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[bookmark: _Toc60537030]Introduction
Customers are the main focus of any business firm for creating profits, increasing brand value and surviving in the market. Better customer experiences can help in making the customers be happy and achieve these objectives. That’s why most of the firms always look for better customer experiences. Quality management within the firm can help in managing customer experiences more by providing products and services with quality according to meet the expectations of the customers (Raab et al, 2016). However, the customer experience and business strategy for managing customer experiences can be influenced by sometimes different situations and factors which may not be controlled by the firms. That’s why the firms need to take appropriate steps on managing customer experiences and quality of products and services of the firms to meet the customer demands.
This report is based on the quality system and customer experience management of a business firm named Holiday Inn. The main objectives of the report are to address how the external and internal factors can influence the quality system and customer relationship management within the firm. The internal and external factors including Covid-19 and their influences on the business quality system and customer relationship management of the firm will be analysed. Strategies and initiatives of the firm to cope with this situation and achieve business objectives will be analysed then. Different theories related to marketing, quality system and customer relationship management will also be evaluated. Finally, it will be analysed properly how the firm can overcome this situation and make better customer experiences to achieve business objectives.



[bookmark: _Toc60537031]Company overview: Holiday Inn
Holiday is a UK based American brand of a multinational hotel chain which is mainly a subsidiary of Intercontinental Hotel Group (IHG). The hotel chain hose more than a hundred properties in different locations around the world. It has more than 200 thousand bedrooms to sell around the world which are classified into different types according to their prices and types of facilities. It has more than 300 thousand employees for doing its operational activities and achieving the business objectives. The sales revenue of the firm was more than £4.6 billion for the year of 2019 which was also projected to be more than £5 billion in 2020. However, the world Pandemic Covid-19 has changed everything by stopping the movement of people. It is also reported that the review of all properties of IHG has fallen for this situation in 2020. Holiday Inn’s revenue has decreased by 52% in the first six months of 2020 (Alonso et al, 2020). So, it can also be predicted that the revenue of the firm for the second of half of the year may also decrease as there is a sign of improving the current situation. The hotel targeting all types of guests from home and abroad although most of the customers of the hotel are the tourists who visited the destinations from other cities or other countries and looking for better facilities in the hotels. All types of guests with a demographic profile can take the services from the hotel although the majority of its guests from higher or higher middle classes. It is serving both business and leisure travellers as the hotel has facilities of convention and conference activities. 
The mission statement of Holiday Inn is to make the life of the customers different through the touches of services while coming to the property and taking services from here. It will also ensure committed customised services with quality for ensuring better customer experiences. The vision of the company is to be the world great brand in the hospitality industry. The hotel will look for creating better customer experiences through committed and customised services so that it can be the most preferred place for the customers in the hospitality industry.


[bookmark: _Toc60537032]Factors including COVID-19 affect or influence organisation’s quality systems and controls for customers
The current situation in the world is becoming more frustrating for the hospitality industry as the Covid-19 Pandemic has made everything stopped. It has also stopped the movement of people. That’s why the hospitality and tourism industry has been affected negatively along with other business activities (Alonso et al, 2020). The customer experience strategy has also been changed as customers are looking for better support and commitment in this situation. That’s why different factors may influence the influence organisation’s quality systems and controls for customers during this situation which can be both internal and external.
[bookmark: _Toc60537033]Internal factors
The internal factors are the issues and things inside the business firms which can affect the whole activities and decision-making process of the firms. Most of the internal factors can be controlled by the firms although all the factors are not controllable for the firms. There may have some factors inside the firms which can be the result of external factors. That’s why firms do not have any control over these factors (Kaushal and Srivastava, 2020). The world pandemic Covid-19 is a major problem in the recent year which cannot be controlled by anyone. This major problem has also created many factors inside and outside of the firm on which the firms have little control. The internal factors as the result of Covid-19 on the activities of Holiday Inn are following.
Health and safety issues: The health and safety issues become the most the concerning point for the firms nowadays where both the employees and employers are concerned about this factor for the current situation. The firms need to think about the safety issues for the employees as well as for the customers. Holiday Inn has already taken different steps to make the employees free from these fears. These activities have increased pressure on the decision-makers of the firms who need to manage everything. It can also affect the performance of the employees as well as the service quality of the customers (Kaushal and Srivastava, 2020). Apart from that, extra demand from the customers for their safety and health issues during this time has also created more pressure on the service quality and customer relationship of the firm which is common for all the other firms. However, it is more important for the hospitality sectors as more customer engagement and movement of people are directly related to the customer services of the firm. That’s why Holiday Inn is sometimes facing more pressure in managing these issues. 
Extra formalities: The employees now need to ensure more formalities during the time of world pandemic Covid-19 for ensuring the safety and health of the customers. The employees also need to do these tasks after maintaining their safety which is also a major concern for the organisations. For example, the employees of Holiday Inn first need to make themselves clean from all types of germs and then the temperature of all the employees are measured so that the employees who have the risk of being infected by any virus are separated from others so that anyone cannot be infected by the current pandemic from that person (Gursoy and Chi, 2020). The employees then join their regular activities. They also do the same thing with the upcoming guests of the hotel. These extra formalities are also influenced the performance and quality. However, these activities somehow make the guests happy by meeting their expectations of health and safety. 
Costs: The current situation has increased the costs of the firms in different new areas and also increased the costs of different existing areas. These costs are also influencing the profits, quality and employee performance of the firms. Holiday Inn is also facing different new costs in this pandemic situation which are also for maintaining committed service quality standard for the guests. The firm is always committed to the guests’ safety and their health issues. The new safety measures of the hotel for preventing the effects of Covid-19 are increasing costs of the hotel. These costs are also decreasing the profitability of the firm (Gursoy and Chi, 2020). The decision-makers of the hotel are also concerning making a profit after meeting these costs and quality standards. They need to take new strategies and initiatives so that different types of costs of the hotel can be controlled by maintaining the same quality standard. 
Financial problem: The current situation of world pandemic covid-19 has been affecting the economic condition of the world by stopping everything. Most of the business activities are stopped at this moment as the movement of people from a place to another is also stopped for this situation. That’s why hospitality and tourism sectors are being affected more than any other sector. This economic crisis is also creating financial problems for the hotels by reducing the number of customers. It is shown that the revenue of Holiday Inn for the first six months of this year decreased by 52% from what it was in the previous year (Jones and Comfort, 2020). It can be said as an alarming situation for the hotel which also the same for other organisations in this sector. Maintaining proper quality standards and customer experience is a challenge for the hotel. It is also challenging to achieve organisational objectives by doing these activities successfully. 
HR management: Employee management has also become challenging for HR executives during the current situation. The employees are losing their motivation in working outside of their homes. Different organisations also facilitated the employees working from the home so that they may not face any problem by going outside of the home and getting touches of other people. However, it is not possible for the hotels as the guest service are directly related to the presence of the employees and the guests (Jones and Comfort, 2020). They need to encounter the guest for servicing them and meeting their needs and demands which can increase their health risk. That’s why many employees are losing motivation in working with the hotels at this moment. It is also influencing their performance with the firm and also the quality system of services. 
[bookmark: _Toc60537034]External factors
The external environment is the external forces and issues of business on which the firms have no control rather these factors may influence the business functions and decisions making processes. The decision-makers must know how these factors are coming and their impacts on the business functions (Davahli et al, 2020). The current world pandemic situation is also creating these external factors making different influences on the business activities and decision-making process of the executives. 
Political factors: The overall political condition of any area can affect the business activities of that region. Different policies and regulation from the government and authorities can also influence the decision-making process of the firms. It can also affect the quality management system of organisations. Holiday Inn is also facing different restrictions and rules from the political factors in the current time. The UK government has created many restrictions on different occasions which may create crowd and movement on people. It is affecting the overall earnings and revenues of the hotels as travel is the main way to make customers for the hotels. Different events can create the purposes of these travels (Davahli et al, 2020). Apart from that, the hotels also need to take initiatives for the health and safety of all which are also increasing the costs of the firms. However, these initiatives by the hotels are increasing service standards and meeting needs of the customers. So, political factors have both negative and positive impacts on the quality system of Holiday Inn.
Economic factors: The world is facing an economic crisis throughout the whole year which is influencing all the business functions. Most of the business activities are stopped at this moment as the movement of people from one place to another is also stopped for this situation. That’s why hospitality and tourism sectors are being affected more than any other sector (Baum and Hai, 2020). It is shown that the revenue of the Holiday Inn for the first half of this year decreased became less than half of what I could gain in the last year for the same time. Maintaining proper quality standards and customer experience also became a challenge for the decision-makers in this time. An imbalance also created in the other related segments of economy which are also influencing the quality system of Holiday Inn. The supply chain consistency is broken for this situation which is also creating more complexities for the hotels. The labour market is also imbalanced in this time which is making problem for the firm in getting better employees for better performance, improving quality and more expertise. 
Sociocultural factors: People from society are the main catalyst in creating profit for the firms. Their lifestyles, demographics and buying behaviour can also influence the performance and activities of the firms. Holiday Inn is now facing different customer demands and expectations as a result of world pandemic Covid-19. People are more conscious about the service quality and ways of services. They are looking for more safety assurance while taking services from the firm (Baum and Hai, 2020). That’s the costs and efforts of the hotel are also becoming challenging against its profitability as it needs to expand more on these issues. For example, the hotel needs to make the whole hotel area clean and disinfected by using different medicines and chemicals more frequently than before which is increasing its costs. The employees are also facing more challenges in meeting the needs of the guests. The decision-makers of the hotel therefore facing a critical time in managing all the complexities at the same time.
Technological factors: Technological advancement has made the business functions easier for all types of industries. The hospitality and tourism activities are also becoming more beneficiaries from this blessing. Different technological devices have made the activities easier to achieve their business objectives. People can now book their rooms more long-distance without going there via the internet. The hotel can manage these activities through its reservation system and online server. They can also get all types of updates about the hotel through online platforms which have created more benefits for the customers (Filimonau, 2020). However, the customer demands and their buying behaviour has also changed for this technological improvement which became more changed during the time Covid-19 pandemic. The customers now want more commitment from the hotels for taking services. They can now compare the service quality of the market competitors through online reviews from the guests who have already experienced the services. That’s why it becomes more complex for the hotel to maintain all these things at the same time. It became more difficult for it as the number of customer for this industry has decreased during this time. So, the decision-makers of the firm are facing more complexities in dealing with these issues even though they are getting more benefits from advanced technologies. 
[bookmark: _Toc60537035]Support systems for meeting customer quality requirements and maintaining good customer relationships
Customer relationship refers to better connection and communication with customers as a part of customer services which can help in making the customers happier. Most of the firms always look for better customer relationship (Buttle and Maklan, 2019). It can also help in achieving business objectives by creating better brand loyalty and more fame in the market. 
The current situation of the world is not good for all types of organisations including Holiday Inn. The customer behaviour and their demands are also compelling the firms in taking new strategies and initiatives so that the customers can be made happy and satisfied. That’s Holiday Inn is also taking different initiatives so that it can make the customers happy with better service quality standards and more customer engagement. The following activities will be done by the hotel for achieving these objectives. 
Customer relationship management plan: A proper plan can help in doing any task successfully and achieve the objectives of the plan. Thus a customer relationship management plan can also help in doing all the activities in managing the customer relationship and achieving the objective of the firm (Filimonau, 2020). Holiday Inn can take a customer relationship management plan by which it will ensure the customer service quality requirements and achieve the business objectives. The hotel first needs to define its missions, vision and objectives so that the plan can be according to them. Then it needs to select the target market on which the plan will be developed. The hotel finally needs to select the activities which will help in achieving the objective of this plan. This process can also be completed through accumulating all the activities based on the plans and its objectives. 
Cost reduction: Cost reduction must be given more priority by the hotel for many reasons. The current financial condition of Holiday Inn is not satisfactory as it is seen that more than 50% profit has decreased during half of the current year in comparison with the previous year. Apart from that, the number of customers and occupancy rate of the hotel has also decreased in concerning rate. On the other hand, the cost of the hotel during the pandemic situation has also increased more to meet new policies and customer requirements. That why the hotel needs to reduce the operation cost of the hotel so that it can make more profit in the current situation. However, it also needs to be more careful in maintaining the quality standard to achieve the objective better customer relationship. The firm needs to maintain discipline in all of its activities so that more efficiency can be maintained which will also help in costs reductions. For example, the employees need to be more trained and motivated towards their duties and responsibilities so that they can give more outputs for the hotel (Baum et al, 2020). Different motivational rewards can also be given for the employees so that they can work more for achieving the business objectives. These rewards and motivation can increase the cost of the hotel for once but it will give more benefits for a long time. Different training programs can also be arranged for the employees so that they can be more motivated and efficient in their work.
Identifying and solving internal issues: There may have a different internal issue within the firms which can also affect the quality system, customer relationship and achievement of business objectives. These issues are needed to be found first and then solved as soon as possible. There may have different issues in Holiday Inn which can affect the quality system of the firm and its overall success in managing customer relationship. The current pandemic situation can also raise some new issues which can also make the same impacts on these important things. It is found that the hotel has a problem with increased variable costs in its operational activities which is affecting its overall profitability (Baum et al, 2020). There is also a lack of employee motivation as they have fear of being infected by diseases during this time. These problems need to be fixed so that it can be meet the business objectives by marinating the proper customer service quality requirements. There are also effects from the external environment which became severe for the recent situation. 
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The PDCA or Plan-Do-Check-Act cycle is a quality management theory which is mainly used for continuous improvement within the firm. This cycle is often used by most of the firms which more production activities who need to ensure better quality standard. The service firms are also using this model for improving their overall service quality through a continuous process. Holiday Inn can also use this model and achieve its objectives of service quality requirements from the customers (Buttle and Maklan, 2019). There are four steps in this model such as plan, do check and act are done for continuous improvement of the firm. As the hotel needs to improve the service quality to meet the customer requirements on service quality standard, this cycle can be used for achieving its objectives continuously. 
Plan: The organisation needs to plan its activities at the very first level where the future activities for achieving its objectives will be included. For example, it is looking more cost reduction from the operational acti8vities so that profitability can be ensured with committed service quality standard. That’s why the firm needs to plan first about these issues. It needs to set from where the costs will be reduced and which types of activities are needed for achieving this objective. It is observed that the firm is looking for better performance from the employees and that’s why it is trying to give them more motivation and supports so that they can more positive towards the organisation and their roles and responsibilities. So, these activities should be included in this plan. 
Do: The hotel needs to implement the plan in this stage where it needs to those activities which included in the plan. The hotel is looking for cost reductions with committed service quality requirements. So, it needs to maintain discipline in all of its activities so that more efficiency can be maintained which will also help in costs reductions. Then, the organisation can give different motivational reward to the employees so that they may be more positive towards their job roles. Although these rewards and motivation will increase the cost of the hotel for once, it will give more benefits for a long time (Hassan et al, 2015). Different training and development programs can also be arranged for the employees so that they can be more motivated and efficient in their work. Finally, the effects of the external environment on these activities should also be managed properly so that all the activities can be done according to plans. As this model is for continuous improvement of quality, all the quality improvement activities will also be done continuously at the same time. 
Check: In the checking stage, the hotel will check the progress of the work which has been done in the previous stage and also check whether the activities are done a correct way. The employees will also do the performance measurement activities so that performance can be checked properly to justify whether all the activities are done properly. The planning implementation and service management team of the firm will take or allocate responsibilities to the employees who will do these tasks. They will match the activities and progress of the implementation according to the plan and recommendations of the final action. They will also justify whether the initial plan is made perfectly (Hassan et al, 2015). That’s why the performance measurement team may also recommend for a revised plan on which the correct activities will be done. Holiday Inn often makes feedback team for any correction activities while implementing the plan. The performance feedback team will let the planning and decision making executives of the hotel for further action. For example, it is found that employee motivation is not up to the mark. So, it will recommend for more employee motivation initiatives so that they can perform better. 
Act: The final actions will be taken based on the recommendation and corrective suggestions from the checking stage. The implementation team will work for making all types of correction actions so that it can help in achieving the objectives of the plan at the final stage. The activities of continuous improvement of quality will be finished by this stage (Badwan et al, 2017). As Holiday Inn is looking for fulfilling the customer service quality requirements with costs reduction, it will get the benefits of cost reduction at this stage which will also help the hotel in achieving its business objectives. This stage is successful in most of the cases as all the mistakes are found and corrections are done at the previous stage. That’s why there is less possibility of being a failure in this stage. So, it can be said that the hotel will be able to reduce its costs, maintain customer service quality requirements and meet their demands in achieving business objectives by following this model. 
[bookmark: _Toc60537037]Marketing communication mix
Marketing communication mix model refers to the process where it is shown how the business firms are communicating with its customers or make the products reach to their customers. There are different promotional tools or marketing communication tools which can help in communicating the products and service to the customers. All the process or tools of the marketing communication mix are servicing the same objectives which are to reach the perfect products or services to the perfect customers. Holiday Inn is looking for a better customer relationship with the customers by meeting their requirements (Badwan et al, 2017). The current situation has changed the customer behaviours and their expectations and behaviours also changed where these tools can be helpful in managing better customer relationships.
Advertising: Advertising is the best way to promote the products and services of any firm to the customers. It can help in making the customers know about the products and services more frequently so that they can change their choice after a time. Holiday Inn is also taking different advertisements through different media for making the customers more known about its services (Hu et al, 2020). However, the firm can only select internet-based advertisements like websites, social media and emails to reduce its costs. 
[image: Marketing Mix Communication - Marketing Mix]
Figure: Marketing communication mix      Source: (Soltani et al, 2018)
Sale promotion: Sales promotion is another important way to communicate with the customers and promote the products and service of the firms. Holiday Inn can also take different sale promotion activities which may help in increasing its sales volume. It can give different sales offers for the customers so that they can attract by its special products and services (Soltani et al, 2018). It can also arrange different sale campaigns which will be more effective in promoting the services of the hotel. 
Direct marketing: Direct marketing can directly approach the customers in knowing the products and services of the firm. It can a good initiative for Holiday Inn in the current pandemic situation as it is facing a different crisis related to profitability and financial loses. 
Public relation: Public relation can help in creating a better relationship with the customers by making more communication with them. It can also help in promoting products and services. Holiday Inn can also take this tool for creating better customer relationship examples for the firm. 
Publicity: Publicity can also be taken by Holiday Inn for making a better impression on the minds of customers towards the organisation and its products and services (Elena, 2016). Holiday Inn can also take this tool for creating better customer relationship by more publicity of the products and service of the hotel.



[bookmark: _Toc60537038]Conclusion
Customer relationship management is given priority by most of the firm which is more important in the hospitality service organisations. The firms need to take different initiatives for managing the customer relationship and achieving the business objectives. Service quality management is one of the major requirements which can make the customers happy (Raab et al, 2016). The current situation of world pandemic is also creating more demands from the customer sides about service quality requirements. That’s why the firms are facing more complexities in meeting these requirements. The firms should be more careful in making their costs and quality of operational activities so that customers can be satisfied at the same time profitability of the firms can also be managed. All the activities should be according to plan and analysis so that success can be gained in this pandemic situation. 
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