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This essay compares the marketing methods of two multinational hotels Hilton Worldwide Holdings Inc. and Hyatt Hotel Corporation. Hilton Worldwide Holdings Inc. (Hilton) is an American multinational hospitality company that has a large portfolio of hotels and resorts (6478 Locations). (Hilton Worldwide Holdings Inc, 2021) Hilton was founded in May 1919 by Conrad Hilton. (Newsroom.Hilton, 2021) Hyatt is also an American multinational hospitality company that has a large portfolio of hotels and resorts (1175 Locations), which is petite compared to its competitors like Hilton. Even though Hyatt has a fraction of properties compared to Hilton, Hyatt has an impressive list of hotel brands. Both Hilton and Hyatt’s portfolio includes mid-tier resorts all the way to luxury residential style resorts. Marketing methods are key for the hospitality industry and knowing who the marketing is targeted at gives a clearer picture and is a more effective way to boost the hotels income. (Kinzel, 2010)

The four P’s of the marketing mix; product, price, promotion and place is key in both these multinational hotels. The Hilton offers most of their products depending on availability whilst boosting its competitiveness in the market by providing services which go above and beyond the customers’ expectations. (Enz, 2009) Whilst the Hyatt offers products which are targeted based on the pricing and the level of the resort (3-Star, 4-Star, 5-Star or Resort), which means customers know what to expect before they get there. The Hilton hosts many functions such as: banquets for medical groups, labour unions, religious groups, education, political clubs, private individuals, parties, and corporate parties (Watson et al, 2007). The Hyatt’s marketing mix is “to deliver distinctive experience for guests and a world of understanding and care;” however, they also cater for special events like the Hilton. (Hyatt, 2021) 

Pricing is similar between Hilton and Hyatt (depending on location) and both companies have many brands which differentiate between the portfolio of businesses. Hyatt has upper, upscale, luxury upscale, branded residential and general hotels which are all priced according to the level of service and quality. The Hilton also has different brands which are targeted at different customers for example resorts, airport hotels, city hotels and many more. 

The Hiltons promotional strategies are founded on push promotions, this is where their customers are welcomed from the entrance and escorted to their rooms which provides a positive impression for the customers as they are “pushed” to their room. (Mettles, 2006) Both the Hyatt and Hilton offer ‘rewards’ programs which are very similar so one customer wouldn’t pick Hilton over the Hyatt for this reason. (Hilton vs. Hyatt: Which Loyalty Program Is Better for You?, 2021) Hilton’s best loyalty program allows members who have booked directly through Hilton channels to receive exclusive discounts and amenities such as: digital check-in, free Wi-Fi, keyless entry and use of the mobile app to choose specific rooms. (Mettles, 2016) The key difference is the Hyatt has more hotel brands than Hilton which are powered by their belief in the importance of family and care. (Hyatt, 2021) This is mainly because the Hyatt’s foundation goes back to 1957, when entrepreneur Jay Pritzker bought the original Hyatt house motel and worked with his brother Donald to grow the Hyatt brand. (Hyatt, 2021)

Location is a key factor for any hotel as this can determine how many customers they get. Hyatt and Hilton are located worldwide with the Hilton being in over 110 countries with over 1 million rooms. (Net, 2021) Hyatt is in more than 50 countries with over 100,000 rooms. (Hyatt, 2021) Many of the Hyatt locations are in tourist areas which are large resorts whereas Hilton has many more locations with many being near airports for travellers and business users as well as resort locations. In the UK most of the Hilton Hotels are located at the heart of major cities and with access to airports. 

Hyatt and Hilton both advertise via social media as the new generation has adapted to the use of smartphones. Social media has become an effective way to reach the mass market and nearly all companies have had to consider this method of marketing due to the impact it can have on the company itself. Hyatt and Hilton both have Facebook business pages with many hundred thousand likes. Hyatt focuses more on the luxury resorts they offer on their Facebook page appealing to families and couples whilst Hilton focuses on the services, they offer to make the hotel experience easier for customers. (Facebook – Hyatt, 2021) An example is a recent video uploaded on the Hilton Facebook page which shows how their digital key works and how easy it is. (Facebook - Hilton Hotels, 2021) This also links into how the hotel experience has changed due to the pandemic and how hygiene expectations have changed. According to Hilton CMO Kellyn Smith Kenny, “Each marketing campaign is developed from these foundations, against a specific target consumer insight, which results in distinctive campaigns.” (Talbot, 2021) This shows that many different methods of advertisement are needed to reach specific customers and social media is just one way. Customers at Hyatt are their best advertising mediums because they usually do word of mouth publicity, which is why the employees are well dressed and groomed to give an excellent visual satisfaction.

As times are changing many consumers are becoming more aware of the environment so ‘green’ initiatives are important for hoteliers to further attract a wider range of customers. Hilton focuses on adopting green sources of energy in an aim to positively impact the health status as they will be utilising environmentally friendly products in their day-to-day activities. This presents Hilton with a competitive advantage as customers are becoming more environmentally conscious. (Hill and Jones, 2008) Hyatt are also very involved in environmental sustainability and have specific goals focusing on sustainability such as: reducing emissions and water use, diverting waste, choosing sustainable products and more. Hyatt has also contributed to the development of the Business Case for Sustainability.  (Environmental Sustainability Highlights 2019/2020, 2020) 

Covid-19 disrupted the whole world like never before which impacted the hospitality industry in a way no-one could imagine, this has led to customers now expecting a cleaner stay. Hilton has partnered with Reckitt, makers of Lysol & Dettol, this is mainly to show their customers how they are making the hotels even cleaner than before. (Hilton CleanStay, 2021) The key factor to point out here is how they have marketed it as “Hilton CleanStay,” even if Hilton were already using this method before the pandemic, it would not have been marketed as it is now due to the pandemic and how people have become more conscious about health and hygiene. Hyatt also now advertise their “Global Care & Cleanliness Commitment” which according to them builds on their current cleaning protocols. This has been implemented and shown on their website to make sure customers are aware of how they have changed due to the pandemic. 

Market segmentation as a term comes up to describe the concept that all customers are not alike (Morison, 2002) Segmentation is very important as it is very difficult to please all customers so the hospitality needs to understand how they can meet the needs of most customers to ensure they are the best. For example, looking at TripAdvisor reviews for both the Hyatt and Hilton in Manchester (which were priced very similarly) customers expected a high level of service and good quality food. The Hilton was poorly rated due to the food service even though it was delivered to the room by the chef whilst the Hyatt food service was rated as ‘good enough’ even though it was a buffet service, this shows how different customers expect different level of quality and service. 

Both the Hilton and Hyatt are two very differently sized companies with similar strategies to marketing and service. Marketing plays an important role in the hotel industry to help boost the income and various people play a crucial role for the success of both the hotels including customers, employees and suppliers. As the hospitality industry continues to grow with many consumers travelling and becoming educated about their choices it requires a more creative approach to hotel marketing. 
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