[bookmark: _Toc69731388][bookmark: _Hlk69744054]1. Executive summary
First, this report uses PESTEL and Porter Five Forces to analyze Hilton's external environment, then uses VRIO and Porter Value Chain to analyze the internal environment of Hilton, and finally uses SWOT to summarize Hilton's environmental analysis. The results show that there are many threats to Hilton's external environment, including terrorism, political turbulence, dynamic global economic situation and fierce industry competition. There are also opportunities for digitalization and intelligence outside; There are many strengths inside, including Hilton's brand portfolio, customer loyalty, innovation tendency and quality service. The main weaknesses are Hilton's financial deficit and environmental pollution. Therefore, in view of the above strengths, weaknesses, opportunities and threats, this report puts forward five personalized customer care strategies, mainly AI customer service, VR, smart rooms, Cloud-based Management and customized rooms. Lastly points out the influence of these strategic choices on other fields of Hilton.
[bookmark: _Toc69731389][bookmark: _Toc69731390]2. Introduction
Under the influence of Covid-19, the hotel industry is undergoing global restructuring. Therefore, if hotels want to survive the crisis, they need to put forward strategies based on customer care. So as to reduce customer churn, improve customer loyalty and prolong customer life cycle (Dowling and Uncles, 1997).
[bookmark: _Toc69731391]This report takes Hilton Global Holdings as an example to analyze its customer care strategy. Hilton Worldwide Holdings is a multinational hotel management company established in 1919. After 100 years' growth and development, Hilton has covered 118 countries around the world, covering five continents, managing more than 6,300 hotels, nearly 1 million hotel rooms in the world, and owning 18 brands. With great enthusiasm, Hilton Worldwide Hotels Group has won worldwide recognition and appreciation and enjoys a high reputation.
[bookmark: _Toc69731392]However, under the influence of Covid-19, the global hotel industry suffered a fatal blow, and Hilton is no exception. In the face of severe trauma, Hilton has also put forward various customer care strategies to cope with this emergency, to ensure that the company has a sustainable competitive advantage in the future long-term challenges, to meet the needs of customers at this stage, and to improve customer satisfaction.
[bookmark: _Toc69731393]3. External Environment Analysis
[bookmark: _Toc69731394]3.1 PESTLE
3.1.2 Political
In 2020, the occupancy rate of the global hotel industry will decline by 30.1%-55.9% under the impact of Covid-19 (Alaae sbai, 2020). However, various governments have promulgated various policies to help the hotel industry recover from the consequences brought by Covid-19. The United States promulgated CARES Act (Wikipedia, 2020) on March 27, 2020, the Act provides Hilton with funds, but the rescue funds can only solve short-term problems. If Hilton wants to survive in Covid-19, it needs more support (JASON GARCIA, 2020). Shenzhen can reduce one month's rent for the hotel industry, and hotels that get loans from financial institutions can get the support of 50% interest reduction (Zheng Jiaoshou Hotel Encyclopedia, 2020).
Terrorism is also a major political factor affecting the hotel industry, such as 9/11 terrorist attacks in the United States (Marketa Kubickova, 2019) and Paris attacks in 2015 (Yahao, 2020). After the 9/11 terrorist attacks, RevPAR in the United States decreased by 20%-25% compared with a year ago, and it decreased by 30%-40% in New York and Washington (Hospitalon, 2016). After the terrorist attacks in France, the occupancy rate dropped by 20.8%-23.1% (HOSPITAL ON, 2015).
Political turbulence will also affect the hotel industry. Compared with terrorism, political turmoil will have a longer-term impact on the hotel industry. According to the latest research of WTTC, it takes 27 months for the hotel industry in a region to recover from political turmoil, while terrorist attacks only take 13 months (Katherine Doggrell, 2017).
3.1.2 Economic
The global economic situation is the main economic factor affecting the hotel industry. According to the MarketLine report, as of November 17, 2020, the global GDP will fall by 3.9% in 2020 (market line, 2020). Global hotel industry revenue decreased by 46% YoY, and it takes three years to return to the level before COVID-19. The world's top five hotel chains lost a total of 14 billion dollars, of which Hilton lost 1.5 billion dollars (Ben Eguzozie, 2021).
Currency Risk is another economic factor affecting Hilton. HWHI is an enterprise with global business. Its business is conducted in various currencies, resulting in currency risks. Adverse changes in other currencies will affect the profitability of the company. In 2020, Hilton reported currency risk in its financial report (Hilton Earnings Release, 2020, Q3).
The inflation rate will also have an impact on the hotel industry, which will cause the cost of the hotel industry to rise. According to CPI for restaurants and hotels, it rose to 113.3 in January 2021 (D. Clark, 2021).
3.1.3 Sociocultural
The change of consumers' lifestyle has also had an impact on Hilton. Because of the influence of COVID-19, wearing masks and social distance have changed people's living habits, and this has also had an impact on Hilton. Hilton has designed a strict health system for customers, named Hilton Clean Stay with Lysol Protection, which aims to eliminate customers' concerns about health (Chris Hassan, 2021).
Multi-Brand Portfolio Strategy has produced brand effect, which makes customers choose Hilton when traveling. It operates in 119 countries around the world and has nearly 1 million guest rooms. Almost every brand has a special market (Hilton Earnings Release, 2021).
With the increase of people's income, customers' consumption habits will change. Their increased willingness to spend on leisure activities (such as traveling) will also have an impact on Hilton.
3.1.4 Technological
Digitalization has changed the customer experience. With the development of digital technology, customers can book rooms and select room on the Internet. Hilton announced in 2017 that its goal is to use digital technology to provide customers with personalized bedrooms. The realization way is to choose their own room preferences or room settings before they arrive (Esther Hertzfeld, 2017).
AI and service robots. In the COVID-19 period, the use of AI and service robots can not only eliminate customers' concerns about health, Hilton introduced social distance robots to serve guests, and let robots deliver goods to guests' rooms to minimize human contact (David Oliver, 2020). At the same time, technological progress also affects the future development of hotels in the direction of digitalization and intelligence.
3.1.5 Legal
Legal factors will directly or indirectly affect hotels.
Influence of tourism law on hotels. In China, for example, "China Tourist Hotel Industry Law" is a law to protect the safety of guests. If the personal safety or property safety of the customer is damaged, the hotel needs to compensate the customer (Baidu baike, 2021).
Immigration policy has an impact on hotels. The profitability of the hotel industry has strong seasonality, so hotels need to find employees who are willing to move from one place to another according to seasonality. Immigration restrictions will also make hotels face the threat of losing labor, which will affect the profitability of hotels by reducing income and increasing labor costs.
Insurance provisions related to terrorism risks. For example, the American Terrorism Risk Insurance Act provides federal support for losses caused by terrorist attacks (IDA, 2014). There is no doubt that the hotel does not have to bear the risk and responsibility of attacking or not to a certain extent.
3.1.6 Environmental
Environmental pollution. Many Hilton hotels are located in areas with beautiful natural scenery or famous historical cities, and hotel facilities will not only pollute the environment, but also destroy the original natural environment or historical traces (Himanshu Rajak, 2020).
At the same time, a large amount of carbon emissions generated by hotels also have an impact on the environment. The massive discharge of waste water and sewage has seriously damaged health and ecology. Hotels also produce a lot of wastewater, but now many large hotels have their own sewage treatment plants (including Hilton), which have made great contributions to reducing pollution and obtaining economic benefits by reusing clear water. （UKEssays，2018）。
[bookmark: _Toc69731395]3.2 Porter's Five Forces
3.2.1Rivalry among the Competitors
The hotel industry is fully saturated with various types of companies, such as the chain hotel which dominate the market and a small number of independent hotels. However, under the influence of Covid-19, independent hotels have been gradually acquired by large hotels or taken as subsidiaries or forced to close down. The hotel industry is gradually dominated by a small number of industry giants (such as Marriott, Hilton and IHG). Therefore, it is difficult for new entrants to survive, because industry giants have occupied the whole market. Hilton is the world's largest hotel chain, mainly engaged in multinational hotel management companies of hotels and resorts. Its business covers the Americas, Europe, Asia-Pacific, Middle East and Africa, with annual operating income of 1.657 billion yuan in 2019 and annual operating loss of 418 million yuan in 2020 (Hilton Annual Report, 2020). 
3.2.2Bargaining Power of Customers
Because of the fierce competition in the hotel industry, the bargaining power of consumers in the industry is also higher, because consumers can choose different products at the same price to meet their needs. At the same time, Covid-19 has dealt a great blow to the global tourism industry, and the number of tourists has been greatly reduced. Therefore, hotels choose to lower prices to increase revenue, so consumers' bargaining power has greatly increased (Anumeha Chaturvedi, 2020), because consumers have more choices. At the same time, because consumers can view customers' evaluation of hotels and prices of different hotels on various platforms, consumers are more sensitive to hotel room prices, thus increasing their bargaining power.
3.2.3Bargaining Power of Suppliers
For the hotel industry, the bargaining power of suppliers is relatively low. Hotel suppliers usually refer to hotel design companies, hotel hardware facilities providers and daily food suppliers. The food supply in the hotel industry is long-term and stable, so the suppliers are very willing to cooperate with the hotel industry (P Preechanont, 2009). Especially for the giant hotel management company like Hilton, who has strong appeal and popularity all over the world, the bargaining power of suppliers is relatively low due to this special influence.
3.2.4Threats of Substitute Products
The threat of alternative products in the hotel industry is high. The fundamental reason is that the competition in the hotel industry is intensifying, so the threat of substitutes is also increasing. Some of Hilton's substitutes are small independent hotels and short rent apartment online booking platform. Due to the technological progress, these substitutes have the basic conditions for accommodation. Usually, they will reduce prices or add features to attract customers. International hotel chains like Hilton reduce the threat of alternative products by providing fitness centers or specialty restaurants to consumers.
It is worth mentioning that the online booking platform for apartments in short rent, such as Airbnb, is the biggest threat to the hotel industry at present, not only for small hotels, but also for large hotel chains, because this platform has the advantages of low price and unique features. As of December 2019, Airbnb has listed more than 6 million available accommodation worldwide, which is more than twice that of Marriott after the merger of Starwood (Arup, V. et al. 2016). However, since 2020, the COVID-19 epidemic has had a great impact on apartments in short rent. Take Airbnb as an example. In 2020, the revenue will drop by 30%, and the scheduled amount will drop by 41%. （David Curry，2021）。
3.2.5Threats of New Entrants
The entry barriers and exit barriers of hotel industry are relatively high. This is due to the high risk of entering the hotel industry, which needs to invest a lot of money in the purchase of fixed assets, venue leasing and infrastructure construction. Worse still, according to the data released by the World Tourism Organization in 2020, the number of tourists worldwide has dropped by 65%. As the number of tourists drops sharply, low occupancy rate will be a common problem faced by the hotel industry all over the world, so the potential entrants of this industry will decrease, because choosing to enter the market at this time will face the dilemma of making ends meet (Valda S.B.R., Gilang F.A., 2020). Hilton, as one of the giants in the hotel industry, has little threat from new entrants at this stage.
[bookmark: _Toc69731396]4. Internal Environment Analysis
[bookmark: _Toc69731397]4.1VRIO
4.1.1 Hilton's resources and capabilities
(1) Brand
According to the latest news from Hilton Worldwide Hotel Group official website, as of October 31, 2020, Hilton has a strong hotel brand portfolio, operating in 118 countries around the world, with nearly 1 million rooms. As a global hotel management company, Hilton has a high brand awareness, which is the recognition of Hilton brand by customers. Hilton's brand is beneficial to hotel expansion (Hilton Worldwide Holdings Inc, 2021).
(2) Customer loyalty
Hilton’s customers have high loyalty. Hilton loyalty program serves customers of its 18 brands. This program creates considerable repeat business by providing points for every stay in any hotel in the world, which can be exchanged for one night's free hotel accommodation and other rewards. According to the 2019 annual report, Hilton Loyalty Program has about 110 million members, and the occupancy rate of these members accounts for 62% of the total occupancy rate of Hilton Hotels in 2019. This shows that these members have generated more than half of the hotel's annual revenue (Zacks Equity Research, 2020).
(3) Financial strength
Hilton is one of the largest hotel management companies in the world, and its financial strength is the best in the industry. According to the financial report released by Hilton in 2019, the cost efficiency of HWHI has improved. As the hotel's revenue increased from 8.906 billion US dollars in 2018 to 9.452 billion US dollars in 2019, the operating cost of HWHI accounted for 82.4% of sales in 2019. It shows the company's ability to create value for shareholders and fulfill its obligations to creditors with active operating cash. On the other hand, the operating funds of hotels are in deficit. In FY 2019, the company reported a working capital deficit of $778 million, compared with $632 million in FY 2018. There is a loss in the working capital of the company, which may affect the short-term operation of the company. It will affect the company's cash position, which may hinder its business development (Hilton Earnings Release, 2019, 2020). 
(4) Innovation tendency
Facing the problem that customer preference is always faster than market reaction speed, Hilton always tends to solve it through technological innovation. It is embodied in the following aspects: Hilton is the first hotel to put forward the "Digital Key", which can help customers check in and choose rooms remotely (Jenny Southan, 2016). Hilton has set up an Innovation Gallery integrating incubation and exhibition, which displays a variety of innovative technologies, product design and catering concepts, such as noise masking product Nightingale and customizable digital art exhibition Meural. Explore how to personalize customer service through various innovative research and development (Laura Mullan, 2020).
(5) Patent
Hilton tends to promote the group's development through technological innovation. It can be found that Hilton has many technical patents, such as the system and method for providing Internet access services at hotels within a hotel chain (Juatia, 2012), which are protected by law.
 (6) Employees
Hilton, as a world-famous global hotel management company, has a high ability to attract talents. But Hilton's employees are a valuable resource for the company. A large part of the workforce has undergone rigorous training, which has brought higher output to the organization. All these have brought greater value to the end consumers of Hilton products. However, the hotel industry has a relatively low employee retention rate, and Hilton is no exception (Pratikkk, 2011).
4.1.2VRIO framework
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[bookmark: _Toc69731398]4.2Porter's Value Chain

4.2.1Primary Activities
（1）Inbound Logistics
Hilton warehousing logistics is a complex system, which can ensure the smooth operation of Hilton hotels in 119 countries or regions. The system is operated by offices located at the headquarters and branches in six regions. First, the purchasing department of each hotel can contact the brand supplier directly, and then merge the purchase contract of each hotel into a national contract. Then negotiate with the distributor in charge of warehousing about the price increase. This approach is an important source of business value because it can control the whole supply chain (John Dudovskiy, 2016).
（2）Operation
Daily operation. The actual daily operation activities of the hotel include all tasks related to the daily service of the guests and the maintenance of the property. Including front desk operation, catering operation and housekeeping management. Front desk operations include helping guests check in and check out, and taking charge of telephone service at the base and sales service of guest rooms. Catering operations include the procurement of food raw materials, restaurant and service management, etc. The operation of the housekeeping department includes selling and managing the core products of the hotel, rationally allocating and managing the staff, etc., which is one of the main criteria for the hotel selected by customers (Hotel Tech Report, 2020).
The development mode of franchise Hilton has gone through several stages, such ais self-bult mode, management contract and franchise. Hilton began to implement "franchise" to expand in 1990s, and gradually sold its own hotels, only retaining the management rights and franchise brand rights. Hotel management companies gradually shift their business focus to high-end profit areas (such as brand maintenance and marketing promotion). In 2010, the franchise ratio of Heaton brand has exceeded 70% (Paul H, 2010).
（3）Outbound logistics
Generally speaking, outbound logistics refers to the activities needed to deliver finished products to customers. Hilton's external logistics business includes displaying tangible and intangible products to customers. Tangible products include guest rooms and food, while intangible products include staff's service quality and attitude.
（4） Marketing and Sale
The first-class market performance of Hilton Hotels Group is closely related to its first-class marketing to a great extent. First of all, Hilton pays great attention to market research to prepare for grasping market demand. It has a special department responsible for collecting market information from airlines, tourism offices and government agencies around the world as the basis for group marketing and product development decisions. Secondly, various efficient promotional activities have greatly enhanced the popularity and influence of Hilton brand. At the same time, it also attaches great importance to public welfare marketing in order to establish a good social image of the company. Hilton Hotels Group has set up a special donation review Committee, whose responsibility is to decide the use of the company's charitable funds (CO Williams, 2010).
（5） Service
High quality service is the main source of Hilton's competitive advantage. The service level is determined by a certain number of employees according to the hotel's ability and good training. High-quality service will improve the value of products, which is very important for tourists who have to choose which one of many hotels. Specifically, Hilton's service concept mainly has the following two aspects:
Smile Service Hilton positions its corporate philosophy as "providing quality service to customers who trust us", and raises this concept to brand culture. Every employee of Hilton Hotel is earnestly warned to use "smile service" to create a luxurious and comfortable experience of "making guests feel at home" (Doris, 2018).
Personalized service Nowadays, more and more customers are looking for a truly personalized and unique experience. Hilton's goal is to provide customers with personalized experience from the "idea sprouting" stage, "booking" stage to the guest check-in and evaluation stage (CO Williams, 2010).
4.2.2 Support Activities
（1）Infrastructure
As we all know, Hilton Hotel is an international hotel with many resorts and accommodation facilities all over the world. One of the goals of the hotel is that customers must meet the expectation of obtaining high-quality hotel service. Therefore, Hilton has an effective financial system to systematically control the company's costs. According to the 2019 financial report, Hilton's financial efficiency has improved. In addition, Hilton has an administrative system to ensure the smooth operation of the hotel.
（2）Human Resource Management
Hilton HR will recruit, develop and train employees when necessary. In order to provide perfect customer service, Hilton provides training for front-line employees and managers to show them how to provide services in a professional way. Therefore, HR management prefers to choose employees with correct attitude and rich knowledge. However, due to the influence of education level, Hilton always lacks experienced employees. In addition, in order to motivate employees to work better, the hotel provides financial and non-financial incentives to all employees. In order to improve employees, Hilton sold its shares to employees in Hilton Hotel at a discount price (HILTON,2019).
（3）Technology Development
Compared with other industries, the digitalization process of the hotel industry is slow, but Hilton is the first hotel to select rooms remotely through technological development. By 2016, Hilton introduced the "Digital Key", which enables customers to select rooms and check in remotely, and can also open the doors of rooms through mobile phones (Ranj, 2016). The main purpose of Hilton's use of technology development and network technology is to improve customer satisfaction by providing fast and instant customer service.
（4）Procurement
The e-procurement system adopted by Hilton can simplify operations and reduce unnecessary expenses. Within the company, Hilton adopts a set of goods requisition system, and its hotels only need to operate simply on the system interface, so that they can complete the request for the required goods applied to the headquarters. Facing suppliers, Hilton has developed an Internet commerce platform for material procurement, through which it can trade with suppliers. Through this system, Hilton Hotels Group has completed a large number of national and global purchases (Steven Henderson, 2011). After the unified purchase behavior is determined, the supplier can deliver the goods to Hilton hotels in various places through regional distribution.
[bookmark: _Toc69731399]5 Analysis Summary—SWOT
Based on the above analysis of external environment and internal environment, this paper will summarize with Swot.
[bookmark: _Toc69731400]5.1 Strengths
Hilton has many advantages in the industry, among which four are the biggest advantages. First, Hilton has a strong brand portfolio, which enables Hilton to develop products related to specific market segments and produce economies of scale in advertising, sales and sales. Secondly, Hilton has a high level of customer loyalty, and Hilton is the first choice for these loyal customers to travel and stay. Third, innovation tendency, Hilton is the leader in digital process in hotel industry. Fourthly, Hilton provides customers with services that make them feel at home. Service is one of the main sources of Hilton's competitive advantage. Other advantages include the lower bargaining power of suppliers, the company's human resources, electronic procurement system can save costs, high cost efficiency and patented technology, etc. On the whole, Hilton has a strong advantage.
[bookmark: _Toc69731401]5.2 Weakness
Hilton has the disadvantage that the hotel industry will cause environmental pollution, and the Hilton located in the scenic spot will produce a lot of carbon emissions and also have an impact on the environment.
[bookmark: _Toc69731402]5.3 Opportunities
Hilton's opportunities mainly include four aspects: First, the government's stimulus policy against COVID-19, and the cocktail party will restructure the hotel industry market during the pandemic, so this is also an opportunity for Hilton to expand its market. Second, the increase of people's income will make people choose to travel more, which will have an impact on the hotel industry. Third, Hilton's digitalization and artificial intelligence are ahead of other competitors in the industry.
[bookmark: _Toc69731403]5.4 Threat
Hilton faces many external threats, mainly in three aspects: First, political factors such as terrorism and political turmoil will affect the safety of Hilton and its guests. Second, the global economic situation is affected by COVID-19, which makes the whole industry suffer serious losses, including Hilton. Third, fierce industry competition and the threat of alternatives (such as Airbnb) are the industry threats faced by Hilton.
[bookmark: _Toc69731404]6. Critical evaluation of the strategic options
In the post-epidemic era, according to the technical environment of digitalization and artificial intelligence mentioned in PESTEL and the dynamic economic environment of the global economic situation, the demands of consumers are becoming more and more diversified. At the same time, VRIO analysis also mentioned that Hilton always has an innovative tendency in decision-making, and the analysis of Porter value chain shows that it has a high level of service quality, which is a huge advantage of Hilton. According to these advantages and the threat of external environment, this paper puts forward the following five strategic choices about personalized service that customers care about.
[bookmark: _Toc69731405]6.1AI customer service
As a part of hotel management, international hotels introduce AI customer service, which is in line with the future development trend of digitalization and intelligence, and this has always been the direction for Hilton to create excellent experience for guests. In order to win the favor of consumers, Hilton tries its best to open up all channels, so that guests can enjoy the hospitable Hilton excellent service on the mobile phone. For example, from 2017, Hilton's official customer service team will cooperate with major domestic social media platforms to provide online customer service to provide all-round customer experience services. Especially in the post-epidemic era, tourists rely more on online services and authoritative information, and spend more time using online resources to choose tourism destinations and products to better experience offline services; Consumers are more likely to have trust in the digital platform directly under the enterprise. For the hotel industry, how to flexibly use its own online platform to communicate with consumers efficiently also puts forward higher requirements for the hotel industry to continuously develop convenient and efficient online services in the future. In addition to dealing with core business problems, future hotel AI customer service will also develop intelligent language chat ability, life assistant function, life entertainment interaction, personification emotion and other functions.
[bookmark: _Toc69731406]6.2 Smart Room
In order to enhance the customer's room experience, similar to the Internet of Things in the home, Hilton can develop a "smart room" strategy, cooperate with various mobile Internet companies (such as Samsung and Legrand), and launch the Internet of Things room technology exclusive to Hilton, which can adopt voice and mobile activation technology to provide guests with a high level of control and personalized experience, so that customers can feel at home at Hilton.
[bookmark: _Toc69731407]6.3 VR
Panoramic observation of the hotel by VR technology, including indoor scenes of hotel lobby, restaurant, swimming pool and various guest rooms. When the user opens the hotel official website or wants to make a reservation, he can make a virtual tour of the hotel by means of sound, three-dimensional picture and sense of space, so that the customer can experience the panoramic view of the hotel without leaving home. In this way, you can enjoy the whole hotel without leaving the hotel. You can even complete the whole process of booking and payment. An important turning point in this experience. It can not only make customers experience before booking a hotel, but also stimulate customers' desire to travel and improve the hotel booking rate.
[bookmark: _Toc69731408]6.4 Cloud-based Management
In PESTEL analysis, we know that digitalization and artificial intelligence are a great opportunity for Hilton, and Hilton is also a hotel with innovative tendency in decision-making. Therefore, Cloud-based Management is the best strategy to provide personalized service for customers. Collecting customers' data and information with customers' permission and using the data in a correct way has become the primary goal of hotel industry to enhance customers' concern. Cloud-based Management application mainly includes data mining and forecasting according to customers' preferences and behaviors, recording them, further explaining these preferences and behaviors, and using them to send personalized emails for customers. Secondly, adopting Cloud-based Management can bring paperless experience to customers, and paperless also reflects Hilton's environmental-friendly social responsibility.
[bookmark: _Toc69731409]6.5 Customized guest rooms
Customers can customize their own rooms through their mobile phones before they check in. For example, customers with children can choose to add cribs and baby baths, and business customers can choose to add electronic devices such as printers and shredders. Hilton can directly provide old customers with items they prefer to use, and new customers can customize their own rooms on the mobile phone page to realize truly personalized rooms.
[bookmark: _Toc69731410]7. Conclusion
According to the above strategic choices, these strategies will also affect other areas of the hotel. For example, AI customer service can help answer questions from hotel employees and improve their work efficiency. Hotels can use VR immersion learning to train employees and improve the participation rate and efficiency of staff training. Cloud-based Management can help the financial department to manage revenue and improve the efficiency of financial personnel, and can also be applied to the guest room department to better allocate employees. Therefore, the above strategic choices can not only bring personalized customer service to customers, but also play a role in human resources department and financial department.
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