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[bookmark: _Toc6492059]Introduction 
The management of the customers is the most difficult matters of the employees of the organisation and the company follow some techniques to maintain the relationships with the customers. Customer relationship management is an important task of the marketing function of the organisation to remain the relationships with the customers by fulfilling the demands of the customers. The customer’s relationship management is important task of the managers to build up the relationship and managing the difficult customers. Customers’ relationship management of the organisation provides the information of the customers about the services and the products of the company and the features and qualities of the products and services. The employee can negotiate with the managers and the others higher authority to maintain the development of the company and change the working hours. As a manager of the Tesco PLC, I need to perform some specific task to negotiate with the customers for building the relationships with customers and making good behaviours when he/she make complaints. 
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Managing a difficult customer	
Managing a difficult customer is like the customers relationship management that helps the organisation to remain the relationships with the manager and the customers to build the sustainable relationships between the manager and the employee of the organisation. The relationships between the manager and the customers in the organisation is difficult task because there are various kinds of the customers in the organisation and their requirement varies on their demands and choices. The difficult task of the manager of the organisation is to provide the organisation a sustainable and a regular customer for the organisation (Sekaran and Bougie, 2016).  
Customer relationship management 
Customer relationship management is an important task of the marketing function of the organisation to remain the relationships with the customers by fulfilling the demands of the customers. The customer’s relationship management is important task of the managers to build up the relationship and managing the difficult customers. Customers’ relationship management of the organisation provides the information of the customers about the services and the products of the company and the features and qualities of the products and services. In this modern world information technology creates the software to manage the relationships with the customers. Tesco PLC is a UK based retailing shops that install the customer relationship software to increase the positive relationships with the customers of the organisation (Dhar, 2015). Tesco PLC is the world class retailing service providing organisation which create the relationship with customers by establishing the positive relationships with the customers by hearing the complaints of the customers. As a customer relationship manager of the Tesco negotiate with the customers for the low-quality services of the television of the company. The picture quality of the television is very bad as the features of the television in the drafts is high pixel rather than the services. 
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How to deal with difficult customers
As a manager of the Tesco PLC, I try to deal with the customers of the organisation to maintain the development of the organisation and increase the positive relationships with the customers and the organisation. The Tesco PLC provides the unique helps to the customers of the organisation. 
Practice reflecting listening 
When the customers become angry at the service or the product quality of the organisation, as a manager of the customer service need to understand the feeling of the customers.  Customer: "I'm frustrated because we have got the low-quality services from the television."  As a manager of the organisation, I should carefully understand the matters and response positively.  When the customers become angry and the manager should understand the matters of the angriness and provides the positive response to the customers. I should listen the complaint of the customers and assured him for returns. 
Tap into the beginner's mind
The manager of the organisation should tap into the beginner’s mind because it is the most important methods of becoming cool the customers of the organisation. Managing the customers is the most important matters of the organisation, the more efficient a manager provides the service to the customers the more beneficial the organisation. The manager of the organisation should provide the response to the customers so that the customer gets the proper service from the organisation (Krueger and Casey, 2014). 
Keep calm and carry on
The expertise of negotiation is the most important factors of the organisation, the person who provides the service to the customers of the organisation helps to make the sustainable customers of the organisation. Sometimes the customers become angry to the company and the manager of the organisation regarding the service and the product quality of the company. In this matter, they should keep calm and carry on the negotiation of the organisation. 
[bookmark: _Toc6492062]Reflective statement, taking into account the feedback I have received setting out.
As a customer relationship manager of the Tesco PLC, I need to negotiate with the customers of the organisation to find out the complaints and the dissatisfaction of the customers in the organisation. Managing a difficult customer is the most important works for the employees of the organisation and the success of the company depends on the managing of the difficult customers in the organisation. The customers brought a television set in the company and the television did not performed well and he became very angry with me for low performance of the television in the home (Sekaran and Bougie, 2016). 

The negotiation with the customers
Customers Mr Higgins
I brought the television in your company last six month ago and the performance of the television was very bad and the pixel quality of the products was very low. The features of the products when I brought from the company was very high and the sells manager make motivation me to purchase the products but I cannot get the proper service from the products. What should I do? I cannot use these products anymore and I want to return the products just now. 
Customer relationship manager (myself)
Sir, Tesco is the world class brand and the company try to provide the highest quality products and the customers get the satisfaction from the products. Sir we try out best to provide the defect less products to the customers. It is our bad luck to give you the low-quality products actually the fault is not ourselves, the main responsibility of the products defects is the manufacturers. The manager of the Tesco PLC gives the information to the manufacturers for the return of the products but our policy of the purchase indicates the return within one month of the purchase. Sir we cannot replace your product but we can repair your products within a week. 


What should I differently do in the future for the managing the difficult customers relationships?
The vision of the Tesco PLC is to provide the quality products and service to the customers and get the positive reviews from the customers. As the manager of the customer relationship I need to face some challenges when deal with the customers in the company. Customers get the proper services and extension of the guaranty and the warranty of the products. Recently I deal with the Mr Higgins, whose main focus was to get the proper services of the products and the Tesco sometimes provides examine less products that creates the customers dissatisfaction (Stout and Blair, 2017). 
Tesco PLC want to reduce the complaints of the customers and for this reason the company establish toll free mobile number for suggestion of the products and the service by which the company can improves the services and become responsive to the customers. Tesco establish 100 years of great values for the company that improves the satisfaction level of the customers. As a manager of the Tesco PLC, the company need to provides the products to the customers with examine either the products will perform good or bad. If the products pass in the screening test, then the company should sell the products to the customers (Kamugisha, 2017).
Future consideration of relationship between the customers of the organisation
The relationships of the customers on the complaints of the low-quality television of the organisation that don’t meet the needs of the customers. The customer’s complaints on the basis of the low quality affects the reputation of the company. The company should provide the quality products and recheck before selling the products. In futures the customers should be carefully handled with good behaviours.
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Managing the customers is the most important matters of the organisation, the more efficient a manager provides the service to the customers the more beneficial the organisation. The manager of the organisation should provide the response to the customers so that the customer gets the proper service from the organisation. Tesco PLC is the world class retailing service providing organisation which create the relationship with customers by establishing the positive relationships with the customers. Tesco PLC provides the service to the customers for the satisfying the customers’ needs and want.
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