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[bookmark: _Toc61307857]EXECUTIVE SUMMARY

[bookmark: _Toc57591434][bookmark: _Toc61307858]Objective

This report aimed to understand how companies maximise customer value through customer experience and customer engagement in difficult situations as COVID 19 and what factors affect this relationship

[bookmark: _Toc57591435][bookmark: _Toc61307859]Methodology

Business tools as SWOT AND STEEPLE are defined and used to analyse the factors that affect Cortel Telecom Ltd environment. Identifying the factors could help the company prepare a strategy to confront the crisis and retain existing customers.

Additionally, it will be discussed how the company is addressing the pandemic's challenge and how they will implement their process (CX, CE, SERVQUAL and Marketing mix) to achieve their objectives and maintain an excellent customer relationship.

Finally, it will evaluate the benefits of customer relationship and how develop them.

[bookmark: _Toc57591437][bookmark: _Toc61307860]Conclusion

The report concludes that an organisation focusing in adding value to their customers is beneficial and in the long run, but to get there is essential that all stakeholders, shareholders, employees, customers, and suppliers have a mentality of services and flexibility to adjust to the needs and provide the right product with an excellent service.
[bookmark: _Toc57591438]
[bookmark: _Toc61307861]Recommendation

A new planification of how services are made to maximise the ROI and compete in this new environment is recommended.





[bookmark: _Toc61307862]INTRODUCTION 

Organisations have been changed through the years by applying models or theories that help them be productive and efficient with their management. Previously, management has only focused on the shareholders' profits and resolving problems, without thinking about customer and employees. Nowadays, customer focus is being acknowledged because, without them, the company would not exist. In addition to customers, it is essential to think in the process that gives them the best satisfaction with tools and employees' help.

Employees and business are being affected by the pandemic, COVID 19. An infection caused by SARS-CoV-2 (Severe acute respiratory syndrome coronavirus 2) that affects the respiratory tract and is lethal to people with other ailments (Shahid, 2020). In response to this pandemic, governments limited the services that business give to customers, creating closures, social measures as, the use of face mask, the distancing between people, and the increase of hygiene methods to decrease contagious and help the NHS to cope with the treatment of patients (Nicola et al.,2020). The reduction of services has affected the cash flow of business, causing some to declare bankruptcy and many employees have lost their jobs, causing economic to shrink by 10.4 per cent (Louis, 2020). With all this happening in the moment, consumers have to learn how to buy through channels that were not used previously creating anxiety and discomfort with companies and technology.

This report discusses how external and internal factors affect organisations quality system and customers. Maintaining the relationship with customers helps them achieve their objectives and how they create a customer experience and engagement to create value to their companies.

In the beginning, the report will discuss the background of the organisation. In addition, different types of business tools, such as SWOT and STEEPLE analysis. Those tools will then be selected to analyse the company changes due to COVID 19 and how they implement their process to produce and maintain customer value. Finally, it will show the challenges that affect the company and the solutions to create and support customers through difficult times.

[bookmark: _Toc61307863]Organisation Background 

Cortel Telecom is a communication specialist organisation in the UK that have twenty employees.  Cortel has been around since 1987 and was registered as Cortel Telecom in 1992 and are based around Salisbury Court, London. They are a reseller of telecoms products with direct partners to BT, EE, Vodafone and more. They are capable of providing all the telecom products required for businesses to be prosperous. Pay as you go was started by them for substantial international companies and quite a few Middle Eastern Royal families. Many companies view Cortel, to have their best interests at heart, backed up by their many testimonies, treated with extraordinary customer service with detailed advice and fantastic services all for a fair price (Cortel, 2020).

Their usage of account management, always viewing opportunities for a customer’s perspective, since 1992, is what has led to their sizeable referrals. It is also the fact that they dispense their services to businesses that can comprehend and organise their aims, requirements and ambition by exerting the effort in establishing what the reason is for the products that are needed and fully perceive the best in the products. In addition to their exceptional customer service, they provide solutions and support to their systems and equipment (Cortel, 2020).

Cortel has many products and services (see appendix) it offers to businesses such as hosted services, unified solutions, mobile, voice, data, business energy, business IT support, and hotel support.  In more detail, hosted Services offers cloud technology, VoIP and support from Cortel. Business Energy is a service offered to businesses to save energy (Cortel, 2020). Cortel internally use SaleStar and HubSpot to manage their daily operations.


[bookmark: _Toc61307864]Environmental Frameworks

The following tools will be used in this report to analyse the internal and external factors that affect an organisation. SWOT was chosen due to its simplicity, which helps determine an overview of the main points to consider before the operational planning. STEEPLE will be used to find the internal and external factors that the company is facing at the moment and what factors are affecting the company environment. 

SWOT (adapted by the author from Fisher et al., 2020)

As Helmes et al. (2010) stated, SWOT analysis is a framework used to study how the internal and external factors affect the organisation. Strengths and weakness are internal factors such as efficiency, brand, structure, and money that help determine the company's stated. Also, opportunities and threats are external factors: competitors, customers, suppliers, technology and customers.

Internal Factors: features that an organisation can control.
Strengths: Elements that a company makes it unique before its competitors.
Weakness: products or services not of acceptable standards.

External factors: features that are not controlled by the organisation
Opportunities: a movement of the current situation that could create new benefits to the company.
Threats: disadvantageous factors that prevent a company from competing.

STEEPLE It is a planning tool that helps to analyse the external factors that affect the organisation's environment. Each letter in this word means some factors as:

S is social factors that should be analysed to determine what is happening within the customers. These could be the age of the population, immigration, gender, employment, marriage, and education and the style of people as veganism, eco-friendly, fitness, hobbies, fashion and social status.

T is Technological factors that help the business to provide a better service to the customers. As software, hardware, apps, smartphones, nanotechnology and websites.
E is Economic factors that affect the company as the country's situation as, inflation, unemployment, economic growth and trade.

E is environmental are factors that could affect the company as weather, natural disasters, pollution and recycling, how the company manage its resources and help with environmental issues.

P is political changes make by the government that affect laws, tax and stability in a country.

L is for legal factors that a company needs to follow as health and safety procedures, consumer protection, employee’s protection, immigration and securities laws.
E is for ethical factors that show the values a company has as: reduce the footprint, protect human rights, code of conduct within the company.


[bookmark: _Toc61307865]FACTORS THAT AFFECT CORTEL TELECOM LTD ORGANISATION QUALITY SYSTEM 
Cortel telecom offers a system of communication for businesses which covers many places over the country. The business makes money through various services (VoIP, hotel IT, data, hosted services) but mobile and voice being the primary source. SWOT will be used first to analyse the company internal factors. Then, STEEPLE, to see what environmental companies at the moment is.

[bookmark: _Toc61307866]Internal factors -SWOT

[bookmark: _Toc61307867]STRENGTHS 
	S
	The company services have growth over the years, due to the necessity of clients to new services and products. Now not only have mobile and VOIP has data services, software and hardware facilities, hotel IT infrastructure 

The company products and services are of high quality. 
The variety of partners through the years is a strong point to offer the services with cost saving for the clients. 



[bookmark: _Toc61307868]WEEKNESS
	W
	The cost of the services they offer depend on the prices of their partners.

The main competitor is a company called Pescado that offers similar products to them but with the advantage they have a friendly website, has a section for frequently questions, got a broacher, gives an overview of their team and how they work (Pescado, 2020). 



	O
	People working from home has created an opportunity to consolidate exiting customers, providing the services they expect and even given more. 
  
Focus on helping clients escalating their existing products. 


[bookmark: _Toc61307869]OPPORTUNITIES

[bookmark: _Toc61307870]THREATS
	T
	The increase of working from home could lead networks to be defenceless by new cyber-attacks.

Increase on cost of products due to Brexit.




For a more in-depth information about swot and steeple analyses see appendix.


[bookmark: _Toc61307871]External Factors- STEEPLE

[bookmark: _Toc61307872]Social Factors
Many companies worldwide are in a dire situation due to COVID-19, as such behaviours and perspectives of people have changed. People now have to adjust to social rules as, keeping distances from each other if they do not live together, going to stores is different, sometimes pre-booking is essential, as waiting time has increased; using a mask is a must to get to public transport and inside shops.  
[bookmark: _Toc61307873]Technological 
Cortel has the advantage to use technology in their place and that they can contribute to other business to digitalize themselves. Technology increases in all sectors of the society (education, work and health) as, GP appointments, going to restaurants you need to use a QR before going inside a restaurant.
[bookmark: _Toc61307874]Economic

For non-essential business is not as easy as before the COVID-19 companies has to adjust to the new regulations and new social behaviours. Due to the restrictions people are buying online, most are food, health products and hardware to continue working from home.
[bookmark: _Toc61307875]Environmental 
People are more conscious about the earth and how products contribute to the wellbeing of the planet and how companies are given back to the community. 
[bookmark: _Toc61307876]Political 

Brexit negotiations have been demanding since last year, but some regulations and laws were created to adjust before leaving the EU. In an IFG analysis from Marshall et al. (2020) stated that Trading, Norther Ireland Border and fishing are the points that still not reach to an agreement between the EU and UK. It adds that wherever the case business has no preparation for this new regulation due to COVID-19 and the government's lack of information. Another disadvantage of no deal will be the tax increase that business would face and with the vulnerability of the economy due to the pandemic, some will not be able to survive the new norms. In other words, Brexit outcomes affect how business face the new legislations and how profitable the business will be. 
As a result, the mobile services that Cortel offer could increase the cost due to new regulations. For example, the free roaming in the EU will end in December 2020, and new charges will be effective from 1st of January 2021 (Government, 2020). 

[bookmark: _Toc61307877]Legal 
Companies has to comply with regulation and laws to keep a business working. Some of these laws are: Duty of confidentiality, data protection act, and general data protection regulation and regulating access to data (UK data service, 2020)
[bookmark: _Toc61307878]Ethics
Every company small or big is subject to values that they want to represent in society. In the last times, people are looking for companies that act according to their values. 

[bookmark: _Toc61307879]Analysis of Cortel Telecommunication Ltd and its Quality Process 

The previous factors create a new situation where business and people behaviour has changed. These changes affect consumer behaviour, how they interact with stores and how they fulfil their needs. During the Pandemic, the consumers' emotions were fed with fear and anxiety due to the uncertainty of the government's regulations and new norms. Waiting time increases, but people justify that due to the norms imposed to prevent contagious, online shopping increases, some retail shops have to hire new personnel to cope with the demand and only buy for basic needs and hygiene (Pantano et al., 2020).
[bookmark: _Toc61307880]Cortel Customer Experience 

Customer experience is the emotions, the behaviours, and thinking a customer develops with a company during the purchase journey (Lemon & Verhoef, 2016). That is, is the perception a customer has of the company according to the services and touchpoints. To illustrate this, below is a customer journey for a contract with mobile phones for their employees.

The customer asks their co-workers about a recommendation for a company cost effectively that distribute mobiles phones and other devices. He was recommended Cortel Telecom Ltd services.

He looks the website and finds that they work with the most popular mobile phone providers, so he decides to inquire more about the product, but the website has only an email box, and he thinks it will take longer filling it he decides to call them. A sales representative answers his questions about cost, credit, and time. He is not sure about the package, so he is going to look for another company.

Sales team send more information through email with SaleStar software and tell them the benefits of choosing Cortel, not having individual bills for each employee and using the services while travelling and remote working.

The customer communicates with Cortel again because of the recommendation and the price.

So, the customer decides which phones he wants to use and how often he should pay. Cortel informs them that they need to apply for a credit check and after that process, the order can be made. When the credit check has been approved, the sales team has made an email, and an email is sent to the customer telling him that the credit is accepted, and the order is being placed, and the mobile phones will be in two weeks.

Cortel contact them when they received the mobiles phones and gave information about using and caring for the product. It depends on how the customer finds the product and the services with Cortel and mobile providers he may or not make more purchases.

So as the example above, it shows customer experience touchpoints as: 
Awareness: company, word of mouth (recommendation), web site, phone call, 
Decision/consideration: ongoing contact, review from co-workers, account creation, credit application.
Purchase: email to confirm order and credit approved, product delivery.
Service: cost against other provides, delivery time.
Post-sale care: costumer advice, receiving feedback, account management, health and safety, human rights, employees' rights. See appendix for a detail customer journal map.

Cortel during the pandemic has given a bit of extra support to their existing clients and the new customers extending their hours of attention as weekend services and night hours on weekdays. So, this could increase the customer expectations. however, the increase of hours for the employees may create conflict with the family time, free time and well-being (Ganster et al, 2018).

In conclusion, customer experience is a combination of departments in an organisation (marketing, sales, accounting, support) to give the customer what they need. Moreover, it is important to plan the touchpoint that occurs in the customer's journey (Lemon & Verhoef, 2016).

[bookmark: _Toc61307881]Cortel Customer Engagement

Customer engagement is definite by Rosetta Consultation (2014) as a "personal connection between a consumer and a brand that is strengthened over time, resulting in mutual value" I this study they found that people tend to be loyal to brands that connect and anticipate their emotions through the stages of the customer experience. Moreover, Bowden (2009) found that customer engagement is a process by all company departments that could help managers understand their customers and their needs. It is essential to deliver customer engagement to have an omnichannel, meaning an interconnection in all departments (marketing, sales and customer services, Etc.) in all the stages of the customer journey to create a feeling of love and loyalty for the company and the products (Bracke et al., 2019).

Continuing whit, the anterior example, Cortel created some engagement with the customer, In the case where the sales team resolve all the operation of the enquiry to end of the order. It communicates with the customer to persuade them of the product and after, explaining the agreement's steps and filling the credit application. Moreover, finally informing when the credit was approved and placing the ordering. However, it was shown that the client came just because of a recommendation, which means that there are no social platforms to respond to a possible client's needs. The automatization of the SaleStar software helps them make the sale, and the journey more personalises for the client.

Although they use some technology to help them concentrate on sales, it might look like customers is not entirely the centre of their business. Bracke et al. (2019) stated leaders need not only to update their marketing but their rest of the process and create content in the platforms that are most used for the consumer. This will be a tactic to improve sales and create a loyal customer in situations difficult as the pandemic. 

Therefore, digitalisation and human touch help companies to focus more on customers.
Customer engagement could implement as a chat box, videos with humour in social media platforms to engage and attract new customers (Ge, 2017), and more in situations as uncertain as to the one that many companies are living now. Companies must renovate their business model to compete with others and increase value to their products (Bonnet, 2020).

[bookmark: _Toc61307882]Cortel Service Quality

Service quality is a measure used to see how the customer is satisfied with the service, and if the expectations were provided (Palese and Usai, 2018). "The SERVQUAL model is the most used to measure the quality of the service, 'it was developed by A. Parsu Parasuraman, and colleagues in North America identifies five core components of service quality: reliability, assurance, tangibles, empathy and responsiveness" (Buttle and Maklan, 2015, p. 168). This means that every component is measured according to what the customer expects and what the company delivered.

In cortel, the services are measure through the system HubSpot, a questionary where the customer rate the product, the attention, the employees, the expectations and the communication. When these expectations are not achieved, it creates a gap between cortel and the customer. To improve this Cortel analysis, the responses and fix the problem immediately or do it next time, for new customers.

Gaps occurred when the customer's complaint about the mobile provider usually signal lost in a specific area. The Solution is change to another provider with better coverture for the area the client is asking. Nevertheless, if they want the services better, they should have a map showing the best signal for the mobiles and tells the customer before choosing the plan.

Another gap is when cortel estimate a certain day for the delivery of a product or installation and they fail, because of disruptions as COVID 19. The customer feels unsatisfied of the unreliability of the services. It means time and money for the client. Cortel estimates the work based on previous jobs but sometime the contractors, delivery or other circumstances affect the work's punctuality so cortel compensate this with a free training or a software or a discount for the services. Moreover, to avoid delivery problems, it is indispensable to choose the right partner or contractor to increase value to the company (Tsou et al, 2015).

In conclusion, cortel try to deliver the product to the client with fewer interruptions possible and minimise the gaps occurring during the services. It is important to emphasise that customer reviews influence the company's image and other possible customers (Lee and Shin, 2014). So, managers must plan how to deal with the feedback received and implemented adequately to give customers an excellent service. in return, the customer, can create loyalty to the company and be an ambassador of their services.


[bookmark: _Toc61307883]Cortel Marketing Mix


[bookmark: _Toc61307884]Cortel Telecom Ltd Product Strategy – variety of product portfolio

It is the physical object or service that Cortel sells. Companies offer products and services according to the type of company. Cortel has eight types of products and services and can escalate if it is necessary. Those include Hosted Services, Unified solutions, Mobile, Voice, Data, Business energy and IT Support.

The product strategy is business to business services. That is their target market. Cortel provides good services to their customers, creating a good reputation between them.

The most famous package of Cortel is Mobile and VOIP, and lately, the iCloud solution increased due to the people working from home that needs information in a secure way.

[bookmark: _Toc61307885]Cortel Telecom LTD Price Strategy – The best price

Companies do their strategies differently. Cortel set the price according to the quality and the service. The price varied according to the place, number of users, company size, and competitors.


[bookmark: _Toc61307886]Cortel Telecom LTD Place Strategy 

Cortel has a distribution channel according to the type of service the business required. It offers all the telecommunications products to small or big company needs.

[bookmark: _Toc61307887]Cortel Telecom LTD Promotion Strategy – Referrals

Cortel does not invest in social media or advertisement; they focus on targeting their customers through email, brochures, telephone, word of mouth from companies that use their services and networking events

[bookmark: _Toc61307888]Cortel Telecom LTD People Strategy 

For Cortel, the staff in partners are essential to delivery an excellent service. All departments are involved in the sale of the products. Cortel staff are marketers, sales representatives’ accountants, engineers and contractors. 

[bookmark: _Toc61307889]Cortel Telecom LTD Process Strategy 

For Cortel the planning of everyone task help them to coordinate and manage the queries, orders and sales. So, marketing, customer services, contractors, managers, sales team, delivery services and partners make the buying smoothly to the customers. 
[bookmark: _Toc61307890]Cortel Telecom LTD Physical Evidence Strategy 

Cortel uses their office, business card, pdf, email, invoices, website and brochures as a representation that they are a recognised business.

Due to the new situation Cortel introduced the VOIP promotion to its customers to attract new clients, and help the companies demand. As state by Henning-Thurau et al (2002), companies communicate to customers their promotions to enhance their relationship marketing. However, sometimes promotions can be expensive than the profits it generates and give a poor image of the product (Mohr and Low, 1993). In other words, promotions could increase new customers but only if it is done at the right time and targets specific customers and needs.


[bookmark: _Toc61307891]Benefits and Challenges of Developing and Maintaining Good Customer Relationships 


Relationship with customers is essential for companies because shows concern about their customer needs and not only to sell a product. A study by Hur et al. (2010) shows that good service is vital to increase loyalty. In addition, customer satisfaction, customer involvement and customer retention increase profitability and customer lifetime value (Liang and Wang, 2007). This show that companies should plan a good customer experience to satisfied clients, that will increase the profits being loyal and being an ambassador. Customer relationship is indispensable to continue business and good management create satisfied customer and raises on sales.

Companies uses software (CRM) to engage during the journey of the customers. CRM is a program to keep client’s information and behaviour and analyses these to perform specific campaigns to improve the services and increase sales (Kuprenko, 2021). Cortel uses HubSpot CRM use it as a customer database and to answer questions and not all its features. This particular software can help with email marketing, analytic analysis, ticketing, contact management, and forecast sales (HubSpot, 2020). Through the pandemic business closures increase the risk of losing customers due to customers behaviours and interruption in the delivery of orders forcing business implementation (Beukelaer, 2020).

Maintaining good services is a motto for organisations, however, this has not been possible in many cases with the pandemic. Companies as cortel increased his email to inform their existing clients about services and products. Also, the use of cloud services increases and switching energy companies to reducing the cost of energy. Besides, CRM is a software that help with data, creating targets and finding the information easily and quickly. One of the best features of any customer relationship management is the analysis of their customer, knowing what they like or dislike, knowing what is important for them, knowing why the services are not satisfactory or unsatisfactory, knowing what the most popular services or product is, etc. Knowing how to analyse the wants and needs of customers is important to be specific in marketing campaigns to gain the satisfaction and loyalty of clients (Kuprenko, 2021).

Challenges during the pandemic on the customer relationship increased, the wellbeing of t employees, customers’ demands, the health and safety procedures and the continuity of sales are affected leaders and companies’ profitability. The well-being of employees is fundamental to deliver an exceptional service. During the pandemic Cortel created customers most frequently questions for employees to have consistency in its services. However, remote working increase traffic in online platforms and sometimes produce delays in the services. Sales not increased much during the pandemic and the new customers are small companies that do not have online presence and are cautious about inversions. In summary, a well plan and use of all the features of CRM help the automation of some services to overcome the challenges that the pandemic brought and reach company goals (Pattil, 2020).
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Cortel telecom is a small company that has been affected for the pandemic and the way it faces it will determine its future. The Brexit and new regulations affect the prices of the services. Also, consumer behaviour affects business sales and profit. So, Cortel needs to create a strategic plan that involves customers, staff and shareholders. 

The following will be some recommendations to obtain company goals.

The employees’ well-being is essential to reassure them that the company is aware of the new situation and share the worries of the uncertainty created by the pandemic. Creating internal communication channels between employees and managers will clarify doubts, and express their concerns, ideas and achievements. 

A straightforward and easy guide to deals with customers and its needs is a must to have an excellent customers relationship. This guide should cover the most frequently questions and be updated regularly to answer customer inquiries effectively.

It is necessary redesign the website and create an UX (user experience), and CX (customer experiences) easy and informative to currents news and new customers. Add, live chatbots, brochure, Q&A to the most frequently questions (this one should be on the website). The touchpoints should be accessible and with responses to the customers. creating a blog and updating it once a week will help with the SEO and SEM to be visible increasing the traffic to the website and lead to new customers. 

The employees’ training to manage the resources that the company has is vital to achieve the goals and improve the services. HubSpot and SaleStar are software with features that used correctly will increase leads, and conversion of sales. These software analyses customer behaviours and keep details of the resources (products and customers profiles) available.

With training on how to use all the features of HubSpot the improvement of the Customer Journey and their touchpoint will be efficient and time saver for employees. The customer journey will improve the satisfaction and create customers loyal and the referral and reviews will increase, improving sales and profits.

Social media is a must in a society of consumers and where lockdowns are regular, and consumers use them to find the quality of a product and companies services. Implement twitter with content relevant to a specify sector and left space to people opinions of their services. Also, Facebook to post twice a week what customers are doing during the pandemic and how Cortel help them resolve their issues.




 

































[bookmark: _Toc61307893]CONCLUSION 


This report attempted to provide some information about the internal and external factors that affect companies to obtain their objectives and how to manage customer relation adaptability in time of crisis, as COVID-19. In particular, the author uses a company called Cortel Telecom Ltd to analyses these factors and use environmental tools and frameworks to have a clear idea of the company’s situation 

It was found that companies and society in the UK are affected by Brexit and the pandemic in all its structure. It shows as well how management and plans help companies to survive and achieve their goals in time of crisis or new external situations. 

The company made some changes to adjust to the new situation but still need radical improvement to achieve their goals and obtain profits. The use adequate of the CRM and other software is a must in a society where consumers want, and needs are continually changing and where face to face is not possible due to health and safety. 

The urgent need to update their website to compete with other companies and their staff’s training will help them cope better with the challenges impose by the pandemic. The customer journey and feedback evaluation are tools to increase a WOW experience with the company and its services. 

However, without a plan and a Mindset where customers and technology are essential is impossible that a company survive the pandemic crisis. This report has some limitations as the lack of use of a plan from Cortel using their resources to achieve their goals and objectives during this new and hostile environment.
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	Organisation:
	Cortel Telecom

	Organisation Idea
	It is a communication business that provide voice and data for businesses. 

	Service Concept (summary)
	Exceptional experience, paying the right price, excellent client experience, ongoing support, technology. 

	Products
	Hosted Services
Unified solutions
Mobile
Voice
Data
Business energy
IT Support

	Service provided
	End Users
Free survey
Free installation
Full training 
Free maintenance
Account manager
24/7 business client care
Business email to mobile
Secure network
Integration of all the systems that the customer have in place, as: mobile, web, chat, document sharing, desktops and landline.
Different choices between mobile networks
Mobile call recording
International calling
Mobile security
Mobile device management 
Call barring 
Different voice communication system: ISDN, VOIP, SIP and telephony systems.
Gas and Electricity supplier consultation
Cost recovery
Cloud solutions
Microsoft office 365
Disaster recovery and data backup
Desktop and laptop support
Email support
Network upgrades and installation
It Secure solutions
Web hosting and web development
Hotel telephony
Hotel WIFI
Hotel smart TVs
Network cabling & comms rooms
Installation of music system, PMS, key cards, fibre optic internet.
Apple and Microsoft, it supports engineers.



	Service Received
	Customer Experience
End users
Personalised support
Professional help
Professional advice

Outcomes:
End users
Problems fixed
Highly satisfied clients
Support when need it
Advice when required 
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	S
	The company services have growth over the years, due to the necessity of clients to new services and products. Now not only have mobile and VOIP as when started but has data services, software and hardware facilities, hotel IT infrastructure helping it stablished in the market as one solid provider for business.

The company products and services are of high quality. These services connect all the employees withing a business or the world. The satisfaction of the clients helps them build a reputation and increase referrals.

The variety of partners through the years is a strong point to offer the services with cost saving for the clients. In addition, the ubication of their office makes it convenient to clients, because they can support them with the professional team, in office, workplace, email, telephone or video calls. 


	W
	Cortel has been in the business since 1992 as registered company, their products have growth, however, their marketing still depending on referrals, word of mouth and email marketing. In addition, the cost of the services they offer depend on the prices of their partners.

The main competitor is a company called Pescado that offers similar products to them but with the advantage they have a friendly website, has a feature are in Cortel website, so is doubtful for a customer judge the company in just fact and not more knowledge within the company.

According to simulated scenario by Keogh-Brown (2020), states that, if fifty percent of the business considered non-essential close for 12 weeks, the losses to the economy will between £155bn and £386bn but this could vary on the industry. In other words, if business has been closed the sales decreased or been nil, provoking capital depreciation. And Cortel has not been the exception, closing when it complies by the government


	O
	COVID 19 has impact business creating changes to the environment where people are used to work. People working from home has created an opportunity to consolidate exiting customers, providing the services they expect and even given more. The recommendation by the government of working from home increase the collaboration between co-workers and this necessity could benefit the company reputation creating an excellent customer service. 
  
Update website to give information relevant and useful to customers. Show how the team of the company could help maximise their productivity even if they are not in the offices. This could lead to increase on web services resulting in potential sales. 

It is at moment to plan and evaluate the marketing strategies used and focus on customers value to increase trust, confidence and reputation. Creating new packages to facility a range of business working remotely. 

	T
	Cortel communications relate on internet services and security is one of their top priorities. In a study form National Cyber Security (NCSC), United States Department of Homeland Security(DHS) and Cybersecurity and Infrastructure Security Agency(CISA) state that due to the pandemic malicious activities has increased and organisations should update their equipment to prevent  infections in their software (NCSC, 2020). The increase of working from home could lead networks to be defenceless by these new cyber-attacks.

New regulations about Brexit and how it will affect the market. Suppliers cost will increase with new UK regulations of trade (Seaton, 2020). Reduction on the labour market of clients could affect new customers. Data protection issues and eIDAS regulation (Dunlop, 2020) are not clear yet from the government.

Pandemic has affected business in every sector and regulations as Lockdowns affect the flow of it, interrupting services and decreasing profitability.  In addition, according to Keogh-Brown et al. (2020) one of the sectors more affected was the hospitality, and around 10% of the shops still open. The rest of hospitalities business closed because of governmental laws, affecting the sales of the services “hotel IT infrastructure” that Cortel offer to new customers
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	S
	Many companies around the world are in bad situation due to COVID-19, so behaviours and perspectives of people has change. People now has to adjust to social rules as, keeping distances from each other if they do not live together, going to stores is different, sometimes pre booking is essential, as waiting time has increase; using mask is a must to get to public transport and inside shops.  
The increase on internet sales due to the pandemic, but only to supply the basic needs, as food and hygiene products.
During the lockdowns people has to use internet and social platforms to communicate with others.

	T
	Cortel has the advantage to use technology in their place and that they can contribute to other business to digitalize themselves. 
Technology increases in all sectors of the society (education, work and health) as, GP appointments, going to restaurants you need to use a QR before going in 
Technology will increase opportunities for skilled workers. Developing websites with a great UX and CX. Software and app will create a more flexible tool to manages marketing, advertisement and sales.

Cloud computing increases, online content for companies. Online platforms with consumers in mind will increase to share music, video and offering sales.



	E
	For non-essential business is not as easy as before the COVID-19 companies has to adjust to the new regulations and new social behaviours. Due to the restrictions people are buying online, but most is food, health products and hardware to continue working from home.
It is a challenge due to this reason to try a strong marketing campaign due to people are cautious with money, and companies more. However, the government has given many helps to try to stabilize the loss of jobs and maintain the economic going. Although, this has helped many businesses small and big, the unemployment has raises.

	E
	People are more conscious about the earth and how products contribute to the wellbeing of the planet and how companies are given back to the community. 

	P
	Brexit negotiations has been difficult since last year, but some regulations and some laws were created to adjust before leaving EU. In a IFG analysis from Marshall et al. (2020) stated that Trading and fishing are the points that still not reach to an agreement between EU and UK. It adds that, wherever the case business has no prepare for this new regulation due to COVID-19 and the lack of information from the government. Another disadvantage of not deal will be the tax increase that business would face and with the vulnerability of the economic due to the pandemic, some will not be able to survive the new norms. In other words, Brexit outcomes affect how business face the new legislations and how profitable the business will be. 
As a result, the mobile services that Cortel offer, could increase the cost due to new regulations. For example, the free roaming in EU, will end in December 2020 and new charges or the same will be effective from 1st of January 2021 (Government, 2020). 

	L
	Companies has to comply with regulation and laws to keep a business working. Some of these laws are: Duty of confidentiality, data protection act, and general data protection regulation and regulating access to data (UK data service, 2020).

	E
	Every company small or big is subject a value that they want to represent to the society. In the last times, people are looking for companies that act according to their values. 
Government helps with the regulation of some ethic issues as diversity, environment, health and safety, human rights, employees’ rights, 
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Cortel Telecom Ltd combine services with online tools, iCloud, IT resources, to facilitate customers to create an excellent service. Cortel employee professional people that give their knowledge and creativity to resolve and prevent problems. By analysing and planning all the pain points of the customers strategically, Cortel expects that their services are reliable, trusty and easy of use. With this manner customer can consult without compromise, trial the services they are interested and to personalise the services they need.
Awareness
Cortel customers experience start from the moment they need a service and get InTouch with the company through touchpoints (phone, website, referrals, email and analytical software). Cortel offer value through knowledge, price, experience, support and technologic. 
Consideration
At the moment, Cortel is making a promotional offer on VOIP with ‘free survey, free installation, free training and free on-going maintenance’ (Cortel Telcom Ltd, 2020). This offer is to attract interest from new customers. To get new clients, they usually speak with a person about the services required, send by email a broacher, then visit the place.  Again another presentation where the client shows all the requirements and personalisation of the services, as could be the only VOIP but talking with Cortel representative find that is better to add mobile services to the package instead of doing with another company and increase the cost. Suppose the client agrees with the service the company sent them back a proposal with prices and estimation of duration of the work. After that, came the creation of the account, credit application and followed up to waiting to make the order.
Purchase
After the credit check has been verified and approved, the order is made through a phone call or email. Following the order, the team services of Cortel calls the client and agree on a date for installation and training if it is necessary. The installation is usually done when the place is empty but came back on daytime to prove that everything is working correctly. However, at the moment, these installations are done when there is no one around and following the protocols of health and safety. Using a mask, keeping the distance and temperature taken.  After everything is working Cortel send the invoice to the client and expect the payment agreed (full or every month in a specific day). 
Service
The post-purchase came with support to the client using the services, training and maintenance. Support is significant in this stage where clients’ needs to know the minimum of the package, so the Cortel team is opened to support them through videos, email, text, and telephone. The account Management is created on the client’s needs, and some find the service easy to use others found it more challenge. The client in this stage if find the support helpful but the infrastructure difficult can be frustrated and that is one of the points that Cortel deal with visits, personalise training, and step by step phone calls.
Relationship & Loyalty
In this last stage, Cortel offer to its clients, upgrade of services if needed, monitor the account to prevent issues with the services, keep account statements update, receive feedback and review to avoid future problems, give maintenance to their services. Clients usually find the service useful; the use of the products for most is easy. However, there is always someone who needs extra help with the system. Customer is asked to fill a questionary about cortel services, delivery of the product, cost, and quality.
Therefore, customer experience is how the customer feels since he makes contact with the company until the end of the purchase. If in the interactions the customer feels that their expectative has been fulfilling, he will use the company again, but if in the interactions the customer did not feel satisfied the will not come back and could create a bad reputation with other clients.  
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AWARENESS

CONSIDERATION
PURCHARSE
POST PURCHARSE
RELATIONSHIP
How people know Cortel Telecom Ltd.
What cortel does to keep the relationship and create the wow effect.
Experience with cortel as a company and its products.
Interest and decision to know more about Cortel.
Cortel sale process

	Website
Telephone 
Customer Referrals
Email.
	Past experience
Website
Customer referrals.
Contacting directly cortel.
Site visits.


	Open account.
Credit check.
Credit approved.
Order.
Email notification.
Delivery.
Installation.
	Account Manager.
Customer feedback.
Customer training.
	Communication after sales.
Receiving and dealing with complaints.
Deliveries complaints.

	Touchpoints
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