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ABSTRACT: The hospitality industry is a fascinating one from a Customer Relation Management perspective, because of 

the quality and quantity of customer touch points. In the globe of servicing guests, many challenges are there in challenging 

customers, but I think in the current age of "branding" one of the biggest challenges is ensuring a consistent customer 

service experience. This challenge is three – pronged: first managers must be able to manage consistency in the face of 

interchanging slow and busy times and seasons. Second, consistency needs to be ensured across job titles, roles and pay 

ranges. Third, the marketing message must be in tune with a plan to set guest expectations according to the season and 

customer tier considerations. 

As with any strategy, the goal is to help meet the corporate objectives, which often begin with defining the customer 

segments that can help move the enterprise in the right direction and then approach them with the right marketing message, 

via the right marketing channels. 

On the subject of job roles, we found that while some job roles had specific training on interacting with customers, others 

did not, or worse were trained in an inconsistent way. So the first order of things in this area is to establish a clear procedure 

for greeting, servicing and addressing guest issues across various situations. All employees who come in direct contact with 

guests need to be in tune with this common standard. Set of behavior and service standards also provides clear guidelines, 

which can empower employees to provide special or "magical" moments to their guests.Customers who experience an 

emotionally intelligent interaction with a service provider are not only satisfied but are intensely loyal. This is because 

emotional intelligence skills create a connection or bond between the company and the customer. 
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I.INTRODUCTION 

 

The hospitality industry is a fascinating one from a Customer Relation Management perspective, because of the 

quality and quantity of customer touch points. In the world of servicing guests, there are as many challenges as there are, 

well challenging customers, but I think in the current age of "branding" one of the biggest ones is ensuring a consistent 

customer service experience. 

The modern hotel industry is one that can construct a relationship with their customers with a personalized stay – a stay that 

customers want to come back to again and again. Customers who experience an emotionally intelligent interaction with a 

service provider are not only satisfied but are intensely loyal. This is because emotional intelligence skills create a 

connection or bond between the company and the customer. 

Emotional Intelligence (EI) is the ability that each of us has developed that allow us to understand our emotions and how 

they affect our behavior, and how we get along with other people. Emotional Intelligence has more bearing on our success 

than our innate smartness or IQ. In fact, studies have shown that when comparing star performers to average workers, 

approximately 85% of the difference can be attributed to emotional intelligence competencies. 

This challenge is three-pronged: First, managers must be able to manage consistency in the face of interchanging slow and 

busy times and seasons. Uniformity needs to be ensured across job titles, roles, and pay ranges. Third, the marketing 

message must be in tune with a plan to set guest expectations according to the season and customer tier considerations. 

With the primary focus on the customer's personalized needs and not on finance, marketing or sales, Customer Relationship 
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Management allows hotels to maximize profitability by creating loyal customers, improving customer service and 

improving customer retention. 

 

II.OBJECTIVES 

 

*To highlight the Emotional management skills as an essential tool to achieve success in employee customer relationship. 

*To outline the Ways to Keep the Customers Coming Back 

*To Select the Correct People 

*Customer Retention 

*To find the need for Customer Relation Management 

*To analyze the Function of Customer Relationship Management  

Customers who experience an emotionally intelligent interaction with a service provider are not only satisfied but are 

intensely loyal. This is because emotional intelligence skills create a connection or bond between the company and the 

customer. Connecting with Customers provides participants with skills to create lasting customer relationships, increase 

customer loyalty, and improve a companys profitability. Connecting with customers is all about how you treat them and 

create a bond with them. 

Emotional Intelligence (EI) is the ability that each of us has developed that allow us to understand our emotions and how 

they affect our behavior, and how we get along with other people.Emotional intelligence can be learned and developed with 

motivation, practice and some helpful feedback. 

 

III.EMOTIONAL INTELLIGENCE: KEY TO SUCCESS 
 

 Self-awareness – You be familiar with your own emotions and how they involve your belief and behavior, know 

you’restrongest and have self-confidence. 

 Self-management – You’re able to control impulsive feelings and behaviors, manage your emotions in strong 

ways, take initiative, follow through on commitments, and adapt to changing circumstances. 

 Social awareness – You can be aware of the emotions, needs, and concerns of other people, pick up on emotional 

cues, feel comfortable socially, and recognize the power dynamics in a group or organization. 

 Relationship management – You know how to develop and maintain good relationships, exchange a few words 

clearly, motivate and power others, work well in a team, and manage conflict. 

 Emotional intelligence affects: 

 Your performance at work: 
Emotional intelligence can help you find the way the common complexities of the place of work, lead and motivate 

others, and excel in your career. Many companies now view emotional intelligence as being as important as 

technical ability and require EQ testing before hiring. 

 Your physical health: 
 If you’re unable to manage your stress levels, it can lead to serious strength problems. Unrestrained stress can lift 

up blood force, suppress the immune system, increase the risk of heart problems contribute to poverty, and speed 

up the aging process. The first step to improving emotional intelligence is to learn how to relieve stress. 

 Your mental health: 
Uncontrolled stress can also impact your mental health, making you vulnerable to worry and despair. If you are 

unable to understand and manage your emotions, you’ll also be unlock to mood swings, while an inability to form 

physically powerfuldealings can leave you feeling lonely and isolated. 

 Your relationships: 
By understanding your emotions and how to organize them, you’re better able to express how you feel and 

understand how others are feeling. This allows you to communicate more successfully and form stronger dealings, 

both at work and in your personal life. 
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Selecting the Correct People: 

It's really hard to teach an elephant to dance! 
Therefore in selecting the right people: 

*Define the critical job requirements 

*Develop scenario-based interviews/assessment centers to screen and select candidates 

*Involve multiple team members in the hiring process 

*Ensure evaluation is based on objective, not the subjective "Be Like Me" criteria. 

  

IV.CUSTOMER RETENTION 

 

Ways to Attract and Keep past Customers: 

 

1. Hire the right people. 

2. Do what you say you're going to do. 

3. Pay attention. 

4. Help your customers with all their needs. 

5. Know how to handle complaints and upset customers. 

6. Stay in contact. 

7. When in doubt, err on the customer's side. 

 

Dealing With Negative Customers & Remaining Up-Beat: 

Listed below are steps that one can apply throughout the day in order to maintain composure in negative situations: 

1. Always visualize a large rupees stamped on customers forehead. 

2. Constantly challenge yourself to find something to like about every customer. 

3. Use Daily Affirmations to support yourself such as: 

* "I'm doing the best I can" 

* "I am a winner" 

4. Always reward yourself for a job well done. 

5. Avoid gossiping about negative customers. 

6. Avoid complainers, criticizers, and gossips in your office. 

7. Make a list of reasons you must appreciate your customers and thank them.  

"Thank you for paying my salary."  

"Thank you for helping me pay my mortgage." 

 

V.NEED FOR CUSTOMER RELATION MANAGEMENT 

 

 It is essential for the sales legislative body to understand the needs, interest as well as budget of the customers. Don’t 

suggest anything which would burn a hole in their pockets. 

 Never tell lies to the customers. Convey them only what your product offers.  

 It is a sin to make customers waiting. Sales professionals should reach meetings on or before time. Make sure you are 

there at the venue before the customer reaches. 

 A sales professional should think from the customer’s perception. Don’t only think about your own targets and 

incentives. Suggest only what is right for the customer.  

 Don’t oversell. Being pushy does not work in sales. It a customer needs something; he would definitely purchase the 

same. Never irritate the customer or make his life hell. Don’t call him more than twice in a single day. 

 An individual needs time to develop trust in you and your product. Give him time to think and decide. 

 Never be rude to customers. Handle the customers with patience and care. One should never ever get hyper with the 

customers. 
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 Attend sales meeting with a cool mind. Greet the customers with a smile and try to solve their queries at the earliest. 

 Keep in touch with the customers even after the deal. plan customer faithfulness programs for them to return to your 

organization. Give them bonus points or gifts on every second purchase. 

 The sales manger must provide necessary training to the sales team to teach them how to interact with the customers. 

Remember customers are the assets of every business and it is important to keep them happy and satisfied for 

successful functioning of organization. 

 

VI. FUNCTION OF CUSTOMER RELATION MANAGEMENT 

 

Customer Relation Management achieves the goal of customer management, sales, and market analysis to enterprise, 

family and individual. Customer management refers to the overall events with the customers, including the activity and deal 

of at a time and look at customer credit and information. 

 

Benefits of Customer Relation Management: 
*.Provide better customer service 

*Make call centers more efficient 

*Cross-sell products more effectively 

*Have sales staff close deals faster 

*Simplify marketing and sales processes  

*Discover new customers 

*Increase customer revenues 

 

VII.REVIEW OF FINDINGS 

 

Recently, psychologists have shown that a 1% improvement in emotional climate creates a 2% increase in 

revenues. Yes, the leader sets the emotional climate of the entire group, which influences the effectiveness of the group and 

ultimately the profitability of the company. Emotions are contagious; hence the mood and emotions of the leader set the 

pace for the whole group. Therefore one must be very mindful of the emotions and manage them well, because they quickly 

affect the entire team. 

 

VIII.CONCLUSION 

 

For any business, successful Customer Relationship Management navigation is becoming increasingly important 

in today’s competitive business world. Customer expectations are always growing and business services must amplify 

along with these expectations. Employee should know learn the Art of using the Emotional intelligence in Customer 

Relationship Management. Emotional Intelligence is not about being nice all the time about being touchy-feely, or about 

being emotional. Instead, it is about being honest, about being aware of feelings about being smart with your emotions, and 

about significant how to use your passions to encourage yourself and others. 
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