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Introduction
Arosa Kulm Hotel & Alpin Spa situated in Arosa which is an Alpin resort village in the Schanfigg Valley, in the Swiss canton of Graubünden is a five-star hotel. First appearance in 1882 when Hans Hold purchased the house neighbouring his farmhouse, then his son Thomas built a third house and connects them together resulting the hotel going by its first name Kurhaus (Arosa Kulm, 2021).
Because of its beautiful places and experiences, Arosa is described as traditional all-round winter resort. An Isolated village where friends and family create memorable memories as skating on a frozen lake, watching horse-drawn sleights jingling along and people walking around in fur coats (Alpin Answers, 2021).
The current marketing plan look at the effects of the current pandemic crisis on the hospitality industry and covers the following essential elements: regaining customers after the pandemic and ensuring customers satisfaction.

Marketing mix
According to Department of International Business (2016, pp.26) the concept of Marketing mix are the factors that enable the customers to meet their need and the company to achieve their goals.
Product- Arosa Kulm Hotel & Alpin Spa is offering a wide range of services to its guests, including spa and wellness services, food and beverage and other activities and leisure such as hiking, skiing, canoe, horse riding and many others (Relais&Chateaux, 2021). The 119 rooms combine the vintage with the elegance giving the customers the great piece time what they need. The customers can choose what view they would like to see in the morning or evening by choosing between the rooms with the view towards north, west, or south.
Price- Leimgruber (2021, pp.2) noted that an analysis was made, and the number of nights spent in hotels during the 2020 has dropped by 39.4% comparative to the same period in 2019. Because of low occupancy, the resorts must come with tourism promotion adapting to the situation. So rather than just skiing, some resorts come with additional activities such as snowshoe tours, walking and wellness. 
Place- Switzerland opened its borders to those who are vaccinated, have proof of recovery or having a negative PCR test, safety measures inside the premises are still in place, to ensure the safety of the guests and employees. For those who are eligible to enter Switzerland, the hotel location is on the official website, giving the exact details for you depending on what type of transport the guests use. There is arrival information for those who use car, for those who travel by train or even by airplane. (Arosa Kulm, 2021).
Promotion- Being affected by the current pandemic situation, the hotels must come with a new strategy and a recovery plan ensuring that the guests are safe and meet their needs. This is the time when the winter offers, and packages are playing a crucial role. For those planning a ski trip during December or a participating to the New Year’s Eve, Arosa Kulm has the great deals adapting everyone needs (Arosa Kulm, 2021).

Creating Customer Value & Engagement
Arosa Kulm Hotel & Spa is awarded by Tripadvisor being in the top 1% of properties worldwide and for the great reviews with the Title of “Best of the Best” in 2021 (Tripadvisor, 2021). The hotel primary goal is to enable the guests an unforgettable stay at the Arosa Kulm, the hosts of love and passion (Arosa Kulm, 2021).
Leimgruber (2021, pp.2-3) shares in his study that 24.6% of the types of tourists visiting Switzerland are the nature lovers and 21% snow sports enthusiasts. Looking at those numbers, the hotel creates an opportunity to attract guests on winter with the winter sports and in the summer for those who are passionate of nature, providing the activities such as hiking, mountain biking, satisfying the customer needs and also remaining on the business when other hotels are off season without running.
Regarding of the sustainability, the hotel is creating an energy consumption plan, using local and organic goods, and using the environmentally friendly energies. For their employees, employee sharing with the partner hotels with high season in summer are taken over in winter giving more economical opportunities for the locals. And also, the use of local products (Arosa Kulm,2021).

The Marketing Environment (Micro-SWOT)
According to Dinu (2011) “SWOT analysis is to reveal the area’s strengths, weaknesses, and measures to transform the latter into opportunities”. 
Arosa Kulm Hotel & Spa has several benefits that it may use to its advantage. Also, the disadvantages must be considered. The same will be discussed in the SWOT analysis that follows.
Strengths are including its location surrounded by the Swiss Alps with the rich flora and fauna, the unique character of the area, and the possibility of various forms of tourism practice adapting to its season.
Weaknesses have the following causes: because of its off-season spring and autumn, the area is less visited by tourists due to its less activities available and the lack of interest of tourists to visit it.
Opportunities such as the following were identified: being part of the Swiss Alps more activities can be adopted to attract new potential customers, creating new jobs and opportunities to make career appearance in the hospitality industry, being in partnership with the local food sources, beverage, and unique activities owners.
Threats include an increased competitiveness between regions, risk that some businesses offering more promotions and packages to the customers lowering their price to win them, also the competition between the market in Austria is one of the threats competing with their biodiversity.
The Marketing Environment (Macro – PESTEL)
According to Christodoulou (2019) a PESTLE analysis is used to identify the positive or negative effect from the political, economic, social, technological, legal, and environmental factors influencing and organisation from the outside.
Political Environment- Switzerland is a semi-democratic federal republic. The National Council and the Council of States are the two chambers of the Federal Assembly where the federal legislative power is vested (Wikipedia, 2016).
Economic Environment- The economic situation has been increased, gross domestic product (GDP) increasing by 2.8%. The foreign trade and the strong dynamics in the manufacturing industry had a significant role helping the recovery of the market environment. Gross national income (GNI) due to improve of the income with the countries abroad increased its price by 5.0% (European Commission, 2021).
Social Environment- Arosa Kulm engaging in providing the skills for current and future workers, personnel development also the diversity in the company is trying to pe reached (Arosa Kulm,2021)
Technological Environment- Technology has become a vital part in the Hospitality Industry. Factors such as technology upgrades and technical infrastructure are a must in the business in order to be ahead of the competitors.
Ecological Environment- Arosa Kulm has value the sustainable use of resources, taking initiative in water and energy consumption control and collecting, recycling and treatment of waste (Arosa Kulm,2021). 
Legal Environment- Bovey (2006) state that” Switzerland has a civil law legal system. Therefore, enacted, or written law is the primary source of law. As in all other civil law legal systems, Swiss law is divided into public and private law”.

Conclusion
Arosa Kulm Hotel & Alpin Spa provides a unique experience and a safety one along with a safety environment in the post-pandemic state. The following elements will be implemented, to ensure the safety and enjoyable stay at the hotel:
· Online check in and luggage disinfection prior to entry the hotel.
· Wearing a face-cover inside the property assuring guests and employees safety 
· Providing exclusive packages and activities for guests. For example, for guests that booked more than 3 night an additional discount of 15% will be given to them which could be use at the next stay, or complementary experience such as horse sleigh.
· Updating the App with the new offers and the local events that the hotel guests can participate.

Knowing the type of customers which a hotel wants to attract lead to a specific market strategy and methods which must be approached carefully in a way that the brand message, qualities, and services are clear for the consumer. At the same time to create an environment where the customer satisfies its needs (Dev et al. ,2009).
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