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INTRODUCTION  
This essay aims to provide the marketing plan strategy of the Hilton Hotel in the UK.  This marketing strategy shall be an effective action plans for the Hilton Hotel’s leadership. SOSTAC, targeting, perceptual positioning, and customer profiles were employed to develop this strategy. The key goal of the plan is to increase the number of middle-class customers while maintaining the quality services These tools and theories are significant as they shall provide guidance on how to correctly craft the marketing strategy.  
Situation analysis  
To analyse problems thoroughly, the 5Cs framework was applied and below are following components of it.
Company (SWOT)
Hilton Hotel was founded in 1919 by Mr Conrad Hilton. It is now one of the largest and most rapidly expanding hotels in the world, with 19 brands available in 122 countries.  It owns 7,215 properties, 34 hotels and resorts located in 17 worldwide (Hilton Hotel 2023).  
Strength: brand has sustainable technological innovation.
                                    Weakness: lacks a segmentation/differentiation (Freshessays, 2023; Assignmentclub.Co.Uk, 2023; The Strategy Story, 2023; Momin, A. 2022)  More details are found in appendix 1. 

Customer 
Segmentation and targeting of Hilton are:
· [bookmark: _Hlk136984471]high income class segment of the community especially the rich people and
· business community
· tourists and leisure vacationers
· Work-related businesses like meetings, conferences, summits
· residents, kings and queens, senior government officials, celebrities like actors and singers, 
 Positioning: Hilton is a luxurious brand which aims to provide its customers with world-class services to leave in them satisfying memories. It also intends to provide services that achieve the highest client’s satisfaction. (Ivypanda, 2023) 

Competitors
 The perceptual positioning map of Hilton is considering as expensive and lavish hotel.  Hyatt hotel, competitors, is ranked the first while Hilton the 2nd in the industry in terms of product quality. The IHG comes in the 3rd place, Marriott, Loews and Holiday Day Inn follow respectively.  Hilton Hotel and others have a high price for high quality service while Holiday Day Inn offers the same high quality with lower price. (Comparably, 2023) 
According to Bowman’s clock Hilton is focused differentiation. More on positioning map and bowman’s clock found in the appendix 3.


Collaborators:
    Hilton has partnered with:
· BuzzFeed, a global media company, to facilitate direct booking, by directing customers to Hilton promotions., (Hilton, 2020).
· main provider for Ryder Cup, Men’s Golf 2023, appointed Luke Donald of Ryder Cup as its ambassador in Europe. (Ryder cup, 2023).
· Amadeus on the marketing data intelligence on hospitality industry. (Congrand, B. 2022)
Climate (PESTEL)
Political: According to Bowie, D. et.al (2017), political situations in a country dictate on the work of industries and companies. The Russian invasion of Ukraine has affected hotel industry in the region(Kasi, A. 2023).
[bookmark: _Hlk137751161]Economic: economic environment comprises of factors that affect the finances and revenues of the people. Bowie, D. et.al (2017). high inflation rates in the UK would affect Hilton Hotel. The appendix 2 provides details about the inflation’s effects. (House of Commons Library, 2023); (Kasi, A. 2023). 
Technologically, there is high quality internet and digital key (MBA Skool Team, 2021 ; Kasi, A. 2023). More info appendix 4


Objectives: 
“a broad aim or a design outcome.” John, R. et.al (2018) 
Specific: To increase the number of middle-class (MC) customers’ occupants to100,800 (1,200 customer per month) by 2030
Measurable: To monitor and keep record of all the MC customers in our rooms on monthly basis. 
 Achievable: Depending on the booking rate and promotion 1,200 MC/month target is possible.
 Relevant: Since majority of UK citizens are MC, this shall increase profits of the hotel & strengthen market propositioning.
Time-bound: Yearly, the target is 1,200 MC and in 7 years 100,800 MC 
Strategy 
This marketing strategy is developed for the Hilton Hotel brands in the UK. The value propositioning is to deliver word-class services to all the customers while focussing on the middle-income citizens through penetration pricing during summer season. This is significant for attracting more clients in a competitive environment in which Hilton operates. It requires also understanding competitors’ prices to introduce very competitive prices such as discounts, loyalty programmes and seasonal offers. (Fresh Essays, 2023).
The hotel shall pursue differentiation strategy to respond to clients’ needs depending on their incomes as many visitors and tourists coming to the UK are from middle class and developing countries. Digital marketing will be a channel to spread this communication strategy to customers.  This shall include social media like Facebook, Instagram and twitter, TV, and well-known travel magazines.  (Assignmentclub.Co.UK, 2023) 
Tactics 
Tactics mean certain ways explaining the steps to implement certain strategies. John, R. et.al (2018) 
Place
[bookmark: _Hlk137500901]The Hotel chosen for the Marketing Plan is Westminster London, Curio by Hilton, Located in the central part of London.  It is a walking distance of 5 minutes from the Tate Art Gallery. It is nearby the Buckingham Palace and clients can locate it through google maps or by asking passersby. The customers can book their rooms online through website from any place in the World (Curio Collection by Hilton, 2023).
Product
The hotel offers lavish premium guest rooms with multiple bed with breakfast. It has latest technology with refined rooms, fast internet, TV screens, tea & coffeemaking amenities.  It also has room services, luxurious suites and digital keys for rooms. Moreover, restaurant opens from breakfast to dinner time and there is accessibility for customers on wheelchairs. Other services also include fitness facilities. It has policies that restrict pets and in-room smoking. (Curio Collection by Hilton, 2023).
Price 
The room prices vary from £167 per night for queen bed to £529 for king bed suite with a breakfast. This price is after 30% deduction. The price differentiation target various segment of societies and price limit is different depending on the value-added services like food, car parking etc. Determination of premium prices are dependent on value addition like spa, breakfast, and others. Payment of premium tariffs by exclusive customers keeps the exclusivity of brands. (Curio Collection by Hilton, 2023 ; MBA Skool Team,2017) 
Promotion  
Reach
Hilton reaches its customers through digital channel. (Keunen, F,  2015)
Acting plan 
Hilton hotel promotes its products and services based on its customers’ demands.  Promotion on social media, radio and television shall be done in the first three months. This method is important because it helps get big audience. Besides it inexpensive costs, social media is effective in targeting many customers. Hilton shall advertise on Facebook, You-tube, and Twitter as these are the most used monthly by customers. It shall participate in sales promotion events and business exhibitions worldwide (ibid).
Covert
The communication is a crucial mean by which clients could be made to whether or not purchase the service.
Engagement 
Hilton uses Omni channel techniques, and booking can be done via mobile App but also by telephone because phone is primary source and directly connects with a client. Also, Hilton quickly addresses in a friendly manner negative comments (ibid).

Action 
Gantt chart of marketing activities: Marketing schedule channels for Westminster London, Curio by Hilton; advertising on social media, Facebook 50,000 audience, Instagram 50,000, You-tube 50,000, and Twitter 40,000), television 40,000 and radio 40,000. Direct email, text messages and loyalty cards. More information is in the appendix 5. 

Control 
“Measuring and evaluating the results of marketing strategy and plan and taking corrective action to ensure that the objectives are achieved.” (Philip, K. 2020). This strategy shall be monitored through documenting all clients booking and staying rates, clients’ reviews and incomes made. Average daily rate (ADR), a key performance indicator (KPI) that determines rooms’ revenues per day shall be used to ascertain profits.  In addition, customer satisfaction and the occupancy rates shall also be used to measure success of the hotel. (Weber, E. 2022) 
Conclusion
The marketing plan for Hilton summarises the identified challenges which include lack of differentiation, dependence on offering lavish services, targeting of rich upper class of people. The Russian-Ukraine war and the high inflation also pose a challenge to the hotel. To implement the contents of this plan, social media, especially Facebook, twitter, Instagram, and YouTube shall be used to promote and advertise Hilton’s products and services.  With many competitors worldwide, Hilton should stand out by offering top-notch services to rich people while providing differentiated services to middle-class customers. A target of 100,800 middle-class customers by 2030 should be pursued. 
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	  Strengths 
	 Weaknesses

	· Locations in busy places (airports, CBDs and parks) with good access
· Large rooms and other spaces (halls & lobbies)
· Family business – good for critical decision making.
· Famous and acknowledged brank worldwide for security & cosiness. 
· Well-placed marketing position 
· Excellent services - customers satisfaction 
· Massive customer base 
· Famous for its Hilton honour loyalty program 
· Has strategic collaboration with alliances 
	· Concentrates much on lavishness & quality than price.
· Fucuses on famous people & head of states
· Issues with health & safety authority.
· No diversification – targets rich people 
· Very expensive – targeting certain segments. 
· Big number of employees 
· Bad reviews on hotel’s environment & customer service
· Property has limited ownership.
· Susceptibility to economic crisis 
· Depends hugely (90%) on franchise 

	Opportunities
	Threats

	·  Expansion on target market - most of UK citizens are middle class.
· Introduce affordable service development & bring in low-cost options.
· Target middle class both domestically and in developing economies.
· Expand sustainability measures as customer knowledge of environmental and social issues increases.
· Investing in wellness and health tourism as there’s high demand. 
· Enter into emerging markets in Asia and Latin America. 
· Strategic acquisitions and partnerships with smaller hotels to bolster brand portfolio.

	· Unpredictable trends in economy threaten Hilton's business.
· Tough competition from Marriott, IHG etc. affects Hilton’s market share.
· Regulatory & legal challenges in many nations.
· Privacy & cybersecurity issues 
· Continuous clients’ preferences and expectations change, requires adjustments to maintain competitiveness.
·  High operational costs – rising labour costs and decreasing profits. 
· War between Russia and Ukraine, pandemics, and natural disasters
· Legal disputes -  Hilton lost a case to Starwood and paid a fine of $75 m. 



SWOT Sources,(Freshessays, 2023; Assignmentclub.Co.Uk, 2023; The Strategy Story, 2023; Momin, A. 2022)  

[image: Energy prices and consumer goods were the main contributors to rising inflation in 2021 and 2022. The contribution of food has been increasing in 2023]
Source,  (House of Commons Library, 2023); (Kasi, A. 2023). 
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Appendix 3: Bowman’s strategy clock 
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Source (Product mindset, 2022)

Hilton as per Bowman's clock is a focused differentiation.
Provides high quality services with high prices  









PESTLE ANALYSIS

	POLITICAL
	· Hotel industry in the UK enjoys stable political environment. 
· Russian-Ukraine war affected hotel industry in the region.
· Hilton stopped operations in Moscow and expansion projects suspended.
· Government increase of taxes made Hilton increase room charges.
· Brexit reduced number of visitors to the UK. 


	Economic 
	· High inflation, increased energy, and fuel prices in the UK pushes people to use budget hotel.
· Hight operational costs 
· 

	Social 
	· Incomes earned by a hotel depends on the growth of tourism & travel. 
· Cultures that support tourism and staying in luxury hotels is beneficial for Hilton
· COVID-19 discourage people from mixing and socialising and this affect hotel industry.
· Clients’ interest ( likes and dislikes) 

	Technological
	· Technological advancement especially in the UK helps Hilton to provide customer care self-services, high quality internet and digital keys that allow check-in without going to front desk.
· Use of artificial intelligence (AI)

	Legal
	· Operation of a hotel is affected by laws and regulations in every country. 
· Different laws are modified or changed regularly, so Hilton needs to adapt.
· COVID-19 laws on social distancing affected the hotel industry by reducing income and increasing operational costs.
· 

	Environment
	· The increased awareness of people about environment puts much pressure on hotels to properly manage waste and be environmental conscious. 
· Hilton and other hotels getting blamed for causing environmental pollution,
· Climate change presents a major environmental risk to Hilton hotels.
· Hilton has environmental plan that ensures the business respect the environment such as eco-friendly practise and net zero target.


(Kasi, A. 2023). (House of Commons Library, 2023); (Kasi, A. 2023). ) (MBA Skool Team, 2021) ; (Kasi, A. 2023). 
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