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In no more than 1000 words, and using 3-5 references: 

Choose a hotel or restaurant you are familiar with:
· For each part of its service (product, price, place, promotion, people, process, physical evidence), give examples of what guests experience.
· Then pick two parts and suggest how they could be improved.




















Service Marketing Analysis of Hyatt Centric MG Road Bangalore

Hotels are among the industries that depend on the services marketing mix to develop a memorable experience with their guests and to make a name in a competitive market. A good example of how the 7Ps of product, price, place, promotion, people, process, and physical evidence can influence the customer experience can be seen in Hyatt Centric MG road Bangalore, which is a high-end lifestyle hotel in India. The paper discusses each of the P through real-life examples of guest experiences and concludes with recommendations on how two service aspects can be improved.

1. Product

The product of Hyatt centric is centered around contemporary housing, worldwide cuisine, health centers and customized support of guests. The rooms will come with plush bedding, ergonomic furniture, minibar options, high speed wifi as well as smart televisions. Dining facilities available to its guests include The Bengaluru Brasserie and room service which are served with international and local foods. Other products are a rooftop pool, a fitness centre, meeting rooms and customized local experiences to the tourists.

The hotel marketed itself as a lifestyle brand that provides luxury in the modern sense with the convenience of the city, as an industry trend that focuses on experiential hospitality (Kotler et al., 2022). The combination of the new design and hotel hospitality is usually well received by guests, with the additional perks of breakfast buffets, branded toiletries, and work desks.

2. Price

Hyatt Centric has a mid-to-premium pricing that makes the hotel slightly more expensive than the budget hotels but cheaper than the ultra-luxury chains. The factors affecting prices include seasonal, demand, and room categories. Dynamic pricing will help in making sure that business travelers, families and recreational tourists will all have appropriate prices.

The pricing is viewed as reasonable by the guests because it has other benefits like loyalty program points, breakfast packages and early booking discount. This is in line with value-based pricing strategies that are common in hospitality, in which the prices are based on tangible and experiential elements of service (Grönroos, 2020). The bargain rates and allowable cancellation policy of corporate clients increase their long-term loyalty.

3. Place

Hyatt Centric is situated on MG Road, which is one of the most busy commercial areas in Bangalore, which explains the great accessibility to malls, technological parks, cultural sites, and transport stations. The online distribution channels will involve the Hyatt webpage, hotel reservation applications, online travel agents like MakeMyTrip and Expedia and travel agents.

The convenience of the guests is ensured by the online reservation, electronic confirmations, and mobile booking. It is also conducive to business travelers who may be holding meetings at other IT centers like Whitefield and Koramangala. The high multi-channel presence of Hyatt reflects industry norms with the full accessibility level improving customer satisfaction (Buhalis and Amaranggana, 2015).

4. Promotion

The marketing communication strategy embraced by Hyatt Centric also incorporates social media promotions, loyalty programs, Google Ads, influencer partnerships, and offers. Their social media pages focus on the photos of properties, menu specials and chef, brunch deals and weekend staycation.

Visitors are often being subjected to specific advertising like:

Loyalty bonuses of Stay More Earn More.

Festive food festivals

Business travel packages

The global loyalty program of Hyatt, which is called World of Hyatt, is of significant importance as its members receive reward points and tier benefits to participate in as well as free-night certificates, which stimulate their desire to stay again. Themes like comfort, culture, and convenience are particularly highlighted in promotional activities, which appeal to the new generation of the traveling experience (IHG Annual Report, 2023).

5. People

The reputation of warm and professional hospitality of Hyatt is dependent on employees. Employees are also trained on communicating, service consistency, resolving problems and cultural sensitivity. The front-desk executives, housekeeping staff, restaurant servers, concierge staff and managers engage with the guests and actively customize the experience.

For example:

· Front desk employees give welcome beverages.

· The teams in restaurants describe the ingredients of dishes and provide some dietary changes.

· Housekeeping is the way that rooms are cleaned in time and the amenities replaced.

· Concierge employees will direct tourists to tourist destinations or transportation.

These dynamics indicate the significance of service employees in value co-creation with customers (Bharwani and Jauhari, 2017). The focus on the staff training is what leads Hyatt to the always good experience.

6. Process

The procedures in Hyatt Centric have made sure that the service is maintained by using a simplified check-in/check-out procedures, food service operations, housekeeping operations, inspecting operations, and event organization. Efficient service is provided to guests by:

Check-in through the Hyatt application to a cell phone.

· Express check-out

· Digital bill payments

· Regular housekeeping visits.

· Fast room in-dining ordering.

Unconsciously, the hotel adheres to the international brand requirements, safety measures and service recovery policies. These are systematic procedures that decrease ambiguity and inconsistencies, which promotes elevated perceived service quality (Zeithaml et al., 2020).

7. Physical Evidence

Guest perceptions are highly based on the physical environment. The design of Hyatt Centric has a modern interior, which is minimalistic, with high-quality furniture, carefully selected works of art, and lighting. The first impression made by the lobby is a pleasant seating layout, fresh flower arrangements, and brand printing.

Clean, well-maintained rooms

· Dining atmosphere with open kitchen designs.

· Branded staff uniforms

· High-quality tableware

· The common areas have good scenting and sound design.

· Coherence in physical evidence also increases the trust, credibility and sense of luxuries that are very imperative in hospitality experiences (Bitner, 1992).

Suggestions of Improvement (Two Ps).
1. Improvement for Process

Although Hyatt Centric has easy procedures, more digital and automated products are desired by modern customers.

Recommended Improvements

· AI Chat Support: Implement AI-based chat support to track the activities of the room-service, provide frequently asked questions, and concierge suggestions.

· Mobile Access: Extend the use of digital room-keys through smartphone applications to minimize reliance on the front-desk.

· Service Analytics: Use guest data to estimate the preferences of breakfast or room setup or check in time.

· Less Waiting to Dine: Roll out digital waitlists at the busiest restaurant times.

· These improvements would make it more efficient, correct, and individual.

2. Improvement for Promotion

Even though the promotional strategy of Hyatt is high, it can be improved in attracting younger travelers and local Bangalore.

Recommended Improvements

· Experiences in the Neighborhood: Bangalore has localized experiences like food walks or craft workshops, which attract leisure travelers.

· Influencer Partnership Programs: Co-operate with the regional travel vloggers, food bloggers, and lifestyle influencers.

· Interactive Social Media Campaigns: Launch user-created content competitions with the help of hashtags, such as #HyattBangaloreLife.

· Short-Video Marketing: Instagram Reels and YouTube Shorts can be used to showcase hotel amenities, brunch spreads and poolsides.



Conclusion

Hyatt Centric MG Road Bangalore effectively uses the seven dimensions of services marketing mix to establish a well-polished and comfortable experience of the guests. It is appealing to both businesses and leisure travelers because of its contemporary product selection, highly qualified staff, well planned physical environment, and good location strengths. Nevertheless, strengthening the competitive advantage and attracting new segments of travelers in the future, the hotel can enhance digital operations and strengthen the promotional strategy. These recommendations will enable Hyatt Centric to stay abreast with the changing demand in the hospitality industry.
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