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                                                                                           Introduction Order management is referred to as the process of taking and delivery of orders according to the client's requirements (Atnafu, D . and Balda, 2018 ) . In hotel management, order management has a crucial role to attain a better business position and customer satisfaction level . This presentation will demonstrate the impact of order management on customer satisfaction levels .
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                                                                                              Order Management  Order management encompasses all processes from order placement to delivery of the ordered products or services (Leung, et al . , 2018 ) . In terms of the hospitality and restaurant industry, it mostly focused on food orders and delivery with the client's requirement and specific time .    (Atnafu, D. and Balda, 2018 ).
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                                                                                                Relationship between order management and customer satisfaction Order management is closely linked with customer satisfaction by satisfying the quality, accuracy, and timely food serve to the customers ( Meesala and Paul, 2018 ) .    ( Leung, et al., 2018 ).
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                                                                                                Key concepts in order management  Customer relationship management (CRM)  Service quality  Brand reputation  Employee motivation    ( Meesala and Paul, 2018 )
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                                                                                                Customer relationship management  Customer relationship management and order management are closely related and affect the restaurant business and customer satisfaction ( Oh and Kim, 2017 ) . Order management is also included in customer relationship management by understanding, taking and delivery of the customer's required food .    ( Ram, 2018 )
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                                                                                                Service quality and customer satisfaction  Service quality is a vital part of the hotel and restaurant business, high - quality services of the order management department always bring positive customer feedback and help to gain more customers ( Mahafzah et al . , 2020 ) .    ( Oh and Kim, 2017 )
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                                                                                              Order mismanagement  Order mismanagement is a common issue in the hospitality industry and negatively impacts customer satisfaction ( Ram, 2018 ) . For instance, taking too much time and serving at the wrong table is the real story of order mismanagement .    ( Mahafzah et al., 2020 ).
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                                                                                              Common cause of order mismanagement  Lack of employee motivations  Huge customer rush  Lack of dedication  Weak management team  Low employee satisfaction level    ( De Haan et al . , 2015 )
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                                                                                                Recommendations  Motivational event in the workplace  Feedback from the customers ( De Haan et al . , 2015 )  Incentive programs for the employees  Technological advancement to track and accurate delivery of food .    ( Ram, 2018 )
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                                                                                           Conclusion Therefore, order management is a very important part of the restaurant and hotel businesses and needs to emphasize order management . A quality order management system always improves customer satisfaction levels through timely, fast and accurate food delivery with building a greater customer relationship management . Another hand, low - quality service management departments can negatively impact the business through weak customer retention power and negative customer feedback .
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                                                                                           BMIH6001 Contemporary Themes in the Hotel and Hospitality Sector Topic: An Evaluation of the Impact of order management on customer satisfaction’
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