

1









[image: Taco Bell logo and symbol - Design, history and evolution]
Taco Bell’s Marketing Analysis
Osiris Padilla 
School of Hospitality 
HADM 3760: Hospitality Branding and Distribution Channel Strategies 
Dr. Soyoung Boo
April 23, 2023 





Table of Contents
Company …………………………………………………………………………………… Pg. 3
Part I (Brand Analysis & Marketing Strategy) …………………………………….Pgs. 3 to 8
Segmentation/Targeting/Positioning ………………………………………………….. Pgs. 3 to 4
Tactics/Campaigns/Techniques ……………………………………………………….. Pgs. 4 to 5
Loyalty/Rewards Program …………………………………………………………….. Pgs. 5 to 6
Current Digital Marketing Programs/Activities …………………………………………….. Pg. 6
Suggestions/Applications Needed …………………………………………………….. Pgs. 7 to 8
Part II (Online Reviews Analysis) …………………………………………………. Pgs. 8 to 10
Customers’ Satisfaction/Dissatisfaction and Suggestions ………………..……….…... Pgs. 8 to 9
How Taco Bell Responds to Reviews ……………………………………………….…….... Pg. 9
Marketing/Managerial Suggestions …………………………………………….……….… Pg. 10
Conclusion ……………………………….………………………………………….……. Pg. 10
[bookmark: _GoBack]Resources ………………………………………………………………………..… Pgs. 11 to 13









Company
	Taco Bell was founded by Glen Bell. Bell was inspired by Mitla Café, a Mexican restaurant that was located across the hot dog stand he owned. He was intrigued by how busy the restaurant would get and asked the owners if they would be willing to teach him what they knew. After learning everything he could, Bell went on to open the first Taco Bell in 1962 in Downey, CA. Bell knew that the fast food chain industry was in need of something new and different from the usual burgers and fries. Taco Bell quickly became beloved by many, and by 1970, Bell had opened a total of 325 Taco Bell locations in the United States. Bell sold Taco Bell in 1978 to PepsiCo Inc/Yum Brands. Under Yum Brands, Taco Bell has continued to grow into a “culture-centric, lifestyle brand that provides craveable, affordable Mexican-inspired food with bold flavors,” (Yum Brands). Taco Bell’s mission statement states, “We take pride in making the best Mexican style fast food providing fast, friendly, and accurate service. We are the employer of choice offering team members opportunities for growth, advancement, and rewarding careers in a fun, safe working environment. We are accountable for profitability in everything we do, providing our shareholders with value and growth.” Their vision statement is: “To grow into the largest fast-food provider of Mexican style cuisine in emerging markets.” They aim to put their employees and customers first. 
Part I (Brand Analysis and Digital Marketing Strategy):
Segmentation/Targeting/Positioning
	Segmentation is the process by which a company divides their specific market into distinct groups of customers that have different needs. Taco Bell uses this process as an advantage to learn more about their target audience. The chain has segmented the market based on income and convenience. “It targets the market that views fast food as an easy option for food and is not necessarily lazy but is not in the intention to go for grocery shopping,” (Bhasin, 2019). Taco Bell’s main target audience is people between the ages of 18 – 34. This explains why they are very active on social media. People in that age group are the ones that mainly populate the internet, so choosing a communication channel their target audience is most familiar with is a way Taco Bell practices effective marketing. Taco bell uses their social media platforms in order to reach their target audience and look into what trends their target audiences are into at that moment. 
	Ever since Taco Bell’s start, the goal was to produce fresh and quality food. They wanted to stand out from the usual food other fast food chains were serving, (which are burgers and fries). Taco bell has positioned themselves in a market where buyers want healthier fast food options. They have focused on health-conscious meals, including adding vegan options to their menu for a wider target audience. 
Tactics/Campaigns/Techniques
As stated above, Taco Bell works hard to reach their young/millennial audience. They go by the slogan Live Más, which sets up their entire marketing strategy. “Taco Bell’s “Live Más” message is crafted to inspire millennials to try new things and to live life to the fullest… a significant portion of the “Live Más” promotion budget goes to social media, digital tools, and other nontraditional channels,” (Kotleret al., 2020). According to Media Radar, Taco Bell uses about $100 million on their marketing. 
A fun way in which Taco Bell marketed themselves was opening The Bell, Taco Bell’s first hotel pop-up, in 2019. The hotel was opened in Palm Springs, California. The hotel was decked out in Taco Bell merchandise. Guests were able to enjoy signature menu items, and new menu items that had not yet been released. Taco Bell also had taco-themed activities for guests to enjoy like lounging by the pool in floaties that look like their infamous sauce packets! The hotel sold out in under two minutes, (Gross, 2019). The hotel opened on August 8, 2019 and closed on August 12, 2019. 
Taco Bell has always known who to collaborate with as well. They have collaborated with Forever 21, Mountain Dew, Doritos, and many more companies to create new engaging content for their customers. 
 One important campaign that should be mentioned is Taco Bell’s scholarship opportunity. According to Taco Bell’s website, “The Live Más Scholarship is for students who are pursuing higher education, preparing for the workforce, or using their passion to ignite change in their communities and beyond.” Students must be United States citizens with a good standing record in their higher education institution. Student submissions should include a 2-minute video that addresses three questions: What is your passion and how are you pursing it, how do you plan to use your passion uniquely to make a positive change in your community/world, and how will your education help enable you to pursue your passion? The Live Más Scholarship has awarded a total of $10 million to students across the United States. 
Loyalty/Rewards Program
	In 2014, Taco Bell became the first Quick Service Restaurant to introduce a mobile ordering and payment app where customers could make drive-thru and dine-in orders from the palm of their hands, (Kelso, 2020). The Taco Bell app is available on both the App Store and Google Play. The app allows customers to customize their orders and save their favorite customized orders for a quicker check out. The app became a hit, and other restaurants followed in Taco Bell’s steps. In 2020, Taco Bell expanded their digital properties by creating their Taco Bell Rewards Program. To become a Rewards Member, customers have to download the app and register their emails. New members are automatically given a free reward for simply signing up. After that, customers are rewarded points for every order they make using the app, (10 points are rewarded for every dollar spent). Once a customer reaches $250 points, they are able to redeem a reward. The rewards range from a free drink to a free classic crunchy taco. Rewards cannot be customized. Rewards Members also receive exclusive offers and a free birthday reward. Members are also given bonus point challenges where they complete challenges on the app for more points. 
Current Digital Marketing Programs/Activities
	Taco Bell is very active on social media. As of today, the chain restaurant can be found on Twitter, Instagram, Facebook, TikTok, Snapchat, LinkedIn, Pinterest, and YouTube. Currently, Taco Bell has 1.9 million followers on Twitter, 1.5 million followers on Instagram, 9.6 million followers on Facebook, 2.6 million followers on TikTok, 250 thousand on Snapchat, 11.3 thousand followers on Pinterest, 173 thousand followers on LinkedIn, and 131 thousand subscribers on YouTube. Taco Bell’s social media presence is unique because they create personal and fun relationships with their followers. They engage with their followers under posts and make relatable content in order to attract their millennial/younger target audience. According to Alina Gorbatch, “None of Taco Bell’s competitors have a brand voice as strong and recognizable as Taco Bell… Taco Bell now has a witty sense of humor and edge that attracts their exact target audience. They act like an old friend: they love banter, jumping on random conversations about tacos, emojis and memes,” (Gorbatch, 2017). Taco Bell also makes sure the homepage of their app remains updated with their latest rewards and news. 
Suggestions/Applications Needed
	When it comes to suggesting a new distribution channel for Taco Bell, it isn’t really necessary. Taco Bell utilizes every social media platform there is. And if a social media platform were to be removed, they will go on to the next. This example happened with the social media platform Vine. Taco Bell was active on Vine. They posted ads and little skits to promote their products, but then Vine was shut down. The next big thing was TikTok and Taco Bell got right on it. There is talk about TikTok being shut down in the states, and it is safe to assume that Taco Bell’s marketing team will be on top of whatever is trending next. According to Aditya Shastri, “Taco Bell’s innovative marketing techniques include collaborations with game developers, cricketers, and influencers,” (Shastri, 2022), so when it comes to distribution channels, Taco Bell is doing a great job.
	A suggestion I have for Taco Bell is to change their rewards program. The rewards program is a fantastic way to give back to your customers; But as a customer and a rewards member myself, I find the rewards program a little odd. When 250 points is rewarded to a. customer, they are able to redeem their reward. However, the customer only has a certain amount of time before their reward expires. An expiration date on rewards may seem unfair to a customer because there shouldn’t be an expiration on a reward. They spent money and should be able to claim their reward when they would like. They also only let customers choose from a specific list of items depending on which level they are in. A member is either in the Hot or Fire level. In the Hot level, members can only choose from 11 side or taco menu items. When a member is in the Fire level, they have access to all the 11 items in the Hot level, plus 9 more menu items that do not include specialties. I would suggest for Taco Bell to include more menu items for rewards. They could have a section where customers can view their total points and underneath that provide their menu items and price the items based on how many rewards points they believe the item is worth. 
An example: a customer has 500 points. They would simply scroll down on what menu item they are able to get with those 500 points, and they can redeem their reward. This way there is no expiration date needed and instead of Taco Bell choosing how the customer should spend their reward, the customer has the autonomy to use their points how they want.
Part II (Online Reviews Analysis):
Customers’ Satisfaction/Dissatisfaction and Suggestions
	Taco Bell customers leave reviews based on whatever location they visited. Reviews can contain comments about the food that was being served, the customer service, or the inside of the restaurant itself. On google, Taco Bell restaurants range from a 2-star review to a 3.8-star review. Again, this depends on the location a customer is visiting. For example, one of Taco Bell’s locations in Doraville, GA has a rating of 2.5 stars. One reviewer stated, “Pandemic level staffing, didn't take my order at the drive thru correctly, had to repeat my order at the window. Paid, then had to pull forward for 20 minutes in a questionable part of town. Undertrained staff, same thing you see in most fast food these days.” And another Taco Bell location on North Druid Hills in Atlanta, GA has a rating of a 3.7. One reviewer stated, “Consistently better than other taco bell locations in the area. Fresher food, better portions, usually nothing missing and special requests followed. Respectful staff. Lines will vary but usually not insane like other locations.”
	The same pattern can be seen on Yelp. Customers leave reviews based on which location they happened to visit. Yelp reviewers are a little harsher. The highest rating any Taco Bell location around the metro Atlanta area has is a 2-star rating. One reviewer that visited a Taco Bell location in Lawrenceville, GA stated, “Please just throw this entire Taco Bell. This is only my second time come here and only the second time that they don't have what they're advertising. It seems like everyone at this location is in a bad mood and doesn't want to be at work.” And another yelp reviewer that visited the location on Ponce De Leon Avenue in Atlanta, GA rated the restaurant 5 stars stating, “I placed a large online order with them for an event, and it was such a smooth process! The food was made well, and from me walking in when the order submitted to leaving with my food was less than 10 minutes for 50 tacos. I was very impressed! They made it happen and made my students very happy.”
	According to CustomerServiceScoreboard.com, Taco Bell’s service is rated at number 621 out of 1,014 companies on the website. It is fair to say that Taco Bell, although claiming they put their customers and employees first, may have a consistency problem in service throughout their locations. Customers want Taco Bells that are fully staffed and properly trained to handle their food. 
How Taco Bell Responds to Reviews
	Taco Bell rarely responds to bad reviews or negative comments about the restaurant. However, they do have an option on their website to contact them. They welcome feedback from their customers. Customers can go on the app or website and click “Contact Us.” From there, customers answer a series of questions based on their experience and submit the online form to Taco Bell. Taco Bell will either offer a refund or a free item if the complaint is bad. When it comes to positive comments, Taco Bell’s social media team will respond. If someone on Twitter says something nice about their Taco Bell experience, Taco Bell will sometimes quote the tweet in order to respond. This way, the positive review can be seen on everyone’s timeline. 
Marketing/Managerial Suggestions
	There are a few suggestions I have for Taco Bell in order for them to get better reviews online. My first suggestion is for them to retrain managers. When a manager is trained properly and does the job correctly, staff is much happier. My second suggestion is to increase their employee wages, of course depending on which position an employee has. It seems that employees need more of an incentive in order to provide better customer service. Happy employees create happy customers. I also think they should have an internal competition between their locations. Taco Bell can announce to their employees that the location with the most positive reviews for the year can win a big bonus for everyone’s pay checks at the end of the year, or something along those lines. As stated earlier, this would serve as an incentive for employees to get their act together and provide the best customer service they can.
Conclusion
	Taco Bell’s marketing game is really strong. From defining their target audience, to implementing campaigns, Taco Bell seems to be serious competition for many fast food restaurants. Their marketing strategies have made them very successful, with 7,791 open locations in 31 different countries. Even with bad reviews, Taco Bell continues to thrive. 	
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