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The report covers the importance for the companies to provide quality management system to successfully run a business also, concepts like customer relationship management (CRM) and marketing such as (marketing mix, communication mix and Porter’s five forces model) help to develop, maintain, and gain customer.

Is essential for the business to understand the demands of the customers and deliver a high service according to the standards of the company to achieve the goals. During pandemic the deliveries companies played an important role providing a services food, making as the connection between customers – independent takeaway. 

JUST EAT is the company that will be analyse in this report, seeing the strategy that the company planned to grow not only in UK but also in other countries in Europe to increase and provide the high-quality services and have better understanding of the key factors that influence services quality and customer satisfaction.
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Nowadays for the companies to have success in the business is important to have a reliable total quality management (TQM) this refers to the quality of services that determinates the customer satisfaction level in a services industry but also is a measure for implement quality into a company’s business activities, back in the history 1900 Walter A. Shewhart introduced modern quality control, further developments in Walter’s works introduced new standards by M. Juran in a Japanese way in 1954 based in his experience in Japan, the exact origin of total quality management is not known but authors mentioned before are authorized for their help in develop the concept (Barone,2023) 

A sector that I decided to cover is the delivery services food specially the company JUST EAT TAKEAWAY and is important to understand that, according to a survey in 2023 (Statista, 2023), the most important factors for customer to choose a food delivery platform in UK is by 43% the delivery fee, meanwhile closets by 38% is the  delivery time and with a 33% discounts codes and offer is what the client check and then take the best option.

Considering all above these, is essential that the company can evaluate the uniqueness of customers with different personalities that have different perceptions of the quality and identify their needs, to be able to fulfil each one of them to meet their expectations and create a loyalty customer.

CRM (customer relationship management) is essential for the organization because is a database that provide information about customers and help the communication across different departments in the company. The benefits of a good CRM are improving the customer services communication, optimize marketing and sales efforts with better targeting, boots the performance and efficiency of the workers, develop the decision – making, increase customer loyalty, improve data security, and make the company scale in the sector (Kulpa, 2023) (Scheiner, 2023).  







There are different types of CRM:

· Strategic CRM: the business considers the clients are first and understand that is a key factor for the company survival. This strategic it collects and apply info about customers and markets innovations to develop better value proposition.
The benefit of strategic CRM is not only to have a deeper insight in the customer – company communication but also identify innovation in the markets to let the organization to grow in long terms.

· Operational CRM: the most common style, it covers all the business processes such as marketing, sales, and services. 

· Sales processes organize the data to help the company meet clients needs and boost sales more adequately, includes different sales modules such as contact management, sales forecasting, and lead management.
· Services processes is the connection between services teams and clients, it involves any issue with communication, addressing and solving problems about the product/services.
· Marketing automation aims to find the best campaigns management, event- based marketing and promotions to offer products/services and approach potential customers.
The benefit of this system is based about the overall customer satisfaction in all company touchpoints this led to a longer relationship with each client.

· Analytical CRM: is based on interpreting, modifying, processing, and reporting the customer information, it shows to the company the strong and weak points process to improve client’s experience.

· Collaborative CRM: smooth communication and transactions between team member or business via different channels to share customer data.
The benefit of this system is everyone has clear idea information about the customers data, projects, organization information.
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The global delivery food industry has experienced a big expansion and changes in recent years. Company like Just eat launched in Denmark in 2001 for local business takeaways and landed in 2005 in UK (E14, Docklands). In 6 months were generating 7£k a month from only that area, from Docklands moved the HQ to London and after 3 years arrived in Netherland and Ireland. ( Justeattakeaway, 2023). 

Due to the pressure of other deliveries company Just Eat started its own delivery service and partnered with big institution like Subway, McDonalds, Greggs and to expand the Just Eat brand, started to absorbing locals’ delivery services operating in other countries in the world.

During covid-19 Just Eat saw a huge increment in their orders this is because services were limited or close, the restaurant and supermarkets were taking online shopping, but after 2022 the organization has experienced a fall in the orders by 14% in UK (PYMNTS, 2023 Nott, 2023).

Just Eat has developing problems to provide a good customer relationship management due to reviews that has received from client that had order through, some of the problem that customer has experienced with Just eat services and the main problem is the issues in communication between restaurant – Just Eat – customer.

According to the website (sitejabber.com, 2023) the company has an overall rating of 1.21 stars that means most of the customers are generally dissatisfied with their purchase, indicating frequent complains about customer services, cold food, and refund problems.[image: ][image: ][image: ]


























But not only with their customer has the inefficiency communication also with their workers, as reported by (UK.Glassdoor.com, 2023) the lack of help with managers, sense of belonging, trust in company, shift is not enough weekly for all this problem company has been increasing their loss. 
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To identify the internal and external factors and have a better understanding of the problems leading to CRM of the company I will use two methods, for the internal factor SWOT analysis and for external factors a PESTEL technique.
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SWOT analysis is a technique that allow the company to figure out internal strategics factors the strengths (S), weakness (W) also external strategic factors such as opportunity (O) and threats (T) in the current business environment (Ferrante, 2015) 

· Strengths of Just Eat – as one of the dominant organizations in business, Just Eat has a diverse of strengths that benefit it to progress in the industry, that not only contributes to protect the existing markets also help to arrive to new markets.
· Weakness – areas where the firm can improve making choice and build an advantage and strategic position over their competitors.
· Opportunities – chances where Just Eat can become the weakness in benefits by making some adjustment.
· Threats – external factors where environments that is not in hand of the company can affect in business.
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SWOT ANALISYS JUST EAT

	STREGHTS 
	WEAKNESS
	OPPORTUNITIES
	THREATS

	Brand strength and a solid presence in most or restaurant choices let customers reach to multiply options trough apps.
	Level of customer satisfaction 
Team dedicated to the CRM has bad review from customers due to lateness or lack of communication
	Large market that keeps growing and chance to attract and invest in more market opportunities 
	Competition in the online food – delivery segment due to others brand are giving more profits to the distributors

	High numbers of orders due to the infrastructures that allow cover all the demands
	High marketing and communication cost
	 develop a better understanding about the needs using big data analytics investing in online communication channels
	New technologies developed by competitors can be a huge threat in long term.

	Adaptability in countries requirement
	Lack of opportunities to develop employee’s skill
	New trends in client behaviour can open new opportunities to offer and diversify into new products categories
	Brexit regulations 

	Long experience in sector
	Problems in employee’s retention
	
	Rely on customers in other deliveries organizations

	
	Cities where still the brand is not operating
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PESTEL strategic is a framework that evaluate the political (P), economic (E), social (S), technologic (T), environment (E), legal (L) of a company and identify the external environments forces to determinate the convenient strategic decision-making progress to achieve long term growth objectives (Peterdy, 2022).

· Political factors – the political environment of a country can affect in a positive or negative way to the company changes in government or another political context is essential to plan the next strategic.
· Economic – understand the economic factors such as interest rate, inflation, saving rates, labour market conditions, foreign exchange, etc, is indispensable these elements determinate the economic situation of the country and give a clear idea about the company growth.
· Social – the information of the demographic trends, culture, consumers spending patterns, values are useful because help the organization to design an effective marketing to target and attract potential buyers.
· Technological – the advance of the technology is a key factor to achieve business leverage like innovation and efficiency process operational process.
· Environment – consciousness about climatic conditions has become an important factor. The regulations and laws in the environment standards vary in the international markets, consider these points avoid undesired situations.
· Legal – legal environment and regulatory structure need a carefully evaluation to avoid circumstances such as employee rights, data protection, property rights breaks. 






























PESTEL ANALISYS

	POLITICAL
	ECONOMIC
	SOCIAL
	TECHNOLOGICAL
	ENVIROMENT
	LEGAL

	Political stability provides a stable company business environment and let investors trust in economic status.
	Business cycle stage. A growing economic offer a wide opportunity but also understand life cycle stage that entering in a mature industry in challenging due to the saturation.   
	Demographic trends have a key importance for international business studying demographic characteristics help the organization to choose the right market segment with a big potential
	Social media had adopted an important tool for companies to let know the brand, products, offers to improve business performance and create a close relationship with costumers 
	Recycling and waste management in many countries have taken a strict norm to protect the environment adopting efficient practices will avoid organization sanctions
	Employee protection laws is a strict regulation, providing a safety work environment is a must for the organization to secure employee heath and integrity

	Changes in gov policies provoke an uncertainly performance by company
	Company must check Inflation/interest/exchange rates to evaluate the investment, growth and check the profitability of the company in that country market
	Societal norms and class distribution are different in each country and play an important role in the behaviour consumer understanding these values will help the organization to offer the best services and products accordingly
	Technological innovations and development level to stay ahead of others brands and bring transformations and emerge to new markets where technology has not reach maturity
	Invest in Renewable technologies ensure the long sustainability and benefit for the brand image 
	Consumer protection laws is important to protect the privacy and security of the clients

	Protest group and government system must be analysed by the organization, work closely with such groups to achieve long term goals.
	The organization must study the labour market conditions to attract talented workers and develop their skills for the company.
	Gender role and inclusivity is a point that the organization need to study from each country to align marketing and communication practice accordingly 
	Shortened product life cycles bring the development of new technologies, the organization need to adapt and provide the more comfortable and easier tool for the customer to reach to the company products.
	Attitude towards eco-friendly products is an opportunity to represent the green business side of the company
	Intellectual property regulations is essential to protect patents, ideas.

	High taxation influence in the profitability, international trade and prevent exports also trade restrictions can affect in the relationships with international partners.
	Financial markets efficiency is important for the global expansion strategy because a health and efficiency of it leads to enter a new market
	UK is characterized by a busy life and food services is always a option 
	
	Weather and climatic conditions can influence in business efficiency and customer spending patterns
	

	
	
	
	
	The company need to have a clear understanding about environmental laws to consider the right use of the resources of the country
	
















The benefits of addressing CRM problems by using SWOT and PESTEL analysis Identifying internal and external factors will help to develop and improve:
· customer satisfaction 
· boost the loyalty of customers by personalized experiences to understand their needs. 
· customer support for a fast response.
· data driven to develop an accurate and reliable company strategic.
· earn a competitive advantage.

Optimizing these problems and anticipating future changes of the client’s behaviour and their needs effectively will increase the reach of the services and products to consumers and be a profitable in business expansion.
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Building up a business small or massive will only being successful by using a great customer relationship management (CRM), Selecting the right model of CRM will develop communication with customers and create a long and healthy relationship. However, there is different models of CRM for the company to use and apply.

Critical review of CRM models pros and cons covering the main relevance for the successful application.

[bookmark: _Hlk142960090]IDIC model (identify, differentiate, interact, customise) was develop by Peppers & Rogers in 1995, the model helps to gain competitive advantage and solidify their connection and meet the expectations of the customer, the IDIC model involves 4 stages (Thakur and Chetty, 2019).    

Identity: determinate the customer by analysing the demographic data, the goal is collecting as much as information on each customer to have a better understand about their needs.

Differentiate: the goal of this step is to determinate which customer are valuable for the company to put major efforts in interactions to optimize the profitability

Interact: once customer has been analysed and categorized is time to apply CRM plans to provide a customised connection with the clients through multiple channels to cover their expectations and retain them with loyalty benefits

Customize: once all the steps have been followed is time to elaborate a one-to-one service to the selected customers and provide them the products and services accordingly their demands

[image: ]
Image1: IDIC MODEL (Peppers & Rogers, 2004) sourcehttps://www.researchgate.net/figure/IDIC-Model-Pepper-and-Rogers-2004_fig1_350100892  

The main purpose of implementing this model is to improve the customer relationship management processes in a smoothly way.

[bookmark: _Toc142963872][bookmark: _Toc142964401]QCI model (Quality competitive index) target more in managing customers than improving relationships, developed by Woodcock, Stones & Foss firm, this model focus in three elements (lucidchart, n.d.).

Acquisition: obtaining and learning about new customers

Penetration: collecting data from customers and help them feel engaged with the company goals.

Retention: includes loyalty of the clients.

[image: ]
Image 2: QCI model (Woodcock, Stones & Foss) source https://wikimemoires.net/2011/06/the-customer-relationship-management-frameworks-models/

The purpose of this model is designing a set of activities that organization needs to act in order to gain and maintain customers.





[bookmark: _Toc142963873][bookmark: _Toc142964402]Payne’s five forces model developed by Adrian Payne and Pennie Frow; this model identifies five core processes in CRM to focus not only about the processes but elements too (Freedman, 2023).

Strategic development: this first step include the exclusive perception of the organization and what differentiate it in its business and market, this method involves creating the perfect quality that make customers choose the product or services.

Value creation: determinate the value that the organization can bring to the customer and vice versa, offer that product or services that not other company can provide, keeping the consumer loyalty to the brand.

Multichannel integration: how all the department communicate between and which via use must know about the strategy and value that the organization has stablished to put it on work.

Information management: this step involves the front office, back-office applications, IT systems and analysis tools adding info to these platforms will inform customers behaviour and offer what client is looking for.

 Performance assessment: once all the steps has been set is time to reassess the strategy, if the client feedback positive and the team are reaching the goals then the business performance is being satisfactory otherwise the company need to revise the strategy and values based on the team working and clients.

[image: ]
Image 3: Payne’s five forces (source: https://www.researchgate.net/figure/CRM-strategy-framework-Source-Adapted-from-Payne-and-Frow-2005-p-171_fig9_350392269)


The purpose of this model is to evaluate the interaction between business development, prospects and clients, every procedure support other process.  





[bookmark: _Toc142963874][bookmark: _Toc142964403] CRM value chain: develop by Michael Porter is a high-level model that help companies to identify and develop unique solutions for the clients, through 2 stages primary and second that each stages has 5 processes. Applying this model company will prioritize the most valuable activities to gain competitive advantage (Soman, 2020).

Primary stage

· Customer portfolio: identify and determinate which clients bring the most value for the company, this first step help the organization to figure out the right resources to satisfy their needs and develop strategies to maximize the lifetime value.

· Customer intimacy: interact and engaged with customer to obtain new data information, company should collect data at each touchpoint, to better understanding about the consumers and adapt services properly the more retain them over the long term.

· Network development: business connection involves third parties such as suppliers, customer services, investors, and partners. The objective is to use the data customer collection to inform these thirds parties how to act to optimize the entire customer experience.

· Value proposition development: after the 3 previous stages, the idea is to create a unique value for target customers, focus on individualized services and products to reduce process cost doing so company will charge them less or retain more earnings.

· Relationship management: on this last step of the primary stage is to evaluate and determinate spots in the processes and company structure to act and improve or make some changes and apply them to have a better overall perform in acquisition, retention, and customer development.

Second stage

· Leadership and culture: to operate and directing the company setting standards and apply the right CRM.

· Procurement processes: have a stable work system to become occasional customers to loyal customer.

· HR management processes: CRM value chain model requires a HR team to resolve internal problems.

· IT management processes: for apply a successful customer relationship management is necessary a capable IT management due to date – intensive.

· Organization design: a clear definition of the roles designated.


[image: ]
Image 3 CRM value chin model (source: https://www.researchgate.net/figure/The-CRM-Value-Chain-Buttle-2004_fig4_323547899)
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In this section I will analyse and justify the application of a CRM model to Just Eat company problems, why this method has been selected? Relevance and potential benefits and challenges to address problem in maintaining customer relationship 24/7/364 in the organization.

After has been evaluating all the CRM models and their structures I conclude that the Value Chain strategic is the most relevant to apply and address the problems in Just Eat company but also will expose the potential benefits for the company.

[bookmark: _Toc142963876][bookmark: _Toc142964405]1 ADVANTATGES VALUE CHAIN MODEL OF JUST EAT

1.1 Identify internal and external relationships.
Studying these internal (same organization teams) and external connections (between business) can help Just Eat improve coordination and optimisation.

1.2 flow of information, finances, and resources 
· information flow discovers and determinate new opportunities and minimize external threads that might affect the company productivity.

· An effective value chain CRM can improve the progress of the material and products to cover the demand and sales, avoiding delays by tracking movement records.

· Quick reply and access information related to the product it will avoid a breach in a customer – supplier relationship.

1.3 effective company strategy 
developing a right competitive strategy is important for the decision-making process also involves knowing the goals and the competitor’s framework.


[bookmark: _Toc142963877][bookmark: _Toc142964406]Just Eat Porter’s value chain Analysis 
Value chain analysis is the most used model in the business world. To adapt this model to Just Eat first is identify the influence of the activities according to product/`services delivery process.


2.1 	Primary activities
Just eat primary activities are connected to sell product/services to the marked clients, this first step can develop and increase the company performance.

2.1.1	Inbound logistics 
Just Eat is a company that has expanded in UK due to establishing partnerships with local restaurants to offer a variety of food options and negotiating and managing a strong communication with the supplier to any faulty package or logistic needs. 

The company is not just delivering from restaurants also has involved in supermarkets online grocery, one of the last partnerships that Just eat has reach an agreed is the big brand Sainsbury’s which significantly will increase the expand of the firm across UK (Grocery trader, 2023).


2.1.2	Operations
Is important factor for operational activities checking and developing the online platforms for customer to reach in an easy way for food menu, place orders and any payment transaction also providing a customer support for any enquires or issue with the orders. a productivity operational activity will help Just Eat to a consistent growth economic, profitable, and competitive advantage.

According to the journal website THE SUN last year customer had experience problem with Just Eat app and the website, clients were unable to order or track their food deliveries (the Sun, 2022)

2.1.3	Outbound logistic
No analysing the outbound logistic can bring challenge in services development stages, this requires from the company to focus on each step of the services from coordinating and dispatching drivers or partnering with third-party delivery services up to pick up the product to the drop off process. Applying an efficient outbound activity, it will reduce cost and will optimize delivery time for maximize the customers satisfaction. 


2.1.4	Marketing and sales 
At his point marketing and sales team play an essential role, here the company will highlight the advantages and the differentiation of the product/services than the competitors, an effective and carefully marketing program like social media advertising, promotion, offers, sales force can develop and extend the brand of the organization, avoiding always false commitments that the company can fulfil. 

Just Eat has an aggressive marketing to expand and reach to new customer by social media, tv, transport advertising but also by sponsorship massive events such as football world cup, cricket cup, the last strategy of the organization was launching campaign with famous artist names like Kate Perry or Snoop Dogg under the slogan “just somebody say Just Eat” (Jefferson, 2022). 

In terms of sales Just Eat experimented a drop in orders, after covid restrictions ended and now due to war conflicts that creates an uncertain economic and pressure in wages to compensate the living cost despite that, company expect 2023 a profitable year by the end of year according to the independent journal (Williams, 2023). 
 

2.1.5	Services 
At this stage the company must analyse the pre-sale and post-sale services offered by the organization, this important factor will determinate the customer loyalty to avoid damaging the brand reputation and transmit positive feedback between customer or generate new customer due to a quick, efficient and on time support services. 

As I attached reviews on the company context section from customer and employees, Just Eat has an important problems communication to offer service support for these reasons the company can face inevitable untrustworthy. 


2.2	Secondary activities 
	The primary activity is coordinate and facilitate by secondary activities like:

2.2.1	firm infrastructure
An effective infrastructure management allow the organization to control the framework activities such as quality management, accounting, finance, legal, planning, and strategic to establish the position in the market.


2.2.2	Human resource management
Having an adequate HR team that can manage aspect such as recruiting, selecting, training, rewarding the employee’s performance and other activities it will reduce cost to the company an increase employee loyalty and talent for the company’s benefit.
   	
2.2.3	Technology development
Invest in advance technology development in production, distribution, marketing and HR and IT departments will allow to Just Eat to integrate in a new modern era where the automation software is playing an important role in communication with the customers and suppliers and data protection against potential hackers.

2.2.4 	Procurement
The organization collaborates with restaurants and supermarkets to provide best deals and conditions for their clients. This includes negotiating agreements, build up relationships and offer quality services/products.  
	










Benefits and challenges of apply porter value chain analysis for Just Eat 

Benefits:

· Intensify the knowledge in competitive advantage.
· Controlling cost to optimize the profitability.
· Strategic partnership 

Challenges:

· Complex and dynamic industry for Porter value chain model
· Insufficient information 
· Same CRM model strategy similar data among companies
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[bookmark: _Toc142963879][bookmark: _Toc142964408]Marketing mix model

In 1960 Jerome McCarthy created a strategy tool used until today by marketing teams to define a product or brand to reach out potential customers and boots sales. The main goal of this model is to help companies find the right mix of product, place, promotion, price, people, processes, and physical evidence to gain an advantage over their competitors (wallstreetmojo, 2023).

Product/services: fill the customers need and cover their expectations.

Place: customer must have an easy way to find the product example location in a busy road or in case of online sales access the platforms such as apps must be efficiently.

Price: influence in customer decision, organizations must set the price suitable for their clients according to the market situation is not necessarily mean it should be the cheapest one but create a value of uniqueness where users are happy to pay a bit more if the product works well for them.

Promotion: social media, advertising, personal selling are key tools to reach the targeted customers and provide a personalized communication to each of them.

People: includes the suppliers, partners, people that can be associate with the company.

Process: this stage is the interaction that customer experienced with pre order or purchase procedure until the post-sale, effective the process happier customer.

Physical evidence: it involves the design and layout of the shop or website.



[bookmark: _Toc142963880][bookmark: _Toc142964409]Porter 5 forces strategy 

This framework helps to analyse and understand levels of profitability in the present competition. Developed by Michael Porter, divided 5 significant forces (Alonso, 2023):

· Threats of new entrants: attractive industry are highly likely to appear new competitors. If too many other companies appear in the business, then the profitability will be lowered and less attractive.

· Threats of substitutes: companies are competing each other’s offering similar products or services to cover customer needs, if there are many substitutes product/services that can act in the same way that organization then the threat is high.

· Supplier power: powerful suppliers use their negotiation power to obtain the higher prices for their materials or services.

· Buyer power: customer wants to buy the best quality of product by paying the minimum as possible, this situation happens when buyers are few and have many options to choose, in contrast organization have to offer lower prices.

· Competitive rivalry: if the rivalry in competitors is intense then prices will be lower and profitability decrease, to have an advantage the product or service must offer a differentiation from other companies.


[bookmark: _Toc142963881][bookmark: _Toc142964410]CONCLUSION

To conclude the actual report, the implementation of customer relationship management (CRM) model is highly recommended for the companies to managing and maintain a strong customer relationship. The main work of these platform is to store and organise customer information to understand and develop their needs, lead management, sales and customer services but also to have successful in the industry organization must apply marketing theories to gain and engaging with target customers.


[bookmark: _Toc142963882][bookmark: _Toc142964411]RECOMENDATIONS

· Choose a CRM that fit with the company values and goals.
· Training and develop employee’s skill to ensure all data is entered correctly in CRM program to provide an effective analysis.
· Updating and analysing the data collected to identify new trends, opportunities, customer behaviour.
· Maximize the CRM application for the benefits of the company and bring the best decision – making.
· Develop CRM technologies to adapt to modern times.
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