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Executive Summary
Customer experience influences the business growth of a company and it is found that customer experience also increases the customer engagement rate in the organization. In the case of Novotel hotel it has been highlighted that in the time of covid-19 this company has developed several types of unique strategy and customer engagement procedure to enhance the profit rate of the hotel and this report has highlighted all effective information. However significant theories and models have been also developed in this area to improve the quality of the study effectively and the significant recommendation has also been developed to mitigate few effective challenges of the hotel and that recommendation all to develop the future opportunity of the hotel.
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[bookmark: _Toc79771516]Introduction 
Customer experience is the most important part to develop a business in the competitive market and it has been recognized that customer experience improves the growth rate of the company as well as also supports the organizational culture effectively. This study is going to highlight the impact of customer relationships and experience on the growth of Novotel hotel. This study also illustrates social theories and models the relevance of the strategy to increase customer engagement effectively in the organization. On the other hand impact of covid-19 on customer relationships has also been evaluated in this study significantly and the impact of good customer relationships on organizations has also been highlighted effectively.
[bookmark: _Toc79771517]Aim of the study 
The main aim of this study is to illustrate the significance of customer experience in the organization and to portray the impact of covid-19 on customer experience and relationships significantly. 
[bookmark: _Toc79771518]Overview of Novotel Hotel 
Novotel hotel is one of the popular hotels in the UK which is located in London. It is also found that this hotel provides 24-hour reception including a Wi-Fi buffet breakfast and a large room. This hotel also provides extensive experience to their customers and also provides presentation equipment and wireless internet for meetings organization. The revenue rate of this company is $1 billion and the number of employees is 6,543 (Hotels. UK, 2021). The hotel also has various branch throughout the whole world and provide a unique experience to their customers which enhances our customer engagement rate in the hotel effectively. However, this hotel also provides several types of offers in the festive season for their consumer at the best price which also enhances come customer experience effectively (Novotel.accor.com, 2021). This hotel expands their business throughout the whole world and it has found that this company has several computers in the UK market as well as in the global market such as Holiday inn, coast hotels, Hyatt hotels, and resorts. Hence, this area has portrayed the detail and significant data and information about the Novotel hotel. 
[bookmark: _Toc79771519]Introduction of the crucial key marketing theories 
Marketing is the most important part to increase the customer engagement rate in a hotel and the development of proper marketing theory in the Novotel hotel helps this company to enhance the customer engagement rate as well as create a remarkable impact on the revenue rate of the hotel. Few effective marketing theories have been developed in the following area: 
[bookmark: _Toc79771520]Ansoff Matrix
Ansoff matrix is an effective marketing theory that has been developed to expand our business and to capture the market through developing a unique and effective strategy. In this area development of the Ansoff matrix in the now hotel help this hotel to expand their business and increases the customer engagement rate as well as it helps to develop customer experience effectively.
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Figure 1: Ansoff matrix 
(Source: Zanjani et al. 2020)
This figure has highlighted the major four-part of the Ansoff matrix which help to improve the business growth as well as play a crucial role to improve the customer experiences in the hotel (Loredana, 2017). However, it is found that it provides unique and effective strategies to the company for their development and it also helped to achieve the ultimate goal of the company. In the case of Novotel hotel development of this theory help them to decrease the chances of risk and it helps to analyze the market effectively. Globalization enhances the market competition rate of the company and most significantly increasing the competition rate in the market effect the profit rate. However, to improve the situation and develop the competitive advantages in the Novotel hotel Ansoff matrix is going to play the most effective role. 
[bookmark: _br50nxdqj9bz][bookmark: _Toc79771521]Consumer Decision Making Process
The consumer decision-making process is another important part of the business and it helped now hotels to understand consumer behavior through developing this effective theory in their hotel. However it also plays a crucial role to decrease the future challenges and help to create effective opportunities for the future growth of the hotel.
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Figure 2: Theory of consumer decision making procedure
(Source: Zak and Hasprova, 2020)
This figure has highlighted the crucial step that helps to portray the decision making process your of the consumer and based on this theory Novotel hotel can easily develop an effective strategy to influence the decision making process of consumer and that automatically increased the consumer engagement rate in the Novotel hotel. Customer decision-making procedures affect the revenue rate and sales rate of the company and to improve the customer decision-making procedure, this hotel should develop the AI technology in their hotel. 
[bookmark: _Toc79771522]Impact of internal and external factors on Novatel’s quality control or system for customers in the time of the covid-19 pandemic 
Quality control and system are the most important part of the business because the quality service of the Novotel hotel has to improve the customer engagement rate and customer relationship in the hotel. It has found that there are several types of internal and external factors including covid-19 which influence the quality control a system for customers and in also create a significant impact on the customer.
[bookmark: _Toc79771523]External factors
There are a few most effective external factors which create a significant impact on the quality control or system for customers. Those effective external factors are following:
Market
The market value of a product depends on the customer needs and it has been identified that the quality of the products significantly affects by the market value of that individual product (Hajiheydari et al. 2017). However, to understand the market value of a product analysis the customer needs is highly required before manufacturing any kind of product in the market.
Increasing competition rate
Competition is one of the most effective factors and increasing competition rate enhances the demand for new and unique quality products in the market which automatically influences the quality control or system of Novotel hotel effectively. 
Human resources
Skillful employees increase the market demand effectively and the quality control system engineer help to improve the quality of the product and because of that reason competitive market develops the skin full employees in every hotel. Hence it is portrayed that these crucial factors also influence the human resources effectively
Covid-19
Covid-19 is one of the most significant external factors that affect the Novotel hotel effectively and it has been recognized that covid-19 influences the quality control system of every business in every individual industry. As per the view of Tünaydin (2020), it has been found that covid-19 enhances the needs of hygiene and product quality effectively and it automatically influences the quality system of Novotel hotel.
[bookmark: _Toc79771524]Internal factors
Few effective internal factors create a significant impact on the quality control or system of Novotel and those are following:
Management
Organizational structure defects the management system of the business. As per the view of Broadhurst et al. (2018), it has been found that the responsibility of management to develop the quality of the services or products effect significantly. Hence, the development of management to improve the quality system or control is highly required for the Novotel hotel. 
Motivation
Motivation is the most important part to develop product quality because a considerable number of employees recruit to analyze the quality of the product or services and those employees need high motivation to develop their work quality effectively. 
Developed informational technology
Informational technology is the most important part which significantly influences the quality control system of a hotel. However, in the case of Novotel hotel, it has been noticed that implementation of advanced information technology in the hotel assist to design effective service uniquely. 
Hence, in this area, it has portrayed that internal and external factors create a significant impact on the quality control or system. This also improves the customer engagement rate in the organization and influences business growth effectively. 
[bookmark: _Toc79771525]Contribution of the good customer relationship to achieve the business objectives of Novotel while handling the new situation 
Customers are the most important part of the business because they influence the business growth of the company as well as also creates a competitive advantage in the market. In the case of Novotel hotel, it has been found that to improve the good customer relationship this hotel can also be beneficial to achieve their goal (Owii et al. 2018). It is identified that to develop good customer relationship implementation of effective theory and model play a more significant role and on the other side, it has been also recognized that the development of effective strategy plays a most crucial role to create a good and most effective relationship with the customer. It has been found that good customer relationships develop the number of loyal customers in the hotel and that automatically increases the sales rate of the hotel effectively.
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Figure 3: Contribution of the good customer relationship
(Source: Owii et al. 2018)
This figure has clearly highlighted the significant contribution of a good relationship with the customer and that clearly highlighted that development of a good relationship with the customer also improve the brand image in the competitive market and that also make positive changes in the organization culture. In the case of Novotel hotel implementation of a good relationship with customer help to develop their services and that automatically develop the brand name of the hotel in the UK market as well as in the global market effectively. Customer relationships help to develop an effective radius of the hotel which are following:
[bookmark: _Toc79771526]Development of customer retention rate
Customer retention rate is the most important part of the business because the development of the customer retention rate helps to increase the sales of the company. In the case of Novotel Hotel, it has been identified that the development of a good relationship with customers helps to increase the retention rate in the hotel. As per the view of Terziev and Banabakova (2017), customer retention rate increases on the basis of the quality of the services and behavior of the staff and it has been identified that the development of a good relationship with the customer automatically increases the customer retention rate of the company.  In the time of covid-19 organizations and hotels faces immense loss and even in that time development of customer retention rate help to enhance the sales rate of the organization and most significantly it helps to maintain the financial condition of the organization. In the case of Novotel hotel development of good relations with the customer help the financial condition of the hotel significantly through increasing the retention rate even in tough times.
[bookmark: _Toc79771527]Boost sales rate
Sales rate is the backbone of any business and in the time of a covid-19 various businesses face an immense decline rate of sales and that affects the revenue rate of the company significantly. It has been found that increasing sales rate in the time of covid-19 depends on a crucial strategy. There are many companies that develop a good relationship with the customer to increase the customer engagement rate in the company to influence the sales rate effectively. In the case of Novotel hotel development of a good relationship with the customer in the time of covid-19 help this hotel significantly and also create a major positive impact on their sales rate.
[bookmark: _Toc79771528]Improvement of brand image
Brand image is another important part of the hotel because brand image help to develop competitive advantages in the market and that helps to achieve the ultimate goal and objective of the hotel or an organization. As per the view of Kumar and Reinartz (2018), it has been highlighted that good relationships with customers help to develop the brand image in the market and that exercise to develop competitive advantages and profit rate effectively.
[bookmark: _Toc79771529]Enhance the customer loyalty
Development of a good relationship with customers to improve the customer loyalty rate in the organization and that help to achieve the goal of the company effectively it has found that there are several types of the company who faces major customer issues in the time of covid-19. However, those company who have developed a good relationship with their customer they have found loyal customer and that help their sales effectively (Dewnarain et al. 2019). In the case of Novotel hotel, they have also maintained their business growth because of their loyal customer even in the toughest situation. 

[bookmark: _Toc79771530]Identification of the systems that support Novotel quality processes and contribution of those systems in meeting customer crucial requirements and in the covid-19 situation maintaining good customer relationships 
There are several types of systems that significantly support Novotel’s quality procedure and contribution and it also helps to meet all types of customer requirements effectively. However, in the time of covid-19, the quality system of Novotel help the business effectively. However, those are following: 
[bookmark: _Toc79771531]Operational risk management system
The risk management system is the crucial part that influences the quality process of the Novotel hotel effectively. The risk management system helps to analyze the risk as well as before development any risk in the hotel in enhancing the awareness effectively (Araz et al. 2020). However, it has also been found that in the covid-19 situation the risk management system plays the most effective role and helps to portray the crucial requirements of the customer and that automatically decreases several effective challenges from the Hotel. 
[bookmark: _Toc79771532]Asset and equipment management system
QMS (Quality management system) is the most important part to improve the business growth of hotels effectively. Novotel hotel has developed an asset and equipment management system in their hotel which helps to avoid false access and also reduces the work pressure of employees. Most significantly in the time of covid-19, it enhances the quality of services and that develops the customer engagement rate effectively. Automatic check and calibration tests are another crucial part of this system that improve the customer service of Novotel hotel effectively. 
[bookmark: _Toc79771533]Document and change control system
Document change control system is one of the most important parts of the quality system management and in the covid-19 update customer services effectively. On the other hand, it has also identified that it improve the understanding and awareness of proposed effective changes through the whole organization and it also assure that all the crucial changes have been made in a crucial way that helps to mitigate negative impact to customer and services (Ismael and Okumus, 2017). Novotel hotel has also gained major benefits and advantages in the time of covid-19 because of the document change and the crucial control system.
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Figure 4: Policy management system
(Source: Budhathoki, 2018)
[bookmark: _Toc79771534]Internal audit & Policy management system
The development of audit management software helps the organization effectively and most significantly influences customer service positively. It decreases the administrative tasks and aids to focus on the crucial strategy and improvement of the organization (Budhathoki, 2018). Implementation of this system in the Novotel hotel helps to mitigate future challenges of the hotel effectively. 
[bookmark: _Toc79771535]Development of theories and models to evaluate the experience of customers in the Novotel 
Novotel hotel has implemented several types of theories and models in their hotel to enhance the sales rate of their hotel effectively. However, those crucial theories and models also improve the sales rate of the company effectively. However, in this area those crucial theories and models have been developed in the following area:
[bookmark: _Toc79771536]Customer experience hierarchy model
Customer experience helps the hotel to mitigate their effective issues through the help of the customers. Ghent, the importance of customer experience has already been highlighted in the previous area. However, the development of this crucial theory assists to portray the 360 customer view effectively and this theory also develops the loyal customer in the hotel effectively. 
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Figure 5: Customer experience hierarchy model
(Source: Maitlo et al. 2017)
This figure portrays the crucial procedure to enhance the customer engagement rate to develop customers' experience effectively. There are a total of six stages that help to improve the customer experiences and on the basis of the customer experiences, the hotel can automatically increase the customer engagement rate in the company. Development of the theory in the Novotel hotel increase the customer engagement rate in the hotel as well as also create emails brand image in the comparative market of the UK. This company has also implement an effective strategy to increase the interactions with the customer through the help of female personal messages and other phone calls which help to increase the customer engagement rate and improve the experience of customers effectively (Maitlo et al. 2017). On the other hand trust and loyalty are the most important parts of the hotel because on the basis of these factors brand image of the hotel developed in the competitive market of the UK. This theory helps to develop the customer satisfaction rate through providing unique and crucial offers and discounts which aids to improve the customer experience as well as in this area this hierarchy theory plays the most important role. 
[bookmark: _Toc79771537]Commitment trust theory
This is another effective theory that Novotel hotel has developed in their company to improve the customer experience and to increase the customer engagement rate in the hotel. The development of this theory in their hotel helps to increase their sales rate as well as the revenue rate of the company after implementation of this theory in the Novotel hotel. According to this theory, commitment and trust are two major factors that help to develop a successful relationship between customers and employees. It helps to bring long-term profit to the business and helps to achieve the ultimate goal and objective of the business. Mutual loyalty is the main important part of this theory and maintaining mutual commitment and loyalty help to enhance the customer experience which drives the customer engagement rate in the company effectively
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Figure 6: Commitment-trust theory
(Source: Goutam and Gopalakrishna, 2018)

This figure has already highlighted the positive impact of this theory on the hotel as well as any other organization. As per the view of Lowe (2019), it has been found that development of this theory helps to improve the communication between customer and employees and that help to bring relationship benefits in the company. It also creates a positive impact on the share value and relationship termination cost-effectively. On the other hand, it also helps to avoid functional conflict inside the organization and decrease the uncertainty rate effectively. 
[bookmark: _Toc79771538]Analysis of customer experience in Novotel Hotel 
Customer experience is the most important part of the organization and it has highlighted the development of customer experience in the customer’s engagement rate in and company. However in the case of Novotel hotel’s sales rate is significantly important for them and to improve the sales rate, this company has developed a customer experience model in their hotel. Most important leaders company has also provided several facilities to their customer to improve the experience. To analyze the customer experience Novotel hotel has developed a few effective techniques which are CES (customer effort score), NPS (net promoter score), CSC (customer satisfaction score), and TTR (time to resolution). 
[bookmark: _Toc79771539]CES (customer effort score)
This score mainly portrays the customer experience on the basis of the service that Novotel hotel has provided them and on the basis of this experience the hotel improves its services (Majumder and Mondal, 2021). Through the help of a questionnaire, the employees of the hotel measure the customer effort score.
[bookmark: _Toc79771540]NPS (net promoter score)
This code mainly depends on customer loyalty and to measure the liability of the customer Novotel hotel has implemented a close-ended questionnaire to measure the NPS of customers. It automatically helps to analyze the customer experience in Novotel hotel and on the basis of the experience this hotel also implements an effective strategy in their hotel effectively.
[bookmark: _Toc79771541]CSC (customer satisfaction score)
CSC is the customer satisfaction rate and to measure the customer satisfaction rate Novotel hotel has implemented a survey to understand customer satisfaction rate in their hotel (Budhathoki, 2018). In the time of covid-19, this tool plays the most effective role to understand the customer satisfaction rate and meaning customer also advised to develop the hygiene in Novotel hotel and that helped this hotel effectively. 
[bookmark: _Toc79771542]TTR (time to resolution)
This score helps to understand the perspective of the customer on the basis of the service that the hotel provides to the customer while solving any issues and the crucial time that the employee of hotels need to solve any e effective issues. This help Novotel hotel to understand their own weakness and issues and that help the hotel improve their drawbacks to achieve the ultimate goal.
These are the crucial technique to analysis the customer experiences and analysis of customer experience help the hotel to understand their own weakness and advantages effectively. However, in the case of Novotel hotel, it develops the most effective and unique technology in their hotel to analyze the customer experiences (De Pechpeyrou et al. 2019). On the other hand, these hotels also use social media because social media help to provide feedback about the experience of the customer and that automatically assists Novotel hotel to analyze their own performance and services. There are several online sites for hotel booking and customer of Novotel hotel also write several types of feedback on the basis of their own experiences. Hence it is clearly highlighted that analyses the customer experience is the most important part of the hotel because that help to understand the customer satisfaction rate and that also help to develop new and effective technology and strategy in the hotel to enhance the customer engagement rate and experience rate effectively.
[bookmark: _Toc79771543]Evaluation of the challenges and benefits of maintaining and developing good customer relationships 
Good customer relationship develops several types of benefits and challenges for the organization. In the case of Novotel hotel the crucial challenges and benefits of developing good customer relationship has been highlighted in this area which is following:
· Good customer relationship develop their customer service of the company effectively and that help to increase the commitment rate of the customer in the organizations. In the case of Novotel hotel development of customer relationship also help to improve the customer service of the hotel effectively (Rather and Sharma, 2017). Improvement of customer services in the organization and predominantly develop the brand image in the market and that influence the competitive advantages effectively. 
· Customer revenue is another important part of the business and good customer relationship also influence the new rate of customers effectively and that bring major benefits in the company. In the time of covid-19, good customer relationship plays the most effective role to develop the revenue rate of various organizations in the UK. Lack of communication with the customer and relationship with them create a negative impact on various businesses. During the pandemic situation, it has been found that M&S is one of the most popular companies and this company has faced major challenges because of the poor customer relationship. Hence it is clearly highlighted the benefits of customer relationships even in the time of covid-19
· In the time of covid-19 marketing and sales, strategy faced several types of challenges and many companies were unable to develop any type of marketing and selling in the pandemic. However, in this situation, good customer relationships help the various companies to improve the sales and revenue rate of the company (Criticos, 2019). In the case of TESCO, they have also developed their revenue rate in the time of covid-19 through developing good customer relationships and that highlights the positive impact of customer relationships in the business. 
· The development of a good relationship with the customer also brings several challenges in the company and that creates a negative impact on the brand image of the company. As per the view of Arrigo (2018), it has been found that because of social media there are many companies that create negative impact after the development of a good relationship with the customer, and negative reviews from the customer side decrease the brand image of the company effectively. Hence the time of developing a good relationship with customers, the organization should be aware of other crucial factors or it can bring major future threats to the company. 
Hence, these are the crucial benefits and challenges that have been developed after the development of a good relationship with customers. However, in the time of covid situation, customer relationships play the most significant role and enhance crucial advantages in the company. 
[bookmark: _Toc79771544]Recommendation 
There are few effective recommendations that have been developed to improve the customer relationship and engagement rate in the Novotel hotel. It also helped to develop the future opportunity of the hotel and increase the profit rate of the company. Those crucial recommendations are following:
Recommendation 1: Implementation of AI technology 
The development of technology in the novel hotel helps to develop the services of the hotel. On the other hand, it has also been recognized that the implementation of technology improves the customer experiences effectively and helps to develop the customer engagement rate as well as the profit rate of the company. The development of a chatbot in the Novotel hotel helps the employees as well as the customers to solve the quarry and provide the most important information about the hotel. AI technology also decreases the work pressure of employees and improves the service of the hotel effectively. In the hotel, AI technology also helps in front desk services effectively. 
Recommendation 2: Development of Maslow’s hierarchy theory
Maslow’s hierarchy theory mainly implement to motivate employees and employees’ motivation to develop the service quality of the hotel as well as assist to enhance the sales rate of the company effectively. The development of this theory in the Novotel Hotel helps the employees effectively and that enhances the productivity rate and work satisfaction rate which influences the work quality of employees. Hence, it has clearly portrayed that employee motivation is one of the most crucial factors that aids to increase the customer relationship management of the company. 
Recommendation 3: Development of Omnichannel in Novotel hotel
The Development of Omnichannel in the Novotel hotel enhance customer relationship management of the hotel and most significantly it enhances the customer experience effectively. It improves the service of the hotel effectively and most significant Omnichannel develops the value of the customer in the hotel and that automatically assists to develop the brand value of the hotel effectively. In this way, this hotel can easily achieve its ultimate goal and objectives. 
[bookmark: _Toc79771545]Conclusion 
Thus it can be concluded that customer engagement is the most important part of the business and it mainly depends on the customer experience effectively. This part of the study has developed several types of procedures that help to enhance the customer engagement rate in the company and a few techniques to improve the customer experience effectively. However, this study has also implemented a few effective theories and models which enhance the relevance of the study significantly. On the other side, to develop the customer experience and engagement rate in the Novotel hotel, this report has provided the most unique and effective recommendation for the hotel. 
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