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Executive Summary
Delta Hotels was one of the leading 4-star hotel chains from North America that had established other hotels in over eighty countries in the Middle East, Asia, Africa, Oceania, and South America. It was founded in 1962, and it operated one of the largest hotel chains in the world until 2015 when Marriott International acquired it. It has employed over 6,000 employees worldwide, making it one of the largest employers in the hotel and hospitality industry. Its headquarters are stationed in Toronto, Ontario, and it is one of Canada’s leading hotel management companies with over forty resorts, airport hotels, and city-center hotel properties.
The report examines strategies Delta Hotel can use to personalize and customize customer care services to their guests to improve their accommodation experience. It will discuss internal and external factors that affect Delta Hotel in terms of operations, customer relations, marketing, sales, and profitability. Plus, it will discuss various technological processes the hotel can utilize in data analytics and processing to improve Customer Relations Management (CRM). Seamless and open communication builds transparency between guests and the reservation desks to ensure employees have the necessary information to address client complaints and requests. 
Advanced technologies have improved the quality of communication between hotels and guests through two-way communication, improving guest relations because their requests can be fulfilled in moments. The report will examine the impact of advanced technologies in customizing customer care programs to suit the needs of guests and how hotel employees will be well-equipped to address underlying challenges guests face at the establishment. 
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Introduction
	Delta Hotels has established itself as a remarkable hotel brand that offers world-class customer service to guests and visitors of their various hotel properties worldwide. The hotel’s global success originates from its distinct style of Simple Made Prefect, which provides guests with a unique and exciting travel experience. The company has one of the best facilities and customer care services in the hospitality and hotel industry which is why it remains one of the most sought-after hotel brands in the world. It has state-of-the-art room amenities such as free Wi-Fi, world-class interior designs, and convenient dining options, offering travelers comfortable and stylish accommodations. 
In 2013 before the acquisition by Marriott International, Delta Hotels was planning to reposition itself as a 4-star chain of hotels with unique customer service and hospitality for guests. At the time, the hotel chain was classified as a worn-out 3-star hotel brand with below-par customer service with new hotel properties across the world. Executive management wanted to change the company’s reputation by developing a new brand identity that would positively change its service delivery, hospitality, and customer care services to guests. 
Since its inception, Delta Hotels' target market has always been middle-aged consumers, preferably business professionals aged between 30 and 45 years, because they love traveling for business meetings and booking conference halls. Four key strategies shaped the new brand identity; genuine, elevated, local, and personalized to ensure Delta Hotels resonates with the daily needs of their guests. It helps address customer issues and complaints promptly to enhance the quality of their travel experience. 
In 2014, Delta Hotels introduced a new brand tag, “Expect Even More,” which was a sign of new things for guests at Delta chain of hotels and what they should expect whenever they make reservations at its various properties. The company planned to introduce new customer care services that will appeal to its already established market niche of business professionals by providing more amenities to its customers. “Expect Even More” was the campaign mantra for Delta Hotels as it incorporated digital media and print media platforms to advertise the new and revolutionized hotel chain and its ambitions to continue being a client-centric hotel brand. After the acquisition in 2015, Marriott International transformed Delta Hotels into a world-class 4-star hotel chain with excellent travel experiences and amenities that would keep customers loyal to the hotel brand. 
 Strategic Analysis of Delta Hotels
Strategic analysis is researching an organization and its surrounding environment to devise an effective strategy based on internal and external market factors. 
1 Internal Analysis
It is the process in which an organization examines its internal aspects to assess and examine its resources, assets, competencies, capabilities, and competitive advantages to prosper and grow in the markets. The best tool to analyze Delta Hotels is SWOT analysis due to its simplicity in application and uncovering internal and external factors affecting the company’s internal operations and how best to develop strategies that ensure Delta Hotels remains profitable.
1.1 Strengths
Global Brand Presence
	Delta Hotels have a strong global presence since it has hotel properties in Africa, Asia, and Europe, making it one of the largest hotel chains in the world under its parent organization, Marriott International. It became one of the best hotels for business personalities due to its outstanding amenities for business meetings, conferences, and symposiums. Plus, it also suits the needs of customers looking to conduct social events such as weddings, birthdays, and graduation parties. Yu, Byun, and Lee (2014) states that Delta Hotels has established itself as one of the best hotel chains in Canada and has dominated the hospitality sector due to its dynamic brand values and principles. 
1.2 Mergers and Acquisitions (M&A)
	In 2015, Delta Hotels was acquired by Marriott International in a deal worth $ 134 million, with Marriott gaining ownership of the hotel chain and the Delta brand to help expand its sphere of influence in the hotel and hospitality industry. The M&A helped Delta regain and rebuild its credibility and reputation as the best hospitality destination for foreign and local guests. By associating with the Marriott brand, Delta Hotels devised new consumer-centric ways of service delivery, customer service, and product development. Before the acquisition, Delta struggled with brand identity, but after the purchase was finalized, Marriott renewed the Delta brand by transforming it into a world-class 4-star chain hotel.
1.3 Loyal Consumer Base
	Delta hotels have a strong market presence as the chain of hotels is in over ninety locations globally, with the majority stationed in the capital cities of their respective countries. Delta has one of the best hospitality services in the hospitality sector, and companies and business personalities cannot shift to another hotel brand. Delta has a loyal client base due to its high-quality hospitality service for guests, especially for conferences, seminars, and another business-related meeting.
1.4 High levels of Professionalism
	Since the acquisition, Delta Hotel has adopted a strict code of conduct whereby all staff employees act professionally in their workstations. The mandate of a strict code of conduct transformed Delta Hotels from a 3-star property into a 4-star hotel brand with exceptional customer care programs and services that meets clients’ needs and expectations. It is believed that this important level of professionalism resulted in the ultimate transformation of Delta Hotels.
1.5 Weaknesses
Important levels of Strictness
	Delta Hotels and other Marriott International properties have been accused of being extremely strict with their employees, which suffocates their innovativeness and creativity when handling guests. Delta Hotel workers are expected to perform their duties as stipulated by the hotel’s rules and guidelines which affects the quality of their service delivery to clients. The human aspect during interactions is lost as employees are trained to respond to issues or grievances through protocols instead of being creative and straightforward in problem-solving (Sigala, 2005). There have been instances of workers complaining to management about the harsh extent of strictness which creates a lot of job dissatisfaction within the workforce. 
Poor Positioning
	In the markets, Delta Hotels are positioned as a family-owned chain of hotels under the Marriott umbrella brand name, which affects its Customer Relationship Management (CRM). Clients want to feel part of the culture at the hotel and advertising the property as a family-owned enterprise creates a disconnection with its target audiences. Research shows that industry success lies in prioritizing the needs of young millennials, especially young unmarried people, and unmarried people, as they are more likely to seek accommodation while on business trips. 
Negative Publicity
	As a brand subsidiary of Marriott International, Delta Hotels have suffered negative publicity due to the parent company’s decision to lock out other guests from boarding their cruise ship during the Hurricane Irma disaster. The company’s Public Relations (PR) was tainted because of the events at St. Thomas, affecting its room occupancy rates and other bookings. 
1.6 Opportunities
Emerging Economies
	The rise of multiple emerging economies means an influx of disposable income within the global population. People are more willing to travel across international borders for adventure tourism and exploration and have an amazing travel experience. As more people accept international travel, Delta Hotels will experience high revenue growth with increased bookings and high room occupancy rates. As more people have disposable income, Delta Hotels can introduce new hospitality packages such as birthday, wedding, and anniversary ceremonies and photography venues, among others. 
Increased Offerings
	Delta Hotel can differentiate itself from other hotel chains by providing its guests with customized services such as personalized towels and other room amenities like bathroom robes which clients can take with them once they check out. Free-of-charge services include ironing their clothes, especially if they are at the hotel for seminars or conference meetings for more than three days. The extra services will attract more business to Delta Hotels because business-oriented clients will always pick Delta Hotel chains as their preferred hotel of choice because of its free services and professionalism. 
Innovation in Customer Service
	The entry of advanced technologies in the hotel sector as explained by (Pallet, Taylor, and Jayawardena, 2003) will help Delta Hotel gain unique opportunity of developing new and dynamic customer services, such as voice-activated commands in rooms for specific guests. It is an enhanced security feature that ensures guests control who gets in and out of their hotel rooms. Delta Hotels can customize client services to connect intimately with their clients during their stay at the hotel.
1.7 Threats
Global Pandemic
	The recent Coronavirus pandemic adversely affected the hotel and hospitality industry as guests were confined in their homes due to the health mandate issued by world governments to mitigate the spread of the Covid-19 virus. In the 2020 fiscal year, Delta Hotels recorded its worst losses in decades due to the foreclosure of most of its hotel properties across the world. Delta Hotels had to lay off most of their staff members and retained only essential personnel to protect assets and other facilities at the hotel properties.
Stiff Competition
	The global hotel and hospitality industry is one of the most competitive due to the presence of multiple 5-star hotel properties and chain hotels that offer world-class services. Notable competitors are the Hilton Group of Hotels and Novotel, as they have a sizable market share and offer excellent customer service to their guests in all their respective properties. These two hotel chains can seize Delta’s market share, which is why their continued growth in the market is a constant threat.
2 External Analysis
	It evaluates and examines industry factors that have a direct or indirect impact on an organization’s operations, profitability, and ultimate growth. PEST analysis is the best tool to examine the state of industry growth of Delta Hotels based on external factors influencing its growth.
2.1 Political Factors
	Political instability in countries with the highest tourist destinations is a major threat to Delta Hotel because it deters people from international travel, which lowers the rate of bookings and accommodation in hotels. Political instability caused by military conflicts, as is the case in Ukraine, has affected Delta Hotels across Eastern Europe due to the ongoing conflict between Russia and Ukraine. Hotels incur huge losses due to political instability due to terrorist attacks and military conflicts as it threatens the peace and safety of everyone. 
2.2 Economic Factors
	A global recession is an economic threat that directly affects sales revenue growth and profitability at Delta Hotels because people no longer have disposable income to spend on vacation, adventure tourism, and holiday trips. For instance, the debt crisis in Europe affected room occupancy rates in Delta Hotels in the continent, as Europeans started to cut unnecessary costs incurred in holiday trips and vacations, which affected hotel bookings. Plus, companies reduced the number of delegates sent out to international meetings, which resulted in a decline in room bookings. Plus, the fluctuation of foreign currencies, especially the U.S. dollar, distorted the profit margins of Delta Hotels' trading in European and Asian currencies. 
2.3 Social Factors
	International traveling, holiday trips, and vacations have become the norm in developed societies, whereby people travel to countries during summer break to experience other cultures and nationalities. Cultural changes have forced people from Asian countries to tour other regions and countries to explore the world. Research (Xu and Li, 2016) show that cultural changes have increased the number of Chinese tourists in various destinations, which has helped Delta Hotels record many bookings of tourists and foreign guests. Adopting the tourist lifestyle has helped Delta hotels become one of the most successful hotel chains in the world because tourists are bound to sleep in any of their properties due to experiences in another tourist destination. 
2.4 Technology Factors
	Mobile technologies have disrupted the hotel and hospitality industry through the invention of mobile apps such as Airbnb, which transforms peoples’ homes, houses, and apartments into temporary accommodation facilities for guests who wish to rent them for a specific period. Pham, et.al. (2020) explained that it adversely affected the hotel industry as travelers opt for Airbnb accommodations because it is cheaper, convenient, and offers privacy. Hotels like Delta have experienced a fall in room reservations and bookings as their past clients choose Airbnb to save on costs.
3 Strategic Analysis; Personalized Customer Care
	Based on the internal and external analysis of the hotel industry, it is evident Delta Hotels need to adopt more strategies to customize and personalize customer service to their guests. Internal analysis shows the hotel needs to introduce new services and product offerings to enhance customer care and build brand loyalty. External analysis shows that Delta Hotel will need to adopt aggressive strategies to attract a large consumer base to its properties to generate more profits and outperform its competitors. There are various strategies Delta Hotel can adopt to personalize its customer care services to guests and ensure it becomes the leading consumer-centric brand in the hotel industry. 
Create Guest Profile
	Delta Hotels by Marriott International should establish an automated Property Management System (PMS), which collects and analyses client information once guests make reservations and bookings at the hotel. Kasiri, et.al. (2017) explained that all client data is stored in the PMS automated system, which records all guests at the property and maintains its record for future reference For every check-in at any Delta hotel property worldwide, the PMS creates a client profile that documents the room type, type of room services, credit card swaps at the hotel, types of meals and beverages ordered, spa and massage, and other services he pays at the hotel.
By collecting this data, research (Schoormann, et. al. 2018) showed that automated PMS gets to create the perfect client profile which highlights his preferences and tastes in food, drinks, and relaxation experience. If the client makes another reservation at any Delta property, the automated PMS will highlight his recommendations to the reservation desk. The employees will have everything ready for the client once he checks in. Plus, employees get to know the client’s details, such as birthdays, because they usually make reservations through their identification documents, such as passports, driver’s licenses, and national identity cards. 
Through this strategy, Delta Hotel will become a highly client-centric hotel brand that anticipates the needs of its guests before they make any requests. Hax and Wilde (2002) suggest that it is an affirmative approach to building client relationships and will help Delta identify repeat guests and issue discounted offers for meals, drinks, or spa services. It is one of the most effective ways of creating customized or personalized customer care programs for guests at any property; thus, make Delta Hotel highly appealing to guests. During the client’s stay at the hotel, employees should interact with guests and learn more about their dreams, plans, and life goals during casual conversations during check-in or when the client is making dinner plans at the hotel’s restaurant. According to Fischer, Gebauer, and Fleisch (2014) it will help humanize the hotel experience as employees freely engage with clients in informal conversations such as learning about their culture, language, and nationality, among other things. 
Pre- and Post-Stay Emails
In the hotel industry, electronic mail is the most effective communication between hotel facilities and clients because geographical and language barriers do not limit it. For Delta hotel to effectively customize its customer service to its clients, its reservation or bookings department needs to issue pre-arrival emails that welcome guests to the hotel before they check in. Delta Hotel should invest in the installation of advanced PMS and Customer Relationship Management (CRM) systems that automatically sends personalized pre-stay emails to repeat guests. It is one of the most effective ways to customize accommodation packages for long-term clients at Delta Hotels. 
Pre-Stay Emails
	Employees at the reservation desk can create email templates that retrieve client data and use it to create unique accommodation packages with extra services that will enhance the client’s stay at Delta hotels. For instance, the pre-stay emails should comprise discount offers for repeat guests at the property, highlighting discounted rates in accommodation for specific hotel suites, meal plans, and room services. Pre-arrival emails are designed to “extract” as much information from the client as possible through a set of survey questions or polls which will help Delta Hotels determine how to customize the client’s stay once he arrives at the property. For example, the pre-stay survey will touch on dietary, room services, special needs, and transportation requirements to help the reservation desk make the necessary arrangements before check-in. 
	Pre-stay emails are designed to get clients to participate in creating their unique hotel experience by offering data about their likes and dislikes about hotel services, amenities, and products. For instance, the client can state that he likes having champagne in his room upon arrival or a tune of an African theme song playing in the background while in his room, or no TVs or mini fridges. All clients have different and unique tastes, so pre-stay emails are essential for Delta hotel to create the best customer care package for each guest based on their tastes and preferences. Pre-stay emails have a long-lasting impression on guests because it shows that the establishment cares about their needs and values their input in enhancing service delivery to their requirements and expectations.
Post-Stay Emails
	These are emails sent out to guests after check-out from the hotel to get feedback on whether they enjoyed the hotel experience and if they should offer any suggestions that will improve the quality of customer service. Delta hotel should adopt post-stay emails as it helps build brand loyalty among guests because the hotel brand is interested in hearing the opinions of their past clients and how they can improvise customer care to enhance the overall hotel experience. 
Employees in the reservation department should send emails to every guest appreciating them for their stay at Delta Hotels and request their unbiased opinions on the quality of customer care, service delivery, and overall experience at the property. Reservation officers should take note of all client feedback and requests and include them in the client’s profile so that it automatically updates when he makes another reservation at Delta Hotels. It is an automatic response system that ensures guests feel welcomed and valued by the establishment and imprints a long-lasting impression on the client and creates an intimate connection. 
One Company, One Voice (Omni-channel Communication)
Since Delta Hotels is a chain hotel under Marriott International, management should streamline communication systems to enhance transparency and consistency in communicating accommodation packages, room services, meal plans, and other amenities to guests. (Hult, Morgeson et al. 2017) suggests that Delta Hotel should adopt a One Voice policy where there is singular communication across all its properties to ensure clients receive high-quality customer service across all hotel chains under the Delta brand name. The hotel should install a dynamic platform that records and visualizes all client engagements and activities across all channels in a single data repository to predict client needs and expectations. It is the perfect tool to enhance customer service to guests in Delta Hotel properties because it enshrines everything about a specific client within their designated data repository. 
Customer Relationship Management (CRM) database systems are intricately designed to accommodate as much client data as possible to ensure organizations can instantly detect and select customizable options and actions based on the client’s profile. Research (Arbussa, Bikfalvi, and Marquès, 2017) shows that these CRM systems will help Delta hotels to customize clients’ experiences based on past engagements, interactions, and accommodation services as detailed in the reservation system. These systems operate on already available information about the client from a previous stay at the hotel facility and use that data to adjust and modifications in customer service, service delivery, and other amenities that will improve the client’s hotel experience. 
Digital Enablement
	The human component in the labor force will always exist because hotels are in the service industry, providing human-oriented services to hotel guests. Research (Dash, and Bakshi, 2019) showed that incorporating digital technology in service delivery in the hotel industry will transform the quality of customer care and services disbursed to guests due to Artificial Intelligence (AI) and other advanced digital tools that detect client emotions and moods. According to Arbussa, Bikfalvi, and Marquès, (2017) data collected during online bookings and reservations will be examined by advanced analytics to detect the emotional and mental state and medical conditions of the client making room reservations.
People at a certain age are prone to severe illnesses due to old age, lifestyle choices, and feeding patterns. For example, if the client is 60 years old, the analytics will predict that the guest might have mild diabetes and other minor complications unless the guest is willing to inform the hotel of his medical conditions. Cunha and Miguel, 2019 suggest that Delta Hotels needs to adopt innovative productivity tools which support hotel-guest interactions with automation capabilities to ensure interactions are seamless and effortless. The reservation department will customize service offerings to guests based on how they respond to questions and survey polls issued before they check in at the property. Bharadwaj, et al., (2013). Discovered that analytical tools will assess the responses of the guests to predict their preferences and tastes to create custom-made hotel services that will appeal to the client. 
Based on growing industry standards and market demands (Ives, Palese, and Rodriguez, 2016) suggests that Delta Hotel should incorporate automated technology in its back-office to lighten the workload of the back-office staff to focus on more pressing matters, such as improvising new ways to enhance the quality of customer service. For instance, Delta Hotel should install automated responses to standard requests from clients such as room availability and other related questions. It frees up time for workers in the reservation department to focus on developing new services and products that will enhance customers’ hotel experiences. Research (Bleicher and Stanley, 2016) Showed that sensitive and complex customer requests will be addressed by a human employee because human beings can empathize, reason, and make judgment decisions at the client’s request, At the same time, automated systems act based on input data which can be erroneous.
Anticipate Customer Needs
	The service industry is the most sensitive sector of the economy as it pertains to dealing with peoples’ needs, listening to their grievances, complaints, and suggestions, and implementing the necessary solutions to improve service delivery (McKinsey and Company. 2020). Delta Hotels should devise a self-correcting system that offers practical solutions to guests before, during, and after checkouts. For instance, the hotel can offer healthy meal options for guests over a certain age based on medical data that show they are susceptible to certain illnesses. Delta Hotel should be able to provide early solutions to customers even before they seek assistance. Recent research (Wynn and Jones, 2022) suggests that initiative-taking approach to customer issues is one of the best ways for Delta Hotel to improve the quality of its customer service and attract more guests to its properties.
	Delta Hotel needs to customize its response systems to clients to create a unique experience for guests at the hotel. For instance, a guest might call for an over-charge on room service or request for his mini fridge to be re-stocked. Research (Akter, et.al. 2016) identified Interactive Voice Response (IVR) as a system that detects if a guest is calling to inquire about miscellaneous expenses charged on his credit card or bank account without proof of service rendered. The IVR will run analytics on its back end to assess and analyze the client’s complaint to check if it is legitimate based on other charges imposed on other guests at the hotel and his previous expenses at the property. Once analysis is complete, the IVR system will inform the front office department and help them decide on the best way to deal with the client’s issue. Research (Haaker, et. al., 2021) learned that IVR system is a consumer-centric tool that enhances Customer Relationship Management (CRM) and will help Delta Hotel become the number-one choice for tourists and business professionals seeking accommodation and personalized customer services. 
The ‘Care of One’ Concept
	Hotels are categorized based on the quality of their customer services, amenities, and infrastructural design to enhance guests' experiences. Felin and Powell (2016) learned that advanced technologies will help Delta Hotels create customized services for guests because data analytics processes examine data collected before, during, and after client interactions. Despite fears of technology replacing human labor, the hotel sector is part of the service industry which requires the human component in service delivery and customer care. Fisher and Beatson (2002) noticed that technology will facilitate the personalization of customer care services afforded to guests whenever they check in and out at any hotel property. 
Human beings are excellent at evaluating scenarios and can emphasize with clients, which is why the human aspect in service delivery is integral in the hotel and hospitality industry. According to McKinsey and Company (2020) specialized machines focus on probability and make decisions based on best-case outcomes based on laws of probability which is highly effective but lacks the human ‘touch’ which is integral in customer care services). Delta Hotels should incorporate a virtual customer care assistant, an intelligent bot powered by natural language processing (NLP) that supports and facilitates interaction between the reservation officer and the guest (Buhalis andCheng, 2020). 
It improves decision-making processes and provides the best practical solutions to guests to ensure they have amazing vacation and holiday experiences. For example, the intelligent bot can recommend that clients undertake meditation at certain periods of the day to enhance their mental, psychological, and emotional health. Such information will be relayed to the customer care personnel, who will convey the same to a troubled or unsettled guest at Delta Hotel in the hopes that meditation will improve his mood and stay at the property.
Implications of these Strategies on Delta Hotel
	Integrating new and advanced strategies to customize customer service to guests at Delta Hotel will have various implications for the hotel, such as finances, competitiveness, and employee morale.
Competitiveness
	By integrating advanced technologies in service delivery, especially customer care, Delta Hotels will force other hotel brands to adopt similar technologies to enhance relationship dynamics with their guests to avoid losing their respective market niche to other brands. Through customizing customer services, Delta Hotels will set an excellent precedent for other hotel brands under the Marriott International umbrella to adopt similar technologies to improve guest relations and grow their market share in the hotel industry. Personalized customer care services will give Delta Hotels a competitive edge over its rival brands in the hospitality and hotel sector. Guests are bound to become long-term clients for the establishment because its customer care services are designed to cater to the specific needs of all guests. 
Financial Implications
	Delta Hotel will require high capital investment to purchase and install advanced technology systems for data analytics to process and analyze customer data to create a digital profile with their preferences and tastes in vacation and hotel experiences. Automation technology is expensive to buy, install and maintain. Delta Hotels will need to set up a new Information Technology (IT) department dedicated to operating and installing new system software programs for optimum performance. Plus, Delta hotels will need to recruit IT specialists and experts to install, set up, repair, and train employees in the communication and reservations departments on how to effectively operate these new computer systems. The entire project will cost a huge sum of money but guarantees a high return on Investment (ROI) due to consumer-centric services to hotel guests, which build long-term brand loyalty. 
Employee Morale
	The presence of virtual assistant agents at the reservation desk or front-office department will boost employee morale because they no longer need to speculate on the best services and amenities for the guests to have a relaxing experience. Employees will log in on the digitized system and have everything about the client at their fingertips which will improve response time to client complaints, issues, and questions. Clients like to know about the best restaurant or recreational park close to the hotel. The front-office personnel will offer the best recommendations based on the client’s preferences for cuisines, delicacies, and sporting activities.
Conclusion
	Customer service is at the core of hospitality, and clients appreciate brands that pay attention and prioritize their needs. There is a sense of appreciation and willingness to provide guests with the best service delivery and holiday experience, which will remain embedded in their memories for years to come. The success of any hotel is attributed to the important levels of professionalism in customer service because hotels are the epitome of service delivery and guests relate with hotels based on the services they receive. 
Recommendations
 	It is recommended that Delta Hotels implement data-driven innovation whereby reservation personnel use client data to create online profiles in their database that detects or identifies customers’ preferences, past travel, or vacation experience to customize their accommodation package. For example, if the client is on holiday in Jamaica, there is a high probability the client loves ocean or beach views; the front-office officials will book a beach-front room for the guests, preferably on the third or fifth floor of the hotel. Plus, offer suggestions of a free body massage and spa service as a complementary gift to the guest. Data-driven innovation is revolutionary as hotel guests will address customer complaints promptly without the intervention of the hotel manager or customer relations officer. Through this recommendation, Delta hotels will experience 100% room occupancy in all their chain hotels and improve client relationships. 
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