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Executive Summary
The importance of concepts of marketing has been discussed in the report. The Pestel and Swot Analysis of Marriot have been discussed in this report. Porter's five forces have been also taken into consideration for understanding the marketing operations of the company. STPD of the company has also been discussed as per the business operation of Marriott. The use of social media that is done by the company has been discussed. The KPI index has been considered for a better understanding of the marketing objectives. According to the findings in the first part of the report, a conclusion and recommendation have been provided which will help the company for better growth in terms of marketing.
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[bookmark: _Toc134242140]Importance of the concept of marketing 
The marketing concept is based on the philosophy that Marriott might adopt to promote and grow their business. The modern definition of marketing refers to the fulfilment of the organisational goal by meeting and exceeding the customer needs of the market (Fahy and Jobber, 2019). The concept of marketing is based on five practices namely production, product, Selling, Marketing and Societal marketing concepts. The concept of production states that the product which is available and less expensive will be proffered by the market. A firm example of this concept is outsourcing the products which let the other organisation or production company work more efficiently. The product concept refers to the quality of the product being superior then other products in the market are more appreciated in the market. For example, within the hospitality sector, five-star hotels and resorts are more sought after even though they are more expensive than others namely Marriot hotel company. The concept of selling states that the products will not sell themselves, hence the organisation needs to have an aggressive selling and promotional strategy to make enough sales for the organisation. 
An excellent example of this concept is that small businesses owned and run by single businesses might rely on the selling concept to make more revenue. The most important and oldest concept of marketing is based on being more effective than competitors while reaching out to more customers to make sales. The concept of the market represents and provides the base foundation for competitive advantage. Lastly, the marketing concept of societal marketing is based on the needs of the customers and based in identifying those needs. Marketing is one of the most important aspects of business that provides the measurement and uses all the strategic decisions of the Marriott namely Marriott’s strategic plans, achievement of marketing goals, and rewarding managers (Krizanova et al., 2019).
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[bookmark: _Toc134242142]PESTEL Analysis
Political Factors: Due to the Brexit movement the UK is experiencing a shortfall of total of 330000 employees (ukandeu, 2023). The effects of Brexit in conjunction with covid 19 the hospitality sector losses almost 200000 employees (ft.com, 2022). Even the giant organisations like Marriott will also be affected by lack of employment.
Economic factors: With the unemployment rate of the UK being as high as 3.9% the average household income has dropped significantly (Statista, 2023). For hospitality industry the unemployment rate is predicted to be more than 35% in May and can cause huge problems for hospitality organisations (hcareers.com, 2020). Marriott INC is no exception to this rule and can face huge negative impact for not having enough employees.
Social Factors: The UK has the customer base with diverse groups and includes Asians, Black, Mixed, and other groups with 87% of the people are being British white in London (Statista, 2023). For example, England being so culturally diverse Marriott International demand for their hotel rooms change depending on the festivals of the cultures. This caused Marriott to change their prices for Bonvoy hills property based on the demands (forbes, 2023).
Technical Factors: Moving the marketing strategy to online modes is key to improve sales with growing technology. For example, the Marriott international online page Marriott.com has more than 57 million visits globally which surely has a great impact on the business of the hotel (similarweb.com, 2023).
Environmental Factors: The government enforced the use of environment act and set a limit for waste generation and recourse management (legislation.gov.uk, 2023). For better comprehension Marriott international has switched more towards the sustainable approach and uses renewable power sources, reducing water use, lowering carbon emissions, and managing waste generation (serve360.marriott.com, 2019). 
Legal Factors: The legal factor that effects the hotels in the hospitality industry is the use of hospitality laws. The law states that the hotels are legally liable for protecting both the host and guests. The Marriott international business conduct guide suggests the employees follow the law proposed by the local authorities (Marriott.com, 2023). 
SWOT
Threats: 
Some of the threats that Marriott International can experience are the pandemic and global lockdowns that may affect the travelling industry as a whole. The organisation has already lost sales during the covid 19 pandemic where the organisation made only 8 billion pounds yet from their previous year’s 16.67 billion pounds (statista.com, 2023)
Opportunities:
Marriott international has one of the most responsive systems to be used to smoothen the customer experience (news. Marriott, 2017). This will increase the customer satisfaction level and cause them to return to business making the profitability of the organisation increase.
Weaknesses: 
One of the most glaring weaknesses that the organisation of Marriott International has is the high cost of their service. Even when compared to their competitors like Hilton Marriott is reputed to be more expensive (Quora.com, 2023). Without the proper steps taken, this can cause the organisation to loss potential business.
Strengths: 
Marriot International is one of the top chains of hotels in the world the most impactful strength of the organisation process is the brand reputation (news.marriott.com, 2023). 
In addition to the brand reputation the organisation also has hotels in every popular tourist place with the number being almost 8000 (statista.com, 2022). 
Porters five forces 
Threat Of Entry: The new entries of new hotel chains can make the Marriott lose business. With governments support of making the UK leader in hospitality by the end of 2030 (gov.uk, 2023). Marriott INC can face huge challenges for the organisation. 
bargaining power of buyers: With many of the competitors and options for the customers the bargaining power of the buyers will have a moderate effect on the organisation. 
bargaining power of suppliers: With many suppliers coming to the hospitality industry the organisation will have a low effect on Marriott’s business. 
the threat of substitute: With the great reputation that Marriott has the threat of being a substitute will have a low effect on the business.
rivalry among existing competitors: The Marriott has already created a place in the hospitality market untouchable for many. So, the forces of competitors will have a low effect on the business of Marriott. 

Figure 1: Porter’s Five Forces
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[bookmark: _Toc134237434]Segmentation Targeting, Differentiation and Positioning of Marriott Hotel 
Segmentation: 
Marriott hotels offer their service in both hotel and resort categories in the world's top-notch regions including 72 countries like Atlanta, Baltimore, Boston, Chicago, Las Vegas, London, Washington and many more where companies aim to keep their premium hotels (Global Data, 2023). Demographic segmentation is done on the basis of class, income level and lifestyle of the customer base. They serve the services in dining, spa, and fitness and host venues for events which are classified as high-class services (Bloomberg, 2023). Under this context, the demographic service can be segmented as high-income groups as well as business travellers and seasonal foreign travellers.
Targeting: 
On the basis of given module materials, it can be analysed that the targeting can be classified as mass, differentiated, niche or customised market. Marriott Hotel works with several brands like Marriott Courtyard, conference centres, and Marriott Vacation Clubs. It focuses on corporate and luxury class customers with a market share of 17% which makes its target market a niche market which means that customers with specific price points and needs can access the Marriott hotels and their offerings (CSI Market, 2023). 
Differentiation: 
The strongest differential factor of the hotel is its successful implementation of a strategy which contributes to building a strong reputation. Another factor included their wide range of geographical reach. Customers can complete their reservations and booking without submitting any deposits which factor attracts more customers to the hotel. 
Positioning: 
The next factor that comes under STP is positioning which talks about the image of the brand that establishes in the customer's mind. Highly influential brand positioning tends to replace the name of the product category with the brand name in the customer's mind (Corporate Finance Institute, 2023). In the case of Marriott hotels, they created an image of upper-class and luxury hotels and resorts providing stays to business and luxury-class people. On the basis of various positioning strategies, Marriott Hotel can be categorised under Product Quality where brands are recognised as offering high quality service.
[image: ]
Figure 2: Marriott Hotel Perceptual Mapping
(Source: Inspired from Corporate Finance Institute, 2023)
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Marriott hotel is highly active over social media handles which can be evaluated on the basis of their 359 facebook pages, 124 twitter handles, 29 Instagram accounts and 15 YouTube channels (Unmetric, 2023). The main focus of their marketing strategies focusses on creating a message "Care about People'. Their other social media strategy can be understood by taking an example of the AXN Marriott challenge. Under this challenge numerous chefs grouped together to create a cuisine under a restricted time which created a buzz on social media (Digital Travel Connect, 2023). They also took advantage of a television marketing campaign by releasing their campaign with the tagline "Where can we take you?". The main focus of the campaign was to indulge the customers about travel by relating it to the path to growth and healing by eliminating all narrow-minded thoughts (Jelski, 2021). 
Marriott is well aware of organic and inorganic marketing strategies and choices of channels which can be used to successfully launch a marketing campaign. The power of any marketing campaign completely depends on how well a brand is able to address the pain point that it can solve. Marriott was effectively able to use all their options regarding social media and television as their marketing channels to create awareness about their brand.
MARKETING MIX

Figure 3: 4Ps of Marketing 
Product 
Marriott belongs to the hospitality sector which offers a huge portfolio of hotels and resorts. The company keeps on upgrading its services for better service to its customers. Marriott operates through various hotel brands such as Fairfield, Courtyard, Renaissance, Delta Hotels and more (Marriott.com 2023). The hotel offers premium and personalized services to its customers and uses superior and high-quality design and functionality. It offers a wide variety of amenities to its customers which includes bedside tables, telephones, laundry services, free Wi-Fi, refrigerator, medical facilities and more. The company's product also includes the foods it serves from its restaurants. Though the company’s sales have fallen after the pandemic, the company has taken certain steps to provide better services through better social distancing, sanitizing and more. 
Place 
Marriott has a global presence and operates in 110 countries across the world with 30 brands (Marriott.com 2023). The company has its headquarters in Maryland and also expanded its business in countries like Portugal, Mexico, Canada, Spain and many more. All of the hotels are located at prime locations of cities in different countries. The company chooses a place for its hotels in areas that have access to airports, highways, and important business institutions. 
Price 
The company is targeted towards upper-class people, travellers, and business-class people and offers premium services to its target customers. Prices of the products and services are set according to increase the revenue of the company. In the year 2022, the hotel holds a revenue of 20.77 billion in the year 2022 (Statista.com, 2022). Marriott has a premium pricing strategy according to the premium services it offers to its customers. The best possible services are offered to its customers and also charges according to the services. Marriot is confident enough to set its pricing strategies high as it targets high-end customers. The prices of the hotels depend on the customer’s demands and the various costs of promotion and maintenance. Marriott’s prices for the services also depend on the changes in the behaviour of its competitors. 
Promotion 
Marriott being an international brand advertises its services and offers by clearly highlighting them on its websites. It offers an innovative incentive to its clients for maintaining customer loyalty. The company promotes its products and services through its different websites and also uses social media influencers (Livemint.com, 2022). In order to do that, it offers free merchandise, gifts, room facilities and more, on a regular basis. The company also advertises campaigns which have a high impact on the targeted customers. Marriott also uses its promotional strategies for communicating with the customers to raise awareness and generate sales. 
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KPI of Marriott 
	Objective 
	Measurement 
	Activity 
	Time-bound 

	Brand visibility 
	The company will be launching its portfolio of over 8300 properties globally (News.marriott.com, 2023). 
	Campaign 
	2 months

	Customer retention 
	The retention rate of the customers is more after the pandemic and the company will keep on continuing this rate (Marriott.gcs-web.com, 2022).
	Through different bonuses, and gifts offered to the existing customers 
	1 month 

	Digital Marketing 
	Marriott will make extensive use of technology for marketing the brand through different media (Medium.com, 2020).
	Through advertisements on different websites and social media 
	3 months 



Table 1: KPI of Marriott 
From the above KPI table it can be found that Marriott has taken certain steps in increasing the scope of its business expansion. Brand visibility, customer retention and digital marketing are the three objectives that have been found from the different data of the company. The measurement of the scope and the activity through which the company will achieve the scope has also been found in the table. The time that would be taken by the company to achieve its objectives has also been found in the table. 
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The total market share for the hotel and resort industry is thriving to around 453 billion pounds contributing to GDP at the ninth rank in the world. Out of which china contributed to produce the biggest share in the overall revenue model of the hotel industry. But seeing the analytics it can be analysed that Marriot is only sharing the 21% of biggest global market that is China Beijing (Marriott News, 2022). The other shortcoming which can be evaluated on the basis of the marketing strategy of Marriott Hotel is that the main segmentation for the company is high-income business-class people. On an average scale, other than business-class people there are a lot more middle-income class people who tend to travel around the world. The gap is still there in the case of Marriott Hotel. The brand positioning of the hotel classifies it as a very niche and differentiated product fit due to which the company surges an average revenue share of 17% which is quite low. The brand positioning of the Marriott Hotel is categorised as family focused business which makes its position weak in the market.
The other shortcoming that can be analysed on the basis of their marketing strategy is their static work ethic. This makes their marketing campaigns become very sluggish and delicate. The other aspect of the shortcoming of Marriott Hotel is that the CSR value of the Marriott is quite low at 61 which shows that the company is not taking major responsibilities for environmental protection. From the above-mentioned marketing mix of the company Marriott, it has been found about the different factors of marketing. The product that is offered by the company includes luxury hotels and premium services to the high-end targeted customers of the company. Place and locations of the properties are in the areas which have more links to airports and highways. The pricing strategies of the company have been kept as per the high quality of service it offers. Different promotional strategies of the company have also been identified by the 4Ps of Marriott. 
The KPI table which has been discussed in the report, gives an illustrated idea about the objectives of the company. The measurement of the steps that have been taken by the company with the different activities along with the time that would be required has also been found. The Pestel analysis according to the factors of the UK and the influence it has on Marriott has been found. The political, economic, social, technological, environmental, and legal factors that are conducted in the country have some positive and certain negative factors on the company within the hospitality sector.
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Task 3: Recommendations for the Future
· In the context of market share considering the revenue model, China contributes to the largest participation in the revenue which opportunity is not considered by the Marriott Hotel. The hotel should focus on building a customer base for China's geographical segmentation. The other recommending factor for the hotel is to expand their product market fit for middle-income people also which can help the company to gain a more competitive advantage over other small players in the hospitality industry. Hotels should introduce some hotels with the least facilities and lower price points so that they can become affordable to a bigger customer base. 
· Another factor that needed to be kept in account is to marinate the guiding policy over the organisational context. It can be analysed through one of the cases from 2018 when they laid off an employee just because he liked one tweet (Ma, 2018). 
· The most important thing that can put a question mark on the image and reputation of the hotel which can be linked with the fact that the information security of the hotel is quite low. Due to such a situation, their database of customer reservation information got hacked (Faife, 2022). Again, taking the positioning factor into consideration, the hotel needs to shift its marketing strategies to attract the older customer base needed to be oriented towards the youthful brand. 
· The need for specific customised administration can be evaluated which encourages the hotel to make themselves different from its competition. It will develop the Generation Z client base for hotels and take them to new heights. 
· The company should make use of digital marketing and different sites of social media to grow its brand reputation and recognition. It should focus more on the selection of its service expansion in the international markets. The use of AI can be the biggest opportunity for the industry for the next several years (Techgrabyte, 2021). Make use of effective and cost-saving technologies to meet the needs of the guest in a fast manner along with maintaining proper safety guidelines. Secure the personal data of the clients through different digital means can be a good opportunity for the company in terms of growth within the hospitality industry. 
· Dynamic pricing of the premium products and services of the company would also help in growth within the industry. The development of a mobile app can be helpful for Marriott to provide a better customer experience to its customers. As the company has taken certain steps toward sustainability in its business operation (Serve360.marriott.com, 2023). It can be recommended that it makes use of certain technologies in conducting its business. 
· It has been found that the company suffered a loss after the pandemic. It can be recommended that the existing customers of the company should be provided with some offers and bonuses and even a free event or a stay can also be beneficial. According to the social factors of the UK, the company should make changes in the pricing of the hotel rates in different areas of the country. 
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