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1. Introduction

Beginning of 2020 had made a dramatic state of our daily lives due of Covid-19.
During the global pandemic many organizations and hospitality industry, have had to close because they could not manage to keep and stay engage with their costumer.

Now with the reopening but with new strictions, that we are facing with a constancy change.   Many organizations needed to adapt this new rule and find new strategies to gather for new customers and to keep engage with the existing ones.


This is what costumer experience do, to save data from existing costumer and
(Explain better what is crm, in what consist of, and goals and add citation)!!

The analytical and critical framework of the report consists of the understanding of the marketing theories by the organization choose and the benefits of customer relationship management.

The organization chosen is Mandarin Oriental Group, a luxury international hotel, resorts and residences. (More about molon)
As a staff member for almost six years with the company, I seen many obstacles that has faced the hotel; few days before the grand reopening, we had a memorable day, when a huge blaze faced the hotel, affecting the closure for almost one year. When everything was looking “normal” less than one year they had to close again due of Covid-19. 

How did manage this organizations to keep engage with their costumers facing those obstacles?



2. Costumer Experience at Mandarin Oriental Group




Values of Mandarin Oriental:

1. 



Benefits of CRM in the company.

1. Employees have access to

2. Not using loyalty card, they provide personalised service before and after.

3. They create a personalise service based on the customer expectations.



 















3. Costumer Relationship 












4. Costumer Engagement




3.1 Marketing



4.2 Glowing Inc 
Is a software that it helps to Mandarin Oriental Group to keep their costumer engage.
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