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[bookmark: _Toc137464622]Introduction 
Best Western Hotels & Resorts, an internationally recognized company with over 4,700 authorized properties in over one hundred nations around the world, is operated by Best Western International, Inc. The hotel group, which has its headquarters in Arizona's Phoenix, is widely recognized in the United States and manages over two thousand properties worldwide. M. K. Guertin established the company in the year 1946 (Best Western Hotels, 2019). With 1,254 staff members (as of 2012) and 247 million USD in revenue in the year 2019, the Best Western Hotel is still growing (Best Western Hotels, 2019). Because it started offering exceptional lodging to travelers across the globe over fifty years ago. The principal companionship, BWH Hotels and Resorts has been in control of the following hotel chains: World Hotels TM, Best Western Hotels & Resorts, and SureStay Hotels. The findings of an audit conducted for Best Western Hotels are provided in the report, offering insight into the organization's structure of operations, culture, and objectives (Best Western Hotels, 2021). Furthermore, it demonstrates recent Best Western Hotels initiatives for transformation. The study additionally evaluates the company's present operations and clarifies on its business plan path.
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Organization structure, culture and goals
[bookmark: _Toc137464624]Structure of the organization 
A membership-elected Board of seven Directors, one from each of Best Western's North American Districts, oversees Best Western® Hotels & Resorts. Directors are chosen for three-year periods with a maximum tenure of two terms, and they must be Best Western owners (Best Western Hotels, 2023). Best Western is leading as an iconic brand with a more than 100 countries and regions. its leadership, enthusiasm, and strategic vision is what made it possible. 
Board of Directors
	Danny Lafayette

	Board Chairman


	Phil Payne

	Board Vice-Chair


	Stephen Wahrlich

	Board Secretary-Treasurer


	Mike Merchant

	Board Director


	Viral (Victor) Patel

	Board Director


	Santosh Khanjee

	Board Director


	Raj Patel

	Board Director


	
	


The brand headed by President and Chief leadership Officer Larry Cuculic (Best Western Hotels, 2023). Best Western has seen remarkable success during their leadership. A record number of industry awards and accolades have been bestowed upon them, and they have launched a transformative brand refresh, grown the Best Western Rewards® loyalty program, and increased the company's portfolio from one to 19 distinct brands, spanning every chain scale segment, from budget to luxury (Best Western Hotels, 2019). The team's steady and forward-thinking leadership has helped the business grow into a true powerhouse of contemporary and creative global hospitality.
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	Larry Cuculic

	President and CEO

	Ron Pohl

	President of International Operations and
President of WorldHotels

	Mark Straszynski

	Senior Vice President and
Chief Financial Officer

	Brad LeBlanc

	Senior Vice President and
Chief Development Officer

	Jay Pricher

	Senior Vice President
General Counsel

	Emily Cates

	Vice President
Legal

	Michael Morton

	Vice President
Brand Management and Member Services

	Wendy Ferrill

	Vice President
Worldwide Sales

	Harold Dibler

	Vice President
Technology Management

	Jay Hubbs

	Vice President of Advertising,
Marketing, Innovation and Analytics


	Rachel Austin

	Vice President
Human Resources

	Amy Hulbert

	Vice President
Boutique and Upscale Brands

	Mark Hoefling

	Vice President
Operations



[bookmark: _Toc137464626]Vision and mission of the brand 
Best Western® Hotels and Resorts (BWHR) keeps bringing home a record number of honors and awards from the hotel industry. Business Travel News (BTN) readers have ranked Best Western as the top midscale hotel brand for the eighth consecutive year in BTN's 2022 Hotel Brand Survey. Additionally, Best Western has received the Lodging Partner of the Year award from AAA®/CAA® each year since 2008. Due to the fact that thousands of hotels worldwide got the coveted Tripadvisor® Travelers' Choice Award in 2022, the brand also saw high levels of customer satisfaction. The guest loyalty program at Best Western, Best Western Rewards® (BWR®), has also received numerous accolades, placing second on Newsweek's list of the nation's best loyalty programs.
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Figure: vision and mission of the brand
Source: Best Western Hotels (https://www.bestwestern.com/en_US/about.html) 
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Loyalty and fulfillment from clients are extremely important by the Best Western culture. The company puts considerable value upon its workers and fosters loyalty to the brand and passion. They placed great importance on collaboration, transparency, and a family-like culture (Best Western Hotels, 2021). The company supplies staff with rewards, learning, and opportunities for advancement in their careers. Using participation inquiries, they emphasize employee feedback, and they tackle concerns as they emerge. With a focus on empathy and collaboration, Best Western encourages creativity and staying several steps ahead of rivals (Best Western Hotels, 2022). In general, employees enjoy working at Best Western and appreciate the positive culture. These cultural aspects help the Best Western accomplish its objective of giving visitors an enjoyable and good expertise, encouraging loyalty to the company.
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· Strives to deliver exceptional hospitality amenities that foster client satisfaction and commitment. 
· Tries hard to maintain the image of their company as well as its expectations of excellence. 
· Aim to increase their worldwide reach and share of the market simultaneously focusing on development and growth (Best Western Hotels, 2019). 
· Essential elements in creating a healthy work environment and providing opportunities for advancement in career include staff involvement and advancement. 
· Committed to environmental and ethical behavior, striving to lessen its adverse impact on the natural world while improving the surrounding areas. 
· Technology innovation is encouraged in order to enhance client relationships and offer efficient services (Best Western Hotels, 2019).
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In addressing the challenges brought on by the Covid-19 outbreak, the Best Western lodging company showed its determination and adaptability. While there were significant financial losses and operating interruptions, the business still carried forth a number of changes to lessen the effects and safeguard its stakeholders.
1. Staff Support and Financial Actions: The Best Western gave its staff's welfare the greatest importance and implemented steps to mitigate the financial burden imposed on by the global epidemic (Best Western Hotels, 2021). The executive committee was given a 50% salary decrease was a result of the introduction the executive pay cuts. The chief executive officer of the business chose not to receive compensation for the rest of 2020. Additionally, Best Western offered paid days off and kept avenues of interaction with employees open and honest in order to attend with their concerns and offer the assistance that required.
2. Enhanced Safety and Health Protocols: Best Western Hotels implemented extensive sanitation and security steps after recognizing it was necessary to safeguard the well-being of visitors as well as staff members (Best Western Hotels, 2020). With stringent cleaning methods, a network of trustworthy suppliers, and the application of outstanding disinfectants, the Countdown on Us convey had begun. The company made educational expenditures to give workers the knowledge and capabilities needed to uphold strict cleaning requirements.
3. Community Assistance and Participation: Through the global epidemic, the Best Western kept close links to the surrounding area or its medical professionals. The business organized charitable initiatives and events, including partnerships with health care centers (Best Western Hotels, 2021). For example, the hotel took involved in initiatives like meal delivery or helping out at nearby hospitals. These initiatives attempted to support and have had a beneficial impact. 
4. Best Western adopted technology to suit shifting customer demands and reduce contact. With functions like mobile check-in and electronic key availability, an innovative mobile app was released that gives visitors a low-contact experience. The Best Western improved the total visitor experience by streamlining processes, reducing interactions, and utilising technology.
5. Best Western effectively navigated the crisis by using Lewin's three-stage change model. Through surveys and open discussion, the "Unfreeze" step included understanding about the concerns and needs of stakeholders and employees (Best Western Hotels, 2021). The business upgraded its sanitary procedures and established training programs during the "Changing" stage. In the end but not least, the Best Western Hotel established an atmosphere of safety and customer satisfaction during the "Refreeze" stage, constantly upgrading actions based on shifting requirements and feedback. 
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"Engaging in the present moment," the marketing strategy adopted by the Best Western Hotels & Hotels, has been demonstrated to be highly effective in encouraging creativity and increasing resort guest fulfillment. This approach is swiftly identifying and meeting the needs of customers, particularly beneath difficult conditions (Qubein, 2021). The Best Western has been employing Medallia's voice-of-the-customer methods to simplify the procedure for over a decade, allowing the business to collect valuable input form visitors. Best Western Hotel remained dedicated to implementing its customer-centric approach throughout the COVID-19 epidemic, leveraging comments and text analysis to comprehend customer opinion concerning safety and cleaning measures (Qubein, 2021). The company was able identify the factors influencing client satisfaction by employing A/B experiments and assessing the effects of practical modifications.
The "We Care Clean®" program, an extensive initiative powered entirely by guest suggestions, was developed by the Best Western chain with the help of this essential data to guarantee the highest possible levels of hygiene and security across all of its properties (Qubein, 2021).
Colby Hutchinson, the Director of Customer Experience, Education, and Training, given more insight into Best Western's strategy by addressing its performance over the year before and how client input proved crucial in growing operational enhancements and improving guest satisfaction and devotion.
The ability to gather, assess, and implement consumer data from numerous sources in a market which is changing rapidly constitutes one of the most significant obstacles to providing outstanding client experiences today (Qubein, 2021). For meaningful client experiences, the Best Western understands how critical hotel is to quickly react to shifting customer expectations. In addition, growing consumer trust and devotion relies heavily on giving hotels and staff members an opportunity to tailor experience depending on client needs.
A noteworthy outcome of a recent investigation carried by a partnership by Medallia and Cornell was also cited by Hutchinson. The investigation surpassed its initial presumptions by showing the significant impact that guest interaction had on commitment. A beneficial feedback cycle is created when businesses are able to reply to guests quickly in the channels of their choice and listen to their comments (Best Western Hotels, 2021). Guests feel heard and form a psychological connection with the particular hotel plus the Best Western brand is a result of this continuous dialogue. The connection fosters an urge to come again and suggest the company, which begins a circle of continued enhancement and satisfied clients.
Best Western Hotels gives its Net Promoter Score (NPS®) and overall satisfaction the greatest importance as it comes to client satisfaction measures and key indicators of performance (KPIs). The business works with the the Medallia Academy to pinpoint the key elements that influence these precautions, like hygiene and dining choices. Hutchinson emphasizes the importance of constantly evaluating and analyzing feedback from clients, nevertheless, as the factors that affect the general state of mind can shift over time (Qubein, 2021). Companies may discover opportunities for growth and enhance the alignment of their offerings with changing consumer demands by constantly listening to and interacting with customers.
For companies seeking to stay current in each of their markets, actual time review, measurement in order testing, and adapting have become crucial prerequisites.
Companies like Best Western Hotels are able to maintain their relevance and edge over others by being agile enough to respond quickly to client feedback. This allows them stay changing, flexible, and customer-centric.
Hutchinson, who has almost 25 years of expertise in the hospitality industry, offers helpful advice for people who are starting their professional lives within the sector (Best Western Hotels, 2021). Providing lasting memories and offering aid for others are at the foundation of tourism. Hutchinson exhorts people to take pleasure in doing good deeds while looking for opportunities to leave an indelible mark on visitors and coworkers. Building ties and friendships that endure for a lifetime is rendered possible by the transferable ability of generating memorable moments.
[bookmark: _Toc137464631]

Conclusion 
Consumer feedback-driven involvement has been shown to be an especially successful strategy for the Best Western in encouraging creativity, boosting customer satisfaction, and allowing the organization to adjust amid changing market circumstances (Best Western Hotels, 2022). The Best Western retains its relevance and performance in the competitive lodging industry by putting a high priority on metrics for the customer training, actively listening to customers and establishing a culture focused on customer service and continuous growth.
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Our Vision

Inspiring travel through unique experiences.

Our Mission
Deliver trusted guest experiences, drive

hotel success, and foster a caring inclusive
culture that respects the environment.




