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Supplementary Task

Purpose of this study is to provide the insight on the quality system at workplace and customer experience about case study organization. Important challenges and benefits will be extracted from the critical evaluation of customer experience and quality processes. 
In this report, chosen organization is “Wagamama”. I selected this organization because of my work experience of more than three years in this multinational food chain. In last three years, I worked on different positions and my current position is junior branch manager and my responsibilities include training of new recruitments and customer management. Due to my practical experience and updated knowledge about the quality management and customer satisfaction policy of Wagamama. Since after its inception, Wagamama has grown enormously and considered as one the leading restaurant chain in UK (Lock, 2021). 
Although in last two years, in restaurant serving was not available for most of the time but all strategies are customer centric which are managed by strong quality management policies. During pandemic there was shift in the expectations of customers towards food delivery. As a result, Wagamama also changed the policy for the safety of customers without compromising the quality standards (Wagamama, 2021). It has become essential for the company to refine the customer experience to get the competitive advantage. 
In this report, important CRM models and theories will be discussed in relation to case study Wagamama. Important models that will be useful in this evaluation are Buttle’s CRM value chain model, IDIC CRM model, Payne and Frow’s five step model etc (Debnath, 2016). CRM behavioral theory is important to cover the different perspective of customer relationship management. Other theories and models are human relations theory, System management theory, contingency management theory, quality management system (Lagrosen and Lagrosen, 2003) and quality evaluation model which will also help in making suitable recommendations.   
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