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1. Introduction

Hewlett Packard was the primary subject of this research because of the company's unique marketing techniques for raising brand recognition and for managing and assessing the customer's experience all over a variety of communications channels to fulfill the needs of present and future stakeholders. The study's authors describe Aaker's Brand Equity Model and the Total Engagement Model developed by HP Company.

2. Definition of communication

Communication is the act of sharing and receiving information through various media to various individuals.

3. Communication model

Claude Shannon and Warren Weaver's macro model was created in 1948 specifically to develop effective communication between sender and receiver.

[image: ]
Communication model
Source: 
Principles of Marketing by Philip Kotler, Gary Armstrong, John Saunders and Veronica Wong, 2nd Edition (European Edition), Prentice Hall Inc., Chapter 18, page 759

4. Definition of Integrated Marketing Communications

When promoting a product or service to a certain demographic of consumers, a "integrated marketing communication" strategy employs all available promotional channels. To maximise profits and cut down on expenses, businesses should practise integrated marketing communication.

[image: ]
Interactive pathways for IMC

Source: 
Juska, J. (2021) Integrated Marketing Communication: Advertising and Promotion in a Digital World. Abingdon, United Kingdom: Taylor & Francis.

5. Describe the novel advertising approaches your firm can take to expand consumers' familiarity with the product.

Digital Marketing

[bookmark: _heading=h.1t3h5sf]Social Media Marketing : HP maintains an active presence across numerous social media networks, including but not limited to Instagram, Twitter, Facebook, and many more. 4.5 million people follow HP on Facebook, 1.2 million people follow HP on Instagram, and 1.1 million people follow HP on Twitter.
Seeing the audience that uses Instagram and Facebook, HP has focused more on these social media platforms because they are a perfect fit for its target audience. HP is also on Linkedin, where it has 5.1 million followers. The majority of the posts are promotional or informative in nature. It provides advice, guidance, and knowledge while also discussing current technology.

[image: ]

HP Instagram Page

Source : https://www.instagram.com/hp

[bookmark: _heading=h.4d34og8]SEO Strategies: Search Engine Optimization (SEO) strategies have a significant impact on the number of customers who visit a company's website. As a result, the company gains more customers, retains existing ones, and increases market share. As shown in the image, the company receives approximately 2.8M customers from organic search, implying that the company uses an excellent number of keywords.A graph also shows that the number of visitors is increasing from March 2022 to August 2022, indicating a positive outlook for the company.
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HP traffic

Source: 
https://iide.co/case-studies/marketing-strategy-of-hp/

[bookmark: _heading=h.2s8eyo1]Mobile Apps: HP officially has 5 to 6 applications available on both Android and iOS. HP Smart and HP Print Service Plugin are the most popular applications in terms of downloads and star ratings. Using HP Smart, you can send print jobs, scan documents, and share data between your computer and HP printer. HP Smart simplifies setup and maintenance with helpful tools like Print Anywhere and Mobile Fax.
[bookmark: _heading=h.8cwax1p38b7q]
[bookmark: _heading=h.kugqf9n0cttt]When printing to any HP Printer, such as an HP OfficeJet, HP LaserJet, HP DesignJet, HP Photosmart, HP DeskJet, or HP Envy, the HP Print Service Plugin is the only print driver you'll need.
[bookmark: _heading=h.ohl6xkmwle7r]
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HP App

Source: https://play.google.com/store/apps

Digital marketing via email: HP's approach can be summed up in the 3 "Cs" of the digital marketing ecosystem:

High-quality leads are the primary goal of HP's Community, which aims to achieve via engaging customers and raising product awareness.
For better user experience, content creators should focus on making content that is both personalised and relevant to each user.
The field of commerce studies the many ways in which businesses can profit from their online activities.


Push and Pull Strategy 

The HP logistics team implemented a build-to-order system, a pull strategy method (BTO). To put it another way, the corporation won't produce the goods until they receive orders from its first and second tier resellers, which means they won't keep any inventory on hand. In an effort to keep up with consumer demand, they are practising BTO. Benefits include the ability to charge more in the event of increased demand and the reduction of surplus production waste, which strengthens the company's supply chain.

HP uses both pull and push methods in its marketing. In order to optimize their distribution route, the corporation kept tabs on the stock held by their resellers and used that information to set an appropriate output level. Consequently, the business has a complete picture of the stock held by their resellers, which would be +useful in promoting the product.

[image: ]
Push versus pull promotion strategy 
Source:
 Principles of Marketing by Philip Kotler, Gary Armstrong, John Saunders and Veronica Wong, 2nd Edition (European Edition), Prentice Hall Inc., Chapter 18, page 778

Sales Promotion

To boost interest in or demand for their product, HP companies often employ sales promotions in the form of limited-time campaigns or discounts.

[image: ]

HP sales promotion

Source: https://h41201.www4.hp.com/WMCF.Web/uk/en/landing/

6. Definition of branding and brand equity.
[bookmark: _heading=h.26in1rg]Branding definition:
“Branding is endowing products and services with the power of a brand” (Kotler & Keller, 2015)
Branding refers to the practice of developing a name or image for a business or product in the minds of consumers. Assuring that the brand always delivers on its promises helps to bring in new customers and keep existing ones happy.

Brand equity definition: 

In marketing, "brand equity" refers to the value of a well-recognized and reputable brand in the minds of consumers, as well as the degree to which a certain brand is remembered.The value of a company's brand can be increased by making its products and services more noticeable, more easily recognisable, and more trustworthy.


7. Aaker’s Brand Equity model

The Aaker approach was developed by marketing guru David Aaker. It focuses heavily on the importance of a brand identity and offers novel approaches to building a formidable brand. According to Aaker (1991), brand equity is "the sum of all the positive and negative aspects of a brand" (including the brand's name and symbol) that affect how much money the company makes from the sale of the item to customers.
[image: ]

Source: https://www.manypixels.co/blog/post/brand-awareness-models
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Aaker’s Customer-Based Brand Equity Framework 
Source: Aaker’s (1992, 1996)

The value of a brand can be measured by its "brand equity." Customers' views and experiences are what give brands their value. Perceptions that are negative are indicative of a low brand recognition and negative customer loyalty, while those that are positive are indicative of a high brand value and favorable brand equity. In order to thrive in the long term in the increasingly complicated and competitive customer market, HP needs routinely assess the value of its brand. This can be done by analysing the following aspects of brand equity:

[bookmark: _heading=h.lnxbz9]Brand equity components
1. [bookmark: _heading=h.35nkun2] Brand awareness
Raising the profile of a company helps build its brand equity. If consumers have a strong HP brand memory, it means they are familiar with the company and its products. The corporation can gauge customer familiarity with its namesake products by conducting recall questionnaires. With such widespread familiarity, it's easy to make connections with related entities. It increases HP's visibility, which can aid the company's efforts to break out of a competitive niche.

2. Perceived quality
In order to make more informed pricing decisions, HP needs to investigate how its customers view the quality of its products.

3.  Brand association
Memories, past experiences, contacts with HP staff, pricing, advertisements, Word of Mouth , celebrity endorsements, and publicity in a wide variety of media all play a role in shaping customers' impressions of HP. It is crucial for HP to meticulously prepare each connection with both internal and external actors as customers form brand associations via both direct and indirect interactions with the brand .

4.  Brand loyalty
An integral part of HP's brand equity is the devotion of its customers. Customers' devotion to a brand may stem from emotional attachment  or from their willingness to go out of their way to purchase products or services from . Improved brand loyalty can help HP save money on marketing, boost the rate at which new products can be introduced, slow the entry of competitors, and give HP more leverage in negotiations with its channel partners.

Through a loyalty programme, HP can increase the amount of money spent by clients who are committed to the company. Despite the high initial investment, HP will save money in the long run thanks to customer loyalty programmes.
.

5.  Exclusively owned brand assets
HP needs to take a hard look at its trade secrets . These intangibles keep businesses ahead of the competition and keep consumers committed to their brands.
Advantages of the Aaker’s Brand Equity Model

· Boost customer opinion of the product's performance
· Raise repeat business and satisfaction rates
· This model can be used by businesses to obtain an edge in the market when introducing new items.
· Stand out from the crowd.

Disadvantages of the Aaker’s Brand Equity Model

· It's important for managers to think carefully about how they'll go about determining the worth of their brands.
· Under-the-umbrella brands, also known as co-brands, get advantages from the company's sponsorship (Aaker, 1996a). Problems arise when trying to ascertain how much of the benefits may be attributed to the product's brand name vs the umbrella or organizational brand.
· Due to the introduction of a new competitor, the current market leader may lose some of its sway. This would be seen as a diminishment in brand value in the vast majority of models. There is an argument to be made, however, that the increased value of repeat consumers has led to increased earnings.


8. Discuss the customer journey and customer touchpoints for your organisation

Customer journey:

A consumer's interactions with a business, both before and after a purchase, are referred to as "touchpoints" in customer journeys.

[image: ]
Customer Journey

Source: https://i2.wp.com/www.business-to-you.com/wp-content/uploads/2018/04/Customer-Journey-e1523885784930.png?resize=1024%2C351&ssl=1

The Stages in a Customer Journey
The main stages of the customer journey are: 

1. Awareness
The goal of the awareness stage is to show your business to the target audience. You want to capture a consumer's attention. As a result, you should take steps to increase the visibility of your brand. These could be:

· Working on social media presence
· Content marketing activities such as blog post creation
· Paid advertising campaign
· SEO optimization etc.
[image: ]

HP Latex 2700 awareness on Youtube

Source: John Mark Ltd & HP Latex 2700 partnership to diversify their business and expand into growth markets

John Mark Ltd has partnered with HP to create the world's finest digitally printed wallpaper.
The HP Latex 2700 Printer series is featured in a video on the HP YouTube channel. This way, everyone searches for information about HP Latex 2700 Printer series.

2. Consideration 
Once you've gained your customer's attention, you must keep it. Consumers will begin to shop around and compare prices across websites; now is the time to demonstrate that your product is the best.

[image: ]

HP Latex 2700 Printer series

Source: https://www.hp.com/uk-en/printers/large-format/latex-2700-printer-series.html

The consideration stage of HP is where HP focuses on how they can solve problems and achieve consumer goals.
The HP Latex 2700 Printers are high-performance, low-cost wide format printers that are designed with safety in mind. Take on more jobs and increase your profit margins while protecting your health and the environment.
Improve production efficiency. Increase your profit margins by printing. Print more safely and sustainably.

3. Decision

Your customer is ready to make a decision. They may have several options, so now is the time to make an offer that distinguishes your company.

[image: ]

HP 312A Magenta Laser Jet Toner Cartridge

Source: https://www.hp.com/gb-en/shop/product.aspx?id=CF383A&opt=&sel=SUP


4.  Retention

A customer who makes a purchase from your organisation once should become a loyal repeat customer. Improved client loyalty can result from offering convenient payment options, swift shipping, and other features that enhance the overall customer experience.HP's mission is to deliver exceptional customer support and increase brand loyalty.


[image: ]

Delivery Information

Source: https://www.hp.com/gb-en/shop/faq.aspx?p=deliveries#delivery-information

HP Inc., a computer titan, uses email to attract and retain customers, and they analyse and optimise based on data to see where email can innovate for greater success.


5.  Advocacy

Satisfied consumers can potentially bring in more satisfied customers. Customers who have reached this stage of the buying process are  so pleased with your goods or services that they can't help but rave about them.

Customer Touchpoints:

Touchpoints Before a Purchase

1. Social Media 
Using social media to communicate with a sizable section of your intended audience can be done at little to no expense. It was a tool HP employed to spread word of their wares, strengthen ties with existing customers, and raise awareness of the HP name in the marketplace.
2.  Online Advertisement 
One way in which HP re-engages with potential customers is through banner ads displayed at the top and sides of various websites. It's a shrewd move that will undoubtedly result in increased site visits.
3. Digital Marketing Content

HP company publishes digital marketing content to promote its brand.


[image: ]
HP on Twitter

Source: https://twitter.com/hpuk

4.  Peer Referral 
The corporation HP uses word-of-mouth advertising to build credibility.

Touchpoints During a Purchase

1. Conversations With Company Representatives 
HP focuses on online customer interactions as well as conversations that take place in stores that have an immediate impact on the customer's purchase decision.

[image: ]

HP contact page

Source: https://www.hp.com/uk-en/contact-hp/shopping.html

[image: ]

HP representative

Source: https://www.hp.com/gb-en/shop/product.aspx?id=2W1E9EA&opt=ABU&sel=NTB

2.  Product Catalogues
HP uses an image of the product, coupled with an enticing description,that gives the customer everything they need to know before making a purchase.



[image: ]

HP Product

Source: https://www.hp.com/gb-en/shop/product.aspx?id=2W1E9EA&opt=ABU&sel=NTB

3.  Product Reviews

Customers can see product reviews while they're shopping HP products.

[image: ]

HP product reviews

Source: https://www.hp.com/gb-en/shop/product.aspx?id=223N5B&opt=687&sel=PRN#reviews

4.  Website 


The company's own website has the most potential for luring in new customers and concluding deals than any other medium. It is now possible to offer goods and services to people who are located in far-flung regions because to the broad availability of the Internet.

[image: ]

HP website

Source: https://www.hp.com/uk-en/home.html


5. Point of Sale 

HP sales representative or a web page will provide all of the necessary information at the point of sale (POS), including what needs your product will meet. This is the final touchpoint before a purchase is made.

Touchpoints After a Purchase

1. Thank You Letters 

HP strengthens relationships with customers through handwritten notes of gratitude. The message might be an electronic communication expressing gratitude for the recipient's continued business. It was a wonderful method to create a long-term relationship with someone.

2. Conducting Opinion Polls on Products

HP sends out surveys to customers after they've made a purchase to gauge their opinions and experiences with the company's goods and services.

3.  Upselling/Cross-selling Emails
HP uses the opportunity to upsell or cross-sell their products if an HP customer has signed up to receive emails about new offers and products.

9. You could include a diagram and explanation of a customer journey map for your organisation

Customer journey map: 
A customer journey map depicts a customer's interaction with a company visually.

Customer journey map of HP:

[image: ]

Source: created by researcher

Awareness:
In the beginning of the marketing process, where brand recognition is most important, consumers learn about your company and its products. A search engine result, an ad on a search engine, a social media post, a video, a review on a technology website, word of mouth, or any of a number of other channels might all play a role. A potential customer's familiarity with the company and its offerings increases with each point of contact. It might take many marketing campaigns before they are conscious enough to move further.


Consideration:
A consumer enters consideration if they show interest in your goods to the point that they are thinking about making a purchase. During the contemplation phase, a consumer is most likely to interact with your business via social media, word of mouth, and your website. Getting more people to visit the HP website is currently a top priority.

Decision:

At this stage the actual purchase decision is made. The HP mainly focuses on the website and store representatives. The business goal of HP is to increase conversion rate.

Retention:

HP sends emails, follow-up calls and on time delivery of products for building loyalty with customers. HP focuses on customer service satisfaction for building long time relationships with their customers.

Advocacy:

The term "advocacy" refers to the transformation of a happy buyer into a fervent promoter of the brand and advocate for its spread. It might happen spontaneously or as a result of incentive offers and incentive programmes. HP knows that word-of-mouth advertising from satisfied buyers is far more valuable than any amount of paid advertising. They may spread their excitement for change to others, thus they should be considered vital to the success of any long-term strategic plan.

10. Critically analyse your company’s customer journey map

A customer journey analysis enables businesses to put themselves in the shoes of their customers. A customer journey includes all of the interactions a person has with a brand across multiple channels over the course of days, weeks, or months.

Journey analysis should be an ongoing process in order to understand and adapt to customers' ever-changing needs, opinions, and behaviours. Continuously gathering, analysing, and acting on data in real time can help to improve the customer experience over time.

Establish goals and objectives.

HP's goals and aspirations will inform the direction of future customer journey analysis. HP is able to provide a comprehensive account of its customers' experiences with the firm because of the usage of customer journey maps. HP developed a customer journey map to assess its strengths and identify areas for improvement in order to provide an optimal customer experience, increase revenue, and set itself apart from the competitors. It helps in mapping customer impressions by zeroing down on their most recent interactions with your firm. HP intends to do this by utilizing their website, emails, digital marketing, and timely product delivery.

HP creates a culture of customer centricity and constantly re-inventing experiences that amazes to drive customer loyalty. Listening to the customer throughout their journey and combining that sentiment data with telemetry enables HP to provide an exceptional overall customer experience.

11. The Total Engagement Model 

The complete engagement model consolidates all of these elements into one easy-to-use framework. Strategic customer engagement is achieved when marketing, service, goods, and corporate culture are all in sync with one another. An significant advantage of the complete engagement model is the synergy it creates through company-wide brand strategy alignment: the whole, through integration, is greater than the sum of the parts, of which some may already be excellent and others may be bad but may be fragmented. Incorporating and clearly outlining, with an emphasis on actionability, the steps necessary to create and implement a growth plan based on heightened consumer involvement, the suggested model is very exhaustive.

[image: ]
Total Involvement Approach

Source: https://www.engagedstrategy.com.au/home/total-engagement-model-round

Key strategic factors must be crafted in order to produce clients that are actively invested. Most businesses have at least some of these features, and their individual advantages are widely established. Here is a list of them:

· Customer value proposition

HP's main selling points are the company's pioneering spirit, its widespread availability, and its prestigious name.

A culture of innovation has been fostered within the organisation. It pioneered several useful technologies, such as the scientific calculator and the laser printer. HP has research and development (R&D) units across its many business divisions, in addition to its own in-house facilities, known as HP Labs, which are committed to coming up with innovative technological solutions.

HP offers its customers products with cutting-edge technology and exceptional performance at extremely reasonable prices. HP's adaptive edge architecture makes it simple for the company to meet its customers' future needs. HP extends the life of its products and solutions by providing regular upgrades.

· Branding

Highly personalised care that improves HP's service quality, increases customer loyalty over the long haul, and reduces costs associated with resolving customer issues. As a result, HP and the customer both feel like they are getting the real deal.


· Elements of internal culture

For decades, HP has been at the forefront of technological advancement, consistently introducing game-changing products to the market. For HP, its varied and welcoming global workforce is one of its biggest strengths and the thing that genuinely sets it apart from competitors.
· Customer experience

HP's goal is to increase customer retention through individualised service. HP's goal is to offer first-rate support to both business and individual customers. Using Microsoft Dynamics 365 Marketing for customer journey orchestration is something the organisation is thinking about doing to better serve its clientele. This allows HP to give service agents a complete, up-to-the-moment picture of each client, including their needs and support history, so that they may more effectively direct consumers to a solution. HP maintains a pleasant customer experience and increases customer loyalty over the long term by offering a more individualised experience while decreasing the number of support calls and the expense of running the business.

An organization's ability to attract and retain customers depends on its ability to have both clarity and, more significantly, alignment in these crucial areas.

An organization's long-term success depends on its ability to forge a connection between its engaged workforce and its engaged clientele through strategic collaboration.The complete engagement model integrates these interconnections by emphasising the importance of synchronising brand advertising, company culture, the customer experience, and the value propositions offered to customers.


An organisation should take the following steps to create engaged customers:

1. Develop a unique selling offer by studying your target market in detail.
2. The company should then use brand advertising to reliably relay this perceived value to target audiences.
3. This promise should then be fulfilled by a team that is on board with the plan and knows their part in making it work.
4.Based on this established culture, you can provide a consistent and satisfying experience for your customers that matches the claims expressed in your marketing.
12. Conclusion

Towards the continuation of this study, the researcher has shown a communication model, Integrated marketing communication and new promotional strategies of the HP company. The researcher has been shown that by collecting signals across all key journeys, HP enables its teams to collaborate and act on what customers perceive as most important across their entire experience. The traditional model has been completely disrupted by digital transformation over the last decade.The customer experience and buying process were disrupted by the proliferation of high-speed Internet access, the development of cloud computing, the transition from traditional on-premises break-fix servicing to managed services, and the experience gained by B2B buyers through online marketplaces. HP has been digitising its customer journeys. Researchers use the brand equity model to understand the brand equity of the company. HP services and products that free up time and resources for more important tasks are consistently sought after by customers.
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