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	Introduction

This assessment proposes a marketing plan for Heritage Madrid Hotel, a subsidiary of Relais & Chateaux. Heritage Madrid Hotel is located in Madrid, Spain, which is being operated as a luxury hotel brand (Heritage Madrid Hotel, 2021)otel, 2021o. The pandemic had an impact on the general operations of this brand, which meant there had to be many changes to the marketing strategies and service delivery. This marketing plan incorporates an analysis of existing environmental data in order to assess the present situation. As a result of the findings, new recommendations have been made in order to improve customer value and engagement.


























	
1. Marketing Mix  

Product – 

Heritage Madrid Hotel's main service is to give luxury hotel room stays together having 46 rooms including 7 suites with other amenities such as parking, restaurant, meeting rooms, internet, and other services (Heritage Madrid Hotel, 2021)otel, 2021o. The service delivery system has been adjusted as a result of the COVID 19 issue, with the hotel now renting half of its capacity to maintain the social distancing issue (Kotabe and Helsen, 2020).



Price -  

As Heritage Madrid Hotel targets high-end customers, the hotel charges premium prices. The hotel charges value-based pricing because the price is set based on how much high-end consumers put a value on Heritage Madrid Hotel’s services. At the time of launching new services, this hotel charges market skimming prices (Xu et al, 2020). 



Place – 

The Relais & Chateaux group's service is available all over the world, however the Heritage Madrid Hotel's service is exclusively available in Madrid, Spain. This hotel is popular with tourists and people of Spain who enjoy visiting historical monuments. When it comes to choosing a location, Heritage Madrid Hotel prefers to use a selective distribution strategy (Ushakov et al, 2020).



Promotion – 

Majority of the communication programs of Heritage Madrid Hotel are spread through using digital marketing tools and social media platforms for example Instagram and Facebook in which they use banners to advertise. The company uses email marketing through which they tend to communicate with their customers (Kotabe and Helsen, 2020). During the COVID 19, this brand gave an informative advertisement regarding generating awareness of the coronavirus as its public relations activities (Reza et al, 2020). 









2. The Marketing Environment (Micro-SWOT)  


This hotel brand has extensive experience doing business in Madrid and has established a strong position as a legacy hotel for the target client. The company has a strong relationship with the local suppliers of food and other materials. 


During the COVID 19, the company had terminated around 50 employees which negatively affected the existing employee group. There has been found the allegation against Heritage Madrid Hotel that this brand charges very high compared to the value it provides. The company has limited experience in doing international business (Samatovich, 2021). 
This hotel, unlike other luxury hotel brands, lacks amenities such as a spa and fitness center/gym (Heritage Madrid Hotel, 2021), which enhances the client experience by promising rest and renewal, which increases well-being.
Customers have also submitted bad reviews, citing issues such as misunderstanding concerning room reservations, inadequate staffing, and restaurant service, as well as a lack of meal selections in the buffet. Another complaint was that visitors must pay for parking when they arrive at the hotel (TripAdvisor, 2021).
In response to this, gathering feedback from guests will allow us to make further improvements to our service as a whole and work towards implementing these steps to ensure the guests experience is as pleasant as possible. We would also make sure to send emails confirming the room bookings, including number of guests, duration of stay and other key information that the guests have provided. The hotel management will provide additional training to hotel employees on how to engage with and treat hotel visitors. In terms of the buffet, consulting with the chef about the size of the menu and whether it is possible to add to the buffet's food variety. Another suggestion is to include the cost of parking in the hotel reservation.

Heritage Madrid Hotel has a large market expansion opportunity, particularly in Asian nations, because many Asian countries, after the COVID 19 pandemic, such as China, Russia and India, are progressing towards becoming developed countries, and there are thousands of heritages in these countries (Baum and Hai, 2020).


The competition in the luxury hotel service segment has been increased significantly across Europe which may reduce the demand or revenue of Heritage Madrid Hotel. The post-pandemic situation may not be favourable for Heritage Madrid Hotel for generating income due to the current economic problems Spain is facing (Davahli et al, 2020). Which may not allow the hotel to keep up with the rest of prospering or developing countries of Europe in terms of luxury of the hotel.





3. The Marketing environment (Macro) PESTEL 

After the Brexit implementation in January 2020, the trade and political relationship between Spain and the UK have deteriorated significantly. The US presidential election has also affected the company policy of Heritage Madrid Hotel in selling its services to the Americans. 

The COVID 19 pandemic has reduced the GDP of Spain by 3.2% and consumer spending by 14% which reduced the consumption of luxury services significantly. The inflation rate was also increased due to the lockdown situation (Huang et al, 2020).

Even after the global pandemic, the number of upper-class people is increasing in Europe which are opening new prospects for Heritage Madrid Hotel in attending to new customers. 

The technology adoption rate is more than 93% in Europe and more than 95% in Spain which caused Heritage Madrid Hotel to provide technology and innovation-supported services to the existing new customers (Lai and Wong, 2020).

The consumer act, employee act and the equality act of Spain are very strict for which Heritage Madrid Hotel must follow to carry on the business by considering all the legal issues and concerns. The watchdog groups of Spain are also very active.

Due to the high awareness of the environment, Heritage Madrid Hotel is required to avoid all forms of plastic products and to prioritize the best waste management process (Yeh, 2021).






















4. Creating Customer Value & Engagement 


There are a variety of strategies to encourage customer participation, including setting up a suggestion box at the front desk where visitors may leave feedback on room service or other hotel amenities, as well as encouraging staff to recommend suggestions.

Using the survey/poll function on Facebook and Instagram to collect data from a broad population can enhance client engagement by making better use of existing social media accounts while also lowering costs (Jones et al, 2013).

By utilising social media platforms more effectively, the company will be able to develop a more personal relationship with guests as well as promoting a safe and welcoming environment. This will keep customers informed about the hotel's current guidelines and safety measures on a regular basis. The Heritage Madrid Hotel is currently putting a lot of emphasis on social distancing and safety concerns (Guillet and Chu, 2021). Providing sanitising facilities, as well as conducting risk assessments and temperature checks at the door, will help guests feel safe. The hotel should make it mandatory that people that have been vaccinated can only book Heritage Madrid Hotel (Grönroos, 2020).


5.  Effective Use of digital Marketing 

[bookmark: _Hlk88088411]Heritage Madrid Hotel is currently using the social media platforms; Facebook, Instagram and Pinterest and advertise through digital marketing tools using banner ads and search engine marketing (Kotler, 2020). In terms of using digital marketing Heritage Madrid Hotel will give priority to email marketing and website communication (Kuppelwieser and Klaus, 2020). Through email marketing, the company be able to communicate with existing and future clients to convert them into loyal clients (Kotabe and Helsen, 2020). In all forms of the digital marketing campaign of Heritage Madrid Hotel, it should prioritise both functional and emotional appeals (Xu et al, 2020). This can be accomplished by generating short videos showcasing its services to better enlighten guests through the Instagram's stories feature. This will allow the hotel function rooms to be promoted for a variety of occasions, such as birthdays, anniversaries, and weddings, as well as more corporate events, such as business meetings, banquets, and networking events. In addition, the proposal could include certain travel vlogger influencers, such as Simon Wilson or Ben Morris, who would be contacted via email and asked to vlog their stay at the hotel over a few nights.









Conclusion 

The marketing plan of Heritage Madrid Hotel aims to increase better service development and increasing customer engagement in the post-pandemic situation. From the environmental analysis, it has been found that the company can initiate market expansion opportunities in Asian countries. The marketers of Heritage Madrid Hotel are required to develop an integrated marketing communication program and use omnichannel for communicating with the target customers. Recommendations including effective use of existing social media accounts and further improving hotel facilities (i.e., parking and food options in the buffet) have been discussed throughout this plan. These findings can help to strengthen and protect guest relationships, as well as identify new ways to communicate these messages to customers. 
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