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	Introduction 

This marketing plan is written for Pale Hall Hotel, a Relais and Chateaux luxury country house hotel. The hotel is a Victorian mansion situated in the Dee Valley on the doorstep of Snowdonia national park, Gwynedd Wales. Pale Hall is an AA Five Red Star Hotel featuring eighteen luxurious, individually styled bedrooms with an-suites. The hotel also has four garden suites situated within the state grounds. (Pale Hall About Us, 2021)

Pale Hall offers a three rosette and Michelin green star fine dining restaurant pride themselves on exceptional standards of service. “Pale Hall is a destination for quite retreat, comfort and culinary indulgence” (Pale Hall About Us, 2021)

Due to the Covid Pandemic, all Hotels and Restaurants in Wales have been forced to close. The purpose of this marketing plan is formulating how the re-opening of the Hotel can be planned in order to ensure success with good marketing strategy.








































	
Marketing Mix  

Pale Hall Hotel is part of the Relais and Chateaux group. Relais and Chateaux were established in 1954 and is an association of more than 580 landmark hotels and restaurants. Uniquely, all hotels and operated by independent innkeepers, chefs and owners. This allows each hotel to have its own distinct character and a local feel while still upholding high standards of luxury and hospitality. All partner hotels including the Pale Hall offer a unique location with emphasis on luxury and high-quality service. Pale Hall specifically offers an idyllic location situated in a world-renowned area of exceptional beauty along with a Michelin starred dining experience. (Relais Chateaux. 2021)



Price -  

Pale Hall is a luxury, top end offering, with each room being individually styles and furnished. All rooms are named after Welsh locations. Being a high-end luxury offering, pricing starts at approximately £380.00 per night for the cheapest rooms. Pale Hall pricing includes a world class breakfast, Wi-Fi, Valet parking, 24-hour concierge service and fully appointed rooms. Pale Hall pricing strategy is to offer a high-end service without compromise, hence justifying the top-end pricing. When comparing pricing to other hotels, it can be said that the offering is quite expensive, for example the only other 5 star offering in the Snowdonia area is about £150.00 per night. However, the service and location offered by the competitor does not compare with the Pale Hall offering, Pale Hall offer allot more within the higher pricing. (Pale Hall About Us, 2021)

Place – 

Pale Hall is advertised through online booking sites and directly through the website. Pale Hall is the only Welsh Member of the Realis and Chateaux group of hotels and is one of only three locations in the UK.


Promotion – 
Promotion is one of the most vital components of any organisation. Pale Hall places great emphasis on its level of service. Promotional activities always mention the high level of customer satisfaction and the expected levels of service to ensure a relaxing, luxurious stay. Pale Hall are present on all booking websites. Location is one of the strongest points offered by Pale Hall, as the hotel is situated in an area of outstanding beauty. It should also be noted that Pale Hall is rated 4.9 / 5 on booking websites giving the hotel an exceptional rating. Pale Hall ensure that there outstanding levels of service and customer satisfaction are first and foremost when marketing. An Example of promotion is Pale Halls advertising on booking.com. It is one of only 2 hotels in the area, which is five stars, but unlike others, Pale Hall is not offering a discount, but advertising full price. This gives the impression of quality and high standard.




Creating Customer Value & Engagement 

The Pale Hall hotel is a boutique 5*hotel comprising 18luxury guest rooms
and specializing in servicing client’s needs. 
Clients originating from both international and domestic markets, however considering the Covid Pandemic, most customers will be UK based due to travel restrictions. The pent-up demand for vacations will lead to a bump in demand from the local UK market.
The strategic location of the property is key to the success of the hotel these areas due to the proximity of an area of outstanding beauty.

Customer loyalty and repeat business is a key factor. The outstanding service offered should lead to satisfied customers wanting to return. Customers are offered outstanding facilities with an emphasis on luxury and relaxation.

In order to gauge changes in attitude and pricing it is essential to conduct a survey. This could take the form of sending requests to former customers and a campaign targeting UK customers specifically. By conducting a survey, I should be possible to ascertain if there has been a change in attitudes towards vacations and if there are any price sensitivities. Cleanliness will no doubt be a major factor, by conducting a survey further details could be gained allowing streamlining of cleaning services.

To further customer engagement, Pale Hall must employ Email Marketing and Social Media Campaigns. Targeted emails must be sent to customers, trying to tap into the demand for vacations within the UK. With continuing restrictions on international travel, this presents a unique opportunity for Pale Hall to take advantage.












Effective Use of digital Marketing  

Due to the Covid Pandemic, digital marketing has become even more important. Traditional marketing methods such as leaflets and face to face marketing are no longer effective or possible. Hence it is vital that the Pale Hall hotel utilise all forms of digital marketing including the Website and SEO, social media and targeted Emails. 

Website:

Pale Hall hotels website is the first port of call for any perspective customer. Hence it is essential that the website remains relevant and focused. It is also essential that the website promotes all Covid protocols, and this is currently emphasised by advertising the AA Covid compliant should prominently on the website.
A website is not a useful tool unless traffic is being directed towards it. This can be achieved by ensuring optimal SEO. During this time creating an FAQ page to extend visibility in Google Quick Answers is a good ploy. Questions and answers can focus on your hotel's strategy for COVID-19, like steps taken on the property, hotel reopening dates of the hotel and other top concerns.

Social Media is an amazing tool to access customers, especially since the Covid Pandemic as social media usage has rocketed. Social Media campaigns on Facebook and Instagram can help drive traffic to the website. This also raises brand awareness. Using Twitter to promote events and reviews is a good method to remain relevant. The hotel industry is highly dependent upon good reviews, considering Pale Hall’s outstanding reviews, it is important social media is used to promote the outstanding reviews.

A good way to use digital marketing is to utilise reviews from past guests. This can be backed up by positing regular photos on Instagram of guests in different locations around the hotel. A unique offering that the Pale Hill hotels has is its dining experience. The Michelin starred restaurant is a key offering, so it would be advantageous to use photographs of fine dining menus and food to promote on Instagram, Twitter and Facebook.

Lastly a targeted email campaign is also effective. Repeat business can be generated by sending emails with incentives to former customers.















4. The Marketing Environment (Micro-SWOT) 



SWOT Analysis

Strengths
· Pale Hall has a reputation of being extremely clean and tidy
· Located in area of outstanding beauty
· Luxury Hotel with extremely high levels of service
· Historic Setting
· Customer feedback is very positive
· Michelin Starred culinary offers.

Weaknesses
· Luxury offering may not appeal to mass market
· Many people may be priced out due to high pricing
· By having only 18 rooms, very high occupancy rates required
· Remote location limiting appeal to business and corporations

Opportunities
· Following Covid, there is allot of Pent-up demand
· Unique location in a country setting with outdoor spaces will be attractive following Covid
· Family friendly environment will be conducive to family bookings

Threats
· Operating Costs remain high
· Further Covid related lockdowns may result in enforced closures
· Staff recruitment may become increasingly difficult due to high demand and not much availability of staff


















5. The Marketing environment (Macro) PESTEL  

PESTEL

Political factors
· Brexit has caused uncertainty
· UK Trade agreements are still being finalised
· Reduced travel due to Visa may result in less bookings

Economic Factors
· Inflation could mean that a luxury offering becomes less affordable
· Rising living costs may also result in less disposable income and hence bookings
· Job losses post Covid and Furlough may also result in less demand

Social Factors
· Consumers are very Covid aware
· Consumer opinions are influenced heavily by social media. Any negative reviews can impact brand and hotel image very quickly
· Impact of Covid may result in reduced demand

Technological
· Innovation potential can be held back by trying to balance consumer needs versus what they are willing to pay for.
· Remote location and lack of ultra-high speed internet ca result in a negative impact. Internet is now essential to any offering

Environmental
· There is increasing pressure to be environmentally responsible
· Increasingly consumers only engage in companies seen to be environmentally friendly

Legal factors
· Brexit will bring legal changes which will require adapting
· Hotel industry heavily reliant on eastern European staff for certain jobs. Changes in Visa rules will make it more difficult to employ


Pale Hall hotel faces the same challenges as the entire hospitality industry faces. The biggest challenge being the Covid Pandemic and any further lockdowns with enforced closures. Brexit also poses a threat as this comes with political uncertainty and changing laws. Further, Pale Hall will need to adapt to Post Covid taxation and economic uncertainty, this will be due to Governments trying to recover national debt accrued due to Covid related expenditure. Staffing is also a major issue, as due to Brexit many workers in the hospitality trade will face Visa issues, which was not the case before Brexit.


Conclusion – 


In summary, Pale Hall hotel must ensure that the marketing strategy continues to promote the positive aspects of the hotel, which is its luxury offering, with a fine dining experience in a relaxing and unique environment. Social Media campaigns are vital, as Pale Hall hotel already has excellent reviews, amazing views, decadent rooms and Michelin starred menus. Having all this content allows for a targeted social media campaign and will result in a good following. All of this will result in more traffic being directed towards the website. It should be noted that Pale Hall is a unique offering in that there are only 18 rooms, hence the methodology used by large multinational chain hotels is not relevant. Pricing point is not as important as the target customers are not price sensitive but are instead looking for a luxury stay. Pale Hall’s offering places great emphasis on cleanliness, customer service, customer satisfaction, fine dining experience and overall, 5-star luxury.
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