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Abstract

The Article Deals With The Issue Of Improving Marketing Communications In A Hotel From The International Hotel
Chain. The Topic Of The Article In Modern Conditions Is Relevant And Important In The Development Of Effective
Marketing Communications For Many Hotels That Have Opened In Russia Recently. It Is Particularly Relevant In
Connection With The Fact That Opened Hotels Representatives Of International Hotel Chains Operating In Russia
On A Franchise Basis. The Authors See The Purpose Of The Article In Formation Of Proposals To Improve The
Current System Of Marketing Communications. The Authors Analyzed The Theoretical And Methodological
Foundations Of The Formation Of Marketing Communications In The Organization; Analyzed The Existing System
Of Marketing Communications In The Hotel “Ibis” In Nizhny Novgorod.

The Analysis Devoted To The Research Of The Theoretical And Methodological Foundations Of The Formation Of
Marketing Communications In The Organization Allowed Us To Conclude That Marketing Communications In The
Organization Are A Concept According To Which The Organization Carefully Thinks And Coordinates The Work
Of Its Many Communication Channels To Develop A Clear, Consistent And Convincing Presentation About The
Organization And Its Goods (Products, Services). The Main Purpose Of Such Communications Is To Demonstrate To
Contact Groups The Most Important Characteristics Of The Goods (Services). The Basis For The Formation Of An
Effective Complex Of Marketing Communications In The Organization Is Segmentation, Which Allows Obtaining
The Necessary Information Socio-Economic And Psychological Characteristics Of Target Audiences.

The Authors Proposed The Necessary List Of Communication Activities, Which Does Not Violate The Requirements
Of The Franchise To The Implementation Of Marketing Activities.
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This Confirms The Practical Significance Of This Article. The Proposed Measures Will Allow Effective Use Of
Marketing Tools For Promoting The Hotel. Companies Will Receive Competitive Advantages, Attract More Guests,
And Increase The Economic Efficiency Of Their Activities With The Proposed Set Of Measures.

Key words:Hotels, Marketing Communications, International Hotel Chains, Franchise.

Introduction

The Relevance Of The Research Is Due To The Fact That Marketing Is The Most Important Direction In
Activities Of Any Modern Organization. Its Application Helps To Achieve A Correspondence Between Expectations
Of Consumers And Capabilities (Resources) Of The Organization.

In Recent Years, Along With The Increasing Role Of Marketing, Marketing Communications Has Increased
Also. In Fact, Effective Communications With Consumers Have Become Key Success Factors For Any Organization.

Marketing Communications Are Of Special Importance In The Conditions Of Today's Market, When Russia
Does Not Have Sufficient Material Resources For The Development Of Production, In Order To Increase Its
Competitiveness [2].

Modern Marketing Requires Much More Than Just Creating A Good Product, Assigning Competitive Prices
For It And Ensuring Its Accessibility To Target Consumers. Organizations Must Still Communicate With Their
Customers And Other Environments, Influence Them In The Right Direction For The Organization. Only Then These
Elements Together Will Form A Marketing Complex: Price, Product, Distribution And Promotion.

The Purpose Of The Research Is To Formulate Proposals For Improving The Existing System Of Marketing
Communications At The «lIbis» Hotel.

Theoretical Basis For The Research

The Theoretical Basis Of The Research Consisted Of Works Of Domestic Economists Devoted To General
Theoretical Issues Of Marketing Communications And Problems Of Its Formation And Development (V.A.
Aleksunin, V.V. Vasin, E.l. Vasina, O.S. Gabinskaya, M.S. Govorova, M.A. Gorbunova, M.I. Dergunova, E.V.
Dubanevich, A.N. Kara, I.N. Krasyuk, E.I Mazilkina, O.P. Mikhailova, A.A. Osinkina, V.A. Polyakov, A.A.
Romanov, A.V. Saveliev, I.M. Sinyaeva, N.V. Stolyarova, T.A. Yarkova) [1,2,10].

Marketing Communications Are The Concept Through Which Organizations Must Think And Operate With
Multiple Channels Of Advertising Through Which They Can Establish And Maintain Communication With The End
User. Such Communications Help To Develop A Consistent And Convincing Picture Of The Organization And Its
Products, As Well As To Receive Feedback From Users [5,9].

The System Of Marketing Communications (Qms) Is A Single Complex That Unites The Participants,
Channels, And Methods Of Communication Of The Organization Aimed At Establishing And Maintaining Certain,
Planned By These Organization Relationships With Communication Recipients As Part Of Achieving Its Marketing
Goals [7,11].

Methodology Of The Research
We Determine The Basic Elements Of A Marketing Communications System In An Organization, The
Elements Of The Marketing Communications System In The Organization: Advertising, Public Relations, Direct

Marketing, Sales Promotion, Exhibitions, Fairs.
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Analysis Of The Marketing Communications System In The Organization Is Carried Out In Accordance With

The Following Stages (Figure 1):

Identification of the types of marketing
communications used in the organization

|
Identification of the advantages and v
disadvantages of each type of marketing
communications, which is used in the
organization

Calculation of organization costs for the use of
each type of marketing communications

Expert assessment of the organization's
communication set

Calculation of the effectiveness of the marketing
communications system

Figure 1 — Stages Of Marketing System Analysis Of Communications In The Organization*

*Source: Developed By Authors

At The First Stage Of Analysis, The Main Types Of Marketing Communications That Are Used In The
Organization Are Defined, As Well As A Brief Description Is Given.

At The Second Stage Of Analysis The Advantages And Disadvantages Of Each Type Of Marketing
Communications That Is Used In The Organization Are Given.

In The Third Stage Of Analysis, The Cost For Application Of Each Type Of Marketing Communications Is
Calculated.

The Fourth Stage Of The Analysis Provides An Expert Assessment Of The Communicative Set. The
Evaluation Is Based On A Score Scale From 1 To 10, Where 1-4 Points Are The Minimum Use Of The Instrument,
5-7 Points Are The Average Level Of Activity, 8-10 Points Are The High Level.

At The Fifth Stage Of The Analysis, The Main Indicators Characterizing The Effectiveness Of The Marketing
Communications System In The Organization Are Calculated. These Indicators Include The Following:

1. Calculation Of Turnover Under The Influence Of Advertising Or Promotional Activities (Formula 1).

2. Calculation Of The Economic Effect Of Advertising And Stimulation (Formula 2).

3. Calculation Of Profitability Of Advertising And Promoting (Formula 3).

4. Calculation Of The Economic Efficiency Of Advertising And Promotional Activities By The Method Of

Targeted Alternatives (Formula 4).
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In General, The Method Proposed By The Authors Is Effective, As It Will Allow To Comprehensively Assess
The Effectiveness Of The Current System Of Marketing Communications In The Organization [1, 6].

Analysis Result

Hotel “Ibis” Is Located In The Center Of Nizhny Novgorod. Near The Street B. Pokrovskaya Which Is A
Commercial And Historical Center Of The City. From Here You Can Easily Get To The Kremlin, Enjoy The View
Of The Volga River And Visit Other Places. The Hotel “Ibis” Has 220 Rooms Of New Generation With Air
Conditioning, Flat-Screen Tv, Satellite And Free Wi-Fi. Bar “Rendezvous” Is Open 24 Hours A Day. Hotel “Ibis”
Offers A Restaurant Of Mediterranean Cuisine “Sud&Cie” And 6 Conference Rooms, Which Are Equipped For
Seminars And Conferences [8].

Marketing Functions At Ibis Hotel Are Assigned To A Commercial Service, Whose Tasks Are Regulated By
The Current Regulations On Commercial Service.

The Analysis Of Existing System Of Marketing Communications At The Hotel «Ibis».

Analysis Of The Complex (System) Of Marketing Communications Should Be Carried Out Separately And
Together For All Instruments: Advertising, Sales Promotion, Public Relations, Direct Marketing.

The Objectives Of The Analysis Of The Marketing Communications System Are As Follows:

— In Assessing How Effectively The Marketing Communications System Affects Consumers;

— In Determining Whether The System Of Marketing Communications Corresponds To The Nature Of The
Goods And Services, Features Of The Target Audience, And The Image Of The Organization;

— In The Analysis Of The Economic Efficiency Of The Marketing Communications System;

— In Identifying The Disadvantages And Developing Measures To Improve Marketing Communications
And Effectiveness. [2, 8].

The Analysis Will Allow To Draw General Conclusions About The Effectiveness Of The Organization's
Promotion Activities And Marketing Communications.

The System Of Marketing Communications Of The Hotel “Ibis” Is A Complex Of Methods, Which Are
Aimed At Creating Demand And Increasing Sales Of The Hotel. For Successful Promotion Of Services Ibis Hotel
Uses Advertising.

Advertising Is One Of The Types Of Information Transmission, Acting As Any Paid Form Of Non-Personal
Presentation And Promotion Of Ideas, Goods, Services By The Advertiser. Advertising For The General Public Is
Usually Carried Out Through The Mass Media, Radio, Television, Print Advertising, And Popular Press. Advertising
Of Hotel Services, Which Are Designed For A Narrower Circle Of Consumers, Is Carried Out Through Special
Publications, By Mail And By Means Of Directed Publications [4,5].

Hotel “Ibis” Pursues An Advertising Policy, Searching For The Most Effective Advertising Spaces In
Magazines, Newspapers And On The Internet. The Main Advertising Of The Hotel “Ibis” Goes Through The Internet.
There Is A Website On The Internet. However, It Should Be Noted That Just Advertising Is Not Enough.

The Ibis Hotel Pays Great Attention To Image Advertising: Developed Elegant And Concise Corporate Style,
As Well As Business Cards.

Further We Will Calculate The Costs Of The lbis Hotel For The Use Of Each Type Of Marketing
Communications (Advertising).

1. Determine The Costs Of The Hotel “Ibis” For Advertising On Television. Thus, The Annual Cost Of The
Hotel “Ibis” For Advertising On Television Is 504 Thousand Rubles.
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2. Determine The Costs Of Ibis Hotel For Advertising On Radio.
Thus, The Annual Cost Of The Hotel “Ibis” For Advertising On The Radio Is 394,20 Thousand Rubles.
3. Determine The Costs Of The Hotel “Ibis” For Advertising On The Internet (Yandex Direct).
Thus, The Annual Cost Of The Hotel “Ibis” For Advertising On The Internet Is 120 Thousand Rubles.
Next, We Will Determine The Total Costs Of The Hotel “Ibis” For Advertising The Promotion Of Services
(Table 1).
Table 1 — Total Advertising Costs Of Ibis Hotel

Name Of Advertising The Cost Of Advertising Per Year,
Thousand Rubles
Television Advertising 504
Advertising On The Radio 394.20
Advertising On The Internet 120
Subtotal 1018.20

The Total Cost Of The Hotel “Ibis” For Advertising (On Television, Radio And On The Internet) Is 1018,20
Thousand Rubles.

Determine The Economic Efficiency Of Marketing Communication Tools To Promote Ibis Hotel Services
Using Roi (Return Of Investments) [6] According To The Following Formula:

(Z1-2)
I b

Eroi =

Where Ei — Economic Efficiency Of Marketing Communication Tools;

Z1 And Z, — Profit At The End And Beginning Of The Analyzed Period;

I — Cost, Expenses Of The Organization For Promotion.

At The Beginning Of 2018, The Profit From The Sale Of Services Of The Hotel “Ibis” Amounted To 16573
Thousand Rubles, And At The End Of 2018 — 18115 Thousand Rubles.

Thus, The Economic Efficiency Of Marketing Communication Tools (Advertising) To Promote The Services

Of The Hotel “Ibis” Will Be:

(18115-16573) 1542
1018,20 1018,20

Also, We Will Determine The Cost Effectiveness Of The Hotel “Ibis” On Advertising Using The Indicator
Of Profitability Of Advertising According To The Formula:

ERoi =

= 1,51 (Thousand Rubles)

1,51 _
P= T018.20 x 100% = 0,15 (%)

From The Calculation Above It Can Be Seen That The Efficiency Of Expenses Of Hotel “Ibis” On
Advertising Can Be Estimated As Very Low.

In General, It Should Be Noted That The Costs Of The Hotel “Ibis” On Marketing Communications Are Not
Quite Effective, As The Amount Of Commercial Expenses Per 1 Ruble And Higher Rates Than Profit From The Sale
Of Services By 1 Ruble.

Conclusion
Under The Conditions Of Implementation Of The Franchise Agreement, Hotels Of The World Hotel Chains

Are Very Limited In The Expansion Of Communication Channels.
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In This Case, Social Networks (Vk, Facebook, Instagram) Come To The Rescue, Expanding Information

Content On The Official Website, Using Information Services For Sending Advertising And Informational Messages;

Coupons Can Also Be Recommended As Another Possible Means Of Expanding Marketing

Communications. Methods And Tools Of Implementation Of Low-Cost Marketing — “Word Of Mouth” And “Bring

A Friend” Campaign.

Thus, We Can Say That The Hotel “Ibis” In Nizhny Novgorod Should Be Attentive To The Expansion Of

Marketing Communications With The End User. Of Course, This Condition Follows From The Terms Of The

Franchise Agreement. It Is Necessary To Remember That Each Organization Providing Hotel Services, Should Be
Aimed At The End User, And Take Into Account His Requests. The Undoubted Advantage Of The Organization Over
Its Competitors Is Determined By The Consumer. The More Advantages The Hotel Has And The More It Works In

The Development Of New Proposals, Than The More Successful The Strategy.

10.
11.
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