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PROJECT TITLE / FOCUS:
An analysis of the impact of personalised service on increasing customer satisfaction: A study based on the role of sales and Marketing department of Ibis London Canning Town.

PROJECT AIM:
This project aims to analyse the impact of personalised service on increasing customer satisfaction in the hotel. 

PROJECT OBJECTIVES: (e.g. Evaluate, Identify, Determine, Recommend)
1. To evaluate the role of personalised customer service in increasing customer satisfaction at Ibis London Canning Town.  
2. To identify the issues related to implementing personalised customer satisfaction at Ibis London Canning Town.  
3. To recommend that the hotel improve its personalised services to increase customer satisfaction.

RATIONALE (reasons):
The hotel industry has become very competitive nowadays. The hotels are similar because all the hotels try to provide their best service, but customers like the hotels that provide customised services. According to Ivanova, Jeliazkova and Ivanov (2021), customers are willing to pay 40% extra if the hotel provides customised service to the customers. This project at the Ibis London Canning Town investigates ways to make customers happier, improve the hotel's reputation, and help the company succeed in the competitive hotel business. Ibis London Cunning Town can enhance customer engagement and satisfaction by providing personalised services. To do this, the sales and marketing department can help a lot.



LITERATURE RESEARCH:
According to Bisoi, Roy, and Samal (2020), the hotel industry has been significantly disrupted by AI. Hotels can offer personalised service through optimised operations, more effective service delivery, and personalised recommendations; their study shows that AI can increase consumer experiences. In addition, firms in the hotel industry can conserve funds, make more money, and be more competitive by using AI.

BENEFITS:
1. The organisation can increase customer satisfaction by 10% compared to last year by offering personalised customer service.
2. Customer retention rate will be increased by 8% compared to the last year by offering personalised customer services.
3. Due to the customer satisfaction and retention rate, the profit will be increased by 5% compared to the previous year.
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