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    Introduction

The purpose of this marketing plan is to identify an issue in the marketing and to create a communication strategy. This marketing plan it is about the Hilton Hotel and Resorts, which it is one of the biggest companies in the hospitality industry with 7,165 properties in the world. The first hotel was opened in 1925, by Conrad Hilton, in Texas. Hilton it is also known for providing exceptional customer service and for the premium services that it is offering. This marketing plan also includes a comprehensive analysis of the Hilton brand, a SOSTAC plan, the 4 P’s, key areas, frameworks, theorists and Bowman’s. (Hilton, 2023)

Situation Analysis

5’C’s
-Company: SWOT analysis (micro analysis)
·  Strengths: Hilton strength will be their brand recognition, and if a customer it is unsatisfied, they will get the money back 100%, a lot of employee benefits. (Hilton, 2023)
· Weaknesses: Hilton Hotels and Resorts has a big problem with the reputation because of the poor customers reviews and ratings on platforms. Another weakness will be the high prices. (Trustpilot, 2023) 
· Opportunities: Oversea expansion, there is a great opportunity to expand in the new market, such as Asians markets. Hotel designs. Product improvements, better communication, better customer services, better use of technology.
· Threats: Hilton Hotel and Resorts it is affected by the fewer business travellers. Business travel was an important source of revenue for Hilton, but it still in leisure recovery. According to Hilton CEO, business travel has recovered 50% of pre-COVID 19, competitors, lawsuits, competition on price point stagnated growth. (Ahsan Ali Shaw, 2023) As per Appendix A.

-Customers: Hilton Hotel targets customers on the budget, mid-market, upscale, luxury target marketing, leisure travellers, honeymoon, corporate travellers, family. Has customers between 26 to 60 years, who are coming from a higher social class. (Hitesh Bhasin, 2018) As on the appendix A, on the Similarity Web has been discovered that total customers visit from December 2022 to February 2023 are around 102.7 M.





-Competitors: On the market are a lot of competitors for Hilton Hotel and Resorts, such as Marriott International, Starwood Hotels and Resorts, Hyatt Corporation and Accor Hotels. (MBA Skool Team, 2021) Also it is the company responsibility to know the customers' needs, better than other companies. “In 1996, Cliff Bowman and David Faulkner developed Bowman's Strategy Clock". (Mind Tools Content Team, 2022) As in Appendix D. As comparation between Hilton Hotel and Hyatt Corporation, the Similar Web shows that on total visits from December 2022 to February 2023 Hilton it is on the top with 102.7 M when Hyatt has only 38.54 M. As per Appendix C.

-Collaborators: Hilton can collaborate with local attractions and events, corporate clients and event planner, travel agents and tour operators. Hilton has a collaboration with World Wildlife Fund, to reduce the impact on the environment and it will develop a multi-year water stewardship strategy, expanding a new energy as well. (Mike Hower, 2015)   

-Climate: PESTLE (macro analysis)
· Political factors: the tourists, the business travellers, changes in visa regulations which can also have an impact on travel, acts of terrorism, zones with high risks of threats.
· Economic: interest rate, growth rate, inflation rate, lawns rates are available very reduced. The global economy can impact the demand for travel and hospitality services.
· Social: Hilton has a lot of internationals visitors, and it is affected by social factors such as culture, gender, changing consumer behaviour and preferences, the demand for unique and personalized travel experiences. (MBA Skool Team, 2021)
· Technological: Hilton needs to upgrade more on technologies to create opportunities for new products and services, also to improve the values and customer experiences. Increasing more on mobile technology for travel and bookings.
· Legal: The owner of the company needs to ensure that follows all the laws and other legal frameworks to not attract the attention of the Gouvernement. Changes in employment laws can affect the staff.
· Environmental: This factor it is affecting the company because people are interested in the protection of the environment, they are also checked to see if they have properly waste management and how it is affecting the environment. Also, the climate can have a huge impact on the travel demand and operations. (MBA Skool Team, 2021)







Objectives
SMART Target
Specific: This can be the increasing of direct bookings through Hilton website by 15% in 2 years.
Measurable: The success of the target can be measured by tracking the direct bookings and comparing it with the previous year. 
Achievable: The target it is achievable because Hilton has a strong online and can encourage more direct bookings on the websites. Needs to spend more time on digital marketing, like Facebook, Instagram, TripAdvisor.
Relevant: To improve profitability
Time-brand: The goal it is to be achieved by the end of the next 2 years. (Jordan Hollander, 2023)


Strategy
The Hilton Hotels and Resorts values are also in his name “HILTON” and every letter discover a value (Hospitality, Integrity, Leadership, Teamwork, Ownership). (Hilton, 2023) As Kellyn Smith Kenny, the Hilton SMO, answered to an interview of Paul Talbot about the company market strategy that they are using to attract more customers. He mentioned that the company marketing strategy, sees the base of consumers who are using their portfolio of 17 brands, over 113 countries and the loyal guests who are members of Hilton. The Hilton marketing strategy should be focusing on providing exceptional guest services by offering them personalised services for their unique preferences. The value proposition should be about offering high quality services and exceptional value for money to his customers. Hilton should target different guest's segments based on what they prefer and what they need. Hilton can position itself as a premium hotel chain that offers great services to its guests, which can differentiate it from its competitors. (Paul Talbot, 2019)


Tactics
Marketing mix: 
· Product: Hilton Hotel and Resorts, it is offering luxury services, modern rooms, advanced technologies. It also provides exclusive membership discounts, plus other free facilities, like wi-fi, rooms option. Hilton takes very good care of every customer as well, provides all services, with restaurants, events celebration, weddings and business events.
· Place: Hilton Hotel, as a deluxe experience it is providing luxury services in 84 countries, in six continents with 570 properties. The hotel is both, for tourists and for business locations as well, expand new properties in locations such










      as popular destinations, major cities. Also, to provide flexible booking options.      (Business Marketing Strategy, 2022)
· Price: As Hilton Hotels and Resorts it is providing a high standard service, it has high prices as well, but on the other side, has a lot of good offers, discounts such as honours discount advance purchase, 2Xpoint packages, breakfast included package, military family rate, etc. (Hilton Special Offers, 2023)
· Promotion: Hilton has upgraded the technology to improve guest experience, including Digital Key Share.  Hilton it is using digital marketing to advertise itself through Facebook, Twitter, LinkedIn, Instagram and YouTube. (Hilton, 2023)



Action
Gannt Chart of Marketing of the Hilton Hotels and Resorts, as per appendix C. the communication plan it is starting from January 2023 till December 2023. On the advertising there it is the social media with 800 views from January to December, tv 1000 from March to July and radio 700 from March to September. On the personal selling with public meetings 1000 from January to December, public interviews 1000 from May to September. For the sales promotions has been created some discounts as well, 25% off wintertime, with code HILTONWINTER, from September to November, also a family discount with code MVHTDF22, from March to May. A discount of 17% if the guest book in advance, available from January to December. For the direct marketing such as emails and messages 1000 march to May. (Hilton Special Offers, 2023)


Control
The Hilton Hotel and Resorts, created for the guest so that they can book directly with Hilton, they have a loyal program for the loyal customers as well, the best offers on the website giving the best prices and loyalty rewards. This has been very successful, the loyalty program raised from 36 million members in 2012 to 94 million in 2019. Hilton marketing program have strong customer demand, keeping the level over 75% making a high performance in the hotel industry. (Luiz Sanchez CFA, 2019)
 

Conclusion
As a result of this marketing plan about Hilton Hotels and Resorts, the hotel it is a high global hospitality brand with a strong reputation for providing a high-quality accommodations and experiences to all travellers around the world. Therefore, it is very important for Hilton, to continue to adapt and create new innovations to maintain its competitive advantage and always attract new customers.
Monitoring the marketing plan, Hilton can stay agile and change strategies if necessary to respond to customer preferences and needs. Also, this marketing plan has focussed on the brand, direct bookings, loyalty program that Hilton provides, variety of marketing strategy.
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Appendices
Appendix A, SWOT Analysis for Hilton
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Appendix B. Similar Web, Hilton Customers
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Appendix C, A comparation between Hilton Hotel and Hyatt Corporation on the Similar Web
[image: ]

[image: ]







Appendix D, Bowman’s clock
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Appendix E, Gannt Chart for Hilton Hotel and Resorts
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Component B Presentation Slides in Power Point
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» Customers: the customers at Hilton Hotel and Resorts can be between 26 to 60 years who are
coming from a higher social class, also budget, mid-market, luxury target marketing, leisure
travellers, honeymoons, corporates, family (MBA Skool Teams, 2021)

» Competitors: the competitors of the Hilton Hotel are: Hyatt Corporation, Marriot international,
Starwood Hotels and resorts

» Collaborators: Hilton has a collaboration with World Wildlife Fund (WWF) to develop a multi-year
water stewardship strategy. (Mike Hower, 2019)
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