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Analytical study of the relation between CRM strategy and
performance in the hotel industry

Javad yousefi
Department of tourism management, Payame Noor University, I.R of IRAN

Abstract:

Competitive world in business industries caused organizations to use ITC progresses to
contact effectively with their customers and generally for implementing marketing efforts.
Customer relationship management (CRM) is an approach that is formed by these
changes and developments. So this paper investigates CRM and its goals and strategies
in hotel industry. The main point that is focused is the relationship between CRM strategy
and Hotel/Customer performance.

The most important result of this survey is that applying customer performance measures
can improve hotels performance. Thus hotels need these measures to contact better with
customers.
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