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Executive summary 
The report has discussed on the importance of customer relationship management, whereas; theories related to marketing and customer service have been shown. The theories have been applied to Hilton hotels to identify how it increases customer awareness and customer service. Various theories included; are Maslow's theory of needs, CRM theory, and two more. A brief overview of the Hilton international is being discussed that also shows the rationale for the organisation to be selected whereas; the detailed overview of the business is being discussed, and its customer service and relationship development aspects are being focused with specific examples. Various sorts of factors are been discussed that impacts the quality systems and customer control and relationship maintenance is being shown. At last; various tools and technologies such as CRM software, artificial intelligence, and more are discussed that impact the quality of the products and services and meet customer requirements.          


Table of Contents
Supplementary task	1
Introduction	2
a) Organisational overview	3
b) Briefly introduce the key marketing theory or theories	3
c) critically analyse the factors that influence your organisations quality systems and controls for customers in times of crisis like COVID-19	7
Application of theories	9
d) Identify the systems that support Hilton international’s quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements and maintaining good customer relationships in times of crisis like COVID-19.	10
Conclusion	13
References	14

	

	List of Figure
Figure 1 CRM pyramid	4
Figure 2 Contactless services	11











[bookmark: _Toc81305806]Supplementary task
The customer relationship is of great importance as; the market competition is tough the customer relationship needs to be implemented effectively to engage and retain the customers. The report will focus on the issues related to customer relationship management and the importance of the concept of customer relationship management and customer engagement for the survival of the business post covid-19 pandemic. For this report the organisation I chose is;  Hilton Worldwide Holdings Inc. (McColl-Kennedy et al. 2015). I made this choice of organisation because of my interest in hospitality business, also provoked by my educational background in Hospitality Management. My future career plans are to start my own business and open a family hotel. The analysis and research I do related to Hilton chain will be useful to me in the future development of my business.
[bookmark: _GoBack]It is a multinational company that operates worldwide with its franchisee, lodging, timeshare properties, hotels, residential and more. The firm has a registered office in Virginia, US. Conrad Nicholson Hilton founded the business in 1919. The firm has high brand value, though; the overall, the hospitality industry is facing market niche due to lack of customer due to lockdown and pandemic and this; the organisation is being selected for its efforts to have effective customer experience. 
Further; many customers visit different hotels and resorts of the firm, and the management faces various issues. The use of various theories of marketing and service theories will make the firm to be more effective, the report will have effective application of the same to the Hilton hotel. The theories such as CRM pyramid, Kamin customer theory, balance scorecard and Maslow’s theory of needs will be introduced (Hoyer, 2020).  The marketing theories and customer relationship theories are of great importance as; they can know the customer of new products and efforts made by the firm and able to retain the customer with customer relationship theories. The CRM pyramid manages the current set of customers, and manages them to increase sales and reduce the cost of sales. The Maslow’s theory of needs is also a theory for marketing where; the marketer needs to identify and fulfil the customer's needs to motivate them to purchase the products and engage them. 
Various sorts of different factors will be disused that impacts the quality factors and the control over the customer service and their effective management will be discussed. The later part of the report will critically evaluate the extent to which; various sorts of systems, tools, and technologies helped meet customer requirements and maintain customer relationships with the customers during a covid-19 pandemic.    


[bookmark: _Toc81305807]Introduction
The report will discuss on various aspects of the customer relationship management and the importance of the same will be briefed. The pros and cons of building the customer relationship will be discussed. Various marketing theories will be discussed, and their importance in increasing brand awareness and building customer relationships will be shown. The brief details of the Hilton will be shown, and its various aspects will be considered. The factors will be shown from the internal and the external factors will been shown; that impacts the product and service quality in Hilton hotel, and its control over the customers and their relationship is being shown. Further; the organisational system, tools, and technologies will be shown to impact the product quality and support it. Further the impact on building good customer relationship will be discussed at last.           


[bookmark: _Toc81305808]a) Organisational overview
The report has considered; the case study organisation of Hilton hotel and resorts. The firm has registered office in Virginia US. Hilton hotel and resorts commonly known as Hilton hotel is one of the major hospitality brands. There were; 584 hotels with 216,379 rooms in 94 countries. The firm has achieved the first position in the fortune magazine for top 100 companies to work for; this improves the customer experience with the brand. The firm is the flagship brand. The firm has 61 properties leased, 272 are managed and 251 are franchised (Hilton, 2021). The key performance indicators include; its availability of properties near major city centres, airports, convention centres and more on the world. The firm has the loyalty program named Hilton Honors to attract and engage customers. It also provides its customers with various sorts of amenities to attract and retain customers and provide the feedbacks. The firm is the subsidiary of Hilton word wide. The firm have the focus on diversity and inclusion of the employees where; the employee are made to work with each other and collaborations are been promoted. 
The firm; further provides its employees with various sorts of benefits and rewards that makes them the effective to be productive in their work, i.e. to serve customer and provide them quality services. The firm further ensures the best rates for the customers in various nations as per the factors and ensures their total security with the use of safety standards, machinery, tools and equipment and more. The firm is very much adaptive to technology, and thus; allows the flexible cancellations and bookings at anytime (Hilton, 2021). The organisation further ensures; the clean environment and claims to have contactless services. There are various rivals of the brand such as; IHG- Intercontinental hotels group, four seasons, Hyatt hotels, Marriott international hotels and locals resorts and hotels. The business has the strategy of cross-selling where; they tend to sell the services to different types of customers such as vocational packages to business customers. The business of Hilton is to have Proactive and personalised services. This motivates the customers and makes them to retain in the firm. 
[bookmark: _Toc81305809]b) Briefly introduce the key marketing theory or theories 
There are various marketing theories that play a key role in maintaining customer relations and improvement in their experience that support organisations to attain competitive advantage. Different theories support in providing satisfaction to customers changing needs in pandemic situations and increase in competitive opportunities for future benefits. 


The CRM pyramid 
CRM pyramid is considered as a tool or technique that mainly concentrated on the management of existing customers. Under this, an organisation is able to determine their valuable customers and improve their values. The organisation can significantly increase their revenue margin through a proper blanket approach across the target audience. Customer relationship management is used by various organisations to effectively manage their customers and increase their sales. Through the CRM pyramid, the organisation can boost their competitive advantage by managing the prospects and new consumers on the boarding process and properly handling project schedules. CRM pyramid support in dividing the customers based on revenue generation (Chikweche and Fletcher 2013). 
Under this, the customers within different departments are marketed and treated differently; sales and marketing resources are implemented differently to each segment. Hilton can effectively use the CRM model to attain competitive advantage and attainment of products and services accordingly. The pyramid mainly involves top customers, large, medium, small, inactive customers, prospects and suspects. It becomes difficult for the organisation sometimes to categorise their customers into the different segments as the behaviour of an individual cannot be effectively determined and identify which customer belongs to which segment (DArconte 2017).  After this, organisations need to create different packages and incentive programs for each segment. 

[bookmark: _Toc81247225][bookmark: _Toc81305799]Figure 1 CRM pyramid
(Source: Author, 2021) 
Kamin customer theory
Customer service theory is mainly based on determining and satisfying the needs and expectations of customers as well as increase in their expectations for future benefits. Kamin has determined the basic structure of customer satisfaction is that organisations need to look towards basics first, such as the environment. The main aim of customer service theory is to retain customers for a long period to improve their satisfaction. This theory, by nature, is considered an intensely practical theory, and any organisation needs to attain basic principles of customer service to survive in a competitive market. There are five major features of customer service that lead towards an increase in their satisfaction level. It is important for Hilton to be more reliable in their services, highly responsive to the needs and preferences of the customers, be flexible, the workforce needs to be empathetic with their potential customers, and it is important to keep the tangible aspects of the organisation in order (Walter Johnson 2021). It is identified that Hilton can provide high customer service, which improves their loyalty and competitive opportunities in changing environments due to the COVID-19 pandemic situation. The main focus of the theory is to improve the customer experience for improving growth.   
Balanced scorecard
The balanced scorecard is considered a strategy and performance management tool used by the organisation's management to keep track of the implementation of activities and control the challenges raising from actions. Balanced scorecards support the measurement of performance metrics used to improve the control of business functions and resulting positive outcomes. The organisation can also use a balanced scorecard to improve their customer satisfaction as the internal processes improved so that proper products and services can be provided to consumers (Nørreklit et al., 2018). Hilton can effectively use a balanced scorecard for customer satisfaction analysis with KPIs related to the satisfaction of consumers so that their assistance can be improved. 
Determining consumers' perspective is highly essential for a balanced scorecard as it supports organisations to target the market segment that they have chosen for future success and growth. The balanced scorecard involves 4 financial perspectives, customers, internal process and learning and growth (Al-Omari et al. 2020). The main aim of Hilton should be continuous improvement and creation of values with an Innovation and learning perspective so that customers can be attracted and their changing needs can be fulfilled. The business strategy of the organisation translates into a customer satisfaction perspective by bringing innovation in offerings. Concern about customers mainly falls under four major categories: time, quality, performance, service, and cost so that needs and wants can be fulfilled. 
Maslow hierarchy theory 
Maslow hierarchy of needs theory involves five stages that are divided into the most important needs of a psychological individual, safety, love, esteem and self-actualisation. According to Maslow, it is important for an organisation to focus on satisfying the lower level that is the basic needs of consumers, before progressing on to meet higher level growth needs. Once the needs of consumers are reasonably satisfied, the organisation can reach the highest level of self-actualisation (King 2016). The organisation has to effectively create needs for their customers and work towards fulfilling such needs so that productivity and profitability can be improved with the attainment of competitive opportunities. It is determined that the need created by the organisation should be highly convincing so that customers can be more likely to act upon such needs. 
It is identified that customers will mainly focus on the first need that is at the bottom level, and then their attention will shift towards the higher level of the hierarchy, which continues to satisfy the customer's expectations. Marketing managers need to understand the capability to appeal to one of the motivational drivers for the customers so that changing needs can be fulfilled. In the covid-19 pandemic situation, the Maslow need theory can support in determining the consumer's behaviour so that proper need can be provided to attain competitive advantage in the market. For instance, during the lockdown situation, consumers were looking for more love and belongings and a sense of connection with their friends and family (Komal Helyer 2020). Therefore, zoom and Netflix have a huge business increase by providing what consumers want and then motivating them.
[image: ]
(Source: Kendra Cherry, 2021) 
[bookmark: _Toc81305810]c) critically analyse the factors that influence your organisations quality systems and controls for customers in times of crisis like COVID-19
quality process in the workplace  (customer service)
The service quality at the workplace is of the great importance as; the hospitality industry is the service industry, and it needs to maintain its quality each time to attract its customers. as the market competition is high; the organisation needs to have better customer services to retain its customers. the quality services improves the customer experience and have customer engagement as their needs and desires are been fulfilled. 
Benefits and challenges of developing good customer relationships 
There are numerous benefits and challenges of the developing the good customer relationships; the first is that; the better relationships is equal to higher customer satisfaction. It allows to have the better knowledge of the customers, and thus; allows to have the better decision making and development of the firm while identifying the needs of the customer that makes Hilton to have development, accordingly (Kumar and Reinartz 2018). The relations allow; the hotel to identify who is the potential customer and who are prospects, this segmentation saves their money. The best benefit is that; the business can retain its loyal and new customers with this, and have more sales and growth. It identifies the customer need and makes the firm to make changes accordingly, and attract and retain customers; it allows reducing the number of complaints. 
The use of the good relationship makes the firm have to have better brand awareness, raise the brand equity, and have positive word of mouth that attracts more potential customers to the firm and increases the firm's customer base. It allows to effectively have cross-selling of the products and achievement of sales, it reduces the cost of marketing and sales. Few challenges occur while developing good customer relationships. Hilton has many functions and a lack of coordination; issues one of the functions disrupts the customer experience. Organisations mainly focus customer relationship to the front office and waiters, though; it has roles in the back office in terms of offers, chefs, housekeeping and more. it needs high cost, employees, time and efforts, needs continuous training, and the lack of monitoring that ensures customer service is the few challenges that affect CRM (Almeida et al. 2020).            
Factors influencing quality systems
Various factors have affected the quality of business operations in Covid as; there was lack of employees, many of the employees have left for their home towns due to lockdowns who were working in citifies whereas; many were removed to save on budget and this causes the lack of workforce theta affect the quality to serve the customers., there was the lack of resources as; there was no supply from suppliers as there was complete lockdown; and this affected the quality as alternatives were used (Qualityze, 2021). There was uncertainty, this causes the employees to fear the failure, which affected their productivity; they feared losing their job. The lack of motivation was due to fear of losing job, low rewards, and high pressure that affected the quality. The technology has made the business consistent and meets the customers’ demands and makes customers calm who have already booked or paid for the hotels and refunded them.   
Factors affecting customer service     
Many factors were affected, such as; the employee motivation was low as; the employees feared the diseases, further; they were fear of losing the job. There was more pressure on the employees (Briedis et al. 2020). The technology has the positive impact on Hilton hotel where; technology was used to have better communication with current and potential customers and status of various properties of Hilton were updated regularly; whereas; the funds were refunded, the customer were assured with safety who were there. Though; current adoption of technology at organisational wide level was not easy as; there is the need of employee motivation and training (Hoyer et al. 2020). Social distancing is a law; have the major impact on the customer service as; it has made Hilton to close its various features such as swimming pools, bars and more where; that were attractions and major source of revenues, this has affected; the customer service as; their expectations were not matched. 
The restaurant was closed and this affected the customer service as there was just the room service. The RTPCR test was made compulsory for the traveller and visitors, and this was the extra efforts that the customer needs t made ad this affected the customer service at Hilton. 
[bookmark: _Toc81305811]Application of theories
There are various theories of marketing and the customer relationship management were discussed, and they have the impact on the business operations during covid-19 pandemic such as; in terms of CRM pyramid, Hilton can have different marketing and sales functions at different segments of customers to attract them in the manner, they want. Hilton have properties for the higher and middle economy, and thus it can target them different in different locations with this strategy to attract them in the best manner to serve them as they want and motivated them and have better customer service (DArconte, 2017). Though; lack of resources uncertainty and motivation have impacted the firm in negative manner and have less customer service that makes the rivals to have more customer than Hilton. The use of the Kamin’s customer theory makes the firm to be more effective, they need to follow five basic principles; the firm is already following the principles; and thus; can have competitive advantages in the market due to high customer service and customer experience, this makes them loyal to return. 
The balanced scorecard is one of the tools and models that makes the firm to manage its various internal resources; and provide the best products and services to the customers. With this theory; the management is able to provide the best services with least cost, high satisfaction. The theory is very effective in improving the quality system of the firm as; it is least cost, with high customer services (Krylov, 2019). The balanced scorecard is one of the great theories of marketing where; that allows the businesses to create the effective marketing strategies for the firm. The resources are reports of previous years and era are been compared, and strategies are been modified to have better customer service and quality of operations. As discussed; the Maslow’s theory of needs is of the great importance for improving the quality system and effective customer service. 
The theory makes the management of Hilton to identify the needs of its employees and the customers by various means such as; technology is the best way to collect the data for the customers and use of feedbacks system for the employee, than have strategies to fulfil those needs to motivate and satisfy those needs such as; there are certain expectations of the customers. If they are been fulfilled or exceeded; the customer gets satisfied or delight. The fulfilment of the needs of the employees; makes them productive and confident, and this improves their skills and quality of tasks or services they provided ns thus; this improves the system quality. Current factors above shows that; the employees are less motivated, and thus; the implementation of the theory will motivate them and will improve the customer survive for Hilton and make the firm to have competitive advantages.     
[bookmark: _Toc81305812]d) Identify the systems that support Hilton international’s quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements and maintaining good customer relationships in times of crisis like COVID-19. 
There are various sorts of technological tools and systems which are being used in the firm, the use of these specific systems makes the firm to improve the quality system and quality of operations within the business, it further ease the operation within Hilton. The systems discussed below are very much effective in identifying customer needs and fulfil them to retain them. 
GRO - revenue manager: GRO is a revenue manager that provides the recommendations to the employees on what rates the rooms to be sold on the given day based on the availability, bookings, room availability, rate of stay and more. It uses the precise calculation by connecting to the network for the number of bookings and more and allows increasing the revenue even in the off-seasons (Hilton management services, 2021). It is very effective to satisfy customers as; it offers low rates in off seasons and optimal rates in peak seasons, and it increases the chances of availability of the room. Though; it cannot forecast the sudden demands in various events and thus; can disrupt the operations and dissatisfy many customers.   
OnQ™ (Property management system and customer relationship management): It is a property management system where; all management functions of the firm are been managed at one platform it allows to merge various functions and coordinate them effectively. It can book order, cancel them, act as the point of sales, have cross channel functionality, it reduce the loss by the firm and improves the quality standards, and allows to achieve them. The system is cloud base; and it can be accessed via any device by any employee as customised by the firm. The management can customise the platform as per it needs (Hilton OnQ, 2021). The systems are effective maintaining customer relationships as the complaints made by the related app are posted on the platform and the administrator sends it to the respective department and have proper coordination in real-time to have solutions in least time possible and this improves the customer satisfaction.       
Hilton’s contactless services: The hotel uses the contact less services where; the payment, requests for the services, and more are done by the mobiles and apps. It allows online booking, check-In, check-out, mobile dining, request for amenities via app. The app is very much convenient, and it is as per the guidelines and ensures the customer safety and thus; it is one of the effective customer services (Hilton, 2021). It is improves the quality of the system and chances of errors and failures as; the system are linked to each other and, the information can be updated. It further saves on various sorts of cost of accessories of the firm, though; there is a need to have advanced training and implementation of the costly machineries and technologies in the firm (Bethesda, 2021).  
[image: ]
[bookmark: _Toc81247226][bookmark: _Toc81305800]Figure 2 Contactless services
(Source: Hilton, 2021) 
Internet of things: The firm uses the internet of things for the business where; it can treat all employees to make them feel special as; they can connect their device with all devices and accessories of the hotel and rooms and can control it. This comforts them and provides them with quality services (Kieron Johnson, 2017). It is the online technology that can connect various devices to be controlled remotely; with technological advancement, the risk of cyber attacks have increased in hotels, and thus, it could have a negative impact on the firm. 
Hilton Honors app: The firm have its own app known as the Hilton Honor app; that makes the customer to reach, the large portfolio of properties of management throughout its hotels; worldwide it 94 countries and can book order. The app can be used in the contactless services from check-in to check out. It uses the chatbots to clear queries and ease the experience (Hilton, 2021). The app is easy to be carried in the mobile, different devices and more and can be installed over the internet, it allows to segregate the contact details and consumer data from effective customer service whereas; it comforts the customers to have quality services and it satisfied them as; all the service are at the tips of their fingers.    
Hilton Honors (customer loyalty program): It is one of the preferred guest loyalty programmes; it is mainly preferred in US. It is effective to driver and retains the loyal customers. It has various perks and opportunities that present the customer to travel to the rivals. It enhances the guest experience of the customers (Hilton Honors, 2021). The personal touch, services, ad preferences are been updated to all properties and thus; the next time the customer visits to another hotel they preference are been provided to them. The program is free to seek and it has various benefits such as exclusive app features, Elite level benefits, free Wi-Fi, earn points, app exclusive features and more.           
Lean sigma methodology: The methodology uses the two models of management, i.e. six sigma and lean manufacturing. The aim of six sigma is to reduce errors ad number of defects in services whereas; the lean manufacturing reduces the waste production; that increases the cost per unit. Combining this; improves the quality of the system, and services without errors will satisfy the customer and have effective customer experience and engagement (Hotel Tech report, 2020). The use of the same makes the Hilton international to reduce the cost per unit and distribute the same towards the quality services with low prices. This allows the customer to retain to Hilton for its quality services as the machinery and systems are changed to be more quality-based. These are the few of the systems of Hilton that makes the firm to have effective customer experience, quality and engagement in covid-19 pandemic.       


[bookmark: _Toc81305813]Conclusion
The report has identified the importance of customer service for the development of the firm in the era of covid-19 pandemic. The report has chosen; Hilton international Inc. the brief introduction of the firm is being made, and its various aspects will be seen. Various sorts of marketing theories, will be made; that affects the firm, the theories; are been implemented in the business, where; they are been critically evaluated to improve the customer service and system quality of the business. Various factors are been identified that affects the customer services and audience and system quality in a covid-19 pandemic. Moreover Hilton specific system are been shown that allows the firm to have quality operations and effective customer service. The pros and cons of the customer experience are been discussed in advance.              
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