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Introduction

[bookmark: _Hlk89675354]
[bookmark: _Hlk87969844][bookmark: _Hlk87969785][bookmark: _Hlk89690622][bookmark: _Hlk89690665][bookmark: _Hlk89690701]This marketing plan is made for Pale Hall Hotel and Restaurant. The Hotel is an AA Five Red Star, Relais & Chateaux, luxury country house hotel, with three rosette and Michelin green star, fine dining restaurant. Owned by Alan & Angela Harper, the hotel is situated in North Wales in the tranquil Dee valley. It is a Victorian mansion set in 16 acres of woodland garden and parkland close to the River Dee, where local activities include fishing, shooting and horse-riding, having Snowdonia on its doorstep. (Pale Hall Hotel, 2021)
The purpose of this marketing plan is to attract new customers to Pale Hall Hotel after the pandemic lock down. 































	
1. Marketing Mix  



[bookmark: _Hlk88846582][bookmark: _Hlk89005085][bookmark: _Hlk88062561][bookmark: _Hlk88062640][bookmark: _Hlk88062260][bookmark: _Hlk88062949]Product
[bookmark: _Hlk89690783]Classic rooms; Turret rooms; Grand rooms; Master rooms; Superior Suites; Garden Suites; Dog friendly rooms; Special packages; Meeting and Events; Guided tours; Fishing experiences in the Dee River valley; 4x4 driving experiences; Weddings; Dining club membership; Christmas and New Year Eve 2021; Monetary gift vouchers; Free EV charging. (Pale Hall 2021)   
[bookmark: _Hlk88321784][bookmark: _Hlk88329152]Price
For Pale Hall is not an easy task to determine the right hotel room price as it needs to be taking into consideration multiple factors such as room type, occupancy, competition pricing, seasonality, the day of the week, demand and supply in the local market and the most important, competition. (Hotelogix 2016)    
Place
[bookmark: _Hlk88330962][bookmark: _Hlk88330191]The location of Pale Hall is having an impressive impact on customer’s experience during their stay as it provides many local attractions, restaurants and adventurous activities such as fishing, 4x4 driving experience and guide tours. The hotel’s website is easy to access, providing clear messages about quality, provenance of sustainable growing, livestock rearing, and seasonality. (Pale Hall 2021)     
Promotion
[bookmark: _Hlk88331785]The way Pale Hall is promoting its product is through an up-to-date website, Facebook page (Pale Hall Hotel Bala), E- mail, specialised channels to ensure that the hotel is present in the most important distribution channels to give customers a perception of what the hotel is all about. (Twin ,2021) 













2. The Marketing Environment (Micro-SWOT)  


[bookmark: _Hlk88467935][bookmark: _Hlk88846557][bookmark: _Hlk89005044]Strengths: fantastic location; customer and brand loyalty; utilisation of modern media; target market for all ages; the use of local sustainable produce; their own hydro-electric system power; free EV charging; Michelin Green star award; room variety types, contributing to local charity, people focus, values as honesty and integrity, vision, and ability to handle crisis. (Owen,2005)
[bookmark: _Hlk88469403][bookmark: _Hlk88469570]Weaknesses: not evolving with the ever-changing world; target market; next to other five-star hotels; excessive focus on expansion.    
[bookmark: _Hlk88469901]Opportunities: new customers from online channels; opportunities to invest based on stable free cash flow, increased spending on Travel; word of mouth to do the advertising, modern technology and the use of mass media, continuous improvement. (Marketing tutor, 2021) 
Threats: unable to keep up with competitors; economic recession, high turnover rate of staff due to Covid 19, another Covid lockdown. (Jobs, 2021) 





























3. The Marketing environment (Macro) PESTLE  

[bookmark: _Hlk88496187][bookmark: _Hlk88846516][bookmark: _Hlk88851512]Political
Because of Brexit the value of the POUND is decreased in relation to the value of the EURO, which makes it more attractive for Pale Hall as they going to have more spending power and it will make customers to spend more on their holiday. 
[bookmark: _Hlk88497003]Economical
 Exchange rates, inflation, minimum wage, working hours and unemployment, all these things could affect the value of Pale Hall as shortage of staff and zero contract hours could take place immediately, and could affect the services towards customers. (CFI, 2021)
[bookmark: _Hlk88498141]Social
[bookmark: _Hlk89690974]The hotel looks into age distribution, career attitudes, health and safety. Customers want healthier food therefore the hotel would have to add more healthy type product range like salad and more greens having the use of their trusted suppliers. 
Technological
[bookmark: _Hlk88674740]Social media has had a great leap in today’s technology; therefore the hotel takes the advantage to email their package holidays and offers, memberships and vouchers to their customers, keeping them updated at all times about the discounts and benefits. Although the hotel is facing competition, strives to sell its product online. (Pathak, 2020)
[bookmark: _Hlk88832336]Legal
The impact upon employment on Pale Hall has determined a change towards the strategy they use for labelling their goods and services. The functional tasks carried out by the staff to offer great services to customers. (Bevington et al. 2012, p 202) Helping people to experiment with the new ways of working; setting targets and goals to give staff to be successful again. (Bourne.M et al. 2012, p 35) Being strongly linked to political factor, Pale Hall is accredited with AA Covid confident, has safe operating practice by ‘Visit Britan’, and has safe travels certified by World Travel & Tourism Council (WTTC). (BBC, 2021)








[bookmark: _Hlk88676466]Environmental
The environment has a significant impact on global warming and give Pale Hall the need to switch to sustainable resources both locally and nationally including the supply chain. Pale Hall uses the online resources as Facebook, Twitter and LinkedIn to inform customers about their sustainable products like renewable power source that meets the needs of the 21st-century, providing carbon-neutral energy to power the entire hotel with surplus fed into the national grid, or that the Welsh farmers the hotel uses, are supported as widely as possible which reduces haulage and CO2 emissions. Free EV charging to use for both the general public and guests of the hotel, drawing their power from their hydro generating system which means that, when charged at Pale Hall, electric vehicles are in effect running on water.  

































4. Creating Customer Value & Engagement 


[bookmark: _Hlk89004610]
[bookmark: _Hlk89327131][bookmark: _Hlk88846472][bookmark: _Hlk89327163]To identify what the customers need and want is through the feedback they provide and one of the options would be to ask them on one-on-one conversation during their stay or to do feedback on social media. They could suggest changes to the special packages or a more diversified food menu, a change in room design or a room improvement according to their necessity. If they are returning customers, a nice way to reward their loyalty would be by offering a 10% discount. The customers will always look on existing feedback and the more stars they rate that product or service the better for the future customers also as for selling that product. A 5-star rating would be ideally however if lower, there is always room for improvement.
[bookmark: _Hlk89691027]After the customer feedback forms have been analysed, the information obtained could be used to develop a customer service training session for employees. 
(Doyle, 2020)
[bookmark: _Hlk89691410]Before the customer become ours, it would be recommended to check the feedback they give to competitor hotels through their Facebook pages, webpages, feedback forums, to see what the number one complaint is, as it is important to check if Pale Hall meets their requirements. To create engagement to their needs, another great method would be by creating a poll that allow to check where they are coming from? what are they thinking? also what preferences they have, and if the existing suppliers are meeting the customer needs. (Skills, 2021)    

















5. Effective Use of digital Marketing 

[bookmark: _Hlk88851167]
[bookmark: _Hlk89691081][bookmark: _Hlk88850800]The time spent marketing the business via digital, is a time well spent. (Smith, 2020, p.13)
[bookmark: _Hlk89691135]SEO (search engine optimisation) the process of making a web page.
 Blogging is important for all businesses as it provides the user with a platform to create relevant content for advertising the business, simply by presenting the hotel as a story, video or something that will stand out for places, holidays and adventures. (Smith, 2020, p.49)
Pinterest, a primarily social search engine where customers can control what they want to search for. 
Podcasting with important people within the industry, then advertising the video on the hotel’s website.
Email Marketing is a great way to build connections with audience, customers, and advertising the hotel’s services and products.
Forums like Quora, Reddit are great promotion channels as by posting links to the hotel pages the information spreads faster.
Customers and competitors prefer to use text messaging and the social web over any other form of communication. (Smith 2020, p. 30)
[bookmark: _Hlk89691254]The use of social media like Facebook, Instagram, Twitter, Tik-Tok and LinkedIn are essential for a great and successful advertising and to ensure customer retention and loyalty. (Smith 2020, p. 29)
 
















Conclusion 
[bookmark: _Hlk88912652]
[bookmark: _Hlk88917411]The fact that there is a market for Pale Hall and the ability to run this business, has been demonstrated. (Blackwell, 2017, p. 121)
[bookmark: _Hlk89691285]The skill to focus on customer service is an essential indicator that Pale Hall could hire great people, train them properly and willing to empower them to use proper judgement. Ongoing training will show employees that they are considered valuable, will improve morale and guarantee consistency. They will know the value of keeping a customer. 
Workplace hygiene is a top priority now as there is an increased risk of spreading the virus, however with the right hygiene product provided and the use of sanitiser, the staff wellbeing will increase. Pale Hall should treat the employees as same as customers because they are the most important people in the business. (Bevington et al ,2012, p.15)
[bookmark: _Hlk89691318]As Richard Branson said: “Train people well enough so they can leave, treat them well enough so they don’t want to.” (Dan Lok, 2021)
Each business has their own way of succeeding and failing therefore there is no universal formula for success. (Owen, 2005, p.3)
By showing to customers that the product and the service offered has the highest quality and it is delivered on time, customer satisfaction will be maximised and so as the profit. (Barrow et al 2015, p. 284)
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