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Marketing practices provide an opportunity to firms in attracting customers and maintaining the sales of their products and services. The study focuses on providing a deep understanding of the key market strategy for Marriott International during the Covid Crisis. The study illustrates a critical analysis of the SWOT and marketing strategies of Marriott International with its impact on both its internal and external stakeholders. The managerial implication of the marketing strategies that have been used by Marriott has been presented in the report. The report has also given recommendations to the organisation so that they can make improvements to them. 
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[bookmark: _Toc141452417]Concept and Significance of Marketing during the Covid Crisis
Marketing is an effective tool for businesses that helps in providing a significant awareness of its brands, products and services in the industry. The sudden outbreak of Covid Crises has led to limiting businesses in efficiently performing their business operations and observing a drop in its productivity. Thus firms are required to adopt effective and aggressive marketing tools and strategies which help the businesses in observing an improved performance of their online services and maintain their relevant position in the market (Tabuenaet al., 2022). The use of different marketing strategies provides an opportunity for the firm in reaching out to its desired target customers which is essential for the rise in business practices along with maintaining its sales which is essential for the firm in sustaining its business during Covid Crisis in the environment. 
Implementation of a critical marketing strategy is significant for businesses in sustaining their sales along with maintaining their desired profitability through online sales. Shutting down the desired physical outlet of businesses creates an improved understanding of the different tools which is essential for the rise of the desired marketing services for Marriott Hotel during the Covid Crisis (Dash and Chakraborty, 2021). Marriott International has focussed on the effective distribution of its hotels in developing a strong understanding of the distribution of its resources in developing attractive content for attracting more customers and maintaining its services during the pandemic. It has resulted in providing an opportunity for Marriott International in sustaining its business activities during a pandemic. 
[bookmark: _Toc141452418]SWOT analysis of Marriott International during the Covid Crisis
	Strengths
The high brand name and value of Marriott International in the present market provide storing support to the firm in maintaining an improved business performance during Covid Crisis (Case Study). It has assisted the firm in maintaining the trust of its customers and provides an improved growth of its business practices.
	Weaknesses
The unionized workforce for Marriott International in its hotels during the Covid Crisis resulted in limiting the firm in maintaining efficiency in its business services which impacts the quality of its overall services (Case Study). It serves as a key weakness for Marriott International during Covid Crisis that created constrained in its overall performance. 

	Opportunities
During Covid Crisis Marriott International faced a strong opportunity in observing a rise in its digital presence and provide more options to its costumes in significantly reducing human contact (Case Study). The opportunity for Marriott International in providing an online booking interface along with the effective incorporation of a payment gateway assists the firm in sustaining its business performance during the crisis. Additionally, the good cash reserve level of Marriott also helps in developing improved services during Covid Crisis (Case Study).
	Threats
The most significant threat faced by Marriott International during the pandemic is the fall of its brand name and trust with its customers (Eschenbrenneret al., 2023). The reduced effectiveness of Marriott International due to the low availability of its workforce lowers the quality of its performance. It results in reducing its customer satisfaction which corresponds towards a fall in the overall brand value of Marriott International. Moreover, the highly competitive market in the tourism industry is also a significant threat for Marriott International for maintaining its business performance in the industry (Case Study). 


Table 1: SWOT Analysis of Marriott International
(Source: Created by Learner)
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Product/Service
During Covid-19 Marriott International has focused on developing a strong improvement in its cleanliness services and maintaining hygiene in its hotels. The firm has been successfully able to implement Marriott Cleanliness Council which helps the firm in providing improved services during Covid Crisis (Marriott, 2020). It assists the firm in meeting the demands and guidelines of hotel chains Governments (external stakeholders) during the Covid Crisis. The concentration of Marriott International is on maintaining high hygiene standards in its hotels through developing an improved service strategy of the Marriott Cleanliness Council. In addition, Marriott International has also focussed on the effective implementation of AI models and Data analytics which has assisted the firm in developing a strong improvement of its service quality (Case Study). More secure working conditions for its employees (internal stakeholders) and maintaining its business operations. On the other hand, the development of Smart Rooms by Marriott International has also provided significant support to the firm in enhancing the quality of its room which improved its customer experience (external stakeholders) (Case Study). 
Price 
Marriott International has focused on adopting a Market-based pricing strategy which helps the business in developing growth in overall performance (Lagouvardouet al., 2020). The implementation of a market-based pricing strategy has assisted Marriott International in maintaining its relevance during Covid Crisis as well as sustaining its business during the Covid Crisis. It helps in securing the investments of its key investors (external stakeholders) and developing growth in its business. The high brand value for Marriott International along with its Market-based pricing strategy has assisted the firm in attracting more customers and maintaining its business performance.
Place
Marriott International has successfully reduced its room occupancy which has assisted the businesses in successfully minimising its human content in its hotels. Additionally, during Covid Crisis Marriott International has also implemented quarantine facilities for its customers (external stakeholders) and provided self-isolation facilities which improved the performance of the firm in the market. 
Promotion
Marriott International has focused on developing a more aggressive Digital Marketing strategy and successfully reduced its investment in print marketing as it results in reaching out to more customers (Case Study). It has assisted the firm in expanding its services and generating more awareness of its brand on various social media platforms supporting Marriott International in expanding its business performance and attracting more customers in developing growth in its performances. The high awareness of Marriott International with the assistance of digital marketing fulfils the needs of its founders and boards (internal stakeholders) by sustaining its business during the covid crisis.
[bookmark: _Toc141452420]Competitive analysis of the strategies
During the pandemic and post-pandemic situation, other hospitality organisations in the UK have used market-based pricing strategies. It has enabled the company to maintain competitiveness and gain lost consumer markets. Premier Inn and Norbreck Travelodge have used this same strategy with different tactics to attract consumers. Additionally, new tools have been implemented by the competitor organisation to maintain hygiene and guests' safety in the hotels. In addition to that digital technologies have also been implemented in the operation by the competitor organisations for the advancement of marketing. Premier Inn has used different social media platforms to share stories and service quality with the consumers to create a sense of positivity among them (campaignlive, 2022). On the other hand, the management of Travelodge is also using social networking for advertisement and marketing. It allows the organisation to understand the market trends and changing requirements of the consumers. This organisation has also introduced smart rooms to provide a personalised experience to the consumers (travelodge, 2023). In addition to that, another major competitor of Marriott, Premier Inn is also providing smart room solutions to consumers to maintain competitiveness in the new business landscape (premierinn, 2023).      
[bookmark: _Toc141452421]Impact of technologies on the implemented strategies
Technologies have played an important role in developing and implementing new business strategies during and after the post-COVID pandemic situation. Most business organisations have shifted towards online business and the use of innovative technologies in operations to maintain the effectiveness of the service while maintaining hygiene. During the time of COVID-19, the government was forced to introduce lockdown and social distancing protocols to eliminate the spreading of the virus among the global population (Seetharaman, 2020). As a result of that, organisations were forced to shut down their entire operations or shift to work-from-home facilities. In the case of the latter facility, the demand for different communication technologies has increased significantly. During the pandemic and post-pandemic situations, the market revenue of communication organisations has increased in the UK and will reach $45.03 billion by the end of 2023 (statista, 2023). It shows the increasing demand for technology. 
In order to maintain hygiene in the workplace, the higher authorities of Marriott have introduced a cleanliness council in the workplace. In addition to that, partitions have been installed in the front desks as well as a line for the food and beverages. It has enabled the management to create a barrier to virus spreading. To maintain cleanliness, different innovative cleaning tools have been introduced in the workplace which has helped the staff to maintain a tidy workplace. Under the product and services, the management has also introduced new digital technologies including personalised mobile experiences. This personalised service has helped the management to provide improvement services by meeting the individual demands of the consumers and keeping them satisfied. In addition to that, AI and analytics have also been introduced by the management during the post-covid situation (case study). These innovative technologies have also played an important role in improving the service quality. 
In addition to that, to sustain the business operation in the post-COVID situation, the company has taken market-based pricing strategies which have helped the company to retain its consumer base and attract new ones. To understand the price set by the competitors, a thorough market analysis has been done by the marketing department of Marriott and in this case, different analytical technologies have played an important role (case study). Through using these innovative technologies, the marketing department has gained knowledge about the market condition and price perception of the targeted consumers. According to that, the new price of the product and service has been set by the management. It in turn enables the company to maintain productivity as well as profitability. 
Since the inception of this pandemic, businesses have shifted towards digital marketing. It has enabled the company to reach out to a large number of people in a short time. In order to maintain efficiency in digital marketing, this hospitality organisation has used different social networking platforms including Facebook, Twitter and Instagram. The use of these marketing platforms has helped in targeting new guests and increased the consumer base which has been lost during the pandemic. Using these marketing platforms, this organisation has also launched a “command centre for real-time marketing”. Different hashtags and geofencing have been introduced by marketing employees to target consumers properly and attract them (case study). 
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Figure 1: Brand awareness of Marriott in the UK
(Source: statista, 2023)
Social media have also enabled Marriott to share detailed information regarding hygiene maintenance and service quality improvement among consumers. These marketing strategies have helped this hospitality organisation to increase service awareness, popularity as well and loyalty among the consumers in the UK (statista, 2023). 
Smart rooms have also been developed which have voice-optimised control systems and different personalised presets. With the development of collaboration with Samsung and Legrand, Marriott has developed these features to attract new consumers (case study). In addition to that in the existing business places, this organisation has also introduced IoT guest rooms which aid in providing a personalised experience to the consumers. Samsung smart technology has been used to provide this immersive experience to the guests and keep them satisfied.   
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Higher authorities of Marriott have developed strategies based on their product or service offered, price, and operation places. These strategies have impacted significantly the company’s growth in the post-pandemic situation. From the current statistical analysis, it has been noted that due to the introduction of different effective strategies, this organisation’s net income has increased. 
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Figure 2: Net income of Marriott
(Source: statista, 2023)
In 2020, the net income of the company was $-267 million whereas, with the implementation of new strategies, the net income in 2022 has increased to $2358 million (statista, 2023). Additionally, the use of different technologies in the management of hygiene has helped the company to develop a sense of positivity among the guests regarding the service. Furthermore, the introduction of digital media in promotional activities has also enabled the management to create new service awareness among the targeted population which aids in attracting them. Market-based pricing has also played a key role in maintaining competitiveness in the market.
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The main objective of a business organisation is to satisfy the demand and expectations of their consumers. As opined by Otto et al. (2020), consumer satisfaction and consumer loyalty helps a business organisation to increase their productivity and profitability in the business market. As per the case study, in order to enhance the customer satisfaction and determine the expectation of their consumers Marriott has implemented several innovative strategies in their business. The company is implementing Artificial Intelligence and analytics in their business to identify those areas that are profitable for their business. Implementing the innovative strategies of technological advancement the organisation has succeeded in enhancing their service quality and thus has increased their customer engagement towards the business. Marriott was fined 18.4 million for a cyber attack causing a data breach and became a significant issue questioning the brand loyalty of the company (BBC, 2020).  The company failed to protect the personal information of their consumers by maintaining the Data Protection Act. As opined by Okafor (2021), Marriott Group incorporated  the innovative and effective technologies in their system, to protect the personal data of the consumer related to their business. Along with that as per the case study, Marriott group has implemented the innovative IoT technology to provide “Smart Room” service to their consumers. By creating a partnership with Samsung and Legrand the company provided their consumers the opportunity to use the voice commands and mobile customised service that enables the guest to experience the best quality service in their rooms. Moreover, the innovative digital marketing strategy of the company is helping to get more customer engagement towards the business. Marriott has set their pricing strategy after analysing the competitive pricing strategy and pricing strategy of the marketers existing in the market. Before Covid-19, the pricing strategy of the company was stagnant, but after the pandemic and turmoil, other competitors of the company like Hyatt and Hilton have started to reduce their price as per the demand of their consumers. In this situation the company faced some issues for attracting new consumers, as they kept their rate and pricing of the products same. The company and its partners were required to take some effective actions to manage the reducing pricing power. 
In terms of promoting the business organisations in the market, social media promotion is considered as one of the important elements. In this regard, the mentioned company Marriott was using social media marketing during the pandemic in order to get promoted in the market and enhance the amount of revenue gained by the company. In this regard, the mentioned company is using the strategy of digital marketing which is based on the approach of customer-centricity (Marriott, 2020). In this manner, the company was able to gain the customer pull in the company. However, according to the given case study, it can be seen that, the company had reduced its financial investment in the marketing activities. 
This can be resulted in the reduction of the awareness of the company among the consumers in the market which can create a challenge for the company to attract consumers in the time of crisis. In addition to that, the company had faced financial loss in terms of the amount of revenue which is considered as 10.57 billion US Dollars in the US market (Statista, 2022). Therefore the management of this mentioned company had taken the decision of investing less amount of money in the area of driving the print marketing activities for pulling the consumers. However, on the other hand, the company was using digital media for promoiting their marketing content by launching “M Live Studios” in which the company was able to get the real-time pulse of the consumers (from the given case study). In this manner, the company was able to be engaged with the irect interaction with the consumers. 
[bookmark: _Toc141452424]Task 3: Recommendation for improvement of marketing strategy in the post-pandemic era
In order to maintain the prominence and competitiveness in the international market, enhancement of the marketing strategy is considered as one of the important aspects. In this regard, the company can consider to reduce the price of the hotel rooms as the competitors of this company such as Hyatt and Hilton Hotel were following the same strategy. In this manner, the company can be able to maintain the competitiveness in the market and the consumers can also be attracted to take the service of the company. This can also help the company to gain a high amount of revenue in the market (Kohli and Suri, 2018). 
On the other hand, the mentioned company can also consider being focused on print and offline promotion so that the awareness of the company among the consumers can be enhanced. In this regard, the company can consider to make more monetary investment in the area of promoting through offline such as arranging for festive offers for the consumers. Moreover, the company can also make their presence in any kind of festivals with their services so that the people can gain awareness regarding the products and services of the company which are newly launched by Marriott. 
Based on the information that has been provided in the previous sections, the organisation had been focusing on the cleanliness of its operations after the occurrence of the covid 19 pandemic. However, it's essential for the organisation to make sure that they are able to provide an exclusive customer experience to their consumers. According to Nobar and Rostamzadeh (2018),  most of the customers have been giving importance to the customer experience of the hotels. In order to do that the organisation will be required to focus on customisation of their services according to the needs of the customers. It will be able to help the business to develop a good relationship with their customers and it will reflect on their business. The recommendation can be considered as feasible in nature. It is due to the fact that the organisation will have to provide training to their employees so that they can understand the preferences of their customers and provide them with the services that they want. 
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Figure 3: the preferred services of the customers from the hospitality industry 
(Source: Statita, 2022)
A report by Statista (2022), is able to present that 55% of the customers focus on the food and 53% of the customer focuses on the drinks of a hospitality business. Thus, it can be recommended to the organisation that they focus on the foods and drinks of their services. The recommendation can be deemed as possible in nature, as the organisation will have to focus on the quality management of its foods and drinks. Apart from that there is also a need to focus on hiring talented chefs who will be able to provide exclusive foods to the customers and make a positive impact on them. The use of the AI technology is significant in the organisation. However, they will have to take more effective measures so that the technical glitches do not occur in the business. 
After the covid 19 pandemic had occurred, the organisation had delayed their renovations (Case study). However, it is essential that the organisation resume their renovation, so that they are able to make its place more attractive in nature. It can be said that the recommendation of the organisation is feasible. One of the main reasons for this is that the organisation has a strong cash reserve in their hand (Case study). It is to note that there are other major players that operate in the market, which include Hilton and Hyatt (Case study). According to El-Adly (2019), the environment in a hotel is able to influence the purchasing decision of the customers. Thus, renovation in the organisation will help them to provide a better experience to their customers and have a competitive edge over their peers. 
The utilisation of the recommendations will help the business to make improvements in its operations. It will also help them to sustain themselves in the market in the post-pandemic era.
[bookmark: _Toc141452425]Conclusion
The sudden and unexpected outbreak of the pandemic named Covid-19 has affected the Travel and Tourism industry greatly. In this situation, the business and market growth of the famous Hotel group Marriott was also affected by the pandemic. The study highlighted the significant aspects related to the business operation and production of the specific company towards the influences of Covid-19 and has identified some severe challenges that the business is currently facing. The issues like technological glitches, data breachesand competitive rivalry are prevalent in the market. From the overall analysis of the study it has been evaluated that, in order to mitigate all these significant problems the company is required to innovate their digital transformation system, digital marketing strategy and pricing strategy to ensure the sustainability and profitability of their business in the global market. 
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