A comparison of the marketing methods of two multinational hotel chains







































Musa Farhana Shikder Uddin
Student ID Number: 2109302
Marketing Essentials BMIH4005
Neil Dyer

Hotels constantly looking for a new technique to gain, preserve and expand their business to not to lose customers. To retain customers for hotel organisations, its necessary to implement competitive marketing strategies and increase their competitiveness. Hotels needs to manage all the demand which generated and increase the capacity to deliver. (Mostert, Steyn and Petzert, 2008).
This essay will discuss the competitive marketing methods between Waldorf Astoria hotel and resorts and Best Western international hotels. It is important to hotels to attribute executing competitive marketing strategies, as well as managing supply and demand regardless their size and ownership type. Service is a fundamental part of hospitality organisation and is something that organisation should pay attention to.

Waldorf Astoria offers consumer outstanding environment by their modern manifestation of rich and faithful heritage and them personalise true Waldorf service, what make their perceptive consumers feel memorable experiences.
In 1925, Conrad Hilton inaugurated his first organisation the ‘Hilton’, in Texas. Hilton become one of the most respected trademarks in the globe by its owner’s dedication, leadership and way of thinking. Hilton international is started in 1949, with Puerto Rico. Renowned Roman “Monchito” builds the Pina colada and the’ Greatest of them all ‘is purchased by him, which is the actual Waldorf Astoria in America. (Hilton, 2021)
Waldorf Astoria hotel and resorts, is one of the lavishing brands of Hilton, which reflects the culture and history of their astonishing sites around the globe. (Hilton, 2021). 
In 15 countries of the world’s landmarked destinations including Maldives Ithaafushi, Shanghai, Berlin, Paris, Las Vegas and the Caribbean, it has 34 hotels and resorts, to attract those high society’s luxury travellers.
With Waldorf Astoria’s new brand repositioning campaign “Live Unforgettable “, inspires customers to live in that time and build remarkable experiences, by sharing them unforgettable moment on Facebook, Twitter or Instagram etc. It’s a unique, digital based campaign meant to attract to modern groups of luxury consumer, who depends on technology but also want to spend their leisure in a lavish place where they can have all digital facilities, that exactly what Waldorf Astoria is offering. (Elyssa, 2018)
Woman, Gen X and millennial is progressively the luxury sector of consumer, Industry research reveals that by 2025, 45% of the world superfluity things will made of Generation X and millennials, who is digitality obsessed. Research also reveals that most of the online reservation are made by woman than man. (Elyssa, 2018)

In 1946 Best Western international is established in Phoenix, in America, later which started to spread all over the world. Today this hotel symbolised in many countries, with over four thousand hotels and half of these hotels are in North America. All of them are owned and managed independently and filled up of its own personality by giving customer the same committed quality, value and standard of services from every different aspect. (Best Western, 2002-2021)
At the beginning, they started a simple communication link between their properties, where they used to recommend by each other, From this simple start they have come so far now. (BE||Best Western, 2000-2021). Best western hotel and resorts are suitable for all type of consumer in the midscale to upper upscale sector. It provides many choices for normal to luxury, leisure to business consumer within their budgets. It offers several choices like luxury tourism to essential business or family trip in consumer’s budgets. (BWH| Hotel group,2020). In 2018 Best Western hotels is ranked number one midscale and upper midscale brands by the organisation AAA Lodging Partner and Travel News. And also, it secures its position in top ten modern and leading business and technology by the organisation called Fast Company. (BWH| Hotel group,2020)

The role of service is becoming more critical with time and its very important than ever and to increase hotel’s competitive advantage, it should measure customer satisfaction by improving products quality. (Choi & Chu, 2001:289)
The services that Best Western offers to its clients is stay in various room types with many different facilities such as, dining services, spa, gym, pool etc, is its product marketing strategy. For Best Western quality of their hotel and service is very important, and to ensure that they do their own quality check and also done by external organisation such as AA or visit Britain. (BW/ Best Western hotel and resorts, 2002-2021) 
Best western reward system anyone can redeem their point at anywhere in the world to get the discount from all this luxury cities around the whole world. (Best Western Hotels and Resorts, 2021)
However, Waldorf Astoria’s strategy is to treat their consumer special by appointing personal concierge, who will study preferences of the consumer before arrival and works to design a flawless experience by modifying consumer’s stay to their accurate requirements, specifically ensuring their favourite drink and cuisine are offered finessing a special event.
In addition, true Waldorf service customise a local experience or books restaurant table. Also, with courtesy bag-packing service and rapid checkout, personal concierge ensures consumers departure unforgettable as their stay. (Hilton, 2021) Waldorf Astoria also plans meeting and conferences for their exclusive business customer as well as organise celebration or design their dream day like wedding for their luxury consumer. (Waldorf Astoria, 2021)

The word value refers to a lot of procedures and exercises that are utilised to think of a cost for specific element. To get a proper value, it is essential to think about the overall revenue. This procedure includes a thought of the costs of relative elements that are inside a comparable classification. (Choi & Chu, 2001:277-297)
To gain their revenue and profits, Best Western’s pricing strategy offers various options to the customer, for example group offers, discounts, weekend break or luxury offers. Consumer also can purchase a Best Western gift voucher. With what they can convey happy birthday or thanks, with a wide range of treats, such as spa pampering, tasty craft gin supping sessions, and thrilling escape room experiences.
There is a reward points for business customers, who uses Best Western hotels for their business purpose as well as for the regular customer. These rewards can be also donated to shelter seekers. (BW||Best Western, 2000-2021)
Best Western’s core business modal, is its main ways to revenue and profits, which is continuously developing in world wide. Their franchise fees are very low than the company’s standard. (BW| Best western, 2002-2020)
On the other hand, Waldorf Astoria maintained its exclusive price for the exclusive segment of the society. Its offer a special discount for its sophisticated customers, when they want to make new memories with Waldorf. It gives hundred-dollar daily credit for their various services such as breakfast in bed, indulgent dinner, sip cocktail, a round of golf, or spas.
Also, Waldorf Astoria offers it customer flexible booking method, without any cost, which can be cancel up to 24hr before. Moreover, they accept Hilton Honors American Express Card, with that, customer can earn triple points when to pay, and also customer who is register for Power Up promotion can get to stay additional free nights. (Waldorf Astoria, 2021)
Waldorf Astoria has partnership with several brand companies such as American Express, Airline partner, luxury car partner i.e., Range Rover, fashion partner Ferragamo and so on (Luxcon, 2013) to promote their brand. It also doing a price match guarantee plus 25% off the price. (TripAdvisor, 2021). Mobile phone and social media interaction are increasing among young luxury generation, so Waldorf Astoria brought a campaign “the Escape Artist” to show via print, digital and social channels to impress them. Eisen (2013)
Kinzel mentioned in his article that, one of the best strategies to get revenue from hotels is social media and maintaining relationship with guests will build up brand knowledge, and it will send the message to the potential customer. (Kinzel, 2020)
Best western does all its promotion and advertisement through media channels. Tv, newspapers, magazines, online ads are the main media sources for advertising. They also promote events, conferences and travel shows. Best western’s affiliate marketing program helps people advertise on their own website and get commissions for them as an extra income.
According to Waldorf Astoria’s customer, their member of staffs is very professional, well-mannered and well dressed. Their appointed personal concierge is very friendly and helpful. In the same way, Best Western’s staffs are excellent front-end staff, they are friendly and working hard to keep their customer happy and making sure the hotel is clean. (TripAdvisor)
For the covid 19 awareness, Best Western hotels and resorts put some policies in place for both customer and staff. Customer will need to wear facemask in public areas, sanitise hands every often which is available at every main point of the hotel. And also, staff will wear facemask in public areas, they will regularly sanitised and wash their hands, high-traffic areas will be regularly sanitised and staff will be monitor daily temperature and symptoms check. (TripAdvisor, 2020)
In contrast, Waldorf Astoria the iconic brand of Hilton, have been partnered with RB, maker of Lysol & Dettol to ensure that visited guest room should not be accessed until they are cleaned. Extra cleaning for frequently touched areas and rooms including light switch and door handle. They increased disinfection of public are and fitness centres, there is disinfecting wipes for guests at entrances and also have made many changes to buffets, conference rooms, in-room dining. There is also contact less key for check in and check out.

In conclusion, both Waldorf Astoria and Best Western International has many marketing strategies and methods in place, in spite of the size of area, modern design, lavish facilities or wonderful attractions, these two hotels must show what separates them from each other to attracts new traveller and customers. Marketing strategies will be success if they re-evaluate and reach to its goal towards targeted revenue.

Reference list:

BW||Best Western (2000-2021) about us. Available at: https://www.bestwestern.co.uk/company/about-us (Accessed: 3rd Oct 2021).

BW||Best Western (2000-2021) offers. Available at: https://www.bestwestern.co.uk/offers (Accessed: 3rd Oct 2021)

BWH| Hotel group (2020) content. Available at: https://www.bwhhotelgroup.com/content/bwh-hotelgroup/en_US/about.html (Accessed: 18th Oct 2021)

Best Western Hotel & Resorts (2021) [Facebook] 24th September. Available at: https://www.facebook.com/bestwestern/?ref=page_internal (Accessed: 1st October, 2021)

BW|Best Western, (2002-2020) owning a best western: fees and revenue, available at: https://www.bestwesterndevelopers.com/owning-a-best-western/fees-and-revenue-structure.php (Accessed by 13th oct 2021)
Choi, T.Y. & Chu, R. (2001) ‘Determinants of hotel guests’ satisfaction and repeat patronagein the Hong Kong hotel industry’, International Journal of Hospitality Management, 20(3): 277–297.
Eisen, D. (2013)’ Waldorf Astoria Hotels & Resorts Launches New Advertising Campaign (WITH VIDEO) ‘ 11th Nov ,Luxury Travel Advisor, Available at:https://www.luxurytraveladvisor.com/destinations/waldorf-astoria-hotels-resorts-launches-new-advertising-campaign-video (Accessed: 19th oct 2021)

Elyssa, A. (2018) ‘Waldorf Astoria targets younger guests with digital-only campaign’, Hotel business, 7th August. Available at: https://www.hotelbusiness.com/waldorf-astoria-targets-younger-guests-with-digital-only-campaign/. (Accessed 17th Oct,2021)

Hilton (2021) true Waldorf service. Available at: https://www.hilton.com/en/waldorf-astoria/?_gl=1*cuzhxb*_gcl_aw*R0NMLjE2MzQxMzkwNDUuRUFJYUlRb2JDaE1JZzc3VG90ckg4d0lWYjRCUUJoMF9SZzZIRUFBWUFTQUFFZ0t2VGZEX0J3RQ..*_gcl_dc*R0NMLjE2MzQxMzkwNDUuRUFJYUlRb2JDaE1JZzc3VG90ckg4d0lWYjRCUUJoMF9SZzZIRUFBWUFTQUFFZ0t2VGZEX0J3RQ.. (Accessed: 10th October 2021)

Hilton (2021) ‘A Timeline of Hilton History’, newsroom. Available at: https://newsroom.hilton.com/assets/BCM/images/Hilton100/Docs/Hilton-History-Timeline.pdf (Accessed: 12th October 2021)

Kinzel, M. (2020) 7 Hotel Marketing Strategies to Help You Succeed in 2021. Available at: https://www.travelmediagroup.com/7-hotel-marketing-strategies-to-help-you-succeed/ (Accessed: 14th October 2021).


Luxcon (2013) Waldorf Astoria brand current partnership. Available at: http://post.hiltongloballuxurybrandconference.com/presentations/Luxcon%20WA%20partnership.promo.clean.pdf (accessed: 9th Oct 2021)
Mostert, P.G., Steyn, T.F.J. and Petzer, D.J. (2008) ‘Competitive marketing strategies of selected hotels: an exploratory study', Southern African business review, 12(2), pp. 1-22.

TripAdvisor (2020) Hotel_review. Available at: https://www.tripadvisor.co.uk/Hotel_Review-g45963-d1456410-Reviews-Waldorf_Astoria_Las_Vegas-Las_Vegas_Nevada.html. (Accessed: 20th October 2021)

TripAdvisor (2020) Hotel_review. Available at: https://www.tripadvisor.co.uk/Hotel_Review-g293983-d2141296-Reviews-Waldorf_Astoria_Jerusalem-Jerusalem_Jerusalem_District.html  (Accessed: 20th October, 2021)

TripAdvisor (2021) Hotel_review.  Available at: https://www.tripadvisor.co.uk/Hotel_Review-g295424-d5890945-Reviews-Waldorf_Astoria_Dubai_Palm_Jumeirah-Dubai_Emirate_of_Dubai.html#REVIEWS(Accessed: 20th October 2021)
Tripadvisor (2021) Hotel_review , Available at: https://www.tripadvisor.co.uk/Hotel_Review-g154933-d182098-Reviews-or5-Best_Western_Plus_Kelowna_Hotel_Suites-Kelowna_Okanagan_Valley_British_Columbia.html#REVIEWS (Accessed: 20th October, 2021)
Waldorf Astoria, (2021) offers. available at: https://waldorfastoria3.hilton.com/en/offers/index.htm (Accessed :18th October 2021)











