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[bookmark: _Toc123658466]Introduction 
Customer experience can be defined as the journey of buyers with the companies and their effective services. It is considered as a crucial and significant impact on the companies that have offered positive and great experiences with the companies as it will support in order to develop a good relationship with buyers. The buyers are chiefly considered to be considered as king for companies and they will mainly lead to having a direct effect on the profits and sales of the companies. It is also considered a great opportunity for companies and it would lead to a direct impact on the profits and sales of the companies. It is considered as an opportunity for companies to develop and boost the experience of buyers as it will lead to the achievement of a set of goals and targets. There are various methods and techniques that could be utilized by companies for increasing and developing buyer experience. It is significant that companies are offering higher quality services to their buyers and also addressing the needs and wants of the buyers. It will chiefly support in order to meet the desired expectations and meeting of the buyers from companies (Ali et al., 2021). There are various factors that would lead to having a great impact on the expectations and experience of the buyers. In order to develop the entire experience the buyer's company need to have a clear understanding and information about the buyer experience. 
This research will mainly rely on Holiday Inn companies. It is considered one of the prominent brand hotels that are offering its products and services in a different marketplace. Holiday Inn is a well-known company that is established in various parts of the globe and its main branch is established in Denham, UK. Kemmons Wilson is the founder of Holiday Inn in the year 1952. InterContinental Hotels Group is the main owner of Holiday Inn. This research will comprise different aspects that would mainly support in order to influence companies to maximize buyers' values. Besides this different system is also evaluated and analysed that would support companies to effectively conduct quality procedure and also identify what is fruitful for Holiday Inn in terms of address the needs and wants of customers.    
[bookmark: _Toc123658467]Briefly introduce the key marketing theory or theories
As per the study of analysis of internal and external factors for companies to concentrate on maximising buyers' values and also experience. There are various aspects that would lead to having direct in of company’s potential and ability to enhance buyers' experience as well as effectively retain and attracts more buyers towards businesses. Different benefits and advantages could be active by respective companies through increasing the values of the buyers. In the context of Holiday, Inn Company is effectively dealing and handling a hospitable industry that is totally relied on buyer experience as well as its values to retain desired results (Ali et al., 2021). Customer experience could be expressed as the journey of the company within the company along with the services and products provided by the company to buyers. In simple terms, customer experience is expressed as an evaluation of measurement that chiefly analyses how happy buyers are with the organization’s services, products and ability (Ali et al., 2021). Buyer satisfaction data involving ratings and surveys could assist companies to identify how to boost and develop their services and product that meets customers’ needs and wants. 
Creating an experience really impresses ensures and purchases that they would effectively keep performing organizations with the company in the prospectus. A superior experience becomes as value and unique for any kind of company. Acquiring a new buyer expenses seven times higher than effectively managing and maintaining an existing one. Investing in their existing buyers would pay off and it's a matter of time until they see positive outcomes. Word of mouth is considered one of the most powerful tools that an organization could wish for today. A successful social media campaign needs higher than just whipping up posts regularly. At present social media platforms are one of the great platforms for companies to target their potential customers and buyers. There are many marketing theories and concepts that are used by the company to deeper understanding of their buyer's motivation, goals and needs; they also assist companies to understand the marketplace while they are operating operations. 
[bookmark: _Toc123658468]The 4Ps of Marketing Mix 
The 4Ps are considered a marketing concept, so it is not usual to discover different companies utilize it as the main foundation for their marketing tactics. The fundamental concept of the marketing mix is the 4Ps which are place, product, price and promotion in the year 1960. But in the year 1981, Biter and Booms expanded the marketing mix to comprise 3 more elements which are people, evidence and processes. The seven P’s are the elements approx. that Holiday Inn should structure its marketing campaigns (Alnawas and Hemsley-Brown, 2019). As per the seven P’s marketing mix theory for their social media campaigns to be successful, they need to make sure at least of the 7P’s: 
· Product: the items being sold
· Price: expenses of the product
· Place: where the Holiday Inn distribute the product
· Promotion: advertising, marketing and sales 
In a very short period of time Holiday Inn become a prominent organization in multinational hotel groups. The British hospital sector was officially formed in the year 2003 that became a company in only 15 years of the period of time. It is represented that time does not matter. What really are the tactics and the effectively implemented let's see the marketing mix tactics of the Intercontinental hotel or hospital groups. The below has mentioned marketing mix of Holiday Inn: 
Pricing Mix: Holiday Inn developed the brand name with the view to successfully connect each type of person around the world. This mainly classified the marketplace into the different segments of the standards of living of guests that are luxury, high scale, and midscale and keeps the price for that reason. The pricing tactics of the Holiday Inn have depended upon the brand name that is successfully targeting (Arasli et al., 2020). With the help of economic pricing comprise selling services and product of basic characteristics and features to buyers with low budget. Penetration of pricing tactics, on the different side, comprises offering high-quality services and products at low prices as compare to the competition in order to enhancement to market share. 
[image: ]
Figure 1: Pricing classification of Holiday Inn, Source: (Arasli et al., 2020)
Product Mix: Holiday Inn is a subsidiary branch of IHG groups and Holiday Inn directly targets its customers and contact guests. It develops brings and brands it to the marketplace. IHG is needed by the different multinational hotel brands and growing globally (Arasli et al., 2020). Thus it effectively generates its revenue through selling accurately by franchising and managing its business worldwide. Thus it mainly generates the hotel along with the hotel globally. The range of their services is comprising and extensive meeting, wedding and banquet facilities and also special event services, lounges and restaurants, beverages and foods services, gift shops, swimming pools, retail facilities and so on. Mainly products are classified into three parts which are supporting, facilitating and core products. Core products could be explained as the fundamental form of the product. To successfully put it simply, core services and products are the main or foremost reason for the buyer purchasing from the companies. Holiday Inn's core product is hotel rooms that buyers stay in for a certain period of time. It is useful for gaining a competitive advantage worldwide (Buhalis et al., 2019). Facilitating products mainly comprises services that help buyers in order to the consumption of core products. Holiday Inn offers a set of range of popular facilitating services and products such as bars and restaurants, customer services and online reservation facilities. In addition, supporting product mainly comprises additional services and products that are provided in order to obtain competitive benefits for the companies through the value of core services and products. Varieties of supporting products and services by the Holiday Inn comprise 24*7 room services, magazines and free newspapers for business travellers and concierge services and so on. The augmented product is the main benefit offered created by the companies that consist of the core products and services. Augmented products mainly offered by the Holiday Inn comprise membership discounts, exterior designs and luxurious rooms, a relaxed hotel environment and high-class restaurants (Carlo, 2021).        
Place Mix: Holiday Inn their properties approx. 100 nations globally. It has the majority of its properties are in South America with higher than 3761 properties and its constant with 642 hotels in Europe also followed by the Asia pacific with 498 hotels, Africa with 23 and Australia with 35. That shows that should its properties are in developed areas (Carlo, 2021). As holiday known for its luxury hotel, the city centre and town is the prime location for them.  
Promotion mix - Holiday Inn lies on the word of mouth. The product world of mouth is mainly plus poet for any company. The organization uses multiple media channels to promote their products. It utilizes traditional media because of its range ability and reaches to attract a large number of persons. It utilizes social and online media promotion that is beneficial and cheaper because of the increasing usage of the internet (Dewnarain et al., 2019). Experience various revenue promotions and take part in the different events and exhibitions across the year. 
[bookmark: _Toc123658469]Customer value framework
It is considered an effective tool that would instruct companies in order to offer valuable services and products to buyers; buyer value proposition is significant in order to promise for delivering potential values that must be delivered through respective companies to meet the buyer's needs and requirements. Proposition values of buyers would chiefly support in order to stimulate buyer engagement within the companies and lead to developing string and good bonds between organization and their buyers. Values proposition is significant in order to offer extra value to buyers and it could be considered a unique selling proposition of Holiday Inn. This aspect would lead to having a main impact on the achievement of desired results and aims of the organization. Through this Holiday Inn organization would be capable to offer better and more effective services to buyers and enhancing the duration of time buyers mainly visits the company. This has been analysed that there are various elements that are significant for businesses to consider while developing that there are various elements that are significant to consider when developing the proposition values to buyers and also offering extra values to persons in order to enhance the level of expectations. The below has mentioned different element that is significant in order to offer values to buyers are mentioned below: 
· Emotional Value: in the context of Holiday Inn organizations would be capable to enhance the value of buyer experience while organizations concentrate on offering pleasant values or attractive services to buyers. It has been identified that buyers will be considered as more attracted towards all these services that are capable of homesick, traditional reasons or recommended by some other persons (Dixit, 2020). It would lead to the creation of the emotional and strong bond with the business and increase the different level of buyer values.
· Functional value: It is defined as the kind of value expressed in all services and products that are mainly offered by the business. It is crucial that the respective organization is offering various kinds of services and products to a buyer that is as per the convenience of buyers. It will help to improve the value of the customer experience. Holiday Inn services must be able to address the concerns and issues of customers and must also be more comprehensive than those of competitors (Eid and Agag, 2020).         
· Symbolic value: It is described as the sort of value that may be attributed to a hotel brand's social responsibility and other factors. It is important for Holiday Inn to take into account the symbolic values of customers, and this is the major justification for doing so because it makes customers feel more valuable to the company. There are numerous types of symbolic values that are primarily provided by the relevant firm to organisations that would lead to retaining and attracting customers for both their products and services.      
· Economic value: It is one of the significant values that is mainly deemed by every buyer and guest It is considered as significant for companies to offer services and products that are adequate and also appropriate to the value of the buyer's money. Holiday Inn services must be offered financial benefits to their potential buyers as this would support as it would support in order to develop of the entire values and experience of buyers (Gonzalez-Serrano et al., 2020). Buyers would tend to be happy when they feel the purchased services and products of the business are worth money and time. Holiday Inn should focus on economic value when offering their services and products to their buyers for maximizing their value.   
· End Values: It is deemed as the sum of all values that are mainly provided by the business to its buyers and target market. In the context of Holiday Inn Company would try to analyse and identify what is the main image of services and products convey to buyers. It will mainly support businesses to take better decisions and enhance their services so that business could successfully attain their aims and objectives. The needs and wants of buyers are considered to be significant for business as it would be developing the different levels of buyers' experience as well as offering a high level of buyers satisfactions. 
There are many factors of Holiday Inn that would lead to having a significant effect on developing buyer experience with companies as well as enhancing buyer values and it is significant for companies to take appropriate decisions according to the needs and wants of buyers It has been identified that Holiday Inn requires to create tactics that would support order to add more and more value to buyers' experience within the business. In order to create effective and better tactics Holiday Inn need to analyse and identify the wants and needs in order to attain a set of targets (Guan et al., 2021). 
[bookmark: _Toc123658470]PEST analysis of hospitality sector 
Political aspects: A stable political environment is essential to the success and expansion of any venture. The development of the Holiday Inn has been significantly impacted by stable regulation in the United Kingdom. Even the organisation has success and growth primarily in the United States, and the business's expansion has primarily been affected by the country's stable legal environment.   
Economical aspects: One of the key elements for the development and success of any country is economic stability, other which only the internal businesses would thrive on the market. Therefore, it is believed that politics and economics are on the same team. If a country has political stability but is economically insecure as a result, Holiday Inn cannot develop and succeed (Khatri, 2019). Thus, the UK's economic state has had a major impact on the company' ability to succeed in achieving their current position.     
Socio-cultural aspects: It is a factor that the hospitality industry is particularly affected by. It is impossible to remain in the market if the surrounding conditions are unsafe or unfeasible for the hotel industry. Before starting a hotel operation, the hospitality industry must focus on a number of different elements. Different cultures and traditions are practised widely in society. As a result, Holiday Inn's organisational strategy benefits greatly from British culture, and as a result, it is at the top of the hospitality industry.        
Technology aspects: The UK is a developed country, and technology is thought to be the key factor that helps to obtain competitive advantages. As a result, Holiday Inn should essentially accept the evolution of technology throughout time. After that, they would capable to obtain the rivalry benefits. Thus the hotel has effectively accepted the transformation of technology. 
[bookmark: _Toc123658471]SWOT analysis 
	SWOT analysis of Holiday Inn

	Strength  
	· Brand 
· Satisfied staff 
· Strong company workforce

	Weakness 
	· Issues in operation because of large no of hotels 

	Opportunities 
	· Changing trends marketplace 
· Growing travel market 

	Threats 
	· Changing legal views 
· Foreign currency fluctuations
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Customer experience may be defined as the path customers take while dealing with a company, as well as the services and goods the company offers to customers. It is important for the company to assess its capacity and potential to provide successful or effective buyer values and experiences (Mishurova et al., 2020). This is chiefly based on the capability of staff with the company as well as decision taking in order to address buyers' experience. Holiday Inn business must impress their buyers by effectively conducting organization practices in order to be an efficient and effective way. Business procedures and activates would lead to successfully influencing over buyer's journey with the business. It is important for buyers to feel valuable in the business which would affect their entire experience with the business in their services. A better customer experience at Holiday Inn would be more beneficial to the business and its expansion. The originator must enhance several business strategies that could impact the overall expansion and development of the company. Businesses would be able to establish and maintain a strong relationship with customers as well as achieve their desired objectives by building customer values and experiences (Nguyen et al., 2020). A strategy that the company might use to help determine the length of time and duration that a buyer will stay with the company is called "buyers' value maximisation”. 
There are many elements and factors that would have an effect on the performance of the business in order to develop buyer experience and values. It is deemed significant for influencing the level of buyer experience with the Holiday Inn and also enhances the ability of the business to address the expectation of buyers. It is significant that respective businesses have mainly complete data and understanding about the different methods and tools that would support order to develop buyer values and also assist Holiday Inn to address the expectation of buyers. The buyer's values play significant responsibility and role in order to enhance the relationship of buyers with the business. Holiday Inn is chiefly offering its services and products to a large buyer base to develop and enhance the entire experience with buyers (Nicula and Spanu, 2019). The help of the Buyer value structure requires to be considered by the respective business as it is very significant in order to enhance the journey of buyers within Holiday Inn and develop the level of buyer experience to develop loyal buyers. 
Quality of services: it is one of the significant elements required to be deemed for businesses to offer services and products to buyers. It is significant for Holiday Inn to offer high-quality services to buyers to effectively add higher value to the buyer journey within the business. Quality of services could be offered by respective businesses while it is reliable and responsive and also quick to buyer demand. The staff of Holiday Inn must have effectively complete data regarding delivering services and products to buyers adequately and accurately. It is needed the services provider to be very responsible and significant towards their job responsibility and roles buyers in order to resolve their problems. Fast and quick services offered by the business would definitely lead to having a positive impact on the buyers and their experience with the respective business. 
Customer relationship management (CRM) systems can be characterised as the tools primarily used by a company to successfully uphold and hold strong ties with potential customers. A solid relationship with potential customers may be maintained and kept up with the help of this approach, which is quite effective. Due to the fact that it would store important customer information and data, it is incredibly effective and significant. With the help of this system, Holiday Inn would be able to effectively communicate with its customers and hold insightful discussions. By streamlining and automating the key processes, CRMs assist Holiday Inn in expanding its sales pipeline (Ntounis et al., 2022). It gives an organisation the ability to track all of its sales and store data in one of the centralised locations that anybody who needs it may access. This skill would let the company put up a step-by-step sales process that the team could modify as necessary. Good communication is necessary for nurturing. The communication process may go through various stages and offer numerous chances. A huge advantage for their enterprises is being able to tell their personnel when to reach out to the track and prospect during each engagement. CRM offers holistic views of the buyer’s journey and it let origination observe each piece of buyers and potential buyers (Qiu et al., 2022). CRM enables the company to develop more specialised marketing objectives to meet the needs of its customers. The firm is primarily able to develop a personal mode of communication through it, and they are also able to improve new services and goods that their customers genuinely desire and need.    
[bookmark: _Toc123658473]Describe the systems that support the quality processes in your organisation and the degree to which you believe they are successful in satisfying customer needs and preserving positive customer relationships. 24*7*365
it is significant for a respected business to successfully analysed and identify various kinds of quality procedure systems that could be utilized by the business to offer the effective business procedure (Ruel and Njoku, 2020). Quality procedure systems are deemed as a significant tool as they would support business to flow organization procedure in order to the accurate and correct way. Quality procedure systems can be defined as a business is a culture of quality in their operations and organizations. This would lead to effectively comprising persons of the business that would support the constant growth and development. The quality procedure is significant for Holiday Inn to regularly develop their services and products as it would help in order to gain competitive benefits instead of rival businesses (Sota et al., 2020). Considering quality procedure systems in Holiday Inn would be capable to develop high standards and regulations for the business in that they could effectively complete organization activities and it would be capable to develop high standards for the companies that they could perform business activities in order to attain set of aims and objectives.
Various kinds of quality procedures could be utilized by the business in order to make sure that the respective business is successfully conducting its business practices and also meeting the expectation of buyers. It is a kind of system utilized by the business to ensure that all practices are set of regulations and rules and also assists in keeping the security and safety of the buyers and staff. In simple terms, quality procedure systems are considered very significant for Holiday Inn as they would offer quality organization services, develop products and also enhance the morale of a business (Tuomi et al., 2021). It would lead to developing a positive business atmosphere and culture that offered assistance to the business for smoothly perfuming their meeting and activities with the expectation of the buyers. In context Holiday Inn would be capable of successfully address with the expectation of buyers by considering procedure systems for the business operations and their practices.
[bookmark: _Toc123658474]Conclusion 
This research has mainly relied on Holiday Inn companies. It is considered one of the prominent brand hotels that are offering its products and services in a different marketplace. Holiday Inn is a well-known company that is established in various parts of the globe and its main branch is established in Denham, UK. Kemmons Wilson is the founder of Holiday Inn in the year 1952. InterContinental Hotels Group is the main owner of Holiday Inn. This research has comprised different aspects that would mainly support in order to influence companies to maximize buyers' values. Customer experience can be defined as the journey of buyers with the companies and their effective services. It is considered as a crucial and significant impact on the companies that have offered positive and great experiences with the companies as it will support in order to develop a good relationship with buyers. Various kinds of quality procedures could be utilized by the business in order to make sure that the respective business is successfully conducting its business practices and also meeting the expectation of buyers. Holiday Inn would be capable of successfully address with the expectation of buyers by considering procedure systems for the business operations and their practices. To successfully put it simply, core services and products are the main or foremost reason for the buyer purchasing from the companies. Holiday Inn's core product is hotel rooms that buyers stay in for a certain period of time. Varieties of supporting products and services by the Holiday Inn comprise 24*7 room services, magazines and free newspapers for business travellers and concierge services and so on. Augmented products mainly offered by the Holiday Inn comprise membership discounts, exterior designs and luxurious rooms, a relaxed hotel environment and high-class restaurants.   
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