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Hospitality has proven as one of the most stable, resourceful, and adaptable industries in the UK and worldwide. Even though the sector is highly dependent on various macro-environmental factors and extreme situations, hoteliers are no strangers to facing challenges, showing resilience, and often adjusting strategies. However, nothing can compare to the severe and enduring damaging affect the Covid-19 pandemic has on the sector nor there is an immediate solution to it (PWC, 2020). 
The aim of this report is to explore the influence of the Covid-19 pandemic on Grange hotels- UK private hotel group, consisting of eight 4* hotels, located in London, along with identifying the internal and external factors through Pestel and Porter’s Five analysis, their impact on the relationship with its customers, the level of service and the overall business objectives of the organisation; and how Grange hotels adapt to the new situation while also facing internal challenges. 
Various theories, methods and models are underpinned in the report: Customer service is fundamental for hospitality industry therefore Relationship marketing theory services help understand specific for the sector factors affecting quality of services and the challenges for Grange hotels to provide excellent customer service and gain competitive advantage. This section also reviews lifetime value, customer retention and loyalty and how Grange hotels build and maintain sustainable relationship with its customers. Loyalty effect model reveal how the main factors: value, price and service quality help manage customer expectations build trust and customer loyalty (Bergeron, 2002). Main focus of the report is Customer Relation Management (CRM) (Buttle and Maklan, 2015) as philosophy, strategy, and how it contributes to maximising profitability and customer satisfaction at Grange hotels; The section about Customer Experience management highlights the importance of Total Quality Management (Hollensen and Opresnik, 2019) and its implementation in the organisation and explains its importance for customer retention and how effective TQM is for Grange hotels in meeting customer demands, building loyalty and longevity. 
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