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Introduction 
Travel for business is growing. It is becoming digital, adaptable, and interconnected. Today’s visitors expect to be able to do business at any time and wherever. Because of this, competition among hotels and other hospitality-related companies has intensified. Hotelier needs to think to build strong, personal ties with potential clients to get a competitive advantage. 
This marketing plan report will discuss Hotel Crown Plaza's marketing strategy and plan, and how their company model enables them to succeed. Here, you'll also get a thorough overview of their marketing segmentation, B2B relationships, and marketing mix. As the hospitality industry evolves, the Crown Plaza Hotel is always looking for the right opportunities to bring innovative technologies to its guests. This marketing plan outlines how the Crown Plaza Hotel can capitalize on artificial intelligence (AI) to improve response times, deliver a more personalized customer experience, and increase sales.
At the core of this plan is the introduction of AI technology for late response and robots as concierge. The hotel’s existing customer base can be tapped into in order to grow the profile of the brand, allowing for a greater spread of AI technology throughout the hospitality industry.












Situation Analysis
Crown Plaza
Crowne Plaza is a full-service hotel chain based in the United Kingdom. The headquarters of this hotel chain is in the UK. It was founded in 1983 as Holiday Inn's upmarket section. It is a brand of the InterContinental Hotels Group. They now operate 412 hotels worldwide and have 83 more under the pipeline (Plaza, n.d.). 
In order to gain a thorough understanding of the business and create a successful marketing strategy, it is important to conduct a Situation Analysis of the 5 “C’s”; Company, Customers, Competition, Collaborators, and Context.
Company: Hotel Crowne Plaza is a 5-star, luxury lodging option that offers guests a luxurious and comfortable experience. The presentation and style of the hotel itself provides an atmosphere of elegance, style, and sophistication. Moreover, a focus on personal customer service is a primary feature of Hotel Crowne Plaza that distinguishes it from competitors. 
Customers: Hotel Crowne Plaza caters to business and leisure travelers alike. Its location in the center of the financial district of London, makes it an ideal destination for business travelers, who often seek convenient and high-quality lodging. Hotel Crowne Plaza also strives to give its guests a luxurious and comfortable experience, and thus attracts leisure travelers as well.
Competition: Hotel Crowne Plaza faces competition from numerous other luxury lodging options in the Toronto area, including the Ritz Carlton, Four Seasons, and Park-Hyatt. All of these competitors provide similar service and amenities, making it difficult for Hotel Crowne Plaza to set itself apart from the rest.
Collaborators: Hotel Crowne Plaza works with numerous collaborators across UK, such as local vendors for supplies, local transportation options for guests, and other businesses to provide concierge and other services to guests. Partnering with these collaborators helps ensure that guests have access to the services and amenities they desire while staying at the hotel.
Context: The current business environment that Hotel Crowne Plaza operates in is very competitive and highly reliant on creating customer loyalty and satisfaction. Furthermore, the extensive range of technological advancement makes it difficult to stay ahead of the competition. 
Overall, Hotel Crowne Plaza is an excellent luxury hotel in the UK area with a strong focus on customer service and satisfaction. 

SWOT Analysis
Crown Plaza’s SWOT analysis is divided into four sections. Which are,
Strength 
· Hotels Locations are all over the world. Tourists from everywhere may get their facilities.
· They provide a luxurious setting.
· Their hotel chain is well-organized.

Weakness
· Despite having a widely recognized strategic goal, they do have not enough hotels compared to the related brands.
· Their travel packages are less useful and more expensive.
Opportunity
· High tourist seasons, possible long-term growth of the hotel sector.
· The Crown Plaza hotel will be able to utilize its investment assets more efficiently with the support of the prospective market study.
· To please its royal clients, the administration of the Crown Plaza hotel should offer a fantastic array of goods and services.
Threats 
· Economic circumstances and emerging trends may affect their business.
· The Crown Plaza hotel faces several competitors in the market.

PESTEL Analysis
Political
There are several potentials for Crown Plaza Hotels to expand into new geographic regions both inside New Zealand and India. With the launch of 300 new hotels between 2018 and 2023, there are also several prospects to expand operations in China (IvyPanda, 2021).
Economic
The business is quite successful and has had steady expansion everywhere. The extensive range of brands and Crown Plaza Hotels' global reach are two further benefits. Widespread consumer recognition of international hotel groups has seen Crown Plaza's profitability rise.

Social
Customers gave the company's rewards program bad feedback. The two weaknesses highlight the need for the business to pay more attention to brand loyalty to provide a distinctive value proposition (IvyPanda, 2021).
Technology
The information technology (IT) security of Crown Plaza is weak. The majority of the chain's hotels were harmed by credit card data breaches, including names, numbers, internal verification codes, and other vital information (Sharp, 2017).
Environment
The Crown Plaza Hotel implements many steps to preserve a sustainable environment. Such as eliminating plastic bottles and decreasing food waste. Yet when compared to its standard, it falls short.
Legal
Where the crown plaza is located, they have received certification from the government. As a result, there is no possibility of creating any kind of legal issues (HotelMinder, 2022). 

Market Segmentation
Crowne Plaza provides premium accommodation by catering to more selective, less budget-conscious business and vacation tourists. Also, they provide the Stay Bridge Suites brand, which caters to the extensive market, and focuses on both business and leisure guests.

Marketing Objectives
To analyze the marketing strategy used by Crown Plaza Hotels, critically examine the literature on their marketing plan, and make suggestions for improving their approach.
Strategy
Crown Plaza Hotel is looking to introduce AI technology and robots to enhance customer experience and drive sales. To that end, Crown Plaza will roll out a comprehensive marketing mix and action plan to ensure the successful implementation of this initiative.
First and foremost, Crown Plaza will craft a clear and concise message about their use of AI technology and robots. This message should emphasize the innovative potential of this technology and its ability to provide both regular and unique experiences to hotel guests. The message should be targeted to both the hotel’s current guests and new potential customers. This will help reinforce the hotel’s commitment to providing a world-class customer experience.
At the same time, the marketing message for this initiative should be tailored to different audiences. For example, marketing to frequent business travelers should focus on the technology’s efficiency and capability of providing timely responses. On the other hand, marketing to families should emphasize the “fun” aspects of the technology, such as providing interactive services like face-recognition-based recommendations for restaurants and tourist attractions.
In addition to crafting a message, Crown Plaza will also need to create a comprehensive promotional plan that uses a variety of channels. To start, the hotel should create a dedicated website where potential customers can learn more about the initiative and the technology it uses. This website should include videos showing the technology in action, customer testimonials, and a call-to-action to book a room at Crown Plaza.
At the same time, the hotel should promote the initiative directly to its existing customers, utilizing email campaigns and social media. Additionally, Crown Plaza should consider utilizing TV and radio advertisements, as well as print advertisements in travel and lifestyle magazines to reach a broad audience.
Value Proposition
The most crucial component of a Hotel marketing campaign is a value proposition. The value proposition defines the benefits a hotel delivers to its guests and how they provide them (Affinity, 2017). To help their business grow, Crown Plaza has made many offers to their visitors.

Marketing Tactics
Marketing Mix
For hotel marketing initiatives to be successful, a suitable marketing mix must be developed. A marketing mix refers to the many marketing factors that the marketing team uses to target particular customers or target market groups. Crown Plaza hotel's marketing Mix considers the following sector
4P's of marketing mix tactics strategy for crown plaza hotel to introduce AI chatbots and robots in hotel.
The utilization of Artificial Intelligence (AI) is becoming increasingly prevalent within the hospitality industry, and it's about time for Crown Plaza Hotels to tap into this trend. With the help of AI chatbots and robots, Crown Plaza needs to have an effective marketing mix tactics strategy in place. This strategy should employ the four Ps of marketing: Product, Price, Place, and Promotion. 
Product: In order to introduce AI chatbots and robots into its hotels successfully, Crown Plaza Hotels should focus on creating the most effective customer service bots for its guests. This can be done by utilizing the latest technology to create customer experience bots that are simple to use and easy to understand.

Price: In order to make its bots more affordable, Crown Plaza Hotels should consider reducing cost through the use of a subscription model or by offering discounts to customers (Marketing Mix, n.d.). Additionally, Crown Plaza Hotels should consider the cost that its hotel staff have to pay when introducing AI customer service bots. A cost-benefit analysis should be conducted to ensure that the net cost savings to the hotel is more advantageous than any additional fees or charges.

Place: Crown Plaza Hotels should consider placing its AI chatbots and robots in strategic locations throughout its hotels in order to make them readily accessible to guests. This will help to ensure that the customer experience is as smooth and efficient as possible. Additionally, Crown Plaza Hotels should consider providing a dedicated customer service number for guests to contact in case their queries are not answered by the chatbots or robots.

Promotion: In order to create awareness about its AI chatbots and robots, Crown Plaza Hotels should undertake a comprehensive promotional strategy. This can include traditional marketing methods such as television and radio advertisements, as well as engaging in digital marketing initiatives such as SEO and content marketing. Additionally, Crown Plaza Hotels should consider offering special promotions or discounts to customers who are willing to try out the AI chatbots and robots.

With these four Ps in mind, Crown Plaza Hotels can ensure that it has an effective marketing mix tactics strategy in place to introduce AI chatbots and robots in its hotels. 

Action plan
To compete with the rival, Crown Plaza's marketing approach has to be improved. Using AI technology in regular operations can help Crown Plaza boost its marketing approach. With the help of artificial intelligence, upscale visitor experiences are delivered at affordable rates. AI has the potential to improve customer service and marketing, boost customer retention, automate back-office tasks, and analyze data. Also, it can boost company income, and profits, and expand Crown Plaza's operations. The place where Crown Plaza makes much improvement utilizing AI is,
· Operating effectiveness.
· Customer experience.
· Improvement in revenue.
· Sustainable Development.
· Advanced customization.
· Experience with international bookings.
· Analytics of data.

Control 
The success of Crown Plaza hotels depends on its ability to deliver quality customer service.  Finally, to ensure the success of this initiative, Crown Plaza should make sure the technology is easy to use and provides an intuitive experience for all customers. To that end, the hotel should conduct regular customer satisfaction surveys to better understand how customers are responding to the technology and what improvements can be made. Additionally, Crown Plaza should create a customer service team to provide support and address customer issues that arise from using the AI technology.
Overall, with a comprehensive marketing mix and action plan in place, the hotel can ensure that its customers have the best possible experience when they book a room.

Conclusion
The Crowne Plaza Hotel has definitely made a mark on the hospitality industry. Through their innovative marketing strategies and customer-first approach, they have proudly served their customers and built a strong reputation in the hotel industry. As they enter the next five years, they look forward to continuing to provide customers with exceptional services and a memorable experience.
The analysis not only identified the important component of Crown Plaza but also the difficulties that can damage their business in the future. Without effectively pleasing the consumer, the hotel sector cannot exist in the current world. Since they value their patrons, Crown Plaza has built a solid reputation across the world. The management was able to boost the amount of profit for the company because of the policies they adopted, including reward points, gift certificates, and tailored services. This marketing plan is essential to growing their business. 
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CROWNE PLAZA
HOTEL 
LONDON, UK



For over 50 years, Crowne Plaza Hotels &
Resorts have been offering exceptional
hospitality.
With innovative marketing strategies during
the past five years that have seen their
popularity soar, as evidenced by their
continued reputation as one of the most
trusted names in luxury accommodations.
As the hospitality industry evolves, the
Crowne Plaza Hotel is always looking for the
right opportunities to bring innovative
technologies to its guests.
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BENEFITS OF INTRODUCING AI CHATBOTS AND 
ROBOT CONCIERGE
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This marketing plan outlines how the Crown Plaza Hotel can capitalize on artificial
intelligence (AI) to improve response times, deliver a more personalized customer
experience, and increase sales.
At the core of this plan is the introduction of AI technology for late response and robots as
concierge. The hotel’s existing customer base can be tapped into in order to grow the profile
of the brand, allowing for a greater spread of AI technology throughout the hospitality
industry.
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SITUATION ANALYSIS 5 'C's OF HOTEL CROWNE PLAZA 



In order to gain a thorough understanding of the business and create a successful 
marketing strategy, it is important to conduct a Situation Analysis of the 5 “C’s”; Company, 
Customers, Competition, Collaborators, and Climate.
COMPANY:
Hotel Crowne Plaza is a 5-star, luxury lodging option that offers guests a luxurious and 
comfortable experience. Moreover, a focus on personal customer service is a primary 
feature of Hotel Crowne Plaza that distinguishes it from competitors. 
Furthermore, the hotel is part of the InterContinental Hotels Group and is certified as 
meeting international standards for quality and service.
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Customers:
Hotel Crowne Plaza caters to business and leisure travelers alike., makes it an ideal destination for 
business travelers, who often seek convenient and high-quality lodging. 



Competition:
Hotel Crowne Plaza faces competition from numerous other luxury lodging options in the London, uk area, including 
the Ritz Carlton, Four Seasons, and Park-Hyatt.  All of these competitors provide similar service and amenities, 
making it difficult for Hotel Crowne Plaza to set itself apart from the rest.



Collaborators:
Hotel Crowne Plaza works with numerous collaborators across uk, such as local vendors for supplies, local 
transportation options for guests, and other businesses to provide concierge and other services to guests. Partnering 
with these collaborators helps ensure that guests have access to the services and amenities they desire while staying 
at the hotel.



The current business environment that Hotel Crowne Plaza operates in is very competitive and highly reliant on 
creating customer loyalty and satisfaction. Furthermore, the extensive range of technological advancement makes it 
difficult to stay ahead of the competition. Additionally, the current market is saturated with new hotel and lodging 
options, making it increasingly difficult to stand out.



Context / Climate










C us tomers :

Hotel Crowne Plaza caters to business and leisure travelers alike., makes it an ideal destination for 

business travelers, who often seek convenient and high-quality lodging. 

C ompetition:

Hotel Crowne Plaza faces competition from numerous other luxury lodging options in the London, uk area, including 

the Ritz Carlton, Four Seasons, and Park-Hyatt.  All of these competitors provide similar service and amenities, 

making it difficult for Hotel Crowne Plaza to set itself apart from the rest.

C ollaborators:

Hotel Crowne Plaza works with numerous collaborators across uk, such as local vendors for supplies, local 

transportation options for guests, and other businesses to provide concierge and other services to guests. Partnering 

with these collaborators helps ensure that guests have access to the services and amenities they desire while staying 

at the hotel.

The current business environment that Hotel Crowne Plaza operates in is very competitive and highly reliant on 

creating customer loyalty and satisfaction. Furthermore, the extensive range of technological advancement makes it 

difficult to stay ahead of the competition. Additionally, the current market is saturated with new hotel and lodging 

options, making it increasingly difficult to stand out.

C ontext / C limate
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GANNT CHART
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The Crowne Plaza Hotel is excited to 
announce our newest marketing 
initiative to introduce AI chatbots and 
robots in our hotel. This gannt chart 
outlines a marketing plan to ensure a 
successful launch and to achieve 
maximum impact from our AI 
chatbots and robots.



This Photo by Unknown Author is licensed under CC BY-NC-ND





https://landbars.wordpress.com/2016/03/10/bots-assisting-in-hotels/


https://creativecommons.org/licenses/by-nc-nd/3.0/
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Phase 1 and 2
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Phase 2: Design Campaign



Once the data is collected, we can move on to designing 
the marketing campaign. 



This includes the layout and design of our promotional 
materials,



the messaging used in the campaign, and the media 
vehicles used to reach the target market. 



Phase 1: Market Research



In order to conduct a successful marketing strategy for 
introducing AI chatbots and robots, it's important to 
conduct proper market research.
This includes gathering data on the current market trends,
customer preferences, and needs. 
The data collected will provide insights into the best 
marketing tactics to use when introducing AI chatbots and 
robots.
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Phase 3: Launch Campaign
Now that we have designed an effective campaign, it's time to launch it. 
We will use a mix of online and offline media to reach our target market. This includes using 
digital marketing tactics such as email campaigns, online advertising, and social media 
influencers. 
Additionally, we will use traditional media such as radio, TV, and print to reach more 
people.



Phase 4: Monitor & Evaluate
The last step of this gannt chart is to monitor and evaluate the campaign. This involves 
using analytics tools to track the success of our campaign and make necessary tweaks to 
optimize performance. 
We will also survey our target market to get feedback on the effectiveness of the campaign. 
By taking these steps, we can ensure that our campaign is successful and that we maximize 
the impact of our AI chatbots and robots.
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4P's of marketing mix tactics strategy for crowne plaza hotel to 
introduce AI chatbots and robots in hotel



Placing AI chatbots and 
robots in strategic 
locations



• Concierge



• Welcome robot



• With personalised 
message for  guests



Create customer 
experience bots



• Simple to use



• Easy to understand.



• Quick response



Create promotional 
campaigns



• Influencers



• SEO content creation



• Social media like 
Instagram twitter and 
ticktocks



Affordable



• Reducing cost through 
the use of a 
subscription model 



• By offering discounts 
to customers
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PRICE PLACE
PRODUCT PROMOTION










4P's of marketing mix tactics strategy for crowneplaza hotel to 

introduce AI chatbots and robots in hotel

Placing AI chatbots and 

robots in strategic 

locations

•

Concierge

•

Welcome robot

•

With personalised 

message for  guests

Create customer 

experience bots

•

Simple to use

•

Easy to understand.

•

Quick response

Create promotional 

campaigns

• Influencers

• SEO content creation

• Social media like 

Instagram twitter and 

ticktocks

Affordable

•

Reducing cost through 

the use of a 

subscription model 

•

By offering discounts 

to customers
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CONTROL 
AND 
IMPLEMENTATION



Finally, to ensure the success of this initiative, Crown Plaza
should make sure the technology is easy to use and provides an
intuitive experience for all customers.



To that end, the hotel should conduct regular customer
satisfaction surveys to better understand how customers are
responding to the technology and what improvements can be
made.



Additionally, Crowne Plaza should create a customer service
team to provide support and address customer issues that arise
from using the AI technology.



Overall, the introduction of AI technology and robots for
customer service can be a major benefit for Crown Plaza Hotel.
With a comprehensive marketing mix and action plan in place,
the hotel can ensure that its customers have the best possible
experience when they book a room.
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THANK YOU
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