
IR-AIRLANGGA UNIVERSITY LIBRARY 

 

1 

MARKETING MIX STRATEGY…                                    MOHAMMAD JAMIL RIZWAN 
 

CHAPTER I1 

INTRODUCTION 
  1.1 i i i i iBackground i 

     The ihotel iindustry iplays a significant irole iin ithe iservice isector. The hotel 

industry is a branch of the hospitality sector that focuses on offering lodging services to 

clients. There are many different hotel kinds, and they may often be divided into groups 

based on size, purpose, service, and price. Limited service, mid-range service, and full 

service are the typical divisions of service levels. One being the lowest rating and five being 

the highest, the star rating system may be more recognizable to some customers. Business, 

casino, spa, extended stay, bed & breakfast, and other functions are included in some of the 

categories. Up to the outbreak of the coronavirus (COVID-19) pandemic in 2020, the hotel 

and resort industry's global market size grew. After that, the market size drastically decreased 

(statista). As ia iresult iof iseveral icountries ibeing iunder icomplete ior ipartial ilockdown, 

ithe icoronavirus ipandemic i(COVID-19) ihas isignificantly iimpacted ithe ihotel ibusiness. 

Every igovernment ihas iimplemented itravel irestrictions, iincluding iclosed iborders iand 

ino idomestic ior iinternational iflights.  Events iworldwide ihave ibeen irescheduled ior 

icanceled isince ithe iyear i2020 ibegan. Among ithem iare ithe iOlympic iGames, ithe 

iUEFA iEURO i2020, iand ithe iITB iBerlin, ithe iworld's ilargest itravel iexpo, iexpected ito 

idraw imore ithan i150,000 ipeople ishortly (Hakim, i2020). With ithe iconstraints ion 

ibusinesses iand imillions iof iworkers ifacing ilayoffs, iit iis inot iunexpected ithat imany 

ibusiness ifunctions iand itrips ihave ibeen icanceled idue ito iconcerns iabout ithe 

icoronavirus. People iare ialso ihesitant ito ischedule ivacations ifor i2020 iand ieven i2021 

ibecause iof ithe iPandemic's ifuture iconcerns. The iPandemic ihas iparticularly ihard ihit 

ithe ihotel iindustry. Some ihotels ihave ilost iup ito i90% iof itheir ibookings, iwhile iothers 

ihave ibeen iforced ito iclose itheir idoors. Canceled ireservations iand a lack iof ibookings 

ihave icost ihotels irevenue. However, iit iworsens ithis isituation isince iit iis istill iuncertain; 

imost icash-strapped ihotels icannot isee ia iway iout iof itheir icash-flow iproblems. 

Indonesia iis an archipelagic icountry iabundant iin ithe inatural ibeauty ithat iis iboth 

iunusual iand ienticing ito ivisitors. As a iresult iof ithis iadvantage, ithe igovernment ican 

iuse iit as ia isector iof ithe iIndonesian itourism ibusiness ithat iis ino iless iattractive ithan 

ithat iof iother inations. The igovernment iconducted iseveral ipromotions, isuch ias icreating 

ithe i"Wonderful iIndonesia" icampaign iin 2016i(Tedjakusuma, i2018), iaimed iat iforeign 

iand idomestic itourists ivisiting ithe iIndonesian iislands. As ia iresult, itourism iis ithe imost 
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iinfluential iindustry ifor iincreasing ia icountry's iforeign iexchange iearnings ibecause ithe 

iresources irequired ito ipromote itourism iare iavailable iwithin ithe icountry i(Hakim, 

i2020). This icampaign iis idemonstrated iby ithe inumber iof iforeign itourists ivisiting ithe 

icountry ithat ihas iconsistently iclimbed iover ithe ilast ifive iyears i(2015-2019). Table i1.1     
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(www.nasional.kontan.co.id, i2020). 

           The iabove idescription iindicates ithat itourism iis an iimportant iindustry ithat 

ishould ibe iconsidered ifor idevelopment, iespecially igiven ithat iIndonesia ihas iabundant 

iresources. Therefore, iit iis ipossible ito iconclude ifrom iTable i1.1 ithat ithe inumber iof 

itourists ihas iincreased iover ithe ilast ifive iyears (2015-2019). As ia iresult, ithe itourist 

iindustry iis ione iof ithe imost iimportant isources iof irevenue ifor ithe icountry's ieconomy, 

iaccounting ifor ia ipredicted i5.5 ipercent iof iGross iDomestic iProduct iin i2019.                 

(nasional.kontan.co.id, i2020). 



IR-AIRLANGGA UNIVERSITY LIBRARY 

 

3 

MARKETING MIX STRATEGY…                                    MOHAMMAD JAMIL RIZWAN 
 

 The itourism iindustry isector iis iexpected ito ibecome ia iflagship iprogram ishortly ito 

iincrease ithe inumber iof itourists ivisiting ithe icountry. Because iof ithe irapid 

idevelopment iof ithe itourism ibusiness, iit imust ibe isupported iwith isupportive iaspects 

ithat iallow ifor isafe iand ibeneficial itourism iactivities. Accommodation, iparticularly ihotel 

iaccommodation, iplays ian iessential irole iin itourism iactivities, imainly isupporting 

ifactors. Because iof ithe iincreasing inumber iof itourism ilocations ithat iare ibeginning ito 

iappear, ithe idemand ifor ilodging, ifood, iand ibeverage iproviders iis ibecoming 

iincreasingly ivital. Without ihotels, itourism iactivities iwill inotirun as efficientlyias 

iotherwise (Spillane, i1994).The iexpansion iof ithe ihospitality ibusiness iin iIndonesia ihas 

ishown isigns iof iimprovement ifrom itime ito itime. However, iat ithe ibeginning iof i2020, 

iit iwas iexperienced ia iprecipitous idecrease ispread inamed icovid-19. To ibe iprecise, 

icommencing iin iMarch i2020 iresulted ifrom icoronavirus, ialso iknown ias ithe iCovid-19 

iPandemic. Whisnutama, ithe iMinister iof iTourism iand iCreative iIndustries, ihas ibeen 

ione iof ithe iindustries ithat ithe iPandemic ihas iparticularly ihard ihit. According ito ithe 

iCentral iStatistics iAgency idata, ithe inumber iof iinternational itourists iin i2020 iis ilower 

ithan iin i2019 i(Anggi, i2020). 

               COVID-19's ieconomic iramifications iare ian iexception icompared ito iearlier 

ipandemics ilike ithe ioutbreaks iin iglobal ihistory, iincluding iSpanish iFlu iand iannual 

iinfluenza. iThe isharp itrade iand iindustry ishock ihave igreat ioutrage, ireflected iin ithe 

ihigh ijoblessness irates iof imany iaffluent icountries. iThe iWorld iBank ihas iforecast ithat 

ithe iconsequences iof ithe iCOVID-19 iPandemic iwill ilead iglobally ito idecrease iby i2 

ipercent. The iInternational iMonetary iFund i(IMF) isays ithat ithis iindicates ia isignificant 

ipotential ifor ieconomic icrises ifollowing ithe iinitial ifinancial ishock i(2020). In iorder ito 

icontrol ithis ifinancial icrisis, ithe iWorld iBank ibelieves ithat ia iprompt ipolicy ireaction 

iis iimportant. iThey iexemplified iin iEast iAsia ito iflatten ithe icurve iof iinfection iand 

ilessen ithe ieconomic ieffect ienabled iby iglobal ilockdowns. iEast iAsia ihas ideveloped ia 

ihybrid istrategy iof isocial iand ieconomic imeasures ito ihelp iease ithe ihealthcare isystem's 

iload iand ithe ieconomic iexpenses iof ifatalities. 
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 The iglobal itravel iand itourism iindustry iis istill ifeeling ithe ieffects iof iCOVID-19's 

iproliferation iand iwidespread itravel ibans. President iand iCEO iof ithe iWorld iTravel iand 

iTourism iCouncil iGloria iGuevara iwrote iin ian iopen iletter ithat ithe ioutbreak ithreatens 

i"50 imillion iemployment iglobally. During iChina's i41-day iCOVID-19 ilockdown ifrom 

iJanuary i22 ito iFebruary i29, iimpact iand iinfection irates iwere ireduced, iallowing ithe 

icountry ito irecover ifrom ithe iPandemic's ifirst ishock iquickly. iSingapore, itoo, ihas ibeen 

isufficient ito iretain ithe iepidemic iat ihome. iCOVID-19 iexperience istems ifrom iits 

isubstantial icontract itracing isystem, iwhich iwas ideveloped iin iresponse ito ithe iSARS 

iepidemic iin i2004-05. Travel iand itourism ihave iboth isuffered ias ia iresult iof ithe 

iCOVID-19 ioutbreak. iBetween iMarch iand iDecember i2020, iinternational itourist 

iarrivals iplummeted iby i84%, iaccording ito idata ifrom iUNWTO. Many istudies 

icalculated ithe iprobable ieconomic iimplications iof ia itourism idecline iin i2021 ibased ion 

ia irange iof ipredictions ifor itourist iarrivals (Fotiadis & Huan 2021).  i 

               Being ithe isecond ilargest icity iafter iJakarta iSurabaya iIn irecent iyears, 

iSurabaya ihas iaffirmed iits ileading irole iin ithe icountry’s ieconomy iwith ithe icontinuous 

iincrease iin iinvestments, iespecially ithe iforeign idirect iinvestments. Business iin 

iSurabaya, ithen, ihas ibeen ifilled iwith imany iforeign iinvestors. According ito ia ireport 

iby ithe iMinistry iof iPlanning iand iInvestment, ithe ifood iindustry i(UKM) iof ismall-

medium ienterprises i(SMEs) iis ithe ilargest icontributor ito ithe iinvestment ispike. Service 

isectors isuch ias ihotels iand irestaurants ihave ialso icontributed isignificantly ito ithe 

iburgeoning iinvestment (cekindo i2020). 

                PrimeBiz iHotel iSurabaya, a ihotel iin ithe imoderate iprice irange ithat ihas ibeen 

iin ioperation isince i2017, iis ione iof ithe iestablishments ithat ihave ibeen inegatively 

iimpacted. iIn ilight iof ithe ivarious ichallenges ithat ihotels iencountered iduring ithe 

ipandemic, iPrimeBiz iHotel iSurabaya iis irequired ito icome iup iwith ia isolution ito ithe 

iproblem iof ideveloping ia inew istrategy ifor idealing iwith ithe isituation iCOVID-19 

ipandemic. During ithe iCOVID-19 ipandemic iIndonesia (PHRI) irecorded 1,226 ihotels 

ithat iwere iclosed idue ito ithe icorona ivirus ipandemic i(data iPHRI i6 iApril i2020). As ia 

iresult, imore ithan i150,000 iemployees iwere ithreatened iwith ibeing ilaid ioff ior 

itemporarily istopped iworking, ion ithe iother ihand i ino iguests iand ithe ihealth iprotocoled 

iwas ivery istraight. iIt iwas ivery idifficult ifor iforeign ior ilocal ivisitors itravelled idue ito 

ithe istrict ihealth iprocedural irequirements iand imost icountries iwere ilocked idown ias 
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iwell. iIt iwas idifficult ito iapply ifor imaking ia iresearch iin ithe ihotels iat ithat itime. 

iMany ihotels iwere icollapsed ior iclosed idue ito inot ibe iable ito ipay ifor icost ioperation 

isuch ias ito ipay ifor iworker isalary, ielectricity, imaintenance ibecause ithere iwere ino 

iguests istayed ithat igenerate ithe iincome ifor ithe ihotel. iPrimeBiz iHotel iSurabaya ithat 

iwas istruggling ito istay iafloat iwhile icontinuing ito ido ibusiness iin iorder ito ihelp ithe 

icommunity iin ithat idifficult iposition. That iis iwhy iI istarted ito imake ia iresearch iin ithis 

ihotel. To iknow iwhat istrategy ithis ihotel iconduct iduring iCOVID-19 ipandemic ithat 

icould imake ithis ihotel isustain iin iits ioperation. 

 i i i i The iPrimeBiz iHotel iSurabaya iis ione iof ithe ihotels ithat ithis iepidemic ihas 

iimpacted.iAlthough iPrimeBiz iis ia imidscale ihotel ilocated iin ithe iSouth iSurabaya iarea, 

iit imust icompete iwith iother ihotels ito isurvive iduring iand iafter ithe iPandemic. iDue ito 

ia isignificant idecrease icausing ia iwidespread, ithe inumber iof ivisitors idecreased 

idrastically icompared ito ithe iprevious iyear. That iis ithe imost iconcerning imatter ifor ithe 

ihotel iindustry, iparticularly ihotels ibased iin iSurabaya. Surabaya iis ia icity iwhere imost 

ivisitors iarrive ifor ibusiness itrips.   

            Data ion ioccupancy iand itotal inet iincome ifor ithe ipreceding ifour i(6) iyears 

ibefore iand iafter iare iprovided iin ithe ifollowing itable: 

Hotel iOccupancy iand iNet iRevenue iData ifrom iPrimeBiz ibefore iand iafter i(Table i1.2). i i i 
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 i i i iSource: iHotel iInternal iData 

           According ito ioccupancy iand irevenue idata icollected iover ithe ipast isix imonth 

ibefore iand iafter ipandemic, According to occupancy and income data collected over the 

last four years, PrimeBiz Hotel is one of the most negatively affected hotels and has managed 

to remain open despite the loss iof revenue. In iaddition, ithe iclosure iof ithe isurrounding 

iareas iand ithe ireduction iin ithe inumber iof iavailable iflights ireduced ithe iintention ito 

itravel ito iSurabaya.   

 i i i i iThe iCOVID-19 icrisis ihas iundoubtedly ishocked ithe ihospitality isector. iOver ihalf 

iof ithe icountry's ilargest icities' ihotels iare ifighting ito istay iin ibusiness ias ia iresult iof 

ithe isevere iimpact, iwith imost iof ithem ioperating ibelow ithe ipoint iat iwhich imost 

ihotels ican ibreak ieven iand ipay ioff idebt. Hotels iwould ibe iwise ito iput ithe ilessons 

ithey've ilearned ifrom ithis iyear ito iuse iand iget iready ifor ithe ifuture iof ithe iindustry 

ibeyond iCOVID-19 ieven ithough ithe ihospitality isector iis istill ihaving itrouble iwith 

ialmost itwo-thirds iof ihotels ioperating iat ior ibelow i50% ioccupancy iand ihoteliers iare 

igrowing iworried iabout ithe ioutcome iof ithis iNew iYear itravel. iIt's itime ito iadapt iand 

iinnovate ihow ihotels idraw iguests inow ithat icleanliness iand isafety iare imore icrucial 

ithan iever.iFrom ioccupancy iand iincome idata ifor ithe ilast isix iyears, iPrimeBiz iHotel 

iSurabaya iexperienced idecline iin irevenue iduring ithe pandemic the iclosure iof ithe 

isurrounding iarea iand ia idrop iin ithe inumber iof iflights iavailable itriggered ia idecrease 

iin itraveling iintention ito iSurabaya. Because iof ithis, iPrimeBiz iHotel imust idevelop ia 
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inew istrategy ifor iconducting ipost-pandemic ioperations iin iorder ito ireap ithe imost 

isignificant ipossible ibenefits ifrom iavailable iresources. 

                The ihotel's imanagement iworked idiligently ito icut icosts iin iorder ito iavoid 

ibudget ioverruns, iwhich iresulted iin ithe itermination iof iroughly ihalf iof ithe ioverall 

iworkforce. Despite ithis, ithe ilevel iof iservice ithat iis ibeing ioffered ineeds ito ibe iof ithe 

ihighest ipossible iquality, iand ithe imanagement iof ithe ihotel ineeds ito ipay iincreased 

iattention ito ithe itopic iof icost imanagement iso ithat ithe ibusiness ican icontinue ito 

ifinance iits ioperational iactivities. As a iresult iof ithe icrisis icaused by ithe ipandemic, 

itourist iproduct iand iservice iproviders iare inow ineeded ito iface iuncertainty iand irisk iin 

iorder ito iretain ipositive irelationships iwith itheir iclients. There iare imany iindependent 

ibodies ithat ican ideal iwith ibusiness icrises iin iseveral ideveloped icountries, isuch ias ithe 

iUnited iStates iand iSingapore. These ibodies iplay ia irole iin iformulating istrategic isteps 

ito ideal iwith icrises, iwhich ithen ibecome iguidelines ifor ibusiness ipeople ior iinstitutions 

ithat ifall iunder iit iand iare ireferred ito ias ithe iBusiness iContinuity iPlan i(Soetjipto, 

i2020). As ia iresult, ithe iPrimeBiz iHotel iin iSurabaya ineeds ito idevise ia iplan ifor 

iresponding ito ithe icrisis iin iorder ito ilimit ithe iimpact iof ithe ipandemic. This imay ibe 

iaccomplished by offering robust planning iand execution iprocesses for business icontinuity. 

1.2 i i i i i iProblem iStatement i 

      Since marketing innovation is a strategy used by businesses to adjust to changing 

consumer demands, it encompasses innovations in advertising, distribution, promotion, and 

price. The effective use of that form of innovation will assist businesses in better meeting 

client needs, which will help them acquire a competitive advantage. The firm can employ the 

marketing mix (also known as the 4Ps) to satisfy customers and maintain market 

competitiveness. It is an essential tool for businesses in the hospitality sector to use in order 

to adapt to changes in the marketing environment and discover new methods of marketing in 

order to remain competitive and successful. How the Prime-Biz Hotel may adapt to a 

downturn in the economy by engaging in marketing innovation activities (modifications to 

the four Ps of the marketing mix). 
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Specifically, ithis istudy iwill iinvestigate iways to overcome ithe ichallenges ithat iPrime-Biz 

iHotel Managers confront and the istrategies they take to remain competitive.What istrategies 

iare iadopted by ithe iprima ibiz ihotel ito isurvive iin ithis ipandemic? i  

 

1.3 i i i i i i iResearch iObjective i 
 

 i i i i i i i iBecause iof ireduced imobility, ieconomic iloss, iand istrategic iexamination iof 

ihow imanagement ilooks iinto ithe ipossibility iof isurvival iis iimportant. As ia iresult iof 

ithe ithesis imentioned iabove, ithe ipurpose iof ithis istudy iis ito ievaluate ithe itrend iin ithe 

irisk iof irevenue ilosses iat iPrimebiz iHotel iSurabaya iin ithe iimmediate iterm. 

iAdditionally, ithe ipattern iof ithe ilow inumber iof iconsumers ibefore iand iafter iCOVID-

19 iwill ibe iinvestigated iin ithis iresearch. iWhat istrategy iwas ichosen ito iensure 

icustomer ihappiness iwhile ialso iensuring ithe isustainability iof ithe icompany. i 

 

1.4 i i i i i i iResearch iBenefits 
 

1) This istudy iwill ihelp ithe ihotel iindustry iknow iabout ithe ihotel iindustry ithrough 

icases iin imanagement iapproach. 

2) This istudy iwill idiscuss ithe icase iof iPrimebiz ihotel istrategy ito iintervene ibetter ito 

icounter ifuture ipandemics. 

 

 1.5 i i i i i i iWriting isystem 

 i i i i i i i i i iThe isystematic idiscussion iof ithis iresearch iis ias ifollows: 
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CHAPTER i1 iINTRODUCTION 

This ichapter iexplains ithe ibackground iand iimportance iof ia imarketing istrategy iin 

PrimeBiz iHotel iSurabaya, iproblem iformulation, iresearch iobjectives, iresearch ibenefits 

and iwriting.systematics. 

CHAPTER i2 iLITERATURE iREVIEW 

This ichapter ireviews ithe iliterature iand irelated istudies iof irelevance ito ithe ipresent 

study. Through ithis ichapter, readers ican ibecome ifamiliar iwith ireading ithe ipros. Related 

iand iprevious istudies ipresented iin ithis ichapter igive ifuture ireaders iand researchers ian 

iidea iof ithe iproposed isystem. 

CHAPTER i3 iRESEARCH iMETHODS 

This ichapter icontains ithe iresearch iapproach iused, iresearch idesign, itypes iand isources 

of idata, idata icollection iprocedures, idata ianalysis itechniques iand iresearch ilimitations. 

CHAPTER i4 iANALYSIS iAND iDISCUSSION 

This ichapter icontains an ioverview iof ithe iobject iof iresearch iwhich iincludes iprofiles 

organization; as iwell as ithe iresults iof ithe ianalysis iand iinterpretation iof ithe idata 

obtained iin ithe istudy iand ithe iresults iof ithe imarketing istrategy ifor iPrimeBiz iHotel 

Surabaya. 

CHAPTER i5 iCONCLUSION 

This ichapter icontains iconclusions ifrom ithe iresults iof ithe idiscussion ias iwell ias 

various isuggestions ifor ifurther iresearch iand irecommendations ifor ithe ibenefit iof 

furtheriresearcher.


