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The actuality of the problem of customer loyalty management is due to the growth of competition, increasing of communication costs and a high level of customer expectations. This has led to the development of a customer relationship marketing concept that replaced classical transaction marketing. Whereas earlier marketing strategies were focused on attracting new customers, the emphasis has recently shifted to retain existing clients, to form their loyalty to the enterprise. Long-term relationships with customers are economically profitable, because they guarantee regular purchases, require lower marketing costs per customer and, thanks to the recommendations of loyal customers, increase their number.
The subject of the study is the theoretical and practical aspects of forming and increasing customer loyalty to the enterprise.
The object of the research is the process of formation and management of customer loyalty of LLC "Design Hotel "11 Mirrors".
The purpose of the diploma paper is to analyze the tendency of personalization of modern business, establishment of long-term relations with clients and to study the modern direction in loyalty management – Customer Relationship Management, which includes marketing strategies and techniques for managing customer-oriented business.
The objective of research is to carry out a comprehensive study of the process of customer loyalty formation and management at the enterprise. 
To achieve the goals of diploma paper the following tasks are set in the work:
- to determine the essence and economic rationale of customer loyalty for the enterprise;
- to identify factors affecting the level of satisfaction and customer loyalty;
- to study tools of formation and support of customer loyalty;
- to analyze the level of customer satisfaction and loyalty of LLC  “Design Hotel “11 Mirrors”;
- to characterize the loyalty management system and marketing components of the loyalty program of LLC “Design Hotel “11 Mirrors”;
- to suggest ways to increase the level of customer loyalty of the hotel.
The theoretical and methodological basis of the diploma paper is scientific works of domestic and foreign scholars and practitioners in the field of loyalty management and customer relationship management.
Methods of system analysis, generalization, classification, analogy, comparative analysis, graphical method, marketing research methods and means of economic analysis were used in the process of research.
The scientific innovation of diploma paper lies in the fact that a comprehensive analysis of hotel loyalty management system was carried out and also the ways of increasing the level of customer satisfaction and loyalty and improving the loyalty management system of LLC “Design Hotel “11 Mirrors” were proposed.
[bookmark: _GoBack]According to the process of Customer Relationship Management in “11 Mirrors” hotel, propositions for improvement level of customer satisfaction and loyalty should be based on analyzing detailed customer information and development personalized offerings for each guest category. Using customer relationship management strategies will help to move customers up to the next guest loyalty category and to increase the level of customer retention and loyalty.
The practical value of the work is that the main conclusions and proposals can be used by the hotel to increase the level of customer satisfaction and loyalty, to retain loyal customers and to improve loyalty management system of the hotel.
