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Introduction
Marketing Plan to attract new customers post-Covid 19 and Brexit. The plan is to send out invite to loyal customers informing them that on the next visit they are welcome to bring a guest to the afternoon tea for free. The plan is to attract new customers through Loyal customers and use Direct advertisement offering Discount to the Loyal customer and the new ones. While recompensing the loyal customer for the direct market with vouchers and encouraging Them to come back, to pass this information email, direct sale and online advertisement will be carried out.

Situation Analysis
[bookmark: _Int_LdLJo0yM]According to Mhairi Mann (2020), The Ritz London is one of the most Iconic hotels in the UK, it has been open since 1906. It is in the heart of London, where many High-class guests are enjoying a privileged stay. The Ritz has entered the English Dictionary known as Ritzy meaning Luxurious and exclusive.
The Ritz London known as The Ritz-Carlton falls under the Marriott Bonvoy umbrella, research shows that the multinational Bounced back after Covid-19. To function effectively they implemented safety standards following government advice to protect the Employees to be able to continuously deliver exclusive customer service and continuously stand out from the competitors (Donald Wood, Marriott Executive Talks COVID Impact 2022).
SWOT Analysis for The Ritz London
	Strengths
	Weaknesses

	· History
· Exclusivity
· Location
· Awards
· Customer service
· Employee’s dedication
· Trust in employee’s
· Loyalty Program
· Business Physiology
· Ambiance & Atmosphere
	· Providing superior experience in a competitive market
· High price
· Slow adaptation to competitors in the Luxury category
· Millennials categories are used to luxurious images and expect more than comfort
· Adapting to trends

	Opportunities
	Threats

	· Special packages for new customers 
· Loyalty packages for members 
· Celebration Ball for coronation day 
· Tapping into the global increase in luxury demands 
· Developing a new product to increase customers numbers through special packages 
· Cooperation and partnerships to increase regular business customers
	· The current economic situation in the UK 
· Global price rise 
· The increased cost of operations regarding hotel cost 
· Brexit 
· The decline of local and international traveling due to Covid19 
· Postpone major events and reduce people income 
· Competition increasing 
· Digital channels advertise the similar product for more competitive rates



(School of Learning, 2021)




The COVID-19 pandemic came as a shock to the world. The one thing no one expected to ever happen in The Ritz London, history after 114 Years of hospitality, the Hotel shoot its doors for a while (Grace Beard, The Ritz, 2022) 
Even in the darkest times, The Ritz is not dropping its standards, The Hotel stays reserved and controls carefully the information as one of the strongest selling points is its reputation, which WorldWise is known for its exclusivity (The Ritz: Checking into History,2017).

Porter’s 5 Forces
Porter's 5 Forces
The Ritz London is in high competition with other luxurious brands
Dropping standards would loose the sophisticated reputation, therefore would give chance to competitors attract they customers
The Ritz London  priority are  guest and employee's satisfaction and constantly thriving for perfection. This leads to being on top of competitors 
The Ritz is not sparing expenses in order to deliver a unique experience. Therefore, the selling supply must accomodate the needs 
The Ritz London is Working with numerous chain suppliers to ensure stock is not running low. Because of Brexit, some suppliers may be replaced and price may shave changed
Competitiveness
Thret of Subtitutes
Bargaining power of suppliers
Bargaining power of buyers
Competitor Analysis


Porter’s 5 Forces (CASEMARATHON, 2022).

The current situation in Britain post both, Brexit and COVID-19 changed in the last couple of years even when The Ritz London is part of an international company as individual it has still been affected trough after travel has been closely monitored by the UK Government, After Brexit, the government implemented new laws and work visa been introduced therefore employment power have dropped (Michael Radley, 2022). 
To solve these issues The hotel mostly relies on local recruitment and The Ritz Academy. Ritz is incredibly careful and only hires the best employees. “We only take talented and committed people with a genuine interest in the industry. At The Ritz, success has no limits (The ritz academy 2022). 
Another political influence post-Covid19 was Health and Safety measures where implemented which can drop income since the furlough was no longer paid by the Government and The Ritz had to make a compromise with wage payments. (Gov,2022) 
Hospitality is facing challenges in recruitment in Hospitality tech as well as the demand online has increased and Uk is short on trained employees, also is an issue with the wage living cost balance and employees are demanding an increase (Amy Dignon,2022)  
PESTEL Analysis for The Ritz London

	Political Factor
	· The Ritz has an Ethical Business Conduct 
· Implemented workplace policies and is committed to the Human Rights

	Economic Factor
	· With the current inflation, they may overcome people who are looking to spend less that is why they offer exceptional care for all the customers 
· Promises to give people a unique experience  


	Social Factor
	· In the social class, the Ritz is at the very top  
· Attracting all ages in the high-class society  
· The Ritz image is one of the top qualities they have and hold it dearly   

	Technological Factor
	· The Ritz-Carlton is very aware technologically and they update periodically to make themself memorable and attractive even on the other side of the world 

	Environmental factor
	· The Ritz London is situated in an excellent location which gives them the opportunity to attract more customers 
· They use local farmer suppliers 
· Create indoor activities if the British weather is not sunny


	Legal Factors
	· Post-Brexit the employment law changed  
· Visas for foreign customers and employees have been introduced 
· Post-Covid Health and Safety measurements need to be taken place 
· NEW contracts are limited. 
· GDPR is being introduced to protect customers and companies.





(Gov, 2022.The Ritz London, 2022. The Ritz-Carlton,2022. The Ritz London, Facebook page)


Objectives

[bookmark: _Int_NCFuVOkK]SMART (Specific, Measurable, Achievable, Realistic, Timely) Target: 
[bookmark: _Int_naiZgYnO]To attract new customers from abroad and locally, The Ritz London is setting up a new offer called “Your Guest, to our Tea Afternoon” The Goal is for existing customers to bring along one guest for afternoon Tea. 
The rule was simple, the guest had never been in the Ritz hospitality before.
[bookmark: _Int_NRtqMVkp]The guest can have a unique experience for free to deliver The Ritzy taste to open their curiosity, both guests and existing customers will receive a discounted voucher until 31st August 2023, hoping to have 25% of the new customer return. 
When the guest returns the loyal customer receives a 20% discount voucher at The Ritz-Carlton souvenir shop.

[image: ]


The Ritz London is highly valued by customers as it creates an experience with outstanding service, architectural-looking buildings, Michelin-awarded cuisine, outstanding decoration, location, and Afternoon Tea. Which is highlighted by Whitin the offering and guests have company. By already having the customer's details an email advert brochure will be sent out to attract customer awareness of the new offer. When the customer makes a reservation in the confirmation email the hotel reminds them about not coming alone as if they stay can have company for Teatime. 
 
When the customer checks in the reception team inform them about the Afternoon Tea start time and remind them that they are allowed to have a guest or grab a Ritz Lion teddy to keep them company and hands a dressing code and rules brochure to the customer. All this is certainly at the guest's discretion.


Bowman’s strategy Clock

Afternoon Tea
Loyal customer's promotional offer
The Ritz London

(Bowman’s Strategy Clock,2022)



Tactics
To encourage customers to bring along a guest the hotel sends the offer by email and follows up with numerous selling tactics like reminding and familiarising the customer with the offer. Also offering to rent a Teddy bear to keep them company, this offer is hopping to makes the customer want to show off with a person instead of a Teddy. Even though the Teddy's presence is not mandatory, this detail is not mentioned anywhere to create the illusion of must be accompanied. The rules of the promotion will be handed on a brochure and will inform the guests of all the details. At this point, the price for the loyal customer in unchanged but not mentioned, only the benefit that both customer and the guest can return till the end of August with a discounted voucher which is required to complete a short questionary to get the potential guest details. When the customer's Guest return to The Ritz an online Voucher is sent out to the customer with a 20% discount to the Hotel Souvenir Shop by 30 November 2023.


Action

[image: ]
Control
Bringing new customers into the hotel will ensure continuity, having the details of the Tea guests following the questionnaires is easy to keep in track of these questioners can be filled out on tablets and they are going straight into a database and no employee must physically therefore paper is not used, and the green message is advertised.
Giving new customers the taste of the Ritzy Experience will encourage them to come again, even to celebrate they big that at the hotel or Restaurant, also create positive advertisement trough discussing with friends and family.

Conclusion
[bookmark: _Int_KPFc2tir]To attract new customers, post Covid19 and Brexit, The Ritz implemented a new promotion for Loyal customers to bring along one guest to the Afternoon tea to experience the Hotel offering to attract them and encourage them to come again this tactic is also an advertisement as the expectation is from the new guest to talk about the Ritz in diverse groups. For this the Loyal and the new customer receives discount on the next visit while the Loyal customer receives a Souvenir Voucher two.
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