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Executive summary
The following report deals with the manner of the consumer journey involves the manner of the advancement of high set of the touchpoints that deals together and will maintained the basic term of divisions in consumer experience. As it will maintained by having accuracy and relevancy among consumers or visitors or the brand by which they can communicate or interact in the future course for higher set of productivity. Consumer experience are an essential term for the company for getting an effective feedbacks from their side and will effectively maintain the sections in the business.

INTRODUCTION 
For every business organisation customer experience is the most significant thing as it encompasses each phase of the company offerings. It is the outcome with regards to the communication across the consumer has with the company executives. The below report is based on Scoops Gelato. It offers several kinds of Gelato flavours in relation with shakes, cakes, waffles and many more (Ramaul,  2021). 
The main aim behind this report is to provide best level customer experience even during this pandemic situation. By introducing a concept of new normal the focus has been put more on customer experience. 
Justification for the organisation
	The chosen organisation is Scoops Gelato. It is an amazing dessert parlour that makes the contribution in different businesses. The company provides hand made sorbets with efficient ingredients to all the consumers.
Marketing theory
Strengths: - The main strength associated with the chosen organisation is that Gelato are very much healthy and is completely a new product for each customer. While making hand-made Gelato large number of customers get attracted. 
Weakness: - There are many people who don't have much experience regarding the product and may not be able to manage everything (Al-Omoush and et.al,  2021). During the time period of winters sales get reduced at high level. 
Opportunities: - For the company different opportunities were there like they can provide allergen free Gelato that include no kind of nuts. They can also offer pre-packed Gelato in certain pints so that consumers can easily carry out at their homes. 
Threats: - The major threat which is there is associated with other competitors who are dealing in ice-cream parlours. There are many consumers who have health issues so due to this they would not like to eat such product (Liu,  Wu and Yu-Buck,  2021). 

	Customer experience will also termed as CX, it is a total of all the actions that a consumer have with themselves in the management as over to the field of relationship with the management or with brand. It will concentrates on the relationship among management and their consumers. As in the present set of period, consumers have varied term of manners to communicate with management and experience high term of orientation in the business of management (Baker,  and et.al., 2021). Consumer can connect or communicate with the brand with mobile applications, social media, digital media, web or SMS or chatting, support installation and many more. The consumer will prefer those brands that are suitable and offer relevancy to them. As it will also involves sort of the advantages in offering of high set of facilities in context to CX that involves maximise consumer loyalty, high term of consumer satisfaction, well word of mouth term of marketing, positive feedback and effective recommendations. Consumer experience is a consumer global manner of perspective of the brand that are based on their communication as effectively and efficiently. The management consider in this report is Scoop gelato. It offers various sort of Gelato flavours in terms of the shakes, cakes, waffles and so on. The following report cover the section of various sort of the marketing theories, factors that influence the managerial quality sections in the business and will control the consumer in the period of pandemic situation as effectively and efficiently. As there are various benefits and challenges for developing and maintaining high set of consumer relationship in the business of management. 
 

TASK
Key marketing theories/models/methods 
The marketing and CRM theory that are theoretically managed by the management to improve the managerial sales by developing an efficient terms of the goods and their facilities in the field of market. It will have an impact on consumers and also on the brand facilities that are provided by the management of Scoop gelato in the pandemic situation (Costa, and et.al., 2021). In the condition of pandemic several term of issues and complications are faced by the management that will have negative effects on management's presentation. By implementing such theories and models in the management that will improve the consumer base by providing high set of qualitative goods and facilities in the pandemic of COVID- 19.  Management has executed varied term of section of marketing theories or models to consider the consumer experience in terms of management. The brand Scoop gelato will advertise their goods and facilities to their consumer by which they will get influence through it and buy from them. In COVID- 19 pandemic management are using digital marketing and social media mediums to maintain their healthy relationship with consumer (de Andrade,  2021). By conducting several social and as well as digital campaign the management will try to increase high set of data in terms of consumer desires, taste and wants. The brand provide varied term of services to improve loyal consumer base and market scope. As there are  several marketing theories that are utilised by the management in the situation of COVID- 19 by which the company will sustain in the field of the market place for longer period of time as effectively and efficiently. As there are various marketing theories that are as follows - 
Consumer decision-making procedure - 
	Consumer decision-making provide services to the management to understand the manner of consumer buying behaviour that will offers the management to create managerial and marketing plan of actions and approaches. The management of Scoop gelato are using consumer decision-making procedure with the motive to consider and evaluate that how consumer will take decisions to sustain in the field of the marketing (Dhote,  2021). If management offers high set of qualitative goods and facilities to consumer that will increase their experience with management and they both maintain it for longer period of time. The consumer decision making procedure is classified in five sections that are as follows -
Awareness – It will termed as an essential step of consumer decision making procedure that initiate when consumer valued their requirements that will satisfy them as effectively. Consumer requirements will get increase by their positive or negative sections. The management of Scoop gelato will create high set efficient and broad brand campaign with the motive to develop high term of brand awareness and and also acknowledgement in the field of marketplace. It will help the management to maintain their faith of consumers on management.
Interest – In this step, consumer will phrase their section in terms of providing effective goods and facilities to meet their requirements and wants. By presenting suitable research in the field of market, consumer will get influence by it. Consumer will investigate about their goods by visiting at company personally and will also ensure their online services too. The business of management offers suitable and relevant set of information to their consumers as it will supports them to take their purchasing decisions (Hollebeek, and et.al., 2021). Scoop gelato will adapt varied term of plan of actions that have an impact on consumers. Due to the situation of COVID- 19 consumers will prefer online medium to get data about goods and their services.
Consideration – In this stage, the consumer orientation will develop suitable aspects that will present that what consumers will requirement in actual. Consumer will consider several options that are accessible in the field of market area with suitable base of their cost, advantages and accessibility. Consumer will evaluate several goods by analysing their benefits and drawbacks and will take suitable decisions to purchase the goods that will meet there requirements (Islam,  and et.al., 2021). The management will also provide various aspects to their consumer that distinguish it from another competitors and influence their consumers also. 
Purchase – By collecting knowledge and knowing about their requirements, goods and facilities of their own, then consumers will capable to take decisions of buying suitable goods from the management. Scoop gelato management will offers suitable information about their facilities that stimulate consumer to take purchasing decisions. 
Loyalty – In this step, it involves the consideration of customer and marketer in order to maintain loyalty among them. The management of Scoop gelato ensures that customer will take effective set of experiences from their facilities. By involving in management and will purchase goods from them, the management will also try their best in order to meet the requirements of consumers and encourage them for more buying of their goods. At the present time consumer will also response and give feedback on the official site of the company.
	In the current situation of COVID- 19 Scoop gelato will ensure their consumer and will provide them relevant data about their goods and facilities on diverse social or digital media channels. Diverse digital media channels will supports the consumers to take efficient purchasing decisions by evaluating several choices that are accessible in the field of market.
Market segmentation - 
	STP will termed as the strategical formulation of marketing that involves several parts like segmentation, targeting and positioning. By marketing segmentation, management will choose highly effective and relevant market segment that will offers marketing mix to meet their requirements and wants of consumers and will acquire them with management for longer period of time.  
Segmentation – Market segmentation is termed as the procedures that involves division of consumers and marketplace in sub- divisions on the basis of their aspects, requirements, lifestyle and same statistic productivity (Ji,  and Prentice,  2021). The management of Scoop gelato will ascertain potential section of consumers and split them in particular sections. It will help the management to determine the needs of their consumers and meet their requirements by offering qualitative goods and facilities. The management of Scoop gelato will offers fresh Ice cream and shakes to their consumer by which management will split their consumer on the basis of their suitable fields and taste. Dividing market into diverse sections will supports marketers to choose an adequate term that modify them to distinguish managerial sections from their challengers.  
Targeting – Targeting is termed as the procedure of selecting particular market sections from the whole field of market. Orientated market is the team of diverse effective consumers by which the business management would like to sell their goods and facilities. Scoop gelato is the management that consider evaluation of all section in the field of the market and will choose high set of effective products and their services. It provide a lot of services to ascertain their requirements and wants of their consumers and will set effective mode of marketing mix. The business of management will set their orientated targets in terms of market segmentation on the basis of scale, scope, strength of challengers, productivity ratio and skills of management.  
Positioning – Positioning is termed as a section of varied term of factors of STP procedure. It will termed as the manner of maintaining an efficient brand goodwill in the state of mind of consumers by offering high set of qualitative goods and facilities to consumers (Kautish,  Sharma, and Khare,  2021). After creating the major sources of the management then it will offers to consumers by advertisement on diverse social or digital media mediums. It will offers sustainable competitive section of benefits in management than other consumer and also it will improve consumer experience of consumers in the business of management. Scoop gelato management will adapt emblematical positioning, operational positioning and experimental positioning and collection of all such positioning in the field of the market.  
Customer experience -
	Consumer experience is termed as an essential aspect for management that offers sustainable competitive benefits to management than other competitors. If consumers have high set of experience with management than it will relates to consumers in the business of management and will improve their effective sections in management. It will decrease the consumer experience and will acquire their loyal consumers by which they will be with them for longer period of time (Kumari, 2021). Higher consumer experience will offers several set of advantages to management by improving consumer loyalty and gratification with managerial facilities. Scoop gelato management will concentrates on consumer response to understand their feedbacks about managerial goods and facilities by several digital media mediums. Due to the pandemic of COVID- 19 the management have an effective impact on consumer decision making process by which management will offers all relevant data about management and its goods to consumer. Hence, they might take efficient decisions after comparing goods and facilities of several management. The management will offers effective response to their consumers by offering high standard of goods and facilities that will maintain an effective set of positioning of management in the field of market and it will also provide support in increasing sustainable competitive benefits.
PESTLE Analysis -
	PESTLE analysis is termed as the structure that involves several set of elements like political, economic, social, technological, legal and environment that have an impact on managerial performance and operations as effectively (Lappeman,  and et.al., 2021). Scoop gelato management will examine all such elements suitably and create managerial strategies and approaches that will supports the management. Components of PESTLE analysis that are as follows:
Political factors - Political factor will have an impact as positively and negatively on management. In context to the Scoop gelato, the management  will consider all such factors suitably and create managerial approaches As in the situation of COVID-19 it will be tough for various organisation to deal with their consumers. As there are various elements that involve in political factors like taxation approaches, trade regulation and reforms, political steadiness and firmness. As such factor of administration will have an impact and it will affect the managerial operations (Lin, and Mattila, 2021). By new taxation approaches it will have an impact on managerial revenue. The political factor will have impact on managerial turnover and by this management will improve their cost of facilities that will affect to the purchasing decision of consumers. 
Economic factors – In this factor it have several sections that involves economical development, rising of cost, interest and exchange rates, value of realistic and employability term that identified economical presentation and it will direct affect the management. The rising of prices will have an impact on managerial goods and facilities that have will affect the buying power of consumers.
Social factors – It will have an impact on managerial performance and consumer decision making procedures as effectively. Social factors will involve several social standards, population development proportion, safety and security terms. Scoop gelato will implement all such elements to create efficient approaches and planning. In the present time, consumers are highly health conscious and manage their diet schedule, hence they take decision as per to it.
Technological factors – It will involve invention and betterment of several technological section that will affect the managerial operations as effectively and efficiently. In the present time,  Scoop gelato concentrates on several technical field of marketing through social and digital media that will have an impact on consumer decisions in offering them data about management and their facilities. It supports to increase the global term of occurrence of consumer with management.
Legal factors – As there are several laws and rules that are implemented by administration and it will affect to the global field of managerial presentation and operations. Employment job task, safety and security acts and customer act that are maintained by the management in their functions to operate it suitably (Mier, and Kohli,  2021). It will also have an impact on consumer experience in management. 
Environmental factors – It will taken up with an impact of ecological sections and situational terms. It will involves environmental protection rules, waste product disposition law and many more that will have adverse impact on management. Scoop gelato will adapt several practices in management to follow basic set of rules in business as according to the state of mind of consumers.
Customer relationship management
	Consumer relationship management is termed as the procedures by which the management will deal with their consumer base and will also maintain their healthy relations. Scoop gelato will collect information about their consumers by various social media platforms such as digital media, social media, chatting and many more (Mulcahy, Russell-Bennett, and Previte,  2021). The basic manner of CRM in management is to connect high set of targeted audience by offering their consumer effective products and improve sales of the management. In the current situation of COVID-19 it will be essential for management to maintain efficient dealing with consumers.
	In consumer relationship procedures there are several term of sections that involves in management productivity brand awareness in field of market by presenting several promotions and publicity actions. The management will improve the brand knowledge about target audience and making commercial political campaign to influence consumers. The management will adapt various strategies for consumers and convert them in an effective consumers and will hold with management for efficient period of time by offering them qualitative products and increase brand loyalty towards management. 
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Critically analyse the factors that influence your organisations quality systems and controls for customers in times of crisis like COVID-19
	The manner of pandemic has affected various individuals as effectively by various ways. In the situation of COVID- 19, lock down was implemented by government in order to stay safe and secure with the widespread of coronavirus. It will break the chain of consumers and management and workers starts to perform their work from home. As with it, various management pause their dealings and face a lot of issues and loss in the phase of pandemic. In this pandemic situation of COVID-19, it will develop high impact on hotel sector (Pappas, and et.al., 2021). The management of Scoop gelato will involves facilities like providing dessert, waffles, cake and it will get impact of COVID-19 pandemic. In context to the selected management, the management have faced a lot of loss issues as individuals will not moving outside. By this pandemic situation, it will get affected the productivity and profitability of the management and also various individuals will lose their jobs too. The elements like cost and turnover of management are getting lower and low by the situation of pandemic. Scoop gelato will offers their products but on the other hand the management will not able to produce turnover in which consumers will not their demanded products. Due to low turnover rate of management, the company are producing limited amount of products. As the management were not functioning on high level, so there were deficiency of encouragement in between workers and executives of the company. It lead to the major decision of quitting the job and try to attempt suicide because there income sources are no more able to offer them revenue for there families.
	Encouragement is essential for workers who are functioning in management. Post lock down will      allow the company to start their facilities again but it various restrictions that they have to maintain social distancing while giving them products and without mask they were not allowed to enter in company (Paramita,  and et.al., 2021). The company's staff is on higher risk because a lot of individual will regularly contact on for their products and it might be possible that someone will be positive and if the spread of virus will make their contact with staff faculty then there should be high amount of risk because they serve thousands of individuals on daily basis. By which the management will make sure that they are capable to function while taking all preventive steps by which consumers are secure. In context to the management, they require to make sure that the consumers will not have any symptoms of COVID-19 that will not get affected on their physical and mental health. The management has been faced emotional phase as various workers lost their lives that will develop immense loss to the company too. 
Application of appropriate critical understanding of quality process
The consumer facilities in  Scoop gelato, plays an essential manner to ensure high set of qualitative products to improve consumer experience. The management qualitative procedure in terms of the consumer experience will get affected its productivity of company. The qualitative organisation procedure will combine the manner of managerial functions that maintain value investment of management that are include in the procedures. The qualitative management procedures offers various guidelines to workers by suitable mentoring, recompense, public presentation valuation (Qing,  and Haiying,  2021). It will help interrelated targets that will meet the demands of consumers satisfaction to upgrade the sales and development of business. In context to the Scoop gelato qualitative managerial procedures in terms of consumer facilities that are as follows- 
Ensuring firm economical value of qualitative consumer facilities that will evaluate the presentation, tendencies, requirements of facilities and several other critical sections.
Present the terms of agents that enhance the presentation on uninterrupted basis in respect to increase the abilities. 
Provide suitable feedback for effectively mentoring and yearly sections. 
The management of Scoop gelato deals with several facilities in serving shakes, desserts, waffles and many more. As in the pandemic of COVID-19, individuals will not prefer to visit out without any reason by which management providing services by online mediums.
	The basic term of qualitative organisation process that evaluate the key section of dissatisfaction. It will concentrates to improve the qualitative sections that will have an impact of COVID-19 on consumer orientation. The qualitative organisation will include the enhancement of staff and organisation by which they might offer high qualitative facilities to their target consumers (Situmorang,  and et.al., 2021). In the management of  Scoop gelato who adapt higher set of sections in which customer will perform their task suitably. As there are sort of qualitative elements procedures that include in consumer facilities that are as follows- 
Customer service quality goals - The consumer facilities will help in resolving the issues of  Scoop gelato facilities. For suitable and efficient functions in management, consumer facilities should be highly accessible with suitable sections, provide effective outcome and relevancy. The manner of qualitative section will valued high set of need and evaluating towards their presentation of consumer facilities. The quality sureness in Scoop gelato will measure consumer facilities to offer high set of effectiveness.
Reliability – The qualitative procedure will ensure the functional section of Scoop gelato that will consider the sections of consumer expectation and in real what the company are providing to them. If the management are offering high set of facilities then they are on accurate path and if there are some gaps identify then it might be have enhancement (Soylemez, 2021). It will be advantageous for managerial profitability to retrieve loss of COVID-19. The section of quality procedure will present the manner of the consumers and it will be helpful in identifying requirements and desires of consumers with managerial sections of high set of facilities. Scoop gelato will consider the analysis to enhance the presentation and their rank. It enrols their effective consumer to evaluate the facilities of management and offers a suitable manner of their acquisition. 
Competence -  Scoop gelato consumers are evaluating the efficient section of providing facilities. The qualitative authority measure the manner of following competent section of management. The procedure of measuring systematic competency by suitable training and outcome. The workers of Scoop gelato will offer higher and effective facilities of offering various facilities.
Delivery - The effective consumers of Scoop gelato is effective and capable term of facilities that will evaluate it in approachable manner. Facilities of consumer services might be offer higher set of sections that involves suitable sections that require effective course of sections as effectively and efficiently.
Solutions – By attracting various consumes who are involved in working of company to offer them effective term of resolution of their complications (Springer,  and et.al., 2021). By this management will create suitable statement in terms of consumers issues that will ascertain with suitable courses of strategies to enhance consumer satisfaction with proper research.
Benefits and challenges for developing good customer relationship
	The advantages of good consumer relationship with management of Scoop gelato that are as follows -
Better knowledge of consumers - The good consumer relationship offers a relevant data of effective consumers who support them with effectual instruments of interpretation. By presenting adequate research consumer will make full all such informations that will get affected as directly. As it will supports the management in evaluating consumer taste. It will supports the management in determining overall data in terms of their effective consumers.
Better segmentation – In the present term the management will deals with various consumers and it is essential for business to ascertain their effective goals. It might be execute with efficient segmentation (Tang,  2021). The better relationship with consumer to improve the suitability of management in terms of their targeted consumers. Scoop gelato will create efficient marketing movements that will boost up the sales.
Consumer retention – The efficient consumer relationship will supports in raising effective consumers that will lead to enhance effective consumer retention. It will create higher set of consumers and will make present consumer satisfied.
Consumer loyalty – It will enhance high set of dealings and create strong consumers loyalty as because of good and healthy consumer dealings. It will produce accountability that will enhance professional sections of management to offer high term of facilities in particular business. It will advance the managerial goods and facilities that create loyal consumers. It will help the management to create strong goodwill of Scoop gelato as effectively and efficiently. 
Effective internal communication – The CRM strategies will create high set of communication in internal set of field of management. By the help of such approaches several divisions are capable to share their information with suitable team working sections. Such sort of approaches are highly advantageous in respect to perform their work with no help of their connection with diverse relations (Trischler, and Westman Trischler, 2021). Due to COVID-19 pandemic situations, it were complicate to put forward their task for getting useful information from several divisions.
Facilitates optimized marketing – CRM will ensure management to know their dealings to meet the consumer satisfaction and will enhance the facilities as per to the attitude of consumers. It will supports in recognising suitable marketing plan of actions with the manner of CRM sections.
As there are several challenges that are faced by Scoop gelato in maintaining good consumer relationship -
Cost – It will termed as an effective challenge for Scoop gelato. The company faced in CRM for executing of CRM cost that are connected with section of installation, buying and the training of the workers to manage the CRM. It will need high degree of finance and expenditure of operations. 
Transition - To implement business functions, CRM solution will include higher set of variations during managerial functions (Wijekoon, Salunke, and Athaide, 2021). The CRM will basically focuses on placing consumers as towards to the consumer satisfaction to enhance the dealings of Scoop gelato's consumers. 
Lack of scope and clarity - It will need high set of budgets and adequate period in respect to ascertain negative components that are related with consumer relationship. It will not evaluate global concept and attribute that will move the manner of CRM.
Technology challenges - The plan of actions will not help various set of choices of sections towards on cloud, private cloud, and on premise. In this section of the goods that are not negotiable and not enough to ensure the deep customization that is tough to fit in the management. It require to keep on including the present tendencies of CRM.






  
 


 

CONCLUSION 
	From the above mentioned report it has been concluded that, customer service terms, partners, suppliers all will plays an important manner in maintaining a pursuant consumer ent by improving consumer loyalty and gratification with managerial facilities. Scoop gelato management will concentrates on consumer response to understand their feedbacks about managerial goods and facilities by several digital media mediums. Due to the pandemic of COVID- 19 the management have an effective impact on consumer decision making process by which management will offers all relevant data about management and its goods to consumer. Hence, they might take efficient decisions after comparing goods and facilities of several management. The management will offers effective response to their consumers by offering high standard of goods and facilities that will maintain an effective set of positioning of management in the field of market and it will also provide support in increasing sustainable competitive benefits of experience as effectively and efficiently in the business. It have several courses that relates to the managerial plan of actions and approaches to maintain the dealings and having the high term of activities and high set of raising morale to specify and execute an affected consumer experience as effectively and efficiently in the business. It will also involve knowledge managerial resources that facilitate the resources and output sections as externally and as well as internally in the business of management. 
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