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Introduction.
We shall be looking at how internal and external factors including covid-19 have influenced Barclays bank quality systems and Customer relations management. 
Quality systems is the process that documents responsibilities and procedures with the goal of attaining quality policies and objectives. They put together and directs the banks activities to meet customers and regulatory conditions while improving efficiency and effectiveness.
Customer relations management (CRM) is the department that deals with the relationship between the bank and its customers. The Barclays bank expects profits in terms of money from the customers while on the other end customers expect value for their money and cost-effective services and product.
Barclays bank is a British universal bank which offers its retail banking services to individual customers and small businesses, and corporate and investment banking services to larger businesses and institutions. It is one of the major global banking and financial organisation started in 1690. With over 300 years of history and expertise, it has over 4700 branches in about 55 countries and of which about 1600 are in the United Kingdom. It has employed 156600 employees as of 2021 serving a customer and client base of around 48 million worldwide.
 The outbreak of covid-19 changed the way customers behave and this forced Barclays to review, adjust, and improve on the way they engage with their customers and the customer experience in general. The fall in the profits during the pandemic caused by the closures of business and stay at home policies put in place by the government forced the bank to use its customer relations management to improve on their engagements and experience of their customers.
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From the image 1 above we see that the profits of Barclays bank went down below the billion mark during the pandemic period.

We shall use two marketing theories in this report namely the Marketing mix and Porters five forces analysis and two customer relation management models, strategic CRM and Operational CRM.
Marketing mix refers to a variety of factors that Barclays controls to influence customers to buys their products and services. It involves the 4 Ps namely Product, Place, Price, and Promotion. Porters five forces theory is focused on five forces that dictate the competitive intensity and attractiveness of the market. They are suppliers power, buyer power, competitive rivalry, threat of substitution, and threat of new entry.
Strategic CRM mainly focuses on winning and maintaining of the profitable customers while operational CRM deals with automation of customer processes like customer service and marketing.

THE MARKETING MIX OF BARCLAYS.
1. PRODUCT
Barclays being one of the biggest and leading financial multinational institution, offers variety of services and products to its customers and clients. This are divided into 3 groups.
A. Products and services for institutions and corporates

· Investment banking and risk management services mainly given to global businesses, government, and financial institutions.
· Corporate banking provides local business and UK based multinationals with online banking, trading solutions and financial risk solutions. 
· Barclay card which is a credit card service for business expenses

B. Products for medium and smaller businesses

· Corporate banking which offers banking solution to businesses
· Business banking which offers business accounts, business loans, and payments
· Barclays card, this is the Barclays card for business.

C. Products for individuals

· Personal banking which offers savings account, bank accounts, loans, mortgage insurance.
· Premier banking which offers qualifying individuals with priority service and debit card
· International banking for offshore banking
· Barclays card 
· Wealth management offering trust and fiduciary services

2. PLACE
Barclays is headquartered in London and has been expanding in over 50 other countries over the years. Thought covid-19 saw the closure of some of its branches, around 4750 branches are operational serving the customers.
Being the first bank to offer online banking services, customers can access their bank accounts from any location in the world provided they have internet connection. The bank has over 4.5 million online bankers registered in the UK only.
3. PROMOTION
Barclays promotion focuses on reaching out to all its current and potential customers and clients, its main aim is to convince customers to use Barclays banks product and services. It does this using the following methods.
· Advertising on billboards, televisions, magazines, websites, and newspapers.
· Sales promotions through partnerships with other businesses.
· Visit/meetings with current and potential clients
· Word of mouth by issuing leaflets and brochures 
· Sponsorship like in sports and cycling

4. PRICE
Barclays pricing for their products and services is mainly determined by the banking sector regulatory body, competition influences, and customers demand.
Its offers 25% discount on its broadband scheme, discounted loan repayments, and interest free overdrafts

BARCLAYS BANK PORTERS 5 FORCES
1. BARGAINING POWER OF SUPPLIER
High cost of supplies from suppliers with better negotiating power decreases the profit margin and in return streams down to the consumers end product.
2. BARGAINING POWER OF BUYERS
Considering that almost all banks are proving the same services, Barclays focus on providing alternative, flexible cost-effective services in term of loans, finance for houses, cars, and other needs for customers. Thus, bringing down the bargaining power of the customers.
3. COMPETITIVE RIVALRY
Whenever the rivalry among the players in the industry is high, the prices of product and services goes down causing a reduction in the companies’ profits. Barclays has built a sustainable differentiation and partnered with competitors to increase the market base for all.


4. THREAT OF NEW ENTRANTS
New entrants into the market come with new ways of doing business and give better offers to gain their customer base. This forces Barclays to invest in innovation in new products and services which give existing customers reason to stay while attracting new ones.
5. THREAT OF SUSTITUTION
This mainly occurs when a service or product satisfies a customer similar need in a different way. Barclays has been forced to focus more on the needs of the customers rather than what the customer is purchasing. That is being more service focused than product directed.

BARCLAYS STRATEGIC CRM
BARCLAYS OPERATIONAL CRM

SWOT ANALSYSIS OF BARCLAYS 
This is to find out how internal factors have influenced quality systems and controls for customers.
1. STRENGTHS
· Very innovative 
· Strong presence in the market
· Adapting to change

2. WEAKNESSES
· Controversies
· Loses due to macroeconomics

3. OPPORTUNITIES
· Online banking
· New markets globally

4. THREATS
· Competition
· Political 

PESTLE ANALYSIS FOR BARCLAYS BANK
This is to find out how external factors have influenced quality systems and controls for customers.
1. POLITICAL
This is a major factor considering Barclays operated in many countries. It has to comply with government regulations and policies of different countries to function effectively. The political stability or instability of a country also influences the quality systems and controls. For example in a country like Ukraine where there is war at the moment business has come to a stop and the bank is incurring huge losses and destruction of property
2. ECONOMOCAL
The stronger the economy of a country, the better the environment for doing business. This includes the exchange rates and stability of the host country, economic growth rate of the country, inflation, interest rates, education level of the countries economy. For example while in Europe there is education for almost all people, in some African countries the educated are less than 50%, this changes the dynamics of quality systems and control for customers
3. SOCIAL
Cultures, beliefs, and attitudes of the population are attributes for Barclays to consider while determining quality systems and controls for customers. For example, an advisement that would be received well in a Christian region or nation could be deemed offensive or unethical in a muslim region or country. Thus a lot of care and consideration has to be put in place while dealing with social factors.
4. TECHNOLOGICAL
This is one factor that is transforming every day and each country is at a different level when it comes to using technology. While in the west almost all services are going online forcing Barclays to invest heavily in innovation, in Africa some countries are still struggling to adapt to the internet and introduction of information technology. The bank has to match the level of technology at the ground its working from to reach customers demands as it offers its services.
5. LEGAL
This normally involves the laws and rule that govern the business environment. Some countries do not have proper laws to protect intellectual property rights, data protection is not taken seriously, discrimination laws differ with regions. This forces Barclays to evaluate keenly as it implements quality systems and controls for customers.
6. ENVIRONMENTAL
This includes weather, climate change, waste management, endangered species, renewable energy, and laws regulating the environment. It is therefore important for Barclays to evaluate standards that are applicable for their customer in different countries or regions. For example, by Barclays financing coal mining in India led to protest from environmental activists in most parts of the world leading to destruction of the banks assets in the protest and spending unbudgeted money to enhance security in hostile environments.

COVID-19 PANDEMIC
This outbreak that started in 2019 and affected the whole world leading to travel restriction, closure of businesses leading to widespread loss of jobs, lockdowns of countries and movement restrictions of people, through government regulation like social distancing which impacted on face to face serving of customers. people were forced to work from home and majority of businesses transitioned to online services.
Barclays was not spared the calamity as it had to close many branches some permanently and send its staff to work from home. This changed the customer experience and engagement from the traditional methods of hall banking and paperwork to online services and digital records.
This forced Barclays to invest heavily in technology gadgets and fintech to be able to continue providing the serves from home as well as connect with the customers differently and in the process was able to reach customers it would have never reached using the old methods pre-covid.
They made the most of digital tools and platforms to equip employees to work remotely and communicate easily with customers. For example all management were provided with computers, desk and office chairs at their homes at the expense of the bank.
Barclays also strengthened its online presence for easy access to customers. They made themselves easy to find on search engines such as google, made sure their websites and social profiles were up to date. they switched to online advertising and marketing by using social platform like Facebook, twitter, LinkedIn and Instagram.
The use of cash was replaced by the cashless payments where you just tap the credit/debit card on a mobile cash machine or a mobile phone using the banks online paying app. Most of these changes have been embrace and look like they are here to stay even after Covid-19 
RECOMMENDATION.
Customer relation management plays a major role for Barclays when making its strategies for business. Customer service then becomes paramount in retaining and attracting new customers, this is because the longer the bank retains its customers and attract new ones the more profits it earns.
Barclays should therefore invest in systems that fully support the interaction between customers and bank staff at any time of day, considering accessibility to internet and mobile devices the banking apps are at the tips of our fingers from any location at any time.
Since the business environment is now more focused on understanding customer needs and their satisfaction, they should invest more on CRMs that gather more information from the clients in order to offer tailor made services to them.

CONCLUSION
Though each business has its challenges not forgetting the covid-19 pandemic that affected majority of businesses worldwide, Barclays has managed to stand out as a leading bank in innovation and IT with variety of programmes to facilitate customer relationships.
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