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Customer Relationship Management of Hotels Targeting Generation Z: Cases and Insights
from E-Sports Hotels
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College of Tourism, Huaqiao University, China Fujian Quanzhou 362021

Abstract: Generation Z has become the core consumer group in the hotel industry. Their consumption characteristics
featuring socialization, experientialization and digitalization have driven the upgrading of hotel customer management
from standardized accommodation services to an all-round experience with personalization, scenario-based design
and social interaction. As an accommodation format favored by Generation Z, e-sports hotels adopt a core model of
"e-sports + accommodation + socializing" and have formed a mature customer management methodology in terms
of accurate matching of customer demands, whole-journey experience design, digital operation systems and private
domain community building. This paper analyzes the consumption traits of Generation Z and the core logic of customer
management in e-sports hotels. Combined with the practical strategies of typical brands in the industry, it summarizes
universal insights for the transformation of traditional hotels and the innovation of industrial customer management,
aiming to provide references for the hotel industry to adapt to the needs of Generation Z and improve the efficiency of
customer management.
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