportunity to participate in its leadership and reputation. 

Thus, Meliá’s commitments to the tourism industry and its competitors are  
therefore mainly aimed at exercising its leadership in a responsible and eth-
ical way given the impact and repercussions its behaviour as a leading com-
pany may have on the industry. 

Thus, the company avoids any type of practice that could directly or indirect-
ly be considered contrary to freedom in regard to establishing contracting 
conditions in the markets in which it operates. In fact, during 2023 no sanc-
tions were received in relation to any of the markets in which it markets or 
provides its services.

Additionally, the company’s conduct also helps to protect and enhance the 
reputation of the industry, therefore it actively participates and shares its 
knowledge and good practices in local, domestic and international forums, 
associations and other relevant entities and institutions, in order to strength-
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section called We listen to our stakeholders, among which Meliá includes 
its competitors. The Impact on the environment section identifies different 
areas and business and non-business bodies of which the company forms 
part, which are part of the objective to promote its leadership and share its 
ideas and good practices. 

Its presence in these environments leads it to responsibly exercise its role as 
a leading company in the tourist sector, avoiding the adoption of positions 
that could harm the sector and actively collaborating in actions that, carried 
out jointly, enable the continued development of the tourist industry and 
improvement of its reputation, whether on a local, regional, national and/or 
supranational.

Meliá maintains a dialogue with other companies in the industry that pro-
motes listening and active collaboration, regardless of whether or not 
they are competitors. Thus, Meliá acts in good faith, ethically and honest-
ly, to foster cordial and mutually beneficial relationships within the indus-
try, bearing its competitors in mind and refraining from attracting cus-
tomers or gathering customer information using unethical methods. This 
leads Meliá to even involve competing companies in the definition of  
its own material issues, as outlined in the 2023 Management Report in the 
Materiality section.

Meliá communicates and markets its products and services in an honest and 
ethical way, avoiding misleading advertising actions. This is an essential el-
ement for Meliá given that its customers are its raison d'être. That is why its 
ethical conduct standards lead it to comply with all of the applicable regu-
lations in each of the countries in which it provides or markets its services. 

To use the best available systems to guarantee the protection of data and infor-
mation provided by customers, acting at all times with due diligence and re-
sponsibility in the processing of that data, with a special focus on data protec-
tion as outlined in the Cybersecurity section of the 2023 Management Report,  

a key area with regard to its technological development and for which its 
teams receive training in view of its importance. 

Furthermore, Meliá markets its products and services in a correct, transpar-
ent, truthful and honest way, avoiding misleading advertising or any other 
practice that may confuse or deceive customers. The fact the company 
has such high levels of loyalty and a strong NPS confirm that its customers 
perceive the transparency and quality in the company's value proposition, 
as shown very clearly in the sections on Brand architecture and Customer 
experience in particular. In this regard, the company also offers customers 
channels with clear information on the characteristics of its services, con-
tracting conditions and prices, as well as channels through which customers 
can make claims or complaints if appropriate. 

Thus, with clear focus on digitalisation, Meliá promotes the marketing of its 
services through its own channels, allowing direct contact with customers, 
end consumers and professionals, and it promotes its own customer loyalty 
programmes, whether individual or corporate. In this regard, Meliá provides 
its teams with the required training and development in order to adapt to 
changes in the marketing of its products, especially training on digital tools. 

With regard to the ethical management of its partnerships, Meliá assumes 
the commitment to not establish commercial relationships with third parties 
that do not share its values, or that breach any legally established obligation 
in a demonstrable way as outlined in the section on Good governance, ethics 
and integrity in the 2023 Management Report, or in any of the approaches.

Lastly, Melia organises regular training and other initiatives aimed at raising 
awareness among staff about competition issues and how to communicate 
and market our products and services, both on our own channels (Website, 
App, Contact Center) and with third parties, OTAs, tour operators, etc. in or-
der to ensure that the information provided is honest, transparent and ethical 
and that there is no disparity on the different channels. All employees access 
courses on our digital learning platform, when they join in order to obtain the 
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company. In the Contact Center, for example, our teams of agents who spe-
cialise in assisting, via phone, chat, or email, our customers who are in the pro-
cess of booking and/or modifying a current booking, receive a PCI Audit each 
year - which evaluates the efficiency of the service provided and especially the 
processes for data processing and communication with customers.

Annual checks (and in some cases on a more frequent basis) are carried out 
at Meliá of the legal aspects (contractual conditions, privacy policies, pro-
cessing of the personal and/or professional data of our customers, suppliers, 
etc.) in order to ensure diligent maintenance of the data that we handle in 
our systems. From a strategic standpoint, before entering into any collabo-
ration / commercial relationship with external partners, we ensure that they 
share the same values as the company and respect the appropriate contrac-
tual obligations.

3. Qualitative information

3.1 Assessment of compliance with Regulation (EU) 
2020/852

3.1.1 Information on the assessment of compliance with Regulation 
(EU) 2020/852

In accordance with point 2.1 of Annex IV on the objective for the protec-
tion and restoration of biodiversity and ecosystems: Hotels, holiday re-
sorts, camping grounds and similar accommodation, the main activi-
ties carried out by Meliá in this category can be linked to several NACE  
codes, in particular I55.10 (Hotels and similar accommodation), I55.20 (Tour-
ist accommodation and other short-stay accommodation) and I55.30 (Camp-
ing grounds and trailer parks), in compliance with the statistical classifica-
tion of economic activities established by Regulation (EC) No. 1893/2006.

3.1.2 Contextual information on eligibility indicators

In accordance with point 1.2.3 of Annex I of the Commission Delegated Reg-
ulation supplementing Regulation (EU) 2020/852, the results of the key indi-
cators are outlined in the "key results" section, and specifically the criteria 
applied and assumptions made.
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2-6; Business Model

2-9; 2-10; 2-11; 2-14; 2-22; Responsible business

2-29; 3-1; 3-2; 3-3; We listen to our stakeholders

2-9; 2-10; 2-11; 2-12; 2-14; 2-15; 2-17; 2-18; 2-29; 405-1; Corporate governance

Policies & Risks
A description of the policies that the group applies, including due diligence procedures for the assessment, 
prevention  
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3-1; 3-2; 3-3; Risk management
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2-25; 2-26; Ethics and integrity: Governance mechanisms

Environmental Issues

Global Information
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environmental risks and the application of the precautionary principle.

2-23; 2-24; 2-25; 3-3; 
Governance of climate change and the environment 
Risks and opportunities resulting from climate change 
Plan to mitigate climate change

Pollution
Measures to prevent, reduce or repair carbon emissions taking into account any form of specific air 
pollution from an activity. 305-7; Plan to mitigate climate change 

Annexes: Environmental Indicators - NOX and SOX

Circular Economy

Measures of prevention, recycling, reuse, other forms of recovery and disposal of waste 2-23; 2-24; 2-25; 3-3; 301-2; 306-1; 306-2; 306-3; 306-4; 306-5; Transition towards a circular economy 
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Actions to combat food waste 301-2; Organic waste and food waste 
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Sustainable use of resources
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Consumption of raw materials and measures taken to improve the efficiency of their use
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energies. 302-1; 302-3; 302-4; 302-5; Optimisation of energy consumption 

Annexes: Environmental Indicators - Energy

Non-financial and diversity reporting 
requirements (Act 11/2018)
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elimination of discrimination in employment and occupation. The elimination of forced or compulsory 
labour. The effective abolition of child labour

2-28; 3-3; 407-1; 408-1; 409-1; Human Rights Due Diligence 
Social Dialogue

Corruption and Bribery
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Partnership or sponsorship actions 2-28; Impact on communities 
Annexes: Social Indicators
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and responsibility

Profit obtained country by country and Taxes paid on profits 207-4; Fiscal transparency 
and responsibility

Public subsidies received 201-4; Annexes: Economic indicators



2023 Management Report Meliá Hotels International

209

ABOUT THIS  
REPORT

1. MELIÁ IN 2023

2. BUSINESS 
MODEL

3.	 GOOD 
GOVERNANCE, 
ETHICS AND 
INTEGRITY

4.	 COMMITMENT TO 
THE FIGHT AGAINST 
CLIMATE CHANGE

5.	 SOCIAL VALUE  
GENERATION

6. ANNEXES

TABLE OF 
CONTENTS Table of contents SASB Standards - Global 

Integration
Sustainability disclosure issues and 
accounting metrics

SASB CODE INDICATOR UNIT 2022 2023

Energy Management

SV-HL-130a.1

Total energy consumed
GJ / stay  0.1384    0.1240   
GJ  1,650,392    1,623,368   

Electricity percentage Total 
consumption 58.7% 65.7%

Renewable energy percentage Total 
consumption 37.6% 40.6%

Water management

SV-HL-140a.1

Total water extracted
 m³ / stay  0.6508    0.6548   
Thousands m3  7,758,145    8,575,375   

Total water consumed
m³ / stay  -      -     
Thousands m3  -      -     

Portfolio located in water-stressed areas
Hotels 50 52
Portfolio 36.5% 40.9%

Environmental Impacts

SV-HL-160a.1 Portfolio located in or close to protected 
areas Hotels 38 35

SV-HL-160a.2 Environmental policy and practices to 
preserve the ecosystem Qualitative

Employment practices

SV-HL-310a.1
Voluntary turnover rate Rate 20.0% 17.8%
Involuntary turnover rate Rate 11.3% 7.7%

SV-HL-310a.2 Economics losses due to violation of 
employment rights € - -

SV-HL-310a.3

Average hourly wage of minimum wage 
employees (by region) € - -

Percentage of minimum wage employees 
(by region) % - -

SV-HL-310a.4 Policies and/or programmes to prevent 
workplace harassment Qualitative

Adaptation to climate change

SV-HL-450a.1 Portfolio located in areas with risk of 
flooding Hotels 18 15

Portfolio 13.1% 11.8%

SASB CODE INDICATOR UNIT 2022 2023

SV-HL-000.A Available rooms Rooms  10,589,298    10,465,526   

SV-HL-000.B
Occupied rooms Rooms  6,524,586    7,085,809   
Occupancy Ratio 61.6% 67.7%

SV-HL-000.C Hotel surface area m²  -  - 

SV-HL-000.D
Property Portfolio

Hotels 37 40
Portfolio 27% 31%

Lease Portfolio
Hotels 100 87
Portfolio 73% 69%

Activity metrics
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the SBTi Carbon Footprint
The calculation and reporting of our carbon footprint includes all the facili-
ties where we have operational control, i.e. 100% of the owned, leased and  
managed hotels.

The methodology used to calculate the carbon footprint follows the proce-
dure in the internationally accepted GHG Protocol.

The following scopes are included in the carbon footprint calculation:

SCOPE 1

Scope 1 greenhouse gas emissions are those derived from using fuels for 
heating and/or DHW or from leaks of fluorinated gases in our own facilities.

SCOPE 2

Scope 2 greenhouse gas emissions are indirect emissions caused by the  
generation of energy the company consumes and not generated in  
our own facilities. This category includes the purchase of electricity, district 
heating and district cooling.

SCOPE 3

Given the nature of our business model, Scope 3 emissions are very  
significant in our activity. Thus, following recommendations and  
best practices, we continue to make progress in measuring our Scope 3 
footprint, which includes all the following categories in our value chain:

Category 1: purchase of goods and services

Indirect emissions in this category are estimated through an input/out-
put economic analysis, using a proprietary tool and the emission factors  
from the database for CEDA 5 calculations (Complete environmental data  
sheet v5.0. CEDA provides information on emissions in the life cycle per  
monetary unit spent on goods and services).

The methodology for calculating emissions first breaks down the annual  
expense for each group of items purchased in the year of the report, taking 
into account the company code assigned to each group, and making it possi-
ble to differentiate between OPEX and/or CAPEX. Secondly, the cost of each  
group of articles is multiplied by the emission factor that best fits its denom-
ination in the CEDA data.

Below is the main data used for the calculation of category 1:

•	 This category includes all upstream emissions from the production of all 
goods or services purchased or acquired in the reporting year.

•	 It includes materials (tangible products) and services (intangible prod-
ucts).

•	 Source: Database of purchase organising companies.
•	 The emission factors used from CEDA 5 (Complete environmental data  

file v 5.0.

Category 2: equipment/capital assets

Indirect e missions in this category have been estimated through an input/
output economic analysis, using a proprietary tool with this method and 
the emission factors from the database for CEDA 5 calculations (Complete 
environmental data sheet v5.0. CEDA provides information on emissions in 
the life cycle per monetary unit spent on goods and services).
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for each group of items to identify the equipment and/or capital goods purchased  
or acquired in the year of the report. Secondly, the cost of each  
group of articles is multiplied by the emission factor that best fits its denom-
ination in the CEDA data.

Below is the main data used for the calculation of category 2, equipment 
and/or capital assets purchased:

•	 This category includes all upstream emissions caused by equipment 
and/or capital goods acquired in the reporting year.

•	 Source: Database of purchase organising companies.
•	 The emission factors used from CEDA 5 (Complete environmental data  

file v 5.0

Category 3: fuel and energy consumed by the company (not  
included in scope 1 and 2)

These emissions are the ones associated with fuel and energy consumed 
that are not included in scopes 1 and 2. We calculate these emissions due to 
the fact that our fuel and energy consumption is a significant part of scope 3  
emissions.

We used the AEI database (2018 version) and followed the updated Standard 
to use electricity emission factors and grid loss data obtained from glob-
al emission data sources (IEA, DEFRA and individual countries) to calculate 
transmission and distribution losses and emissions associated with the  
extraction, production and transportation of fuel.

Category 5: waste

The emissions associated with the management of waste generated 
on site are calculated taking into account the emissions derived from  
its treatment by third parties (recycling, composting, dumping and incin-
eration).

The emissions associated with the management of waste generated on 
site are calculated based on their treatment: recycling, composting, landfill  
disposal and incineration; and the emission factors for each of them.

Category 6: business trips

Scope 3 emissions associated with business travel are obtained from 
the air travel report provided by our partner American Express Global  
Business Travel:

•	 Emissions associated with flights based on the number of kilometres 
travelled and the emission factor provided by DEFRA (Department for  
the Environment, Food and Rural Affairs).

Category 7: commuting to work (employees)

In order to calculate the emissions associated with the  
commute of our employees worldwide, we created a survey in 2019 to 
collect data on the distance each of them travels every day from their  
home to their workplace, the means of transport they use and the number of 
trips they make each day.

Using this information and based on the emission factors obtained from the 
GHG Protocol, we have calculated the total emissions for 2022.

Category 11: Use of sold products

It includes the scope 1 and 2 emissions from hotels that we provide a man-
agement service to.
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Asset light Hotel expansion category based on 
management operating models. 

ARR - Average 
Room Rate Average price per occupied room 

B2B - Business 
to Business

Sale of products and services between 
two businesses 

B2C - Business 
to Customer

Sale of products and services to the end 
customer 

BIM (Building 
Information 
Modelling) 

It is a knowledge resource for information 
about an asset that facilitates a basis 
for decision making about the life of the 
product, defined as conceptualisation 
until demolition.

Bleisure - 
Business + 
leisure

The combination of leisure tourism and 
business 

Business 
development

Department devoted to brand positioning 
and the creation of value for our 
customers 

CBG/GGC Good Governance Code 

CDP - Carbon 
Disclosure 
Project

Organisation that evaluates the  
positioning of companies in relation to 
climate change. 

CNMV Spanish Securities Market Commission 

Core Business
Concept used to represent the 
professional segment or sphere of 
greatest importance for a company

COSO - 
Committee of 
Sponsoring 
Organizations 
of the 
Treadway 
Commission

Framework for the implementation of  
risk management and internal control  
systems 

CSA - 
Corporate 
Sustainability 
Assessment

Annual assessment of companies in the 
field of sustainability carried out by S&P 
Global 

CSRD 
(Corporate 
Sustainability 
Reporting 
Directive)

European directive on corporate reporting 
on sustainability that replaces Directive 
2014/95/EU (Law 11/2018) and amending 
the exercise of reporting “non-financial 
information” to make it “sustainability 
information”.

CUBG Unified good governance code 

2023 Climate 
Change 
Conference 
(COP28)

United Nations Climate Change 
Conference to encourage action against 
climate change, reduce emissions and 
stop global warming.

Customer 
Journey

Touchpoints with the customer during 
their trip or stay at the hotel (before 
the stay, during the stay, and after their 
departure

EBIT - Earnings 
Before Interest 
and Taxes

Earnings before interest and taxes 

EBITDA - 
Earnings 
before 
Interest, Taxes, 
Depreciation 
and 
Amortization

Gross earnings before interest, taxes, 
depreciation and amortization 

EBITDAR 
- Earnings 
before 
interest, taxes, 
depreciation, 
amortization, 
and 
restructuring 
or rent costs

Gross operating income without 
considering expenses deriving from 
leases or rentals 

E-commerce 
- Electronic 
commerce

Distribution, purchase and sale of 
products and services offered via the 
internet 

EMEA - Europe, 
Middle East 
and Africa

Europe, Middle East and Africa 

ESG - 
Environmental, 
Social & 
Governance

Acronym which means environment, 
social and governance in Spanish 

ESRS 
(European 
Sustainability 
Reporting 
Standards) 

European standards produced for 
corporate reporting of CSRD and creating 
a structure for reporting on the company’s 
environmental, social, and governance 
issues.

Essential 
brands

Hotel category for a customer segment 
that appreciates high quality standards, 
with greater price sensitivity 

F&B - Food & 
Beverage Food and Beverage 

Fees Fees 

GDPR - 
General Data 
Protection 
Regulation

General Data Protection Regulation of 
the European Union in order to improve 
personal data protection 

GRI - Global 
Reporting 
Initiative

Global standard for the preparation of 
sustainability reports which evaluates 
the economic, environmental, and social 
performance of companies

GSS - Guest 
Satisfaction 
Score

Indicator that measures customer 
satisfaction 

GSTC - Global 
Sustainable 
Tourism 
Council

The Global Sustainable Tourism 
Council manages global standards for 
sustainability in travel and tourism 

Glossary
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High-end
This is a segment that is characterised for 
its high purchasing power that demands 
exclusivity, luxury, authenticity, and 
excellence 

Aggregate 
Information

Includes information on owned, leased 
and managed hotels 

Consolidated 
Information

Includes information on owned and leased 
hotels (consolidation perimeter) 

Global 
Integration Consolidated perimeter 

JV - Joint 
Ventures

Joint investment company in its own 
right that purchases ownership of a hotel 
establishment 

Leading Leading 

Lifestyle Hotels
A type of hotels that are characterised by 
being products with their own  
identity and personality. 

Meeting & 
Events Meeting and Events segment 

Newsletters Information newsletters 

NPS - Net 
Promoter 
Score

Indicator measuring the customer 
recommendation level for the 
establishment

SDG Sustainable Development Goals included 
in the 2030 Agenda of the United Nations 

OTA - Online 
Travel Agency

Online travel agencies mainly devoted to 
the sale or services or travel products on 
the internet 

Partners Partners 

PCI - Security 
Standards 
Council

System that ensures data security in credit 
card payments or payment 

Phishing
It is a method used by cybercriminals to 
deceive, defraud or obtain personal or 
professional information 

Pipeline Portfolio of signed hotels pending 
opening 

PMS -Property 
Management 
System

Technology platform for operational 
management in hotels 

Premium 
brands

Hotel segment offering a product 
or service with high standards and 
experience of quality and luxury 

Proxy Advisors

Entities that provide advisory services to 
investors, mainly institutional, in relation  
to the exercise of voting rights derived 
from the ownership of shares in listed 
companies 

Q - Quarter Quarter 

QPI - Quality 
Penetration 
Index

Quality index providing a comparison 
with competitors. It provides a reputation 
metric for comparisons to competitors 

Luxury brands Brands providing maximum luxury and 
quality for the most discerning customers 

Revenue 
Management

Focused on management and 
improvement of revenue and sales

ReviewPro Satisfaction surveys for a specific 
customer segment (Agencies) 

RevPAR - 
Revenue Per 
Available 
Room

Indicator measuring the revenue 
generated for the sale of rooms divided by 
the total number of rooms available, over 
a specific period of time 

CSR Corporate Social Responsibility 

SBTI - Science 
Based Targets 
initiative

It is an initiative that aims to help define 
science-based strategies to combat 
climate change and reduce greenhouse 
gas emissions 

ICFR

An internal control system for financial 
information that defines a series of 
processes to provide reasonable 
assurance regarding the reliability of 
financial information published in the 
markets 

SET - Senior 
Executive 
Team

Management Committee formed by the 
senior management of the company

Shareholders Shareholders 

Silver Class Silver class 

Stakeholders Stakeholders 

Statement Statement 

Stay Safe
Programme designed to ensure the health 
and safety of our customers and staff 
during COVID-19 

Sustainability 
Yearbook

Sustainability Yearbook published by S&P 
Global recognising the companies that 
are best positioned and valued for their 
performance in the field of sustainability 
according to environmental, economic, 
social, and governance criteria 

TO. - Tour 
Operators

Operators or agents offering tourist 
packages to end customers

Upgrade
An offer made to a customer to enjoy a 
service or product in a superior category 
to the one contracted 

Upscale
Segment of hotels with the highest 
product and service standards or of a 
superior category 

VP Vice President 

VUCA 
(Volatility, 
Uncertainty , 
Complexity & 
Ambiguity) 

Acronym defining the business reality 
faced with an environment that is volatile, 
uncertain, complex and ambiguous.
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