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Introduction

I have been asked to create a report to analyse the importance of marketing information system (MIS), and its effectiveness within the hospitality and tourism industry as a tool for marketing, information gathering and communication. According to Kotler (1991), Marketing has been defined as “a social and managerial process by which individuals and groups obtain what they want and need trough creating, offering and exchanging products of values with others”.  This means that marketing is a system of economic activities that are related to the distribution, sale of services, promotion, and services that are meant to meet the needs and expectations of potential consumers and potential customers. It has been discovered that the best way to work in Marketing is by using a Marketing Information System, as this system can provide organisations with all the information that are required for their work to be achieved. Burn and Bush (1995) define Marketing Information System as “a consistent system of equipment, people and procedures to gather, analyse, classify, evaluate, and distribute the timely, necessary, and accurate information needed for decision making”. There are some essential components used in Marketing Information System such as information and data, and in a society where total marketing is used, the environment which marketing works is developing quite fast and is very dynamic.  Therefore, it is essential that marketing is continually researching ways to find niches in this competitive advantage, and they can only do so by using a Marketing Information System. Another way to achieve the marketing objective is shown by Mc Carthy (1960), which tells us that the 4P’s of marketing “is the key professional principle to achieving the marketing objective, and they are: Product, Promotion, Price and Place”.  If organisations do not take into consideration these 4 fundamentals it is more likely that they will fail in their marketing process of the product or services. This is because in order for an organisation to sell a product or service, they have to make sure that they have a good promotion strategy, in order to offer the product or service in the right place and at a competitive price. Marketing Information System is also used within the Hospitality and Tourism Industry, this is because the tourism and hospitality industry have to be able to offer the services and products that are appropriate to the tourist’s needs and expectations. Therefore, to be able to do so, marketers need to make a marketing plan and gather information. 








MIS for Information Gathering


According to Connolly & Lee (2006) and Singh and Kasavana, (2005) “the success of a business depends on the ability to acquire and utilize updated information to assist its management and marketing processes”. In order for this to happen marketers have to be able to gather information from internal or external resources for marketing analysis. The Marketing Information systems gathers the daily trends which allows the mangers to respond quickly to market changes. A marketing research system analyses the resources which are classified in two categories primary (all information up to date) and secondary (journals, books, articles, etc.) This process of gathering information helps the organisation to improve their decision 
 This will lead to creating a marketing plan, as all the information will be put together, which will encourage the managers efforts to allocate the marketing mix (4P’s), in order to win the market target. When implementing the marketing plan, a breakdown of the activities is created, setting down the resources, responsibilities, deadlines and methods to measure the achievement of goals. A good marketing plan should always consider: Company Analysis, Market Analysis, Determining the goals, Strategies, Tactics and the Control.


MIS for Communication

Information Technology (IT) is well known to effectively help organisations to manage information in the correct manner. IT also helps customers to communicate their feedback effectively in a short time, and this is quite important in the marketing analysis. The IT has been increasing progressively in the tourism and hospitality industry. (Connolly & Lee, 2006, Singh & Kasavana, 2005) IT technology has become the most efficient way to communicate information in this era, and the use of the internet has considerably improved communication, marketing analysis, taking decisions in the marketing planning in every sector which includes Hospitality and Tourism Industry. This is because Hotel decision makers paying attention at the importance of IT technology for the purpose of business strategies. While using communication channels can use both internal and external resources, internal resources come from customer relationship management, internal audit, internal systems are used together with external information from the media channels, internet, events and hospitality references. This are very important elements in Marketing Information Systems in communication. This means that marketers can make use of these information and generate a profund analysis plan in the hospital industry. 



Case study – InterContinental Hotel


InterContinental Hotel is one of the largest company hotels in the market, and they have noticed that the hotel industry has moved towards the understanding that the provision of guest feedback and services that is facilitated by the use of the internet. Therefore, customers can easily use the mobile applications, social networks for the Hospitality to compare prices, offers, brands and prices. The hotel is using a MIS system in marketing, and some of the advantages that this system bring to the company are: Organized data , which managers can use to create productivity in the organisation , Analysis and Planning ( for a strategy to be planed , managers need external and internal information gathered with MIS) , Storage of Important Data , (can be used as a source of information for the execution process )  , Internal Control (offers information regarding all the company’s procedures ).
InterContinental Hotel strategy is to successful manage the customer satisfaction, as this will help them to keep a step ahead of their competitors, so they are collecting feedback from their customers, then analyse it to find out the outcomes. This shows that they are using MIS effectively, as they are using it as a powerful tool that is put in action by a proactive approach which anticipates the guest behaviour. Therefore, showing that the hotel is using MIS for communication correctly as they are using making use of the internet platform to collect the feedback from their customers.  The modern marketing of the hotel shows that in the hotel industry shows that a hotel’s marketing mix is a dense system with four elements (4 P’S), and Intercontinental hotels are using these elements in their feedback. This shows that they are paying attention at the 4P’s which shows that they might use the MIS effectively.  The hotel also makes uses effectively MIS for gathering information. This is because the feedback is processed in the data bases which is classified as internal data, but also, they are using media channels and internet to keep themselves in the competitive advantage. However, marketers have been called addressing weather the services that are offered are satisfying the needs of the customers as it has been requested in their feedback. 

Conclusion


In conclusion the market of the hotel industry has evolved with rapid changes. Therefore, it is essential that companies in this industry use MIS as a indispensable tool in order to be able to generate a good marketing plan and a successful business. Also following the implementation of the marketing plan and decision making and the data that has been obtained can be used in the hotel’s internal channels in order to increase the efficiency of the economic activity , but as well on the external channels in order to be able to effectively promote the services and products offered to the clients . This means that all the activities that are involved in the Marketing Information, such as gathering, analysing, gathering, planning etc, all have the fundamental goal of maximizing profits. As the Hotel main target of the hotel industry is to attract customers, it will be advisable that they put in place a Marketing Information Systems as it will be beneficial for them. 
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