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Executive summary

This report has focused on the impact of the COVID-19 pandemic on the business organization. The areas of the impacts might be the quality systems of the organization, the customer experiences and relationship of the organization. This report identified that maintaining a good relationship with the consumers of the market might help the business organization to retain them for continuous business. And lack and gaps in this relationship might destroy the good reputation and good perception of the consumers in the market. SO, these are very much important for the organization to maintain the business and operation during the crisis like the present pandemic situation. Tesco is one of the most popular organization that depends on the direct customers dealing and services in the market. Due to the crisis, they have faced a gap in the communication with the consumer and that has led to the loss the business and sale of the organization. The impact has spread into every function of the organization including the quality of the services and the further disruption in the consumers relationship. There are several process and approaches like the technology use, online shopping and platform, development of new products and market are being used from the organization to recover the quality and relationship and communication among the organization and the consumers. These have become effective for the development of the organization and it might help them to recover their business and system within the next year.
Introduction
The world is going through such a situation and a crisis that has not taken place since the 2nd world war. The COVID-19 pandemic has attacked the whole world and caused a death toll of almost 1 million in one year. This has led the world to a stagnate situation. To bar the situation and the contagious manner of the virus, lockdown has become the most effective approached for all of the countries of the world. For this stagnate situation, people have got them locked into their home and not taking the risks to get infected by going outside (von Münchow, 2020). This situation has affected the economy most. The business and the economic activities including job, employment, business, production, sale have become sluggish that is affecting the economy of the country. 
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These process directly and indirectly also affecting the people’s income, standard, choice and different other economic behavior those are influencing the business and business organization of the whole world. Many of the business organization in the United Kingdom and also the whole world has become demolished due to the lack of capital and customers for the business purpose. In this situation to save the existence in the market for the business and also to avoid the rivalry and have the competitive advantage in the market, the organizations must consider the business and its services towards the most satisfactory level for the customers through ensuring the quality of the business and the services (Donthu and Gustafsson, 2020). This report is going to analyze how the present situation is affecting a business organization and how it can improve the quality of the service and control the consumers for effective relationship.
Chosen organization
There are different types of business organization those have been affected by the present Pandemic situation. For example, the foods and beverage organization, banking, transports, retailers, luxury products and many other related organizations. The retailer organizations are such types of the organization those are very much focused on the satisfaction of the consumers. Because, they might be not the primary producer of every products in their outlets and they have to consider the sale to the consumers for effecting running of their organization (Soni, 2020). 
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Tesco is one of the most popular retailer organization in the world. This is one of the business organization that has been running their business organization for more than 100 years. It was established in 1919 and from them it has retained their reputation for the business. They are providing a quality service to their consumers and also a quality environment for the employees of the organization. There are many outlets of the organization in Europe and Asia. More than 450, 000 employees are working for the organization to ensure the quality service of the organization. This organization is addressed as the 3rd largest retailer organization in the world. Although the organization has a great size of financial assets and capital for the critical situation of the business, but the present pandemic situation has made their business situation sluggish and the business and profit level have been fallen. Due to the change in the economic behavior and choice of the consumers, their demand and level of buying products have been reduced that has affected the business of the organization (Tesco.com, 2000). 
Introduction to the key marketing theory

To understand the customer experience towards the organization and to take different approaches and measures based on the analysis is the main focus of the report so that Tesco as a retailer organization get the most competitive advantages from their business and the local and global market. There are several theories those are relevant with the marketing approaches and are effective to understand the customers experience towards the services a product of the organization (Rossiter, 2002).

Collecting field information: In this theory and process of the marketing of the organization, the organization focus on the collection of the market or the field information collecting through the research or investigation to understand the experience and perception of the consumers in the market. The research and development functions of the organization might take different actions and process to collect information about the customer satisfaction level and the choice of the consumers for the products and services and how much they are interested in the products and services of the organization. And based on this information they are able to analyze the consumers or the customers experience and perception towards the organization (Dalla Pozza, 2014).
Technology and innovation: Modern technology and innovation are very much helpful for the organization to analyze the customers review, perception and choice towards the business organization. Through different media, they can analyze the process. The technology and innovation in the organization also help the organization to increase the quality of the service in the organization that is very much effective for the indirect marketing of the organization.
New products development: The development of new products is another important approach for the organization for the effective marketing and increasing the sale and production of the organization. The development of new products also helps the organization to understand the demand of the products and familiarity of the organization that is another important approach to analyze the consumers perception towards the business organization (Ulrich. Karl T, Eppinger and Yang. Maria C, 2020).
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Social network marketing: This is the recent and one of the most popular approaches for an organization to analyze the consumers perception and experiences towards the business organization, through this technology people can easily make comment on the products and service of the organization that might help the organization to understand their perception and experience towards the organization.
Maslow’s hierarchy of needs: There are different level of needs and requirements for their daily life and luxury purposes. If the needs and requirement can comply with the services and products of the organization, they might have good perception and experience for the organization that is the focus point of the organization to understand (Nain, 2013). 
Consistency theory: This theory refers to the level of people clinging to the products and services of the organization. If they are continuously having and dependent on the products and services of the organization, it proves that they are consistent in having the products and they have also the good experiences and services towards the organization.
Marketing theories to analyze the customers’ experience of an organization

Tesco is one of the largest retailers in the world and the also in the United Kingdom. They are also concerned with the customers experience and perception for their business that will help them to identify their gaps and lacks in the services and take necessary steps to improve the services. Tesco uses the above approaches of marketing functions to understand the customer experiences towards their organization. Tesco has a very strong research and development wing and functions in the organization that operates research on the marketing issues and the consumers review to understand their choice, frequency of having products and services from the organization, the types of products they prefer and also the satisfaction level of the consumers. This all are very important indicators to understand the consumers experiences and perception towards the organization (Coulson‐Thomas, 1991). 
Along with the approach, the organization is also using the modern technology and social network marketing for the purpose of understanding the level of experiences and satisfaction of the consumers for the organization. In every year the organization is launching the new products and services for the effective marketing of the organization that is very much important to understand the customers behavior. After producing and launching new products and types of services in the organization, if the consumers are at least coming to have the service or products for the first time, it refers that they posses a good perception about the service and products of the organization. These might help the organization too understand the perception and experiences of the organization. Tesco is using the theory of the hierarchy of needs of the consumers that is helping the organization to understand the daily needs of the consumers and the consumers experience with the products and services of the organization. If the services and products of the organization are able to meet the needs of the consumers, they will be satisfied and will have a good perception and experiences towards the services and products of the organization (Dahl, 2018). 
[image: image6.png]


Tesco is also using the consistency theory relevant to the marketing strategy of the organization to analyze the consumers experiences towards the company. There are different consumers who are regular in having products and services from the outlets of Tesco. They meet the need of their daily products and services from the Outlets of Tesco for the reputation and good perception they are holding about the services and products of the organization. The regular choice of the organization for the daily purchase and necessity of the consumers can be referred to the consistency of the consumers for having products and services from the organization. This proves that they have a good experiences and perception towards the services and functions of the organization (Simons, 2020).
How do internal and external factors influence organization’s quality systems and controls for customers

In a normal situation there are different factors those might affect the quality systems and customers relationship of the organization. Tesco is a retailer organization and this is very much dependent on the customers satisfaction level for the reputation and continuous business. These factors might be divided into the external factors and the internal factors of the organization. In the context of Tesco, the external factors that can impact on the quality systems and customers control of the organization are described with the help of PESTEL analysis. 
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The political environment in the country or the foreign country for the multinational and international organization like Tesco, is very much important. If the country has a political instability and problems, it might have changed the behavior of the consumers in the market, the price might rise, the production and sale might be hampered in the market. As a result, the organization will face a loss in their business and these all will lead to the fall of the production, quality and sale in the products and services of the organization. Finally, the people and consumers will have negative perception towards the service of the organization and it is the main cause for the degradation of the customers relationship in the organization. The economic factors are also important external issues that might impact on the quality system and consumers relationship management of the Tesco. For example, the due to the present pandemic situation, people are losing their job, their income are decreasing, the choice are changing, the luxury products consumption has decreased. Some of the country, the entire economy has been degraded, inflation is increasing, the business organization are losing the existence. All of these incidents due to the situation, the economic factors are impacting the business of Tesco. The consumers are lost from the market. These issues are impacting the profit and capital of the organization that is one of the hindrances for managing the effective quality in the business and also the consumers relationship for better perception and experience of the consumers in the market (Kampanje, 2012). 
Due to impact on the income and economic issues of the country and the people, they are losing their status in the society. The cultural, social religious factors of the people are very much important indicators and issues that influence the choice and behavior of the people for having a service and products from the organization. This view and choice also influence their perception towards the services of the organization. SO, this is another external factor that might impact on the quality management, business and customer relationship of the organization.

Environmental factors are also external factor that is responsible to influence the organizational quality system and consumers relationship management. The present pandemic situation is the effective example for this. The COVID-19 pandemic and situation are a sudden disaster that has affected the business organization Tesco. It has lessened the areas of business, production and sale in the organization and the profit making of the organization. For this reason, the organizational behavior has been changed and the quality systems of the organization has been degraded in the recent times. Due to the fall in the quality and effectiveness of the services and products of the organization, consumers are becoming less satisfied and a negative perception and views are made towards the products and services of the organization. This is the inception of fall in the consumers relationship within the management of the organization (Alon, 2020).
In context of the organization the weakness and threats of the organization for example, the lack of contingency plan for the present situation in the organization Tesco, the capital investment for the redevelopment of the organization and its behavior, the turnover of the employees in the setting of the organization, the low level of motivation of the employees for the present condition, all are affecting the business of Tesco and the quality of the services and products of the organization. These are the internal issues of the organization that might impact also on the customer relationship and perception and experiences. The rivalry has increased to a greater level in the retailer organization those are accelerated in the present pandemic Situation. All of these situation and threats of Tesco has made a disaster in the arrangement and management of the organization that is affecting the quality management and customer relationship of the organization.
In times of crisis like COVID-19, the factors that influence organizations quality systems and controls for customers 

COVID-19 pandemic whole over the world has made the business organization stagnated. The economy of the most countries has fallen drastically. The GDP and other economic growth have become sluggish in many countries of the world including the United Kingdom. The non-government, government, national, international business organization are the greatest parts of the economy of a country. These sectors are the nucleus of the economy of a country. But due the lockdown for the pandemic, the organizational production, sale, marketing management has become stopped. As a result, the economic activities of the people have changed, the choice and behavior have been changed, the consumption level has decreased for many products (Duchmann, 2020). 
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These all have affected the business of the organization Tesco. As it is a retailer type organization and it depends on the deliver and sale of their products to the consumers. But for the lockdown situation and lack of consumers in the physical market they had to close their outlets in different places of the country for months. This has made a huge disruption in the business and sale of the organization. Many employees have become unemployed for the situation. They had no income during the time. The delivery employees and other outlet staffs has no job to earn at the moment. All of these has changed their behavior and motivation during the situation. Although the organization is trying to recover the loss and management systems, but the quality systems that existed before in the organizational products and services are absent in this time. 
The employees are demotivated, the production and profit, incentives for the employees have been reduced. These all have changed the behavior of the organization the employees. As a result, there is gaps and lacks in the services and quality of the products and services. For this reason, the consumers are getting dissatisfied. This dissatisfaction lead to the bad and negative consumer relationship in the business of the organization. For this reason, the consumers have started to possess a negative perception and experience towards the organization that is not much favorable and beneficial for the Tesco (Kaur and Kaur, 2020).
Quality process of the organization

The profit and higher level of business is not the only indicator for a health organization. All of the business organization want to make profit along with the reputation and familiarity and good perception from the consumers. Because these are very much important and effective to have a long-term business and expansion of the business. These reputations can also help for the indirect marketing of the organization. Tesco is an organization that also focus on the reputation of the organization. They always wanted to provide the best products and services to the consumers of the organization and retain those consumers for further business with the help of their perception and experience. 
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For this reason, they have focused on the quality of the organizational products and services. The quality system and process of the organization includes the best and satisfactory products and services to the customers that will be able to give the best utility to them. This process and system are a holistic process and starts from the production to the marketing and the sale functions of the organization. When the consumers will get such a services and products from the organization, they will be interested to have more products from the organization and be a consistent consumer of the organization. This quality management and system in the Tesco was very strong before the pandemic situation. Although this is now somewhat affected, but within few times, they will be able to recover the reputation and quality system of the organization (Grudowski, 2008).
The benefits and challenges of developing and maintaining good customer relationships

The benefits of the good customer relationship in this crisis and pandemic situation can not be explained, as it provides the most probability and possibility of retaining the business and services of the organization. There are several benefits of the good customers relationship for the organization Tesco. As Tesco is the retailer organization and it is very much dependent on the consumers. The organization directly communicate and deals with the consumers for the business person. They are the service and products providers to meet the demand of the people. If they provide the best quality products ot the people or the consumers of the organization in the market, the people will have a good perception and experience about the services and products of the organization (Algoe, 2020). 
They will be regular and consistent in having and buying products and services from the organization. They will share their views and comment to the other people to buy the products and services from the organization. AS a result, the marketing functions of the organization will be accelerated and also the profits through the business and sale increasing will be helpful for the development of the organization. This success business functions will increase the incentives and income level of the employees, their motivation level will be increase also that is necessary for further development in the quality and service of the organization. The customers relationship proves that the consumers are very much satisfied with the services and products of the organization. This satisfaction level will retain them in the organization and at any time for any types of products and services, they will consider Tesco as the first choice for having their products and services. This relationship will increase the communication among the consumers and the author of the organization, they will express their needs and comments about the services. The positive review will motivate the employees and the organization. On the other hand, the lacks identification will help them to manage the shortcomings and take necessary steps to improve the services and products quality that is necessary for the customers satisfaction and the increase in the level of production, sale and development of the organization (DR.K.VANITHA, 2012).
The main challenge of the customer relationship might be the lower quality and bad services of the organization. If the service or the employees are not well behaved in the setting of the organization and its outlets and it provides the less quality products, people will not be satisfied and it will definitely decrease the reputation of the organization and a negative or bad customers relationship problem will rise in the management of the organization.
The systems that support organizations quality processes

There are serval approaches and the system that Tesco might use to ensure the quality process of the organization and its products and services to retain the satisfaction level of the consumers and the popularity. For example, in this pandemic situation, people are not much interested in the outdoor shopping for their daily purpose. As it is risky, people are more interested in the online shopping that has become very much popular in all over the world. 
The organization might develop the online platform and app for online shopping of different items from the outlets of the organization. This will increase the satisfaction level of the consumers as they will have their products and service sitting home. This will help the organization to increase the quality and satisfaction level of the consumers in the market. This is also very helpful for the organization to ensure more consumers towards the organization. It will be new functions of the organization and increase the business and sale and the employment in the organization. All of these might lead to the profit and effective management and development of the quality of the products of the organization (Irgens, Wuest and Thoben, 2012).

Use of innovative technology and approach in the production, marketing and sale, the organization can also ensure the quality of the services and products in the organization. The employees are responsible most to ensure the quality of the services and production in the organization. The organizational authority must provide the incentives and the benefits to the employees to ensure their motivation for work and quality of the services of the organization. The investment in the production enough for the functions and management is also necessary to ensure the quality in the services of the organization. Use of the effective technology and materials in the production, good communication and transportation safely is another approach those are important to ensure the organizational quality process in the organization (Di Trolio, Nelson and Ochoa, 2004).
Approaches for customer requirements and maintaining good customer relationships in times of crisis like COVID-19

To understand the customer requirement, the research wing of the organization plays the most important role. They might be able to understand the customers choice and demand through the observation and collected data from the field and the market. Besides, with the new products development and from the statistics of sales and business and demands of the organizational products, the requirements of the consumers might be understood. For example, the demand of a types of products if increased much in the market proves that the people are demanding that products more in the market. This types of services and products in the market are their requirements. From the online review of the services types and process, the comments and review of them are also effective to understand the demand and requirement of the people in the market (ŞİMŞEK, 2020). 

The regular communication will the consumers, well behavior of them in the business setting and outlets of Tesco, the good quality products in the market, the consideration of the demand of the consumers in the market is important approaches to maintain a good relationship with the consumers that will help the organization to maintain a good business in the market and overcome a situation like the present pandemic.

Conclusion
At the end, it can be said that, there will be different challenges and different crisis in our life and the life of a business organization. But they must have good plan and approaches to ensure the safe existence of the business and the organization. The contingency plan to recover from the impact of any organization has become very much effective to ensure the recovery of the organization and business in this time. COVID-19 pandemic has affected most of the business organization, the service and products of the organization. For the gap in the communication and good quality services to the consumers, the customer relationship has broken down that is very much negative aspect for a business organization. For this reason, all of the business organization to run their business for longer period should focus on the quality of the products and consumers experience and relationship for the better operations of the organization.
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