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Impact of Customer Relationship management on Hotel

performance
Laith Alrubaiee Wael Al- Sharaia
Abstract

Purpose of this study is to empirically investigate the impact of
customer relationship management on hotels performance.
Statistical package SPSS was used for data analysis and two-
step detailed statistical analysis of data was involved. Results
confirm high level of customer relationship orientation and a
high level of customers marketing knowledge in both hotels
categories. The study also showed high assessment of hotel
manager's of the role of customer loyalty programs to enhance
customer loyalty and hotel reputation. Further more, the study
indentified that there the two categories of five and four star
hotels. Results of regression analysis show that customer
relationship management is significant in explaining the
variation in hotel performance. The findings contribute to
understanding the relationships between different dimensions of
customer's  relationship  management, provide critical
implications for hotel managers; and highlight directions for

future research.

Keywords: Customer relationship management — CRM

performance
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