


The world has witnessed one of its mayor pandemic virus outbreak since decades where the need for innovation and implementation of new work-life assets, it is mandatory to cope with the current scenario. Not only our social lives were affected drastically, but even the day-to-day approach to the way we are buying necessary goods for living. In this report I have chosen to relate to the Hotel Leonardo I am currently working from the past year, a large-scale enterprises comprised by over hundreds of structures all over UK and Ireland. At the begin, an overview and critical definition of the past company mentality around Customer Experience will be given to shift forward into how this internal ethic had to evolve to cope with the new scenario we are living, COVID affected. The report will scrutinise the essence of establishing valid CX techniques supported by the literature reviews we have been analysing in the second term teaching, focusing on both perspective, customers and the Hotel its own. Suddenly, the investigation will put in evidence essential tools the directive board had to implement in their standards of operations to create an up-to-date concrete revised value to the actual services the enterprise has put in place to ensure the right retention level and consolidate the product offering matching expectations from guests. Theories around the importance of understanding the new range of Customer Expectations will be critically analysed to give a detailed overview of which elements were taken in consideration while innovating the brand-new services adapted in the Hotel to reaffirm their strong presence in valid product offering within its guests. Certainly, the Leonardo Hotel aims to be one of the most Competitive in the London scenario and to do so the report will explore and evaluate the specific relation between Customer Satisfaction in light of their perspective and Loyalty awarded by the strategic decisions taken. Following up on CX, in the main body of the essay a research will be made, supported by recent valid academic reviews, around what is CRM and how the Hotel is using it in conjunction to an attentive read of the Consumer Behaviours to interpret the current Market flow and generate profit from the data collected. Also, in light of the pandemic environment who has definitely changed the way we target our customers, a critical research will assess potential what are the current challenges present in the enterprise and how the Hotel Management is planning on implementing new effective tools to guarantee valid and engaging Customer Relationship through CRM, based on meeting Customer Requirements. The report will conclude with some personal recommendations of what to expect in the imminent future as the COVID-19 is still present in our lives will continue to affect economy overall.
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