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[bookmark: _Toc55228449]Executive summary

In this project, a detailed observation as well as analysis has been made in order to examine the customer relationship management of the UK-based retail company named as Debenhams in the situation of the Covid-19 pandemic. In this project, it has been clearly discussed about the background of Debenhams Company, its follow of two crucial theories of marketing and the complete analysis of the factors affecting the company’s quality systems as well as CRM. Along with these discussions, the project also observes the quality of systems, the implementation of systems, the benefits as well as the challenges that the company deals with in order to maintain or develop a standard level of customer relationship management. 
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[bookmark: _Toc55228450]Introduction 
The fulfilment of the customer’s needs is the main motive of any organization in order to get a sustainable advantage in the competitive market. However, the pandemic situation due to COVID-19 has changed the behaviours of the customers for the organization. Due to which, many organizations are forced to use their CRM as a strategic process in order to upgrade the engagement and the experience of the customers on the behalf of the company. As the experience of the customers has changed, this report is focusing on the analysis of the internal and external factors which are affected by the pandemic situation within the chosen organization “Debenhams”.        

[bookmark: _Toc55228451]Background of the company
Debenhams is one of the biggest retailing companies in the UK. It is a leading international company with several multinational stores combined with the proud heritage of the UK, which is making business around 18 countries all over the world. In terms of market share, this company holds a position among the top five positions in men’s wear as well as in the category of women’s wear in the UK. In the UK, this company is holding among the top 10 positions in terms of Children swear in the UK (ir.debenhams.com, 2020). Debenhams is leading in the field of health as well as in the field of beauty in the UK. It is among the top 10 retailing websites which is selling the premium beauty products which leads to visits of 200 million people per annum into their official websites. It has around 130 stores in the high streets, in the retail parks and also in the shopping malls of the UK (debenhams-careers.com, 2020). The mission statement of this company is to increase development by becoming a source of “Social Shopping” as well as to offer exciting and new products or services. As per their official website, it provides many benefits to their employees as well as to their customers. 
In the current situation of the pandemic, this retailing company is focusing more on the experiences of the shoppers as compared to the experiences of their stuff. Through keeping all its products in the process of the strategy, this company is growing its brand reputation and image all around the world. Through offering high quality and diversified products, the company now focuses on growing even more into beauty, already moving towards a £ 1 billion existence in that segment. This company also takes various initiatives in order to create a peculiar experience for the customers. It provides services like VIP access in their physical stores by offering diversified food and drinks to them so that they can spend their spare time in the stores.     
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[bookmark: _Toc55228453]Two Marketing Theories
I. The Consumer Decision-Making Process
There are five crucial steps that the management of Debenhams follows to implement this theory. The requirement of recognition (awareness): It is the first and considered as the most important stage in the process of buying. It is due to that every sale starts at the time when the consumer becomes much aware of the needed service or a product. It basically begins at a time when consumers realize their needs. At the exclusive situation of the Covid-19, the company examined as well as observed the different levels of needs of the consumers to increase their level of sales. The needs emerge due to two reasons:
      1. Internal stimuli: It magnifies the emotional as well as physiological needs. 
2. External stimuli: It is similar to an advertisement including the elegance of a dress and the attractiveness of a shoe. 
The reasons behind these stimuli can happen due to functional or social, however, they talk related to the similar drivers that are basic. Searching for the details (research): As fast as the customers are able to understand a particular need as well as starts to research the related answer, the associates of Debenhams is must there to help in order to keep that group of customers. This is one of the crucial parts in order to maintain the perfect level of Customer Relationship Management. The research related to this matter is very important in the market to maintain the flow of sales. (Refer to Appendix 1)
The evaluation related to the alternatives (consideration): In the requirement of evaluation of the customer’s choices especially at the Covid-19 situation, the company also has to execute the evaluation and analyse if there is any possible kinds of promising alternatives present or not. At the ongoing pandemic situation, the consumers generally look towards the company’s quality of products as well as the services. The evaluation depends on:
1. Objective: It consists of the price, functionality as well as the ease of the utilization. 
2. Subjective: It consists of feelings related to Debenhams. It is totally based on the experiences of previous or the input that comes from past consumers. 
Decision-related to purchasing (conversion): At this stage, the behaviour of buying of the customers turns into action. This is also considered as a crucial stage because the experience of purchasing is actual key and hence, it is necessary to construct it as easy as possible. The goal of Debenhams at this stage is obtaining to get the customers at a complete buying stage.    The company has to focus mainly on rebuilding trust among people and making sure that there should be no point of distraction among the customers.
The evaluation of post-purchase (re-purchase): At this particular stage, the decision process of consumers related to the purchasing is a clear-cut reflection of consumers about their recently purchased things (Ferrell and Hartline, 2014). In order to maintain a recent Customer Relationship Management, Debenhams have to create a strategy of post-purchase in order to increase the likelihood. The requirement of the strategy is that it will help the customers to engage with their company at present as well as in the future. 
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II. Segmenting the consumer markets
    The demographic segmentation
In the area of demographic segmentation, the e-commerce site Debenhams divided its varieties of customers that are totally based on their requirements. The differentiation has been done by marital status, age, sex, and occupation. Few products have been selected for the specific purpose of demography (Ferrell and Hartline, 2014). There are various ways that the retail company used to meet the needs of customers at the time of Covid pandemic. The company sold various kinds of face masks for all ages of people as well as sanitizers in the Covid 19 pandemic time. The company also collected the data of requirement to know the status of needs of people during the covid 19 pandemic situation. The data has been collected in the form of directly asking by sending emails or from the second as well as the third party. 
       Behavioural segmentation
It refers to the segment related to the various kinds of behaviour of the customers at the time of the covid-19 pandemic. Shopping habits online: At the time of the pandemic, the customers were very much inclined towards the shopping through the online means (Payne and Frow, 2013). The number of sales increased for the company as the offline customers are also shifted to online shopping.  Implemented action on the website: At the pandemic time, the management of the company kept track on their websites regarding the search of products at that time. As the masks become a necessity, the company introduces various kinds of stylish masks.
Loyalty: The customers of the company also deliver loyalty as Debenhams offers good quality products the online sales of the company rapidly increased from the time of the Covid pandemic. Benefits sought: This includes the necessities of customers in trying to satisfy through the way by buying a product.  
    
The geographic segmentation
The segmentation of geographic-based is basically split up the market on the basis of the location which is considered as the important strategy of segmentation. There are various kinds of segmentation which are geographical. It totally depended on the locations including the state as well as zip code. In this Covid crisis, the climate, as well as the population density, is also very crucial. 
     Psychographic Segmentation
It basically deals with the principle characteristics that are emotional as well as mental. It can provide importantly the insights that are valuable into the motives of the audience as well as the needs along with the preferences.  The aspects at the time of pandemic were to get the initials such as masks and sanitizers that the company provided (Buttle and Maklan, 2015). It helped the company to at least be stable at some point in the pandemic crisis as compared to its competitors. (Refer to Appendix 2)
[bookmark: _Toc55228455]Analysis of the factors that affect the organization’s quality systems and customer   relationship management in COVID-19
The covid-19 pandemic has created a worldwide-negative impact including the retailing company called Debenhams. The firm had to face a huge loss during this period including the loss of employment of its employees. As the country has been imposed with a long period of lockdown, the stores, as well as operations, were shut for a while.  The “new normal” led to following various kinds of rules as well as regulations that enabled the company to spend more capital whereas the revenues were not up to the mark. The number of covid rules and regulations such as a large number of containment zones affected the sales of the company.  The company had to face a huge annual loss that is about £492 million that belongs to their revenues of £2.9 billion (Lauchlan, 2018). The pandemic led to the company to pathetically survive as the revenues of the company were not up to the mark. The selling of masks led because a source to revive the increasing number of orders as the offers that are provided by the company helped them to back in the previous business track. The company also takes an effective measure of cutting out the costs of operating through its website in the requirement of enhancing the service of its customers by applying the application of a call centre (Peelen and Beltman, 2013). 
Along with this, it also provided a positive impact on the increase in customer satisfaction as well as the revenues. The company is using various kinds of strategies to improve its customer relationship management after the arrival of the covid-19 pandemic. It magnified the facilities given by the websites and concentrated in the development of their official site. It is because in the present situation can only be properly performed at the online platform. The company has been trying to cross its initiatives of the channel that has attracted a variety of customers at the stores.  The company is trying to revive its previous situation. 
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Identification of the systems of the quality processes
The ‘light touch’ preparation in the administration by the company ensured the protection from the hands of the creditors at the time of short-term as well as confirmed the business up to the trade in the stores again after the long period of lockdown. The existing team of management will be placed under the straight control as well as supervision by the administrators of the Debenhams Company (Culliney, 2020). The team will contain the full-fledged support of the lenders as well as they plan in the requirement to provide the money required for the administration. Due to the epidemic situation caused by COVID-19, the lives of the customers of Debenhams have been widely affected. The expectation of the customers has been shifted, the experiences of them have been changed and the interaction with the company has shifted totally to the online retailing. In order to tackle this situation and to gain the customer’s involvement back as it was before the lockdown, Debenhams need to adapt a new base for the customers. It will be done in order to fulfil the needs and the requirements of the customers during this situation of global pandemic. 
QMS (Quality Management System) is the process which can be identified in order to meet the needs and the requirements of the consumers and to enhance their satisfaction level (Peelen and Beltman 2013). It will be aligned with the purpose of the organization as well as with the strategic direction. There are eight elements which are needed to be applied in the process of the quality management in order to meet the entire gaols of the organisation for the fulfilments of the customers of Debenhams. All the process has to meet the needs of the organizations. The systems for the quality process must include the policy and the objectives of the quality of Debenhams, manual for the quality and also the procedures, records and the instruction of the management of the quality.                                                                         
It also has to include the management of the data, internal processes, satisfaction of the customers for the quality of the product, up gradation of the opportunities and the analysis of the quality. There are 7 principles of the most adopted QMS that is ISO 9001:2015 which have to be implemented in order to gain the interdisciplinary sets of the controls of the quality in order to gain the principles of QMS. The principles of QMS standards are Customer focus, Leadership, Engagement of people, Process approach, Continuous improvement, Evidence-based decision making and Relationship management (Buttle and Maklan 2015). Through these principles will help to attract more customers by fulfilling their needs and requirements in the pandemic condition of COVID-19.

[bookmark: _Toc55228457]Implementation of the systems to meet the customer’s requirements and maintain good customers   relationship in COVID-19 
The effective situation that has arisen due to the rise of the pandemic has made a negative impact significantly every company at also includes the reputed retail company named as Debenhams. The company has been prepared ‘light touch’ for the administration (Culliney, 2020). As the system of workflow has been changed after the arrival of the pandemic, the company’s new strategy of light touch is able to secure the company from the threats that are coming from the legal action. It is because the legal action contains the significant effect of pushing the entire business into the form of liquidation.  
The step has been taken by the management because the significant number of 142 stored in the United Kingdom has been closed due to the effect of pandemic (Culliney, 2020). Along with the protection of the business, it also ensures the protection of the employees as well as the other stakeholders at circumstances that are unprecedented. Due to the slowness of business, Debenhams has been forced to deduct about 2,500 jobs in the lockdown due to Covid-19 (Rigby, 2020). The pieces of information also have been gathered by the company about the deduction of many numbers of sops by the retailers due to the slow trading situation. The management of sales, as well as the sales support along with the centres containing the distribution jobs, are also decided for the including process. The company also already faced the problems regarding the closure of stores in the pre-Covid situation and after the arrival of the Covid-19; the problem has been increased in multiple. There have been made many crucial as well as difficult decisions by the group of retailers to secure the stable future of the company. 
There are seven important actions that Debenhams can perform to implement an emotional connection with the customers:



1. Minimization of the risk by deducting the physical interaction
The first, as well as the primary responsibility of the Debenhams Company, is to eliminate the possibilities of spreading the virus in the population. The company can offer many new delivery options that are contactless in the requirement of reducing direct contact between the delivery drivers and customers. Debenhams can ask the customers to make the payment in an online option rather than cashless as the currency notes, as well as coins, can lead to the transmission of the virus from one person to another.
2. Contribution in an active manner to ensure safety by product portfolio innovation
Debenhams is also engaging them to satisfy the demand of meeting more medical equipment as well as personal protective equipment. At the time of the pandemic, the company has been selling various kinds of face masks to compete with the virus (debenhams.com, 2020). The retailers can also drop the price of the products as due to the lockdown, people do not have a sufficient amount of money to spend.  The leader of the company has to make a commitment to the society and customers in the requirement of developing CRM.
3, The offering of pragmatic help to the customers at financial distress
 Due to the pandemic situation, the company has to decrease its operational zone for a time period that resulted in the issue of liquidity as well as income by owners of small business in million. Hence, the administration discovered the strategy of ‘light touch’ save the associates as well as provides quality products to the customers in the requirement of keeping the flow of business. 
4. Adopting support and joy in the emotional necessities of consumers ‘trapped at the house’
As most of the people have been forced to stay at home, as well as experience every concern that is coming along, the company such as Debenhams can try to make the life in home more enjoyable as well as must show the concerns in order to maintain the well-being of the customers. This can create a massive positive impact on building a rigid customer relationship between the buyers and sellers. 
5.Shifting the customers into online channels
The only way to increase or maintain the flow of business is online mode. In this pandemic period, a huge number of customers of the offline market shifted into online marketing. As an online store, Debenhams has the sole opportunity to not only revive its old flow of business but also gather new customers as people do not have the option of going out for marketing. In order to capture those offline customers, the company has to provide products at an effective price as well as exciting offers.

6. Reachable in staying and customers’ treatment with care at the area of personal interactions
In order to take care of the customers in their personal areas, the company has to address the reach ability. It can be possible by establishing an efficient call centre that can able to serve the customers 24/7. The agents of the call centre have to maintain a suitable attitude of presentation in order to solve every type of queries of the customers. The addressing to the customers is very important as it decides the duration of the staying of the customer at that company. 
7.Demonstration of community caring in company values
The company is able to stay true to their respective vision by expressing their genuine care for the customers. Actions could be adopted at the time of crisis that can help the company to develop trust as well as can reinforce the values of the brand.  The announcements related to the public service and communications of other brands can be used in order to send the message of unity among the enterprises. These efforts can represent a sense of care to the customers and bringing the international as well as local communities together for new resources and knowledge. 

[bookmark: _Toc55228458]Benefits of developing and maintaining good customer relationship
Increasing better customer service 
The system of CRM offers a business with many strategic advantages. One of them is the capacity to add the touch that is personal in the relationship which exists in-between the customers and business. 
Discovery of new consumers
It also enables the discovery of potential customers. It helps to keep the track about the present clientele as well as can utilize them in order to determine the target of the people for maximum returns. The maximum number of new customers is considered as an indication of future growth. 
In this pandemic situation, developing and maintaining a good relationship with the customer is necessary for every organization. However, because of this reason, every organization must focus on the improvement of customer relationship management (CRM). It is the strategy of the business to manage and select the most important and valuable customer relationship. There are many benefits to the system of CRM for every organization. It can be beneficial for both large and small-scale businesses if it is implemented properly. The CRM system of Debenhams can boost e-sales and store in this pandemic situation. Company tries to enhance its customer service using an application of the call centre. It can increase the satisfaction of the customer and revenue through the use of multi-channel campaign management of marketing. There are many advantages of the CRM that the company can implement in its systems. It can enhance better customer service and gives businesses various advantages regarding strategy. Improvement in the CRM permits each employee to understand the particular needs of the customer and the transaction file. Debenhams can occasionally adjust the offered service level in this pandemic situation to reflect customer status. The company must focus on responsiveness and understanding among the results of the employees for the better service of customers.
An effective CRM system can discover new customers and it can be useful to identify potential customers. The customers who are new can be an indication of the growth of the future. The company must utilize software that can encounter a huge number of existing customers. An effective CRM system can ensure efficient coordination of the campaign of marketing. Through this, Debenhams can target that customer who has purchased a particular product. It also co-ordinates the data of the customer and confirms that such conflicts should not arise in the future. It also helps the sales team in closing the deals faster and also makes an efficient response to the information of the customer (Ferrell and Hartline, 2014). 
However, if the company effectively implements the CRM system, it can observe a major decrease in the turnaround time in operations. Through effective CRM, the company can enhance an effective cross and up-selling of the goods. The CRM system can simplify the process of marketing and sales. It can be achieved through the development of an effective communication channel. Debenhams can provide its customers with different ways of communicating (Buttle and Maklan, 2015). The company can focus on the interactive voice response systems and websites and it will help the sales representative to work easier for the business processes. 
However, through the use of CRM software, Debenhams makes the call centres more effective and efficient. The CRM software can help the company to know how to deal with the customer depending on the records that are achieved. Effective software can enhance the loyalty of the customer and also promote the services to the different new prospects from the customers who are loyal. A good strategy of CRM can help to build upon effective internal communication (Payne and Frow, 2013). The software systems of CRM can make sense of data of a huge amount and it also simplifies the difficult processes of the business.
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Challenges of developing and maintaining good customer relationship
1. Packaging or business personalization
Companies such as Debenhams face a critical challenge in the personalization of business or packaging. The company can use the personalized stickers and labels in the requirement of the note of personal packaging. 
2. Up gradation in the social relationship according to time
The business, as well as technology, is upgrading leading to the change in the world rapidly. In order to maintain the flow of the business, the owner of Debenhams Company has to upgrade the analysis of the network as well as look for the upgraded ideas as well as costumes that are relevant to the business. 
3. The bury of short-term gains in long-term benefits
Human beings generally value the achievements in the short-term over those in the long term. In order to get success in business, it is very important to invest in the strategy of long-term along with that of the short-one. 
Developing and maintaining a good relationship in this pandemic situation is the biggest challenge for every organization. There are different challenges facing the customer relationship management marketers of Debenhams in this pandemic situation. However, because of this pandemic situation, the company has to cut a huge number of jobs as the business continues to slow. The company needs to maintain too much data from its customers. The data-driven CRM retention strategy can be the biggest challenge for the company. Building a relationship with the customers makes it difficult for the company and making a different strategy can be the biggest challenge for the marketing team. There is an uncertainty of the customer switching to another brand and the retention of the existing customer in this pandemic situation is very difficult for Debenhams. There are different problems that many business organizations face with the proper implementations of the CRM. Companywide knowledge and commitment to using the system of CRM is the biggest problem of the Debenhams. Retrieving the lost customers is a difficult process for the company as the customers can leave for different reasons. 
The reasons are that they can prefer competing products at less price. In this pandemic situation, the expectation of the customer is changing and dealing with this situation the company can face a difficult challenge regarding understanding the custom behaviour. Customers tend to online shopping and creating the expectations of the mobile is the biggest challenge for the company. Integrating with legacy infrastructure can also be the biggest challenge for the organization in this situation. 
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Conclusion
It has been concluded that the company has to revise its customer relationship management in order to maintain a healthy business. The covid-19 pandemic has led to a dramatic change in the lives of people and the flow of the working of the company. Debenhams have to adopt certain steps to maintain its CRM. 
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