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“How do internal and external factors including COVID-19 affect or influence organisation’s quality systems and controls for customers and how the organisation can deal with the new situation and achieve its business objectives by developing and maintaining good customer relationships?”
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This report will study and analyze the customer experience in a crisis like Covid-19 in Tesco PLC. The report will start with a short introduction to the organisation and its strategy. Further, the report will introduce the marketing theories that will be used in the report. Further, the key customer relationship management theories will be used in the report to analyse the factors that have had an impact on how Tesco control and qualities systems responded to the Covid-19 pandemic situation. Further, how those above have affected the customer experience and the customer service in the organisation.
