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[bookmark: _Toc78629550][bookmark: _Toc79095618]Introduction
Customers are the key aspect for every organisation as the organisation works for the customers and the customers are the reason because of which the functioning of the organisation goes on. For an organisation, it is very important to understand its customers and the types of the customer they tend to deal right now and in future. For years and even today, Customer Experience (CX) is the heart of every business and this is because giving the customer the best experience helps in the achievement of the competitive edge and competitive advantage in the market (Becker et al., 2020). However, the emergence of COVID 19 has impacted the working of the businesses and the lives of the customers in the market as it has changed the behaviour of the customers in the market and this is why the organisations had to implement a Customer Relationship Management system in its working for improving the working of the organisation and give immense experience to the customers. To explain the better meaning of Customer Relationship Management in an organisational context Marriott Hotels and Resorts have been selected (Rahimian et al., 2020).
Marriott International Inc. is an American multinational company that was founded in 1957 by J. Willard Marriott. The company is led by his son Executive Chairman Bill Marriott and the President Chief Executive Officer Arne Sorenson. The headquarters of Marriott Hotels and Resorts is in Bethesda, Maryland, United States (Marriott Hotel and Resorts, 2021). The reason behind the choice of this organisation is its immense customer relationship management system in its working. Marriott Hotels and Resorts take proper use of the customer database to understand the customers and make proper strategies to work based on the database they have of the customers. The main reason behind the choosing of Marriott Hotels and Resorts is that as COVID 19 came into action the hospitality industry got affected drastically in a positive and negative manner and the main customer experience and management are mainly seen in the hospitality industry (Becker et al., 2020).


[bookmark: _Toc78629551][bookmark: _Toc79095619]Key marketing theories
In this part of the report, there will be the discussion of the various marketing theories which an organisation can use for promoting their product and services in the market and with which they can be contributing on the large scale to manage the challenges and the operations which run in the organisation and outside the organisation. Much time the people think normally that marketing is just a normal concept but whereas from the business point of view they need to make strategic plans for the promotion and advertisement of their products and services and serve the market in an effective manner to achieve the milestone. Here the marketing theories and concepts which are mentioned is in the context of Marriott Hotels and Resorts which they have used and which they need to use for their effective working in the market. The two of the most used and most famous theories which the organisation uses are Ansoff’s Matrix and porter's five force model analysis; these two are chosen for the sincere discussion on the marketing strategies of Marriott Hotels and Resorts (Zeithaml et al., 2020).  The two of the theories are discussed below:
ANSOFF’S MATRIX
Ansoff’s Matrix was introduced by Igor Ansoff in the year 1965 which was done with the motive of developing strong ideas and strategies for the business organisation for their development and for implementing the desired strategies and ideas for the achievement of the goals and objectives of the organisation in the market. Ansoff's Matrix is used by the organisation to identify and understand the various challenges which prevail in the market which can lead to a great obstacle in the working of the organisation and after the identification this theory works as a helping guide to overcome the obstacles in the way and helps in the survival of the company in the market for a long time. There are four strategies that the organisation needs to use the direct the situations in the market and to have a long survival and sustainable development in the market (Dawes, 2018). The four strategies that organisation needs to use are as follows:
· Market Penetration-   In this stage, the organisation needs to make sure that they make proper strategies for enhancing their sales in the market and the main aim by using this strategy will be the have a stable and increasing market share of the organisation in the market as compared to the other organisations in the market. The main aim behind the use of the strategy is to make proper tools for enhancing the market share and the sale of the company so that they have a stable position in the market and have sustainable growth in the market. Marriott Hotels and Resorts can make a successful and effective penetration strategy for lowering the cost of the products and services of the organisation and give pleasure to the customers with their service (Loredana, 2017).
                      [image: Graphical user interface, application

Description automatically generated]
[bookmark: _Toc78632374]Figure 1: Ansoff's Matrix Model
(Source: Dawes, 2018)
 
· Product Development- In this, the organisation needs to make strategies for bringing out a new product for the customers in the market and give tough competition to the other competitors in the market with the effective product and high market range of the product. There are various entrepreneurs in the market who are planning for the launching of the new and effective product in the market; so here the Marriott Hotel and Resorts specialized team can make strategies for bringing out a product which is needed by the customers such as after COVID 19 customers are in need of healthy food and drinks so they can bring out health drinks and food for them and by doing so they can have increased in the customer base and growth (Dawes, 2018).
· Market Development- In this the organisation need to make strategies for the expansion of the business and this process is basically done by the manager and the experts of the organisation. In this, the manager and the expert try to find answers for various questions such as how the company can grow or expand in the current market, how the organisation can expand in the geographical market which is in other countries and how to make a proper and brief study of the market to understand where to expand. Here Marriott Hotel and Resorts can use the latest technology such as social media to understand the market working and the area in which the organisation can expand (Dawes, 2018).
· Diversification- Diversification is the process in which the organisation diversifies the existing product in a new market or new product in the existing market. this is the last stage of the model in which Marriott Hotel and Resorts need to make focus on diversifying their products and services in the new market or in the existing market so that they can get more market area to work or more customers base which will help in the growth and expansion of the business in an effective manner (Loredana, 2017).


PORTER FIVE FORCE ANALYSIS
Porter’s Five Force analysis is yet another very successful and most used model by the organisation which helps the organisation to identify the opportunities and threats which are prevailing in the market which will help the organisation as a guide before entering into a market and make effective strategies which can overcome the threats and grab the opportunities. Marriott Hotel and Resorts need to make use of this tool for understanding the market in an effective manner to overcome the challenges which might come in the way of their working and expansion of the business (Grebenshchikova et al., 2017). The five forces are described below:
· Competitor Rivalry- In the market there are coming various competition day after day and this is because of the changes which have arisen because of the various crises which have come in the whole world. There are various competitors in the market of Marriott Hotel and Resorts such as Hilton hotel, Hyatt hotel, Tower Hotel, etc. to maintain their working in the market in an effective manner then Marriott Hotel and Resorts need to make proper strategies for overcoming any challenges which might come in the working of them (Bruijl, 2018).
· New Entrant threat- Opening a new restaurant or starting up a new pub requires a lot of investment as well as resources and this is why the entrant threat for Marriott Hotel and Resorts is very low and this is what is enjoyed by Marriott Hotel and Resorts as there are already many competitors in the market of Marriott Hotel and Resorts and entrance to the restaurant market is very difficult.
[image: A picture containing text, businesscard

Description automatically generated]
[bookmark: _Toc78632375]Figure 2: Porter's Five Force Analysis
(Source: Grebenshchikova et al., 2017)
· Substitution threat- As it has been mentioned in the above statement that there are many competitors of Marriott Hotel and Resorts UK which makes a great challenge for them to have the threat of having substitution which the customers can make and substitution of the new products which the other company might be offering which attracts more of the customer base. This is why the threat of substitution is very high in the case of Marriott Hotel and Resorts UK (Bruijl, 2018).
· Supplier Power- there are various suppliers in the market who supplies raw material to Marriott Hotel and Resorts UK which makes Marriott Hotel and Resorts UK be able to procure the raw materials and resources from any suppliers and in an easy manner which means the supply power very low which does not affect the working of Marriott Hotel and Resorts UK (Grebenshchikova et al., 2017).
· Customers Power- the customer base of Marriott Hotel and Resorts UK is very strong and with its immense service, it attracts a large number of customers from worldwide which makes the market share of Marriott Hotel and Resorts UK very strong as well. So here the customer power of Marriott Hotel and Resorts UK is considered to be very low as compared to other organisations (Bruijl, 2018).
[bookmark: _Toc78629552][bookmark: _Toc79095620]
Influence of COVID-19 on the Quality System of Marriott 

The occurrence of pandemic COVID 19 affected the working of every organisation and every industry all over the world. There are various factors that have affected the quality system of various organisations all over the world and same as for Marriott Hotel and Resorts UK during the pandemic COVID 19 (Le et al., 2020). The factors which have affected the quality system of Marriott Hotel and Resorts UK as described below:
1. The first factor which affected the working and the quality system of Marriott Hotel and Resorts UK is the worldwide lockdown for the curbing the spreading of the virus and affecting the lives of the people. All the businesses were shut down after COVID-19 pandemic has occurred. However, some of the businesses have resumed their services and products sales after a point of time when the situation has got normalised. These businesses were able to resume their operations with the help of online mediums. However, businesses like Marriott hotel which are dependent on the physical contact and guest visits lost their market share drastically which has affected the working of the organisation badly (Pramono et al., 2021).
2. The second reason for the effect on the quality is the lack of communication between the employees of the organisation which when the lockdown was implemented everyone was working from home and people were asked to stay at distance from each other to curb the virus to be spread. And while this there was a gap in communication between the employees of the organisation which affected the quality system of Marriott Hotel and Resorts UK. The organisation was facing issues in delivering the service to the customers on their doorstep during the lockdown period. This created a great effect on the working of the organisation and to cover their working as compared to the normal working pre-COVID 19 (Le et al., 2020).
3. The recession and the market collide has affected the working of all the organisations in the market and mainly the organisation in the hospitality industry such as pubs and restaurants has got very severe effect from the COVID 19. The hospitality industry is one of the most important parts of the market and Marriott Hotel and Resorts UK revenue in the recession period fell from 7.96 per cent to 4.7 per cent in 2021 and continued. This is why the market collides and recession is one of the most raised issues for the influence on the working of the organisation.
4. The occurrence of pandemic COVID 19 affected the working of every organisation and every industry all over the world. Due to uncertainty in finding solutions to overcome this COVID-19 imposed challenges, the customer behaviour has changes invariably. The lockdown imposed by the government has declined the sales rate of the hotel (Pramono et al., 2021).
[bookmark: _Toc78629553]
[bookmark: _Toc79095621]Models and theories of Customer Relationship Management
There are several theories and models proposed over the years for the effective management of customer relationship. Customer relationship management is a very crucial aspect for the businesses, especially in hotel industry as it is a service-based industry.  An organisation should maintain healthy customer relationship with the help of effective strategies to get connected with the customers and to communicate, to know about them, to understand their choices, etc. An effective relationship between the customers and the organisation is very important to be maintained from both the end whether it is an organisation or the customers. In this part of the report, there will be a discussion of the customer relationship management theory and concept by which Marriott Hotel and Resorts UK can enhance their relationship with the customers and by this, they can improve their market presence and value. By implementing the theory and concept of customer relationship management Marriott Hotel and Resorts UK can earn more profit and even increase their customer base by having effective branding in the market (Amanda et al., 2018). The model of Customer Relationship Management which the organisation can use is IDIC model.
IDIC Model – The IDIC model has been introduced by Peppers and Rogers group to maintain effective customer relations. This model has 4 stages; Identify, Differentiation, Interact and customise (Gate, 2017). Through these steps, a business can systematically establish a strategy based on the needs and values of the customers to maintain effective relations in the following manner:
· Identify- Initially, a business organisation needs to identify the customers that needs to be engaged. By understanding their behaviour, needs, and wants, the business can establish an effective strategy to produce goods and services accordingly for having effective sale and profit. To understand the customers in the market, a business needs to ensure that it understand the customers effectively based on their details such as age group, gender, etc. This can be done by collecting the information of the customers frequently. For this Marriott Hotel and Resorts, UK can use an online survey method by which the customers will be connected with the help on emails and social media platforms where they need to fill out their information including their preferences and needs. This will help Marriott Hotel and Resorts UK to get the proper information of the customers (Gate, 2017).
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[bookmark: _Toc78632376]Figure 3: IDIC Model
(Source: Colomer et al., 2017)
· Differentiation- Differentiation is the next step in which the customers’ needs to be differentiated based on their values that they have associated with the business and based on their needs that can be fulfilled by the products and services of the business. Based on the information of the customers, Marriott can focus on differentiating them from each and in small-small groups based on their needs, their age and their requirements from the organisation. By doing this the organisation will get a clear idea of what to produce, how to produce and how they can satisfy the customers effectively (Gate, 2017).
· Interact- This is the 3rd stage of the model in which determined Customer Relationship Management strategies needs to be implemented by the business on customers. This can be possible when the organisation gets into interaction with the customers in the market and understand their issues and complaints and try to find out the best solution for the same so that the customer gets satisfied with the service of the organisation. It further helps in understanding the needs and wants of the customers in details as well as improving the knowledge base of the business (Colomer et al., 2017).
· [bookmark: _Toc78629554]Customise- in this stage the organisation after taking up all the information of the customers in the market. in this the organisation tend to make sure that they have the information which will be of use to them to make modification in their working and they will be able to produce the best product and service for the customers in the market (Gate, 2017)
[bookmark: _Toc79095622]Marriott Hotel and Resorts support factors in COVID 19
The occurrence of pandemic COVID 19 affected the working and the quality of every organisation and every industry all over the world. There are various factors that have affected the working of various organisations all over the world in a positive manner as well which is like a supportive factor and the same as for Marriott Hotel and Resorts UK during the pandemic COVID 19 (Neger et al., 2020).  The factors which have supported the quality system and the working of Marriott Hotel and Resorts UK as described below:
1. Technology has played a very important role in the development of the market and the working of the various organisations during COVID 19. It has increased the use of technology in the operations of Marriott hotel. Due to constraints of COVID-19, the organisations has communicated with the customer base through social media, websites, and email mediums. To communicate with the employees to the technology such as video calling, zoom meets, etc has helped (He et al., 2020).
2. Technology has played a very important role in covering up the severe loss which the organisations have faced during the COVID 19 and this is like the employees in the organisation were asked to stay at home to work from home and with the help of technology everyone in the organisation was able to stay connected to each other and work remotely. The employees were able to get connected to the administrator, the boss from any place in the world which made effective communication and effective work working from home (Neger et al., 2020).
3. The organisation chooses the e-commerce and online delivery channel to provide the customers what they are in need and requirement when they are in a period of crisis. Marriott Hotel and Resorts UK chose to have an online portal on which the customers can come and make their booking for the service and products they want even they can write down their complaints, queries and requests which Marriott Hotel and Resorts UK will be reviewing and fulfilling the needs and orders of the customers on time and in an effective manner (Kumar et al., 2018).
4. During the lockdown, the customers were more in need of online services which means doorstep delivery and here Marriott Hotel and Resorts UK were able to deliver the food and hospitality with the help of e-commerce and online delivery service which they started (He et al., 2020).
So here it can be concluded that technology and online platform has helped Marriott Hotel and Resorts UK to cover up the severe loss which they faced during the COVID 19 and till today they keep the use of technology and online platform for making the effective move in the market and have sustainable growth and expansion at the same time with good branding and customer base (Kumar et al., 2018).
[bookmark: _Toc78629555]
[bookmark: _Toc79095623]Application of quality process in the workplace
Quality management is very important for the growth and sustainability of a business. Quality check process helps in monitoring the quality and performance of the organisation. This is done with the motive of that the customers in the market get the products and services at the best price and with the best quality and performance which can make the customers in the market happy and satisfied with the services. In this context, Marriott Hotel and Resorts UK also do a proper quality check of their food and the services which they provide and this is done with the help of the specialized team which has been hired by the Marriott Hotel and Resorts UK (Laporte et al., 2018).
The quality check done by Marriott Hotel and Resorts UK is done on a very frequent basis which makes the organisation known in the market for their promising behaviour towards the safety of the customers and the employees of the organisation. The quality process or the quality management of the organisation is a very important aspect for the business as it helps the organisation in gaining the trust of the customers in the market and it helps in retaining the existing customers of the organisation and attracts new customers from the market. Customer is one the most important asset for the organisation as it is very clear that an organisation works for the customers and the organisation runs because of the customers (Liebert, 2017).
[bookmark: _Toc78629556]Every organisation has a quality manager who does a proper check on the quality and performance of the products and services and when once the quality manager approves the quality of the products and services of the organisation then the product and service is ready to go to the customers in the market and with approval the product and service are marked safe and trusted (Laporte et al., 2018).
[bookmark: _Toc79095624]Effective Customer Relationship benefits
It has been mentioned and discussed above the customer is one the most important asset for the organisation as it is very clear that an organisation works for the customers and the organisation runs because of the customers (Soltani et al., 2018). So having an effective Customer Relationship is also very important as it has various benefits to the organisation and the various benefits of the effective customer relationship are as follows:
· Firstly, effective customer relationship in the organisation is very important for the effective working of the organisation and this helps the organisation in being responsive towards the customers and has trust between the management of the organisation and the customers in the market. During the running of COVID 19, it became very difficult for the managers of the organisations to stay connected with the customers and understand the needs and wants of the customers after their perception changed because of COVID 19 (Soltani et al., 2018).
· By having effective customer relationships the manager of the organisation will be able to get connected with the customers and understand the needs, preferences and requirements of the customers and helps in building the loyalty of the customers towards the organisation and hence it has been proved that the review and the connection with the customers are very important to bring changes in the working process to bring growth and development (Dewnarain et al., 2019).

[bookmark: _Toc78629557][bookmark: _Toc79095625]Conclusion
From the discussion above it can be concluded that every organisation needs to manage healthy and effective relations with customers especially after COVID 19. This report covers the various parts which are factors that affect the working of the Marriott Hotel and Resorts UK and the factors which are supportive to Marriott Hotel and Resorts UK. It also covers the quality process importance in an organisation and the benefits of effective customer relationship management. 
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