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COMPARISON BETWEEN MARKETING STRATEGIES AT HILTON HOTEL AND BEST WESTERN HOTEL


Marketing represents more than a concept, it has transformed in the strategy that makes the difference wheter a business is successful or not. Advertisment, promotions and all the process trough a company sells itself and its products and services are the fundamental pillars of marketing. In the hospitality industry marketing is establishing high standards and when it comes to the hotel branch then requirements are extremely high. For hotels is not important only advertisment, but also they need to establish a good relation with their guests and this is possible only by offering quality services and products on all the levels. Hotel marketing has a great importance not only when it comes to competition, which represents one of the greatest challenge in this industry, but also is associated with the number of clients that visit the location and the revenues of the business. (Schnaars, Steven P. 1998)
Marketing in the hotel industry can be best exemplified by making an analysis over two of the most famous brands of this segment, Hilton and Best Western. They have in common international fame and extraordinary smart marketing strategies. The variations between them made the difference on the competition market, as they have different approaches but still gather an impressive number of customers while maintaining high standards and offer quality services and products.
Considered one of the best hotels in the world, Hilton has achieved its good reputation and fame by providing their guests excellent services. The first hotel from the international chain of hotels under the name Hilton was opened in 1925 by Conrad Hilton, in Texas, US. As in 2021 the number of hotels under this brand has grown to 34, including the resorts, in over 15 countries.  (Taraborrelli, J. Randy 2014)
The management of the hotel is entireley dedicated into making their clients have an extraordinary experience while checked in at Hilton, therefore there are important investments done in the marketing department. The core of the marketing at Hilton is to adress to new clients but more important to maintaint loyalty among the former guests in order for them to book the hotel every time they need high-quality accomodation. What is an extraordinary marketing strategy that the Hilton chain of hotels approached is the fact that although they maintain the same high standards for every hotel owned by them, still each own is personalised according to the region it can be found, in this way contributing to a reinforcement of the identity of the brand and in the same time paying attention to subtle details regading to tradintions and culture of the area, making the guests feel more comfortable and respected. (Taraborrelli, J. Randy 2014)
The marketing strategy adopted by Hilton had the same pillars from its beginnings. Starting from the first hotel, the accent was put on high-quality services, design, fabrics etc. The target clients of the hotel are wealthy people that want to experience luxury and comfort at good prices. The marketing mix, based on products, places and prices is constantly under a strict supervision and all the decisions are taken following a deep research over the market and the requirements of the guests. The services offered by the hotel meet the needs of their guests are are designed to satisfy them on all the levels. Besides the standard services, the hotel offers for example laundry service and airport shuttles for its customers. Depending on the room booked some of this services are included in the price of the room or they come at an additional cost. The aiport shuttle service was introduced later in their marketing strategy, at the beginning being offered standard services but still at a high-quality. The room service was a constant for Hilton and always efficient and professional, fact that attracted more and more guests. (hilton.com 2021)
Hilton has locations in more than 15 countries all over the world. The place where the hotel is located in every city is accessibile to its clients and always situated in good areas. This aspect is very important for its guests because either they come for business or for pleasure, they have the possibility to access fast the key points of the city and they do not have to deal with the disadvantages of bad famed neighbourhoods. Also the hotel offers the guest the opportunity for online booking and they have all the details on their website, daily updated. Regarding the place strategy, as mentioned before, the hotel customized every location with details inspired by its region, from design to cuisine, maintaining its classic features but also offering respect to the area’s culture. This marketing decision proved to be very succesful and the guests appreciated it, also because it offered to the clients that travel a lot but are loyal to the brand the possibility of diversification. (Forbes.com 2019)
The prices at Hilton Hotels reflect the quality of their products and services and are adressed to wealthy guests. Therefore this kind of customers put more accent on the quality of the services rather than on the prices. Still, the hotel offers a large caterogy of prices according to the type of room booked and the services offered. Also, as an important part of the marketing strategy, the hotel is offering constantly different promotions for its various locations. (Forbes.com 2019)
Best Western hotels represent the biggest chains of hotels in the world, with over 4700 hotel în more than 100 countries. The Best Western brand is a franchise that is operated separetely by each of its owner. The headquarters of the organisation are in Phoenix,Arizona, US and the company is listed under the name Best Western International Inc. with the mother company BWH Group. In UK the history of Best Western hotels started in 1967. (bestwestern.com 2021)
Best Western UK adopted an unique marketing strategy and offered to its guests not only its tipical hotel establishments, but also castles for booking, for example Best Western Walworth Castle Hotel located in Darlington. This decision proved to be extremely successful as the hotels adress to a great variety of customers and satisfy different requirements. (bestwesterndevelopers.com 2021)
Different from the Hiltons, Best Western include also 2 stars hotels that are adressed to guests who desire a cheaper accomodation but still want to have access to quality services. Despite the fact that BW is a franchise and each owner designs his hotel in a different way the quality of the products and services is still high and affordable. They have based they marketing strategies on significant promotions and free services, like free wi-fi in the rooms and each room has a tea-maker and coffee and breakfast being complimentary. All these features related to the services they offer managed to attract a significant number of guests every year. (bestwestern.com 2021)
The prices that the hotel is practicing are depending on the room booked and what extra services are included, but it is a very well-know fact that they have reasonable prices for all categories of guests.   The location of the hotels depends on their owners and they can be found also inside the cities and in rural areas aswel. (bestwesterndevelopers.com 2021)
The promotions at BW are one of the most attractive marketing strategies. One of this promotions and probably the most successful one is gifting their loyal clients with loyalty points after each check-out. When reaching a certain number of loyalty points, the clients benefit of a room free of charge for one night. This was a significant marketing move, as they have frequent guests that travel a lot and they need low-price accomodation and this offer was very attractive for many customers. (bestwestern.com 2021)
When it comes to similarities between Hilton and Best Western Hotels, one topic is outline and is related to sustainability. While Hilton was named in 2019 „the global industry leader” in this field, BW is having constant involvement and improvements into protecting the environment. (hospitalitynet.org 2019) .Both hotel chains adopt and put in practice many strategies in order to develop a more sustainable business. (hospitalityawards.com 2021)
Unfortunately another similarity that both hotels share is the fact the COVID-19 pandemic has brought significant damages to their revenues, despite their strategies and promotions. Most of the operations were put on hold or even suspended and the only hope for improvements in this situation and increase of bookings comes from the hope that the number of vaccinated people will increase and the pandemic will be less powerful and also travelling will come to normal. (reuters.com 2021)
Having an overview of both of the cases presented the conclusion is that marketing has a crucial role in the hospitality industry and strategies must always be updated and customized according to the clients necessities and requirements în order for the business to be profitable and successfull.
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