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[bookmark: _Toc59116359]EXECUTIVE SUMMARY 
The report is presented with the motive to evaluate the significance of customer relationship in business growth and progress. Holiday In is one of the leading and largest hotel chains in the UK providing hospitality services like lodging, food and entertainment in various geographic locations. The company is aiming to enhance customer experience and retention that majorly impacted due to the COVID-19 pandemic. Although the company is focusing on the quality control system for maintaining the quality of services and customer retention. The company is majorly focusing on policies, health and safety and quality of hospitality services that can enhance customer satisfaction level. From the analysis of internal and external business environment through Swot, Pestle and Porter’s five force analysis models, it is observed that the COVID-19 pandemic impacted the business and customer experience for Holiday Inn hotels negatively. Lack of technology advancement, no full geographic presence, and high level of competition from competitors like Hilton, Marriott and Carlson Hotels impacted the business majorly. In all the company can adopt strategies like technology adaptation, training to staff, effective customer support and privacy maintenance for developing and maintaining good customer relationship.
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[bookmark: _Toc59116360]INTRODUCTION 
Customer experience is a holistic perception of individuals experience with the business or brand. The experience of the customers with a company or brand relies on the interaction of the consumer with the organisation in any way like navigation of the website, communication with the customer service or purchase of any product. Customer experience and satisfaction level have a huge impact on the business profit and progress and so the company needs to focus and maintain customer satisfaction. Covid-19 pandemic changed the way of living and working making it essential for the company like Holiday Inn to adopt new and effective strategies to maintain good customer relationship (McColl-Kennedy et al., 2019). The report will discuss the quality control system for a customer in the Holiday Inn along with the internal and external business factors that impacting the quality control system of the firm. Based on the analysis effective strategies will be carried out that can help the Holiday Inn Company in developing and maintaining good customer relationship and customer experience. The main motive of the report is to discuss the significance of customer experience along with developing strategies for enhancing the same. 


[bookmark: _Toc59116361]HOLIDAY INN COMPANY 
Holiday Inn is a Hospitality industry company founded in the year 1952 by Kemmons Wilson. The Hotel is a subsidiary of the InterContinental Hotels group and headquarters of the company is in Denham, Buckinghamshire, UK. The company operates worldwide areas including America, Middle East, Europe, Asia Pacific and Africa. The hotel chain is known as one of the largest hotel chains in the world with around 1,170 active hotels including approximately 214000 rooms (HolidayInn, 2020). The company is a hospitality sector firm and provides services including food services, meetings, conventions, and lodging. In present, the company has approximately 36,643 of staff that benefitting the company in generating an annual revenue of around US$ 2.08 billion. The global pandemic impacted the business of the company adversely along with influencing the customer experience on which the overall business progress relies. The internal and external business factors affect the business operations and performance for which it is essential for the company to evaluate the factors and carry out effective strategies for maintaining business growth and productivity (Chathoth, 2016).        
[bookmark: _Toc59116362]BUSINESS OBJECTIVES 
The key business objectives of the Hotel Inn Company are as follows-
· To enhance the profit percentage and business revenue by enhancing and understanding customer experience. 
· To creative a trustworthy, respectful and powerful brand image in business world by fulfilling customer’s expectations and demands. 
[bookmark: _Toc59116363]QUALITY SYSTEMS AND CONTROL FOR CUSTOMERS 
The quality system is the organisation's blueprint that defines the business model and processes that contribute to maintaining customer satisfaction level and business progress. Quality control is important for developing a successful business that provides products and services that meet and exceed consumer’s demands. The quality control system also helps the firm in minimising waste that contributes to a high level of productivity as well as maintains business sustainability (Kandampully et al., 2018). Holiday Inn is one of the biggest hotel chains in the UK and thus for maintaining customer satisfaction level the company emphasis on the quality control system. The quality control system is a big area to study and includes various factors like health and safety, business policies, company's annual report and quality of the product that can influence customer’s experience (Lemon and Verhoef, 2016). The adaptation of the system by the Holiday Inn Hotel for maintaining customer satisfaction level is as follows- 
Policies
Policies are the set of rules and regulation that business develops for maintaining social, cultural and economic factors within an organisation. Business policies help in maintaining the effectiveness of operations as well as the sustainability factor within the organisation which is significant for future business progress. Holiday Inn company emphasis on the business policies including consumer laws, equality and diversity policies, labour policies and other legislation which are essential for brand reputation. Implementation of policies helps the company in maintaining customer trust and faith as well as the smooth functioning of the operations (Jain et al., 2017). For example, the Holiday Inn Hotel developed policies related to food services that help the staff in servicing the customers well by providing the dishes as per their wish. The fulfilment of the wish maintains satisfaction level as well as trust and faith among customers which is important for business growth. Also, policy adaptation maintains sustainability by utilising the resources as per requirement and working as per schedule. Every staff within the hotel obeys the policies and procedures as per responsibilities that maintains smooth business functioning and customer satisfaction level (Kandampully et al., 2018).  
Health and safety
Healthy and safety of the guest are one of the major factors on which the Holiday Inn Hotel emphasis. In the global pandemic, the health and safety of customer become more important as it is the responsibility of the hotel to maintain the safety and privacy of the guest. Health and safety maintenance is also important for the company to maintain a clear and effective business position in the commercial world. Health and safety maintenance is a part of quality services and thus Holiday Inn Hotel adapts various ways to maintain the health and safety of the guest. For example, there is 24*7 hours availability of emergency services including medial team and ambulance services in case of emergency (Bolton et al., 2018). Apart from health issues, the whole hotel is under CCTV surveillance that maintains that security of the guest. The hotel also has a helping desk and inquiry room that resolves issues of guest related to any query. Availability of guards with security gadgets reduces the chances of terror attacks of unethical activities within hotel premises. All these safety and security activities maintain the smooth business functioning as well as build customer’s trust and faith towards the company. The partnership of the hotel with leading industry experts Cleveland Clinic, Diversey and Ecolab for maintaining health service also enhancing customer satisfaction level (Lemon and Verhoef, 2016).      
Quality of products 
In today’s advancing world quality of services matters more for customers instead of quantity and price. Peoples usually go on vacations for gaining comfort, pleasure and enjoyment for which they do not worry about money. On the other hand, providing quality and services to customer benefits the company in holding powerful, progressive and effective business position along with positive customer experience. For maintaining the customer satisfaction level, and business sustainability the Holiday Inn hotel emphasis more on the quality of service. For example, the lodging services of the hotel are superior because of soundproof rooms, anatomic pillows, and mattresses that provide a comfort zone to the guest (Bolton et al., 2018). All range of rooms are provided with Tea and Coffee o make the guest feels autonomous. New standards and service approach for banquets, buffets and catering also maintains the quality of services. The quality services provide a comfort zone to the customers that enhance the customer experience with the company and contribute to the Hotel in business goal achievement. The quality of services also maintains business sustainability by maintaining a specific service standard that minimises the waste and preserves sources for future business growth (Jain et al., 2017).   
In all, the Holiday Inn hotel adopting various strategies, tactics and policies for maintaining customer experience and satisfaction level. The company focusing on the quality of services, business policies and procedures as well as health and safety of the guest. The quality control system also benefits the hotel in maintaining business sustainability which is important for future development and progress. Although the Covid-19 pandemic impacted the profit and growth of the company negatively. Also, change in customer's attitude and behaviour due to pandemic impacted the services and facilities of the hotel. The hotel needs to carry out new strategies and services for maintaining the effectiveness of services and customer satisfaction level (Bolton et al., 2018).   
[bookmark: _Toc59116364]NET PROMOTER VALUE
The net promoter score is an index ranging from -100 to 100 that identifies the willingness of consumer’s with the company’s products and services. The net promoter score is a percentage of customers rating their like to a specific company, product or service as 9 or 10 minus the percentage rating this at 6 or below on scale from 0 to 10. The model is used for evaluating the satisfaction level of customers with company and for maintaining the quality and system of company (Sahir and Situmorang, 2020). To calculate the Net Promoter Score, minus the percentage of the Detractors from the promoters. The Holiday Inn Hotel company can adapt the model for maintaining customer satisfaction level as well as for improving quality of services based on the score.    
[bookmark: _Toc59116365]BALANCE SCORE CARD
A balance scorecard is a performance management tool or a semi structured report that is used by the managers to keep track of the activities and operations execution by staff along with evaluating their impact on business performance and progress. The manager at Holiday Inn Hotel uses the method for maintain the quality of operations and for system business working. The manager majorly focuses on four perspective that are customer perspective, internal perspective, financial perspective and innovation and learning perspective that maintains business profit and progress (Sahir and Situmorang, 2020).     
[bookmark: _Toc59116366]INTERNAL AUDITS
Internal audit is an objective assurance, independent and consulting activity that add value to improve the operations of the firm. The method provides a systematic and disciplined approach to analyse and assess risk management, corporate governance and internal control. The method generally focuses on three major principles that are internal control over financial reporting, compliance review and time value of money.  The model benefits the Holiday Inn Hotel in improving reliability over financial statements, internal operational controls, and business effectiveness (Lenning and Gremyr, 2017). There are various types of internal audits like compliance audits, information technology audits, environmental audits, performance audits and operational audits that the firm can adapt for quality maintenance.     
[bookmark: _Toc59116367]SERVQUAL  
Servqual is a research instrument, designed to measure customer expectations and perceptions of a service in relation to five dimensions that reflects service quality. The five dimension of the model includes reliability, assurance, tangibles, empathy and responsiveness. The model is also known as RATER model and benefits in maintaining service quality and customer satisfaction level (Lenning and Gremyr, 2017) 
Reliability: reliability is the company’s ability to perform the promise functionality accurately and dependable. 
Assurance: assurance relates to knowledge and courtesy of staff and their capability to inspire confidence and trust. 
Tangibles: physical facilities, appearance of personnel and equipment relates to tangibles. 
Empathy: empathy relates to individualisation and caring attention paid to the consumers. 
Responsiveness: the willingness of the company to help consumers and provide high quality services (Lenning and Gremyr, 2017)  
[bookmark: _Toc59116368]  INTERIOR AND EXTERIOR FACTORS IMPELLING ORGANISATION’S QUALITY CONTROL SYSTEM 
The business environment is consist of different factors that impacts the business negatively as well as positively. Some factors are under the control of the organisation and some are not. For maintaining business performance, competitiveness and progress only doing business is not enough and thus the company require to remain competitive (Dmitrijeva et al., 2020). The competitiveness and business growth can be maintained by evaluating the opportunities and threats in the business world as well as within the organisation. There are various models and theories available that the firm like Holiday Inn Hotel can adapt to analysing the influence of internal and external business factors on the organisation's quality control system and services (Phadermrod et al., 2019). Analysis of the business factors through some of the models concerning the Holiday Inn Hotel is as follows- 
[bookmark: _Toc59116369]SWOT ANALYSIS 
Swot analysis is a strategic planning method used for evaluating the strengths and flaws of individual or organisation. The model also provides related opportunities and threat on which the firm can focus on gaining competitive advantages. Holiday Inn Hotel is a leading hotel chain in the UK and for maintaining the business reputation and competitiveness the company needs to evaluate its strength and weakness. The evaluation will provide an idea to the company for business growth and development during the global pandemic (Phadermrod et al., 2019). The analysis of the Holiday In a hotel for strengths, weaknesses, opportunities and threats is as follows-
	Strengths 
· Effective business presence with around 1200 hotels across the world.
· Considered as one of the largest hotel chains in the world.
· 100 million people stay reflects high customer satisfaction with the hotel. 
· The skilled and capable labour force that helping in maintain business economic status (Sarsby, 2016).
	Weaknesses
· Lack of trust among customers due to hacking of Franchisees in the year 2017.
· Ineffective technology adaptation that increases issues related to data security. 
· Less global presence in comparison to other major competitors like Marriott and Hilton. 

	Opportunities
· Expansion of business globally including areas like Australia and Asia.
· Partnership with Manchester Airport City to open Holiday Inn hotel with 280 bed is an opportunity. 
· Customer demand enhancement for quality and safe services at any cost due to COVID-19 pandemic is a business growth opportunity 
	 Threats 
· High level of competition from hotels including Hilton, Marriott and Carlson Hotels.
· Decrement in guest due to Covid-19 pandemic impacting the business profit and progress. 
· Rate of business expansion of other hotels is higher than Holiday Inn Hotel (Sarsby, 2016).


   
The major strength of the company that influencing the quality control system of the company positively relates to customer satisfaction, global presence and skilled labour. The global presence and high customer satisfaction helping the firm in maintaining a reputed and power business image in the hospitality industry that attracts more and more customers. More customer base requires more services along with the quality that will help the company in maintaining quality control system. The factors that impact the quality control system negatively of the Holiday Inn Hotel relates to technology and global presence. The hacking of business information by hackers in the year 2017 created trust issues with customers resulting in less business profit (Sarsby, 2016). Also, the Hotel is not available in every corner of the world that degrading the presence and brand image of the company in the business world. However, the company has various opportunities for maintaining business recognition as well as the quality of services. The business expansion to areas including Asia and Australia is an opportunity. The company can also focus on customer demand in the pandemic situation for maintaining the quality of services. The main obstacles that can impact the business and business services of the Holiday Inn Company are strong competitors like Hilton and Marriott that has a more global presence in comparison to the Holiday Inn Hotel (Dmitrijeva et al., 2020).          
[bookmark: _Toc59116370]PESTLE ANALYSIS 
Pestle analysis is a model that contributes to analysing the external business environmental factors. These factors have both negative and positive impact on the business and business industry but are not under the control of the firm. The firm cannot make changes to the factor for maintaining business competitiveness but can change the operations and activities for minimising risks that have a major impact on business performance and progress (Perera, 2017). Holiday Inn is a hospitality sector firm and one of the largest hotel chains in the world. The organisation is facing various issues in business activities and operations due to global pandemic for which it became essential to properly evaluate the external business environment. The analysis of the external business environment through Pestle analysis model for the Hospitality sector is as follows-
	Political factors 
· Border seals and lockdown situation impacted the hospitality industries negatively. For example, Holiday Inn hotel suffered a 50% loss in business.
· Decrement in tax on the hospitality sector by the UK government from 20% to 5% by the year 2020 is a benefit.  
· Changing operational policies of government due to COVID-19 pandemic increased burdens on businesses in the Hospitality sector.


	Economic factors 
· Decrement in the currency of the UK by 1% in comparison to the American dollar is a threat to the hospitality sector.
· The decreased unemployment rate from 4.8% in the year 2016 to 3.80% by the year 2019 is an opportunity for the hospitality sector.
· Economic downfall due to COVID-19 pandemic is a threat to the hospitality sector (Perera, 2017).
 


	Social factor 
· Population growth by 0.5% in the UK is one of the opportunities for the hospitality industry in the upcoming years.
· Changing customer demand for safe and sanitised services due to a pandemic situation is an opportunity.
· Variation in culture, values and beliefs with change is the country is a threat to the hospitality industry.

	Technological factors 
· Presence of most of the competitors on social media increasing the competition factors. 
· Online accessibility of services to customer enhancing the popularity of hospitality sector organisations. 
· Technology advancement like Artificial Intelligence and digital marketing increasing industry competition (Perera, 2017).

	Environmental factors 
· Changing weather condition impacts tourism thus affect the business of hospitality sector.
· Border seal due to pandemic situation reduced the number of travellers impacting hospitality sector. 
· Season visit of people increases business profit and growth of Hospitality sector organisations (Shtal et al., 2018).   
	Legal factors 
· Increasing terror attacks and crime rates impacting the customer satisfaction level with the industry.
· Variation in labour policies with a change in the country is a threat. For example, wages in the UK per hour basis is £8 whereas wages in America is $14 which is around £11.  
· Health and safety procedures and equality factors vary with change in nation impacts business operations.  


   
Based on the analysis of external business factors through Pestle mode, it is observed that the external factors have both negative and positive impact on the operations and quality control system of the Holiday Inn Hotel.  The major concern found in the external business environment in present is CVID-19 pandemic that majorly impacted the business negatively. On the evaluation of political factors, it is observed that border seal and change in work policies impacted the business of Holiday Inn Company adversely. The company experienced business loss for which the company needs to modify the services (Shtal et al., 2018). The decrement in tax for the hospitality sector in the UK is an advantage. COVID-19 pandemic stopped the business industries that economically impacted the businesses of the Hospitality sector. Holiday Inn Hotel experienced financial crises due to economic issues. Coming to the social factors changing customer demand for safe service is an opportunity for the Holiday Inn Hotel to develop and maintain effective customer relationship. The only challenge to focus is a cultural variation that can impact business popularity and presence negatively. The only disadvantage associated with the technology to the Holiday Inn Hotel is increased competition due to the social media platform (Perera, 2017). Although the company can adapt new and advance technology for maintaining a strong position in a competitive world. On the evaluation of the environmental factors, it is observed that changing weather condition influences the business of Holiday Inn Company. Seasonality in tourism is a benefit for the Hospitality sector as it brings the majority of the tourist although the pandemic impacted the tourism sector also due to border seal. Legal factors harm business operations of the Holiday Inn Hotel due to a change in policies with the change in the nation. In all the hotel has both a negative and positive impact of external business factors for which the company need to improve the quality of services that results in high customer satisfaction and business progress (Shtal et al., 2018).            
[bookmark: _Toc59116371]PORTER’S FIVE FORCE ANALYSIS 
Porter's five force is a powerful and simple tool to analyse the present competition in the business environment. The evaluation of the competitiveness helps the firm like Holiday Inn Hotel in carrying out business growth opportunities by remaining competitive (Varelas and Georgopoulos, 2017). The model focuses on different factors like new entrants, present competitors, buyers and product substitution. To maintain customer satisfaction level the Holiday Inn Company needs to focus and maintain competitiveness that can also maintain the factors related to sustainability (Taha, 2018). The analysis of competitiveness in the present hospitality environment for Holiday Inn hotel that impacting the quality control system is as follows- 
Competitive Rivalry (High): the competition among existing organisations in the Hospitality sector is high due to market shares. Major competitors of the Holiday Inn Hotel of Intercontinental Hotel Group are Marriott and Hilton with more market shares that increasing the competition among present originations. For example, Intercontinental Hotel Group holds a market share of around 8% whereas Hilton has approximately 10% and Marriott has around 12% of market share (Taha, 2018).   
The threat of new entry (Low): the risk of new business entry in the Hospitality sector is low in the present. The main reason for the low risk of new entry is COVID-19 pandemic that impacted the Hospitality sector majorly. Border seals reduced the number of visitors that impacted the services and economy of the companies negatively. The new entrants shut down the business due to heavy business loss that reduced the risk of business failures for Holiday Inn hotels (Varelas and Georgopoulos, 2017).
The threat of substitution (High): there are around 22,000 hotels, guest rooms and motels in the UK that increasing the risk of product substitution for Holiday Inn Company. The major working of the hotel is providing Lodging, catering and entertainment services and thus the adaptation of technology by some hotels increasing the risk of product substitution. Also, the small guest houses and motels are impacting the services and business profit of the Holiday Inn Company (Varelas and Georgopoulos, 2017).   
Bargaining power of supplier (Low): Ariba is one of the major suppliers of the Holiday Inn Company and also has a business relationship with other hotel groups like Kimpton, Indigo, Crown Plaza, even Hotels etc. due to long term business relationship with all the hotel's brands the bargaining power of suppliers in Hotel industry is low.  The hotel brand and suppliers maintain a good business relationship and also due to COVID-19 pandemic many of the businesses shut down that also lowered the bargaining power of buyers (Taha, 2018).     
Bargaining power of buyer (High): the bargaining power of customers in the Hospitality sector organisation is high due to the availability of many options. For example, in Global pandemic many of the hotels stooped providing hotel services and so, the customers move on to different brands where they are getting required and safe services. The changing customer demand and more organisations in the hospitality sector also increased the bargaining power of customers that can impact business profit and progress of Holiday Inn hotels (Varelas and Georgopoulos, 2017).   
In all, it is concluded that the bargaining power of buyer, competition among existing organisations and product substitution are impacting the business of Holiday Inn hotels. The high level of competition among Hilton, Marriott and Holiday Inn Hotels affecting the quality control system of Holiday Inn thus impacting customer satisfaction level as well as business sustainability. The high bargaining power of Buyers impacting the customer base of Holiday Inn that directly reflects on low business profit and degraded business reputation. Product substitution factors can majorly impact the business for which technology advancement and innovation is essential (Taha, 2018). For maintaining effective business performance and profit, the Holiday Inn Company thus needs to focus on the quality of services as well as product innovation that maintains customer retention as well as powerful business image in the hospitality industry. Risk of new entrant and bargaining power of supplier is low in the hospitality sector due to COVID-19 pandemic that the company can see as an opportunity for developing and maintaining a strong business image. The advancement in services will also help the Holiday Inn Hotel in maintaining the quality of services which is majorly required for customer satisfaction. Business sustainability can also be maintained by eliminating waste products and providing a healthy and effective place for customers (Varelas and Georgopoulos, 2017).      
[bookmark: _Toc59116372]MAINTAINING GOOD CUSTOMER RELATIONS 
Customer relationship discusses the ways that an organisation will engage with its consumers to enhance the customer experience. This includes providing short term services to creating long term solutions that maintain the satisfaction level of customers y fulfilling customers demand. Customer relationship can also be defined as how the company communicates and maintain communication with the present customer's Customer relationship management (CRM) helps the organisation in building a relationship with the customers that creates loyalty, faith and customer retention (Latunreng and Nasirin, 2019). Loyalty and retention of customer play a key role in maintaining the company's revenue and reputation, CRM is a tool that helps the firm in business goal achievement as well as maintaining revenue and reputation. Based on the analysis of internal and external factors that impacting the business, customer experience and quality control system of Holiday Inn company, it is essential to adopt some strategies that maintain customer relationship, sustainability and business profit (Chengwu, 2020). Some of the strategies the Holiday Inn hotel can adopt is as follows- 
[bookmark: _Toc59116373]STRATEGIES 
Technology adaptation: technology adaptation is one of the simplest and most effective ways to maintain customer relationship as well as business profit and progress. The world is advancing and changing very rapidly thus the Holiday Inn Hotels need to advance the services related to Hospitality including catering, lodging and entertainment. Apart from website the company can also provide booking options to customers from other social media platform or via call or Message that saves the time of the customers. Service customisation through technology is another option the Holiday Inn hotel can adapt to maintaining long term customer relationship. Technology implementation will also reduce the waste thus helps in maintaining business sustainability (Latunreng and Nasirin, 2019).  
Right service ay right time: quick response to customers is very important in the Hospitality sector for maintaining customer relationship and experience. Availability of services on time is one of the best ways the Holiday Inn hotel can adapt for development and maintenance of customer relationship. Providing exact time of availability of service will help the company in maintaining quality and availability of service on time (Tseng, 2016). For example, a guest requires tea/coffee and the coffee is made available in around 1 hour will affect the customer experience negatively. Instead, the hotel needs to assure the customer about the availability of the service within 1 hour, so that the customer can utilise the time in other activities instead of waiting for the tea/coffee. The responsible service will improve the responsiveness of the company towards customers as well as the trust of the customers towards the hotel which is essential for business growth and development (Chengwu, 2020).     
More collaboration: more collaboration and interaction with customers is one of the best ways to maintain customer satisfaction level and retention. There are various ways the Holiday Inn hotel can adapt to maintain collaboration with customers like greeting and respect to the customer in every meeting at the hotel. Adaptation of good communication style like written communication that minimises the disturbance to customers. Consistent and quick replies to customer’s queries can also help the Holiday Inn hotels in maintain collaboration with customers. Collaboration with customers will enhance the trust and loyalty of customers towards organisation resulting in high retention rate and business profit (Chengwu, 2020).      
Effective customer support: customer support is one of the most important and effective services that play a key role in maintaining customer experience with the relevant company. In Holiday Inn hotel the customers face connectivity issues while contacting with the company due to less technology utilisation that impacts the experience of the customers negatively. The company can improve customer support services by hiring more staff that helps in resolving any type of queries of customers in a very short time. Also, an adaptation of technology and the availability of more options to communication like chatting and video conferencing will enhance the customer experience with the company resulting in high customer base and increased business profit (Latunreng and Nasirin, 2019).     
Staff training: low skill and fewer capabilities to handle customers is one of the major factors that impact customer satisfaction level and experience. The quality and availability of services on-time rely on customers and thus engagement of the workers with activities is important. Although the staff of the Holiday Inn hotel is skilled and capable as per the analysis, still the company can provide training to the staff related to CRM and motivation that can enhance work engagement. Training and seminars will improve the quality of services in Holiday Inn hotel that will also enhance the customer relationship and business profit. Also, the sustainability in business can be maintained through training and seminars to staff (Tseng, 2016).   
Privacy: it is observed that lack of privacy due to hacking is of the major reason for lack of trust of customers towards Holiday Inn hotel. The company can focus on maintaining privacy factors for enhancing customer satisfaction and relationship. Holiday Inn hotel can advance the data security services by using various system and software that can protect the data from any kind of leakage or misuse. Security of personal information and data will enhance customer relationship as well as profit and powerful status of the company in the business world (Tseng, 2016).   
[bookmark: _Toc59116374]MODELS  
AIDA MODEL
AIDA is a model used for analysing steps c customers goes through in the process of purchasing. The Holiday Inn Hotel can adapt the model for understanding customer purchasing process based on which good customer relationship can be maintained (Pashootanizadeh and Khalilian, 2018).
Attention: advertisement and promotion attracts the customers toward the product and gains customers attention. 
Interest: the details, information and variety of products increase the interest of the customers towards the products after which the customers desire to purchase the product. 
Desire: advantages and increased interest of the customer towards the product increase desire of the customer to purchase the particular product.  
Action: this is the final stage in which the customers buys the product for fulfilling their desire and needs (Pashootanizadeh and Khalilian, 2018).   
HOFACKER
Hofacker Model is a digital marketing model used for information processing and helps the marketers and companies in establishing and maintaining communication with the customers. The model will help Holiday Inn Hotel in maintain customer experience by communication and advertisements (Chatterjee et al., 2019).   
Exposure: ensuring the customers or visitor is exposed to the website or product for long enough to identify and absorb the content. 
Attention: physical factors including intensity and movement that attracts attention of customers (Chatterjee et al., 2019).  
Comprehension and perception: comparison of the understanding of the visitors of the on page content including advertisements. 
Yielding and acceptance: enhancing the trust and believe of the customers through the information provided. 
Retention: trust and belief will retain the customers with the company resulting in business growth and development (Chatterjee et al., 2019).     
CUSTOMER ENGAGEMENT MODEL
The purpose of customer engagement model is to help the company understand what led the customers to make buying decision. The Holiday Inn Hotel can use the model for managing customer relationships.   
Unawareness: context generation for making the unaware customers aware about the company through advertisements, offering and videos (Pashootanizadeh and Khalilian, 2018).
Discovery: in this stage, customers find out information about the company and the company tries to identify the need of the customers. 
Consideration: the customers decides whether to choose the brand or look for another option in this stage. 
Conversion: in this stage the customers make the purchase decision with the same brand or with another options available in the market. 
Growth through value creation: in this stage the converted customers are retained with the company by providing effective services and products (Pashootanizadeh and Khalilian, 2018).  
CRM SYSTEMS
CRM System helps the firm in keeping the communication and interaction up to date with the customers, stakeholders and clients. Holiday Inn Hotel can adapt CRM systems like operational System, analytical system or Collaborative system (Chatterjee et al., 2019).  


[bookmark: _Toc59116375]CONCLUSION 
In conclusion, maintenance of customer relationships is important for the firm like Holiday Inn hotel to gain competitive advantages and business growth. Based on the external and internal business environment factors, it is observed that various factors impacting the business of Holiday Inn hotel including COVID-19 pandemic, lack of technology adaptation and low-quality services that not only influencing business profit but also customer relationship. The hotel can adopt various strategies like technology advancement, privacy services, and effective customer support to enhance and improve customer relationship as well as business sustainability. Staff training is one of the best ways the hotel have to improve the quality of services. 
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