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Introduction
Raffles Singapore was founded in 1887 and it was the first five-star hotel that managed to resist this long on the market and to raise the standards of hospitality. It is vital that businesses create a marketing plan to compete and gain a competitive advantage over their competitors (Ferrell et al., 2021). This marketing plan will help the organization generate new customers and increase profits. For a better understanding of the business environment, different analysis tools will be used such as SWOT, PESTLE, Porter’s five forces, and Grann chart.






























Situation Analysis

Company
 The SWOT Analysis can help the organization to find its interior environment and use them to discover new opportunities.

	STRENGTH


Top market presence
Well educated staff
Location
Cleanliness

	WEAKNESS


Price
Taxes



	OPPORTUNITY

Motivation in service providing

	THREAT

Difficulties with energy management
Continuously Changing Consumer demands



Table 1 SWOT Analysis
Codruta-Daniela Bogatean

The research made on two of the main booking hotel sites, TripAdvisor (2022) and Booking.com (2022), and their guest reviews (please see Appendix 1) are some of the points that they should look at.
Strengths: There is no doubt that Raffles is one of the most successful brands in the hotel segment. Its strength is evident from its consistent ranking as one of the top hotels in both the world as well as the Asia-Pacific region. Tan (2003) 
Weaknesses: Their prices are high in comparison with other five-star hotels in the area, they could lower their prices to be more accessible to more people. 
Opportunities: By adopting the Total Quality Management (TQM) program it is hoped that will reinforce “the personal touch” strategy in the organization and will increase employee job satisfaction at the same time (Sun 2011). These programs encourage self-efficacy and improve the employees’ attitudes toward their job (McShane and Glinow 2003).
Threats: Because of the technology and trends constantly changing customers are more difficult to understand. Looking for more value for money the hotel needs to adapt frequently to retain its customers. (Song Jobs 2022)



Customers
 Based on its history, location, and prices Raffles’ main target customers are people from all over the world from the high class very wealthy who are willing to pay more money for the top service available.


Competitors
 For a better understanding of the market competition that Raffles has, Porter’s five forces analysis is used as follows:

	Rivalry among existing competitors
	The rivalry between hotels is affecting revenues descending pressure on prices, enhancing advertising, developing modernization, and improving service.

	Threat of new entrants
	Being in the market for so long, Raffles had may new competitors, yet with great partnerships, and keeping up with the fast pace of the internet they have managed to stay on top of the list.

	Power of suppliers
	The suppliers have little power in the hospitality organizations and are treated as workers.

	Bargaining power of buyers
	The prices for the rooms and services at Raffles are quite big in comparison with other hotels in the area which can only mean that they are counting on a big base of customers. 

	Threats of substitute products
	They are a lot of five-star hotels in Singapore, but Raffles is holding its position on top of the list offering clients the possibility to travel back in time while still having a unique and modern look.


Table 2 Porters five forces
Codruta-Daniela Bogatean







To better understand the quality/price a Perceptual positioning map was created with information from Appendix 1.
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A- Raffles B-Marina Bay Sands   C-The Capitol      D-The Clan Hotel     E – Four Seasons

Fig 1 Perceptual positioning map
Codruta-Daniela Bogatean




Collaborators
 Booking.com and TripAdvisor and just two of Raffles’s B2B relations that can only increase the benefits to both organizations. In 2015 Raffles partnered with Accor one of the biggest worldwide hospitality operators (Accor 2015) but the Singapore hotel was added to the Accor portfolio just in Aug 2019 after its renovation (Cpp-luxury 2019).






Climate

	P
	The war between Russia and Ukraine has had a significant impact on the politics of the world

	E
	The worst recession happened during the pandemic that Singapore is still recovering from it (Hirschmann,2022).

	S
	Customers are more focused on value for money because of the crisis and it can be a hard impact on Raffles because of their high price but high quality.

	T
	Robotisation and technology are changing all the time and Raffles it is keeping up with the times the ordering system in the room is made on tablets, check in-out contactless from your phone, and many others

	L
	Hospitality businesses must follow various rules and regulations to maintain health and safety along with hygiene (Kotler and Armstrong, 2019)

	E
	Focusing more on green business management and sustainability and raising money through Gallas to support biodiversity (Raffles Hotels and Resorts 2022).


Tabel 3 PESTLE Macro analysis
Codruta-Daniela Bogatean



Objectives

SMART target
The growth of customers by 4,4% within the next 6 months through online marketing.


Strategy
Raffles is not just a hotel, it gives the customer a full luxury experience through its high standard of customer service, facilities, and architecture. The customer is not just a guest, but their guest and the staff make you feel like you are family, this is something that the hotel prides with and it is its motto as well. Different Gallas and fundraising are held within the Raffles for different charities that they support which means that they are trying to help the community as well as the less fortunate. Advertising more about this fundraising can only gain more customers not just for their gain but for the community as well.



Tactics

Marketing mix: 
Product
 Raffles is one of the few 19ths’ century hotels still standing. After 2 years of restoration and modernization Raffles still has the same classic colonial architecture but in a more modern way. Is a place that offers a feeling of going back in time, “An oasis for the well-traveled” (All Accor Live Limitless 2019). With 115 suites incorporated with the latest technology, with a couple of restaurants, bars, and a special room destined to serve breakfast and afternoon tea. The famous Raffles spa offers different treatments from the Middle East, Europe, and Asian traditions. Outdoor swimming pool, fitness center business services, and a 24-hour butler service it even has a beautiful hotel arcade on two levels where guests can buy from fashion brands to art galleries (Destinology 2022).

Place (Distribution)
With its great reputation, Raffles is not operating just in Singapore it has expanded to a few more countries over the years. Its partnership with Accor is just a plus in its marketing strategies and increasing the revenue for both organizations. Customers can find the hotel through different travel agencies as well as on their main web page.
Price 
 They have different pricing depending on the extra services you want to include and what kind of suite. Different prices and discounts are offered as well if you are in their loyalty programs, and you can get them if you use their partner’s services as well.
Promotion  
Their advertising remains the traditional way like word of mouth, news and Gallas as well as online on social media, they have a YouTube channel, Facebook, and Instagram page and they use the influencer as well which has a big impact on the young generation, and helps to understand the needs, improve services and stay connected with their customers. 




















Action
The social media plan for Raffles Singapore will be as follows:


[image: ]
                                                                  Table 4 Grann Chart 
Codruta-Daniela Bogatean

According to different successful entrepreneurs for Young Entrepreneur Council, these are the fastest-growing platforms on the social network. And with them, the organization can grow as well. Pinterest, Twitter, and Twitter ads are the main targets. This social media can help a lot in growing and promoting your business and promotions with little effort and money (Cox 2022).


Control
Hotels need a unique selling proposition (USP) it is what makes that company stand up from other similar companies as well as gives it an identity, boosts revenue, and flags it in the hospitality market. With the right Market research and the right questions, the company can do much better than most others on the market like Raffles.

If the social media plan will work according to the Gannt table and Raffles can increase communication with the customers by 30% and the Twitter Ads by 4.4% means new costumes and increase profits. 
 





Conclusion
The marketing plan helps organizations to reach more customers. Having 135 years of experience in this industry and being classed as one of the best luxury hotels in the world can only show that the marketing strategy, they are using is one of the best. They are not lowering the prices to get more customers but use that to improve their services for the costumes to return. With more advertising on the best social platforms, they can reach more customers. My suggestion would be to take the negative comments and use them to improve their services.
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Communications Plan

Company Name

Raffles Singapore

Project Lead

TASK Metrics START END

Advertising 

Pinterest 4.40% January June

Instagrame 4.4% Followers increase January June

Company Blogs 15% January June

Twitter Ads Increase by 4.4% January June

Twitter 4.4% Followers increase January June

Sales promotion

Activity/Channel  Increase by 30% January June

01.01.2023

January February March April

Project Start:



May June
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SINGAPORE 

HOTELS

CAPELLA RAFFLES  THE CLAN

MARINA 

BAY 
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BARRACKS 
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CAPITOL 

KEMPINSKI

INDIGO

GUEST REVIEWS 

STAFF 9.3 9.5 9.2 9.2 9.7 9.7 9.5 9.6

COMFORT 9.4 9.8 9.5 9.5 9.6 9.6 9.4 9.5

WIFI 8.3 9.6 8.9 9.7 6.3 9.2 9.3 9

FACILITIES 9.2 9.6 9.2 9.3 9.3 9.2 8.8 9.3

VALUE FOR MONEY 7.9 8.3 8.4 7.8 8.6 8.7 8.3 8.5

CLEANLINESS 9.4 9.9 9.5 9.4 9.7 9.6 9.4 9.5

LOCATION 9.2 9.7 9.5 9.6 9.5 9.3 9.5 8.9

PARKROYAL 

COLLECTIO

N

RAFFLES 

PAN 

PACIFIC

GOODW

OOD PAK

MANDARI

N 

ORENTAL

FOUR 

SEASON

THE 

CAPITOL 

KEMPINSKI

THE 

FULLERT

ON BAY

GUEST REVIEWS 

LOCATION 4.5 5 4.5 4.5 4.5 4.5 5 5

CLEANLINESS 4.5 5 4.5 4.5 4.5 5 5 5

SERVICE 4.5 4.5 4.5 4.5 4.5 4.5 4.5 4.5

VALUE 4 4 4 4 4 4.5 4.5 4

SINGAPORE 

HOTELS



TRIPADVISOR.COM

BOOKING.COM
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