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Customers are the key aspect for every organisation as the organisation works for the customers and the customers are the reason because of which the functioning of the organisation goes on. For an organisation it is very important to understand its customers and the types of the customer they are tend to deal right now and in future. From years and even today Customer Experience (CX) is the heart of every business and this is because giving the customer the best experience helps in the achievement of the competitive edge and competitive advantage in the market (Klaus et al., 2013).
But the emergence of COVID 19 has impacted the working of the businesses and the lives of the customers in the market as it has changed the behavior of the customers in the market and this is why the organisations had to implement Customer Relationship Management system in its working for improving the working of the organisation and give immense experience to the customers (Rawson et al., 2013).
To explain the better meaning of the Customer Relationship Management in an organisational context Marriott Hotels and Resorts have been selected. Marriott International Inc. has been founded by J. Willard Marriott in 1957 and based out of America. Bill Marriott is leading the company as the Executive chariment and Arne Sorenson is the CEO. It has been headquartered in Bethesda, Maryland, United States (Marriott International, Inc. 2021).
The reason behind the choosing of this organisation is its immense customer relationship management system in its working. Marriott Hotels and Resorts take a proper use of the customer database to understand the customers and make proper strategy to work based on the database they have of the customers. The main reason behind the choosing of the Marriott Hotels and Resorts is that as COVID 19 came into action the hospitality industry got affected drastically in positive and negative manner and the main customer experience and management is mainly seen in the hospitality industry (Klaus et al., 2013).
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