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Introduction

In this report I will study a PLC and Franchisee organisation, and identify how their quality and control systems have been managed and maintained for customers, with the impact and influence of internal and external factors. 
Covid-19 has definitely been a major factor for organisations over the past year, even those who made product control their main priority rather than customer relations have been influenced to focus on customer relationships more than before, which of course has been difficult throughout this time with the impact of the Pandemic, affecting human motivation.

The organisation I will be focusing on in this report is Egg Free Cake Box (Cake Box Holdings PLC). As a franchisee, their nature of business was considered ‘non-essential’ in the early stages of Covid-19, this organisation was at risk of losing out on their main point of sales in store branches. 
Eventually, they were allowed to re-open branches for their ‘click & collect’ service, and sooner joined other food businesses on food delivery apps, such as Uber Eats, Just Eat etc. allowing them to still produce cakes and maintain the foundation of their customer relationships.

Being in a competitive market, where dessert stores and celebratory cake services are popular, it’s safe to say that this organisation could have suffered a huge impact if it wasn’t for their digital services. Although they produced a unique recipe for their cakes, making it vegetarian – lactose free friendly, buying power in consumers heavily switched to convenience and high demand with online buying being the main point of sales. Information studied from their ‘Risk Management’ breakdown from their 2019 Annual Report and Accounts will be discussed further in this report, highlighting the potential impact internally and externally leading up to Covid-19. 

The purpose of this report is to highlight how internal and external factors, including Covid-19 has affected or influenced Egg Free Cake Boxes quality and control systems for their customers. At the moment, this organisation doesn’t use any CRM system, however we will look at what procedure or strategy they use, and if it was useful when it came to adapting to the ‘new normal’ whilst still achieving their business objectives by developing and maintaining good customer relationships.
Briefly, I will discuss how this organisation adapted and managed based on information gathered from a 2020 annual report for stakeholders, highlighting how sales were affected and how they effectively managed through Covid-19.
To identify the current internal and external factors I will use information gathered from both a SWOT and PESTEL analysis. 
[bookmark: _GoBack]‘Maslow’s Hierarchy of Needs’ will be used to analyse how this organisations target market has been psychologically affected by the influence of the internal and external factors that will be identified, and how this theory can benefit the organisations future plans for maintaining customer relationships as well as workplace culture.
