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Intro

In the last two years, global marketing has
undergone more changes than in the last 50
years altogether. Every single marketer says
“my industry is very specific”. And probably
every one of them is right. Your industry,
the hotel industry, also has its very specific
features. And it is important to know them
to be able to navigate within it. This is not
an easy task when trends change so swiftly
- the environment changes, the consumers

change and their requirements do as well.

Most probably, your business has been
functioning without any digital marketing
for decades. Or maybe you are just about
to introduce it to your business. One thing
is certain, your recipients are online. Maybe
not every single one of them, but definite-
ly the vast majority. According to research,
57% of the world population is already us-

ing the internet, and in the US it is over 90%.

When you are online, you have the chance
to reach your audience. When you use the
right tools and act carefully, you will reach

them for sure.

It's easy to get lost in all the tools, tips
and tricks. Therefore, we focused on
one tool that you definitely need to pay
attention to in 2020. Firstly, because
properly managed it is extremely ef-
fective. Secondly, it allows you to reach
recipients you didn't know about or
those who were looking for your busi-
ness without even knowing it. Thirdly,
it gives you access to valuable data at
a low cost. Fourthly... you will see for
yourself how much benefit online me-
dia monitoring brings for businesses in

the hotel industry.

| wish you a pleasant read and many

returning guests for your business!






Online marketing
for business travel:
definition and principles

What is hotel marketing?

Hotel marketing encompasses all the offline and online activities and strat-
egies aimed at promoting given facilities, attracting the attention of cus-
tomers, and finally attracting the customers themselves. It is about invok-
ing curiosity, increasing attractiveness and confidence in the facilities so
as to strengthen their image and attract the largest number of guests and

bookings.

What are the principles

Marketing is undergoing a huge transformation. Classic marketing activ-
ities still have a definite effectiveness, but today they must be combined
with online activities. Depending on the country, the number of people
using the internet daily reaches 50 or even 80% of the population. In order
to reach customers, present your offer and convince the recipients, it is

crucial to know and observe some basic hotel marketing principles.



What the principles are

Marketing is undergoing a huge transformation. Classic marketing activities still have a
definite effectiveness, but today they must be combined with online activities. Depending
on the country, the number of people using the internet daily reaches 50 or even 80% of
the population. In order to reach customers, present your offer and convince the recipi-

ents, it is crucial to know and observe some basic hotel marketing principles.

Be where your current and po-
tential guests are, especially in
an online environment.

Facilitate contact as much as
possible: ensure the company
address and telephone is easy
to find and the booking is has-
sle-free.

Monitor and analyze traffic
data on your own sites and ex-
ternal sources.

Track and respond to opinions
about your brand.

Be present on forums and
social media where people are
looking for what you offer.




Ask an expert:

Biggest challenge in the hotel
marketing industry and how to
win here

Paul Skah

Brand strategist (clients include HBO, SONY, Orange),
consumer psychology expert, startup advisor (Brand24,
LiveChat) sharing the information on what is the big-
gest challenge for all marketers in HORECA industry

and how to turn them into Advantages.

If you're running a hotel, the biggest challenge | can see right now is the fight for the
place in your consumers’ minds. Platforms such as Booking or TripAdvisor rule the brand
awareness indexes, and for good reasons. For one thing, they offer more choices - hence
they appear more useful to potential seekers. On top of that, they have huge marketing
budgets at their disposal, often exceeding not only the budgets of independent hoteliers

but the budget of hotel chains as well.



How to win here? | would offer a couple of ways to approach this battle:

Find your focus. Your customers have visited the marketplaces | mentioned above, and
... they chose you. Do you know why? What do you have that others do not? And equally
important: who are the people who chose you? What do they have in common? If you can
find it, you can scale it - you can market directly to those people with the precise message

that brought the ones like them to you.

Automate everything. Becoming the top-of-the-mind brand for your consumers re-
quires that you are present in their lives as often as possible. Which means writing them
follow-up emails, reminding them once in a while that your doors are open, nudging them
with an ad here and there. There are tools that will help you with that. Email funnels, tar-

geted ads - if you find a good combination that actually works, scale the hell out of it.

Master your data. Everything can be measured these days. The lack of data is no longer a
problem, us drowning in irrelevant data is. Ignore the meaningless marketing buzzwords
such as engagement, likes, page visits. Your key metrics is “heads in beds” - if you measure
something, know exactly how a change in this metric influences your heads in beds. Set
up goals in your analytics software and plot relationships between meaningful goals (how
many visits to your reservation page ends up with an actual reservation? How can you

improve this?).

Be more human. Automation and relying on data do not mean your messaging has to be
deprived of emotions. Emotions sell. Make sure you implement them in your follow-up
emails, in your on-site communication, everywhere. Because emotions help us remem-
ber. And this is the ultimate goal of the game you're playing right now: be more remem-

bered than the big guns out there.



Why online marketing
iIs a must-have for the hotel
industry today

This question is best answered with those two arguments: facilities access and communi-
cation noise. What exactly does this mean for you? Your customers are online, looking for
information about your property on the web. They might not be looking for specifically

your business, but a pleasant accommodation in the city or region in which your business

operates.

The interest and attention of recipients is massively transferred to the internet. The game
for a guest is won and will be won by those brands that have quickly understood the pow-
er of transferring marketing, image, promotion and online sales. A strategy is important
but not less than the selection of appropriate tools for implementing subsequent activi-
ties.

Remember, your competition is already there. And how about you? Do you give 100% of
you? If you are reading this document, you are on a great way to increase the strength of

your activities.




How to find and nurture leads
with online media monitoring.

Automate as much as you can. Let the tools work for you.

Easy to say, right? Well, it can also be easy to do. Use an online media monitoring tool that
will support you to grow your business. It sounds unfamiliar to you. But don't worry, we
will lead you with this process step by step. In a few minutes, you will know how to find

and take care of leads that we all need as business strategists.

What is online media monitoring

Online media monitoring is the process of capturing, observing, analyzing and responding
to publications appearing on the internet - on blogs, forums, information services, and
social media platforms - regarding a specific keyword. A comprehensive approach to on-
line media monitoring, enhanced with a thorough analysis of the collected data, is called

social listening.

The keyword can be your own brand name, your competitor's name, the last name, the
flagship product or service. It can be anything that is related to your business, whether

closely or loosely.

Here comes the quote of a man in whose days the internet did not exist as it does today,

but it may well relate to online media monitoring.
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How to start using online media monitoring
in the hotel industry

It will take you a couple of minutes and might change your marketing activ-
ities forever.

LOG IN FOR FREE



https://app.brand24.com/user/login/

STEP 1

Your account is created, now it's time for your first project. Enter the name of your brand,
your product or the name of your competition. You can pretty much type in anything you

want the tool to collect data on.

Enter Keywords

Enter brand, competitor or topic to monitor

x Marriott

1usual monitoring project? Try our Advanced Settings



STEP 2

To make your results even more complete and accurate, add your website, and if the
brand you care for works in the HORECA industry, go ahead and add your TripAdvisor,

Yelp or Booking account.

Project settings hotel

Q  Keywords =2 Sources & Notifications [3] Reports ¥ Additional sources

Additional sources

Collect even more mentions about you and your competitors from review sites. To gather reviews and comments
about a business, paste below the link to its profile on a review site, Your mentions will show up in the Forum
category.

TripAdvisor

Yelp

ava
s

Booking
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STEP 3

The tool has now been working for a while. Brand24 is scouring the Internet 24 hours a
day, 7 days a week to find all the available mentions across the web containing the key-

word you chose for the project. All of the data gathered will be clearly visible to you in the
Brand24 dashboard.

N Summary

RESULTS SM REACH INTERACTIONS POSITIVE NEGATIVE
2065 8.8M 9299 983 39
+109 (+6.0%) +35M (+67%) 885 (+11%) +268 (+37%) +27 (+225%)
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Hotel brand reputation -
management and measurement

Market research is necessary, lengthy and expensive. And what if you
cleverly eliminate the last three? Here is a solution that is not only
needed in today's world, but it's a must-have for anyone who conducts

activities in the field of facility promotion.

So how do you manage brand reputation and measure the effects of your work?

We will show you what you'll get by automating the process.

15




Qualitative data

Firstly, the dashboard. Here you will see a graph showing the number of mentions and
reach, i.e. the number of people these mentions reached. Below the chart, you can see
specific mentions and all the details that are relevant from the marketing point of view:
content, source, influence score, etc. The tool allows you to directly relocate to the place

where the mention appeared and react to it.
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Quantitative data

You already know how to collect and check qualitative data. The great feature of online

monitoring tools is that you have free access to quantitative data. See this the analysis

tab:
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Nurture leads

Earlier, we talked about the fact that people treat the internet like their
good friend, with whom they share everything and look for answers.
Do you realize the potential that lies in it for you?

Look at this example:

W MuseumTales - 726 followers e
=5 twitter.com Influencer Score: 5/10 e Y0 o0

Can anyone recommend a good hotel in Walmer? Going on a work trip so somewhere with a nice restaurant would be lovely )

+ Engage M Group @ Delete £ Add to PDF Report » More Mentions Reach: 123 Importance: 0.30

This is a direct lead. A person who explicitly and publicly declares their desire to book ac-
commodation in a specific place. Do you know that no company responded to this query?
All hotels in the area just lost the chance to get another guest. This example is just one of

many.

About 40,000 mentions of the word hotel appear in the
network monthly. Check for yourself how many of them

relate to your object.




A similar case we can see here:

W hagos_eden - 437 followers
=5 twitter.com Influencer Score: 4/10 e m ¥ 30

cant wait can you recommend me a good hotel and restaurant plus the park where we can see elephant?

& Engage ' ' - Mentions Reach: 74

Please note that it is very easy to answer it yourself by using the Engage button in the

bottom left corner.

Remember, you need to know and respond when someone talks about you. This can have
a positive impact on sales. Sometimes, however, you need to react (even more and faster
than in the case of positive feedback) in a less comfortable situation, as in this example,

which was tracked thanks to Brand24 monitoring. Notice how powerful this mention is:



Amina Huc;iuluﬂ- @5tudioMuco - 13 pas A
| believe I'm being evicted because of the Liza Frank hotel, Our landlord
refused payment & wanted us out before the launch. The LF hotel is in our
development. It is VERY similar to our home that | designed in 2017, | think

Q) 378 1 187 ys T 2T tys &
Hotels.com 8} ©hotelsdotoom - 13 pad b
" We're sorry 1o hear of your landlord situation & hape it gats resohed soon.

We love that you appreciate colorful design too. but thas flat was curated
with Lisa Frank’s signature prints. It was custom built for the twe-week pop
up 8t a short-term rental unit. Wish you the best.

Q0 490 1 20 O 143 '
{8 _ O b
@spicythaii

W odpownedz do @hotelzdotcom | @5 wedMuce

What a terrible response. Never using hotels.com again

As you can see, people are eager to share both positive and negative feedback online.
They are looking for recommendations and opinions. By using online monitoring tools
you have access to data on when, where and who is talking about you, your competition

or looking for a facility like yours.

Get those leads!

TRY IT FOR FREE



https://app.brand24.com/user/register-account/
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Tools for every hotel marketer

Fortunately, most of these activities can be automated with the follow-

ing tools:

Google Analytics

Collect all information regarding who visits
your website, what do they need and how

long they stay.

Brand24

Monitor all mentions of your brand, see
where exactly they appear, what is the
tone of it compared to the overall quanti-
tative data. Additional function: collect in-
formation from such websites as Booking,

TripAdvisor and Yelp.

Get statistics from Facebook, Instagram, YouTube,

Twitter, etc.

If you run social media activities, you have access to a lot of valuable information about

how your profile visitors behave and react.



Canva

Create graphics adapted to both your website and
social media profiles. Mostly free or very inexpensive

library.

Pipedrive

Make customer management easier with a tool cre-
ated to help you do just that! It helps a lot in auto-

mating the sales process.

FreshMail

Automate guests’ messages. Seasonal promotions,
the best offer for Christmas and New Year's Eve,

opening the SPA department - send a newsletter to

all your recipients and inform them.




How to start to run solid online
marketing right away

You already know how important efficient and consistent digital mar-
keting activities are. You learned how you can grow your business us-
ing online monitoring in your business. The market situation shows
that companies that already conduct online customer-oriented activi-
ties get better results than those that do not.

Check your site's position in the Google search engine and plan actions

to improve your ranking.

Verify how strong the SEO is on your website and plan activities that will
improve it. Remember you have great potential to build quality content
on your hotel, apartment or guest house website.that will attract many

recipients.

Use online media monitoring. Follow mentions about your brand, com-
petition, and general market atmosphere. Engage in discussions that
concern you directly and indirectly. Collect qualitative and quantitative
data. Their analysis will help you plan your next sales and image activi-

ties.



Analyze your content quality and traffic on your social media profiles.

Answer this question: Are you easy to find? Does your content corre-
spond to what can be seen and experienced in your facilities? Does it
arouse the interest and engagement of recipients? If so, scale the ac-
tions. If not, you need to revise why. You can do it yourself or get the
support of social media specialists who will help you prepare and imple-

ment the strategy.

Manage your profiles on platforms such as Yelp, TripAdvisor and book-
ing.com. Consumer declarations and traffic on these pages indicate that
they are a powerful tip, where to go, whom to trust, where to invite fam-
ily, friends or organize a business meeting. Take care not only of the
good quality of photos and ratings but above all, monitor opinions, re-
spond to them (to both the positive and negative ones). Remember that
you can automate this process using tools such as Brand24 which have

a dedicated section for this.



0

st 6 months

Total impressions Average CTR

17.6K 1.3%

IETAT

76% of TripAdvisor users agree traveler-submitted pho-

tos influence the decisions regarding booking

Source: TripAdvisor

n Make contacting your facilities as easy as possible. On your own pages

and external sources.

[ | Think about brand ambassadors. They can be your regular guests, hotel

employees or influencers employed for this purpose.



Summary

How to boost the interest of recipients, their loyalty and finally the number of bookings?
First of all, focus on what your current and potential guests are saying. What their im-
pressions and needs are. What they like and what they complain about. You get a lot of
information about the needs of your current and potential customers by automating the

process of collecting information that they provide online.

More than 78% of business travelers use a smartphone
during the trip planning process and 67% of people do
online research before making any decision relating to
travel.

Source: digitalvidya.com

The information we provided is a set of tips that have been checked by marketing hotel
industry specialists as well as overall marketing. The way we look for places to stay is
changing, the way we share opinions and how we are looking for them is changing too.

Your customers love the online world. They also like clear and personalized messages.

By using the tips we have provided above, your chances of reaching customers, increasing

their trust, loyalty and the number of bookings at your facility will increase significantly.

Good luck!
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