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	Introduction


The chosen company for this marketing plan in LOTTE Hotels and resorts. The company is placed in Korea however it has expanded internationally to many other regions and countries. (Lotte Hotel, 2021) The purpose of the marketing plan is to portray the internal and external analysis of the firm and to identify where the firm has to make major improvements in their operation. Moreover, the marketing plan can show where the firm si performing poorly in order to add more contingency methods and to increase the sales, customer value and engagement and the customer satisfaction. (Ehsan Zarei, 2014) (Cateora and Graham, 2016).




	
1. Marketing Mix 

Product – 

The LOTTE Hotels offer a number of products. For example, their accommodation choices are very diverse offering economy, basic, luxury suites, penthouses.
They also offer catering services such as food, beverages, all-inclusive hotel stays, fast foods. The leisure activities that can be offered by them are cinemas, pools, sport fields, golf clubs and car leases. They also offer retail shops that provide what is necessary for the hotel stay and the leisure activities. (Lois Schneider Farese, Kimbrell and Woloszyk, 2012)


Price -  
To achieve the best-served quality and customer happiness, LOTTE uses a competitive price strategy.  It uses a superior and average pricing approach because it is a business leader. Their luxury items are sold at a very high price.
Products that are both convenient and nutritious are available at a reasonable price.
They offer seasonal discounts that work perfectly with the customer’s needs, such as winter/summer discounts, end of season discounts and en of November, Black Friday discounts. (Cateora and Graham, 2016)


Place – 
The hotel chains are located in Korea mainly however they are also in countries such as Russia, China, Vietnam, etc.  The Korean tourist industry's and LOTTE Tourism's history are interwoven. LOTTE Hotel was already attracting tourists, both local and international for the Seoul Olympic Games in 1988, as well as the FIFA Korea-Japan World Cup and the Busan Asian Games in 2002. These events reinforced the Hotel's position as Korea's leading hotel brand. (Writer, 2020)


Promotion –
 As a promotional tactic, LOTTE employs customer-oriented marketing. LOTTE and its partners oversee a number of large-scale sales events with significant discounts. The events provide interesting trades in order to please potential clients and increase revenue, such as Black Friday discounts, Black Super Show sales, celebrity shows. They offer many discounts for members of the Lotte hotels and they try to market their business overseas. The LOTTE group's mission is to enhance customer-centred marketing operations through large data analysis. (Kotler and Armstrong, 2018)


2. The Marketing Environment (Micro-SWOT) 
There are certain internal factors that influence the organisation’s operation such as the weaknesses, strengths, opportunities and threats of the company. These factors will be shown through a SWOT analysis that will help the readers understand the full extent of the issues in the company. If the SWOT analysis is done correctly it can help the readers improve from their current situation and adapt to threats using contingency plans. (Kotler and Armstrong, 2018)

Strengths: have a very strong and loyal customer base, have a diversified product, have many opportunities in the current market. The company has an extensive product range that allows them to diversify and to offer products more on the customer emphasis. If there are more clients that want luxury features to a product then they will be fulfilled according to the market. 
Weaknesses: offer a much higher price for rooms than other hotels, risk for unsuitable organisational strategy, high expenses, less marketing techniques placed internationally.
Opportunities: have greater market expansion, greater customer interest, greater customer satisfaction and increase in revenues. They do not have many competitors at the moment thereby if a customer want a service they would be the only option that can provide that to the full degree.
Threats: have a harder time adapt to external business environment factors; competitors could overcome them, such as the Shangri-La hotels which have expanded more internationally, COVID regulations, BREXIT regulations, visas, loses in workforce.


3. The Marketing environment (Macro) PESTEL  
There are certain external factors that influence the organisation’s operation. These factors will be shown through a PESTEL analysis that will help the readers understand the full extent of the issues in the global market.

POLITICAL
The company must gain a stable position in the political environment. Korea has a very instable political environment thereby they need to abide by the country’s regulations, laws and ruler’s decision.  There is a high corruption in the country thereby affecting all businesses. (Shaw, 2021)

ECONOMIC
They have many trades and consistent important and exports into the country. Moreover, Korea and all the businesses in the country have shown a constant growth in profits and even many expansion possibilities, such as in Europe, Asia, America.
SOCIAL
The LOTTE Hotels needs to respect people’s rights especially by providing good contracts and standards in the working place for all of their employees. (Shaw, 2021) The company supplies for these needs by ensuring that everyone is respected. Some of the variables that impact operation are culture and society are seniority and age. Other social characteristics that have an influence include social rank, economic position, and marital status.
TECHNOLOGY
The company has expanded its technology now offering very innovative gadgets in all the rooms and facilities where the customers stay.  (TOPPR, 2018)
ENVIRONMENTAL 
The hotel is doing good in terms of environmental factors. They do fight to reduce the waste in hotels thereby they produce only sustainable products and they tend to do recycling on site. Korea is a highly clean country since its citizens do not throw things away carelessly.
(Shaw, 2021)

LEGAL
The legal system of Korea is a hybrid of Japanese, Anglo-American, and European legal systems. Many say that the judicial system in South Korea is not free and independent of political pressure. The country's judicial system is riddled with corruption, but because the hotel chain works abroad, it must conform to each country's standards. (Shaw, 2021) (Surridge, Bushell and Gunn, 2017)




4. Creating Customer Value & Engagement 
In order to increase the customer engagement, they: offer increased quality of product.
make more efficient services; offer perfect customer service; improve technology in order to book a room or other services faster; attract customers through online and social media ways and they offer personalized assistance in cases. Because they take a very lengthy emphasis on the customer experience, the customer would be retained into this hotel chain for a longer period of time. (www.epsilon.com., 2021)Moreover, they create value through the resources they are investing in the quality of their products and the marketing techniques. The pictures in this presentation show the value of the products and how appealing their facilities and hotels are. (Etzel, Walker and Stanton, 2017)Most importantly, customer engagement can be efficient only if the staff has been highly trained and they know how to respond on the task in a positive way and with enhanced customer service skills. If the staff is confident then they will set out a very good image of the hotel itself. They can also crate customer value by asking the customers for reviews and recommendations in order to improve their service and accommodation according to their wishes and needs.  (Hotel Marketing Association and Business Development Research Consultants, 1997) Customer value and engagement can be measured through the sales and customer satisfaction. (Coggle.it, 2013)
 


5.  Effective Use of digital Marketing 
Through digital marketing the information moves at a much faster speed and frequency, offering enormous data about rooms, service, location and price of their product. The Hotels offer a very diverse set of digital marketing techniques as their product is of luxurious taste. The most important distribution channel and the heart of digital marketing tactics are hotel websites on the internet. Their website presentation is thereby spotless and it allows for information and communication channels to be delivered effectively. (Durkin, 2015)Guests can conduct research about the hotel industry before deciding whether or not to book a stay.  It is very important that the customers get accustomed to the product of the company and that they receive a great customer service in order for them to book the rooms. In the case of the hospitality and hotel business, a sparkless customer experience can give him the urge to book and to use a specific service. The hotel website has a large number of sales therefore the software infrastructure is easier for the business. The LOTTE hotels have a mobile app in which the customers can see their deals, order room service, book leisure activities. Moreover, they advertise their hotels on social media through very known celebrities booking there. (Durkin, 2015)


Conclusion 
In conclusion, marketing is very important for the operation of the firm and it should be done accordingly in order for the firm to gain recognition and attract and retain customers. Marketing is very important for LOTTE Hotels as they offer a top quality product, thereby the customers need to get accustomed with the product and its benefits at firm in order to justify its price.
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