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	            Introduction

Relais & Châteaux is an association of the world’s finest hoteliers, chefs, and restaurants and The Heritage Madrid boutique Hotel is part of  Relais and Chateaux delivering excellent quality service since beginning in the hospital industry with the highest standard. The hotel proudly stands in the Old and Historical district of Salamanca in Madrid Spain which offers you the elegance of a 20th-century building, where is keeping many of its Belle Epoque original features(telegraph 2021), a Good collection of Arts, fine dining, and an exceptional stay experience. The interiors are designed by famous Spanish artist Lorenzo CastilloThe restaurant Haroma will offer you all the elements of a fine dining experience with their exquisite menu designed by 2 Michelin star chef Mario Sandoval. Madrid Barajas airport is just 20 mnts away and it has only a walking distance from Parque del Buen Retiro and all information is available on Heritage Madrid hotel’s official website. ( Salamanca is one of the most visited areas of Madrid and therefore a strategic Marketing plan is essential to survive the pandemic crisis and withstand competition and capture the lost business back. Only those hotels that will quickly adapt and promote digital and greener tourism and build your business into the digital era  (Swartz,2020, p 4. Those who will act now will be on tomorrow and technology will play a major part in it.























































	
1. Marketing Mix  

According to Philip Kotler ``Marketing Mix is the set of controllable variables that the firm can use to influence the buyer’s response”. The controllable variables in this context refer to the 4 ‘P’s [product, price, place (distribution), and promotion]. The hotel offers 46 luxury rooms ranging from $219- $1150 per night targeting mostly the wealthy Europeans Latin Americans who aim for a luxury stay, gastronomy experience by Mario Sandoval in the H-Aroma restaurant, and high-end shopping. The smoke-free hotel offers you cozy bedding, an air-conditioned room, Flatscreen TV Free WiFi Minibar, coffee, etc. The amenities include concierge service, daily cleaning, laundry, and dry cleaning, etc. The hotel has free breakfast and the restaurant offers lunch and dinner with the menu designed by Chef Mario Sandoval. Additionally, the rooftop sun terrace is the best place to relax. The hotel is located in Salamanca district which is well connected with public transport and airport and historical attractions such as PIazza Mayor, Prado Museum are quite nearby. The major promotion is through their official website and Instagram. The hotel is a great place to experience cultural heritage with its 18th and 19th-century sculptures, paintings, and artwork. It also offers great gourmet food, special brunch, and tea experiences to make your stay unique (Heritage Madrid, 2021). 


1. The Marketing Environment (Micro-SWOT)  

SWOT analysis is the process of analyzing the strategic position of a company by assessing the internal strength and weaknesses and external factors such as opportunities and threats. As Spain is the second-highest in the tourist arrivals and Salamanca is a historical place everyone would visit. (World tourism organization 2020), the major strength of hotels is their Hi-end covid safety standards, exclusive location, 20th-century elegant building, unique service, and proximity of public attractions. It is part of global brand Relais and Chateaux where Haroma restaurant headed by 2 Michelin star Mariosandoval is a feather in the crown. (Heritage Madrid,2021)  The target customers are the luxury segment mostly from EU countries and Latin America. Weaknesses are the absence of budget-friendly options, High competition, Labour shortage, Lack of information on the website regarding covid precautions, videos, hotel reviews Corporate Social Responsibility initiatives, etc, absence of interesting and catchy content under experiences in the website or social media accounts. To create opportunities, The hotel can offer direct booking perks,  special packages, flexible cancellation policy, information to ensure safety, staycation offers, leisure trip offers for business travelers, etc. Covid restrictions and competition are threats. It has competition from Hospes Palacio de San Esteban, Grand Hotel Don Gregorio, Hotel Ractor While enhancing Hi-tech marketing practices and the website experience with information, content personalization via blogs, videos, offers, emails, tags, staycation offers, leisure package for business travelers, employee welfare activities can create opportunities to withstand competition. 


2. The Marketing environment (Macro) PESTEL  

Considering the Political environment, laws, policies, and Economy, the Tourism sector is the major contributor to Spain's GDP (12%) and it is the second-highest in the international tourists arrivals and the most competitive country. Spain is one of the most visited countries in Europe with 125 million visitors in 2019 according to (Statista,2021)  however, political instability in Catalonia and the covid -19 pandemic hurts Spain more than any other tourist country in Europe. 
 (World Travel & Tourism Council 2020), Madrid is the most visited place in Spain and Hotel Heritage Madrid is situated in Salamanca district, Madrid and most of the tourist stay in hotels are from foreign countries but covid restrictions show a drastic decline in the number of hotels stays 21million (2019) to 8 million (2021). WTT council has proposed a plan to support the global recovery of the tourism industry and it is estimated that Spain receiving around 140,000 million will eventually benefit Hotel Heritage Madrid too. Asper Madrid Official tourism website 78% have been fully vaccinated in Spain and Madrid and restrictions have been lifted. It is not compulsory to wear a mask and no capacity limits for restaurants, pubs, and nightclubs indoor or outdoor. The social factor is that Spain has a great possibility for high end-cultural tourism and Madrid is the hotspot where the hotel is located. Spain is a comparatively cheaper country for leisure, It is yet to find luxury hotspots compared to Italy and Germany but shows a higher rate in terms of visitors



3. Creating Customer Value & Engagement 
Relais and Chateaux had a loyalty program 5 C membership to enhance the customer experience of the guests but closed in 2019 and the next program is yet to be fully open for guests. (Relais and Chateaux,2021). Thus, for the Heritage Madrid hotel, It is recommended to use a multi-channel customer engagement strategy in which both offline and online methods would be used to generate value. The immediate step should be creating a Heritage Madrid experience program to offer a more personalized experience. The interaction can happen at any point online or offline and the staff should be well equipped with the relevant information or the POC to be recommended for the requested information. The interaction can happen via direct call, direct visit, social media posts, contests, campaigns, emails, paid promotions and advertisements, etc makes the customers use the services more. Also, happy employees are key to happy customers and therefore the focus should be given to employee welfare and development. Focus on overall experience fr eg: the hotel should be able to provide information on local happenings eg: a theatre nearby and the show details. Attend and listen to customers' requests, comments, messages, etc, and design engagement plans and activities to enhance your brand visibility.


4.  Effective Use of Digital Marketing 
Hospitality no longer offers a fine bed and fine dining but also includes the digital interaction happening before or after the guest comes to the hotel. Offering a personalized and instant service is the need of the hour to withstand competition. This can be done in 3 stages (1) reach (2) conversion (3) action and (4) Engagement. As the first step, a hotel can create awareness to enhance the brand presence through your products, services, offline media, social media, etc, and increase the traffic to the main hotel website and official social media pages. Digital market and messaging have become part of us and are just an extension of our hand (King, 2017, pp. 4).  Use different touchpoints through multi- interactions for the same. The objective of the action is the creation of leads. Once a customer reaches the main website or official pages, the contents such as services, experiences, videos, images, information should be worth and catchy enough to make them take the next action of their purchase journey. Record each action for analysis purposes like registration, sign up, viewed content booked content, etc. The conversion stage is simply converting the action to sales. Engagement is an ongoing process of creating a sustainable and loyal relationship with potential customers. Invest in technology to enhance digital marketing efficiency such as improved website design, apps, new software, SEO, analysis tools, etc.


            Conclusion 

The proposed plan will enhance the brand experience for the customers which will, in turn, strengthen the brand to sustain itself in the market. Since hotels are making the best sales at Christmas and New Year, the visibility of a brand online is highly important in the post-pandemic period. Since the hospitality industry faced the worst hit, the unemployment rate and rate of people moving to other sectors are increasing at a fast pace and therefore investing more in technology like mobile-first websites (Fred DeMicco,2021) By using self-service options, customer care chatbots, automated messages, etc will reduce the adverse effect. A change management strategy is also inevitable to prepare the full team to prepare according to the changes. Environment for a friendly work life must be maintained by considering flexible scheduling, rewards, training, friendly management style, appraisals, etc to make loyal employees too. 
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An Enchanting room with a view eecco

“We opted for a room with a balcony for viewing purposes and we were not disappointed. They are
located on the 5th floor, and the view is Breathtaking. This trip was for a 50th birthday party and mini
bar had several champagne options, with no need to go out looking. Our only con was the wait staff in
the breakfast facility, it was a struggle to get anybody to come to our table.”

Review c

tad in partnership with Melié Hotels International @

Date of stay: November 2021

Helpful Share

o Response from ME Madrid Reina Victoria, Guest Services / Front Office at ME BY MELIA MADRID Reina wee
Victoria

Responded 2

Dear Mr. Aburri930183, Greetings from ME Madrid! Thank you for taking some of your valuable time to
write us a comment regarding your recent stay with us. At ME Madrid continuously strive to meet your
needs and expectations; therefore, your

dback is very important to us. Thanking you again for your
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