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[bookmark: _Toc103022478]1.Introduction: I am going to write about The British Airways. Four small Companies, Handley Page Transport Ltd, Inkstone Air Line Ltd, Daimler Airways and British Marine Air Navigation Co are united and formed a new Company called Imperial Airways Ltd. BA starts its journey on 31st of March 1924.
After the tragic incident of the city of New York on 11th of September 2001, all organisation all over the World, particularly the Aviation industry needed to do significant changes. BA also made changes to their CRM environment. At the aim of, to remove Complexity and restoring the company to a sustainable profitability, BA lunched its ‘Future Size and Shape’ program following September 11th attacks in 2002.
BA has 45,000 employees to assists 40 million passengers around 100 countries. They are committed to provide appropriate level of compensation if any customer affected, the BA access to the detailed data on their system. So, they can take care of customer from, journey type and departure airport those who had already been emailed, by identified on the contact lists. If any passenger booked their second flight in club world within a specified time frame, they offer fill-free club world passengers with two free club Europe tickets. This Campaign targets a relatively small number of high-value customers. (British Airways CRM case study, by My Customer News desk, 2nd FEB 2004)
[bookmark: _Toc103022479]1 a. Digital Transformation of British Airways: The airlines wanted to reinvent the digital experiences for their customers to improve their loyalty, satisfaction and efficiencies. To resolve any problem, they made bridge of contact with their customers and able to come in solution when any types of problem arise, quickly and simply.
[bookmark: _Toc103022480]1 b. Key Marketing Theory of: BA uses the mix of demographic and Psychographic Segmentation strategies to Identify and determine the important characteristics of the market helping the company in evaluating the nature of each segment of customers. Service Marketing Mix are the most important factors that affect the low-cost airline passenger buying intention. The service marketing mix consists of 7 P’s, and these are, Product, Price, Promotion, People, Physical Evidence and Process.
[bookmark: _Toc103022481]1 c. Products and services of British Airways: The products offered by British Airways are excellent in terms of satisfying the needs and wants of the buyers. It has a fleet size of more than two hundred and ninety-five that provide first-rate services to all its patrons. The BA tries to satisfy all the requirements of its customers. BA offers four different travel classes for its passengers as, Economy, Premium Economy, Business, and First. It should be mentioned that the Airport service of BA picks up passengers’ bags from their home and check them in if they choose to use the service called ‘Check-in your bags from home’. However, this service is currently offered to the passengers in the UK only.
[bookmark: _Toc103022482]1 d. Pricing strategies of BA: As BA caters to different types of passengers, it can be argued that it pursues a differentiation pricing strategy. As discussed above, passengers depending on their economic circumstances, can chose a service they like e.g., Economy or First.
[bookmark: _Toc103022483]Further evidence of the differentiation pricing strategy is found in British Airways’ Economy World Traveller service which offers passengers two options e.g., Basic and Standard on the basis that it comes with allocated seats, while Standard offers passengers an option to choose their own seats.
[bookmark: _Toc103022484]1 e. Place distribution channels of BA: The office of BA is at Heathrow Airport, but they have a branch also at Gatwick Airport. The passengers able to book flight, check in, and get there boarding passes by using their website. Alternatively, they can receive same facilities from several tour operators and Travel Agents.
[bookmark: _Toc103022485]2.Company Context: At an ambition of the world’s leading premium airline, British Airways took its objective to be a high-performing, market-focused, global premium company. By enchaining their customers BA wanted to be the choice for long-haul premium customers and wanted to deliver an outstanding service for customers at every touch point.
 Moreover, BA introduced additional entry requirements due to COVID-19, and very for destination also should be subject to change within short notice. BA provided exclusive discounts to help their customers to book the COVID test that needs to travel easily and safely and it’s supported by different supplier for different types of test. They offer travel insurance to cover trips of customers including COVID-19 illness.
To reduce the problem of possible strikes and to reduce costs with employees the introduce modern technology at some part of some airport. But as they are cutting down number of employees, it generated a turbulent relationship with their employees and with the trade unions. As for example in August 1997 the cabin crew went on strike due to the 5000 jobs cut in its backroom operation. On the other way they are reducing the pensions and hiring new employees with different salaries which create employees’ conflicts and its motivated them for have a general strike. Although they wanted to maximizing profits and focus on interest by the shareholders, but it will impact the quality of the service. Also, this process does not support a good strategy.
[bookmark: _Toc103022486]2 a. Customer Commitment and Contingency Plan: BA is committed to help their customers to enjoy the best experience as possible. When a customer purchases a ticket for a specific day and time, British Airways offer lowest fare, when anyone does not provide specific date and time, they will offer a range of fares. Any unavoidable circumstances like delays and cancellations of flight, BA always provide best service and information directly or via their agents. They are responsible and wanted to avoid delays, but if it happens, they arrange alternative flight by another aircraft or fare refund some environment. They ensure customers baggage carrier to their final detitanation with care. However, if any baggage does not arrive on flight by any mistake, they put their responsible effort to ensure get return within 24 hours. The customer who requires special assistance, they help with professional and courteous service also during lengthy tarmac delays.
[bookmark: _Toc103022487]2 b. Organizational Structure of British Airways: The UK’S largest operating airline is the British Airways, which operates in the travel Market all over the world. Around 600 destinations, domestic and international flights. In this way it become one of the world’s leading airlines. 
It is important for every organisation to have a structure, to work with determination and to know how the company will be run in order to meet its aims and objectives. The British Airways has a flat structure, it means a small number of management levels but a wide span of control. As its nature of business is customer focused, they adopted a divisional structure. The main advantage of the method, it consumed less time to making decision and easy supervision for management between departments and gives clear identification of jobs roles. As different people are given the opportunities to effectively utilise their different skills it increases efficiency. It is in efficient large numbers of stuffs reporting, therefore increase their workload.
The British Airways aims, and objectives are to maximise profit as a public company. As it financed by issuing shares to public through the stock exchange market and convertible bond issues. The British Airways got a boost of £600 million through the issuance bond and by releasing bank guarantee back to the company that was agreement with its pension fund.
The British Airways allows for flexibility to adapt to the changing needs of the market. In order to design products of better value they always assessing the needs of customers. To provide flight services across the world, their product strategy includes various packages. To satisfy each customer they differentiate the business, first and economic classes. They provide a luxury, safety, reliable and convenient service that is why one would want to travel with them. They have pricing policy entitles one to get what they paid for with the freedom of choice in the payment package for the type of flight service they would like. However, the airline has revised its pricing policy to competitive based pricing, it means it charges fares at the same level as competitors or lower. The price of ticket remains relatively still same until the week one travels. British Airways’ targets at both market domestic and international. They welcome customers from all walks of life.
[bookmark: _Toc103022488]3. Internal and External Factors that Influenced British Airways’ Quality Systems and Controls for Customers:
[bookmark: _Toc103022489]The mission statement of British Airways is “To be the undisputed leader in world travel for the next millennium”. The internal and external environment of British Airways affect its daily operative system and its stakeholders.
[bookmark: _Toc103022490]3 a. Internal factors that influenced the BA status:
Although BA did a profitable growth in 2019, like all other sector BA has a significant impact by Brexit and COVID-19 on it.
[image: 26 Powerful SWOT Analysis Templates & Examples]
SWOT analysis of internal factors:
The aim of the SWOT analysis to explore the strengths and weaknesses of BA and examine the opportunities and threats that they are facing.
Strengths: BA one of the best air industries in the world. In the view of fleet size BA is the largest and second largest at the capacity of passenger carrier in the UK. As long-term customer of Boeing, BA is also customer of Airbus and Embraer. Strengths of British Airways are its, Alliances, International Destinations, Brand name, Adopting Technology, Sustainable, Safety, Awards and Sponsorships. The British Airways improved its efficiency and optimized the growth of the organisations business model by made alliances with some airlines. Such kinds of partnership help to fulfil the customer’s needs, wishes of customers and helps BA to [footnoteRef:1]grown. British Airways operates 183 destinations 70 countries around the worlds 6 continents.BA has a strong brand name and its accolades over the years by shown its performance, it earned many awards and it’s become the UK’s most consistent-reliable brand. [1: ] 

BA added latest digital technology and without any hesitation, to adopt it they invested on that way. As a result of their investment the whole organization improved its marketing, sales, customers experience, website, mobile application and many other sections. With the support of its parent organization IAG, BA improved its tech capabilities and they found further growth, its exploiting, its tech development for its advantage and development. BA lunched fuel-efficiency new plans to become a zero-carbon emission company by the 2050 and for that, they are building relationship with cheer and renewable energy organizations. BA has been taking lots of steps to decrease carbon emission and footprint by reducing fuel consumption. They want to become a sustainable brand and to prove that how responsible they are investing to improve our environment.
BA has a reputation of top 20 safe flights company, because they take extra safety measures of protection for their passengers and to provide a safe-secure flight. BA won worlds brand award in 2018, 2017, 2016 and 2014. They also awarded many others. They are consistent in-depth premium quality, products and services of the companies. BA sponsored many national and international events, brand and causes like England Rugby. Ambassador Theatre Group, Aston Martin, Brew dog, Oswald Boating, Haltingly Valley, Bremond, the white Company, Union Coffee, ELEMIS, i360, Flying Star and Comic Relief, KidZania, Feast Box, Dettol, Team GB and Paralympics GB, Tom Kerridge and Speed bird Café’.  
Weaknesses: As almost half of the revenues that comes from aviation industry collect from the UK, BA is identify as over reliant on the UK market. It is vulnerable to intensify competition to any potential market slowdown. At 2020 BA was in accusation for their decision to redundant 12,000 of their staff by the effect of global lockdown crisis. Another weakness of BA shown in July 2017, when airlines staff started strikes. At the result, increased bitter Po dispute between the company and mixed fleet crew.
Opportunities: An excellent opportunity for BA expansion as they improved infrastructure and tourism demand as it shown emerging economy. Another opportunity is that they are lunching summer holiday routs started at February 2017 from Bristol and Birmingham.
Threats: BA is a famous airline; However, it has lots of competitors. Air India, Singapore Airlines, Etihad Airlines, Qatar Airways, Lufthansa and Emirates airline are some of them. Labour costs and fuel costs are rising. They must alert for any unexpected accident, moreover it also turns out buttery devastating for the company. However, it’s worth mentioning that it is one of the safest airlines in the world.
[bookmark: _Toc103022491]3 b. External factors that influenced the BA status:
As BA is a leading flight operator, it faces varies kind of challenges, that include operational, economic, political as well as in natural. The leading challenges and opportunities, by the effect of political, economic, technological, legal and other forces in the field of aviation. 

[image: ]
Political: The United Kingdom aviation authority previously controlled by the EU legislation and most affected area included operator licensing, traffic rights, safety regulation and personal licensing. In the UK there is a aviation regulation industry called Civil Aviation Authority. They oversee consumer rights, safety standards, environment and security issues. Due to Brexit has a impact on aviation industry also at BA. These affect air travel included border customs and immigration laws. However, before there was no barterer related to cross border travel between the EU and the UK. There were no customs and passport related hassles. After 31st January 2020, changed lots of laws. Although, the UK government taken steps to make aviation act, tourism industry like the US and Western countries convenient for traveller.
Economical: Since 2016, after announcement of Brexit, the economic environment in the UK has been in highly uncertainty. There is a direct input on the business, airline industries in the UK as well. Whether it is for economic stability, level of unemployment or GDP. There is a direct impact on the profitability of the airline’s economic situation in a country or region. The UK’s economy is slowing down and suffering due to the uncertainty caused by Brexit. Many major businesses company are still moving their business and headquarters from the UK to the EU, it’s also a main cause of the UK’s economy going slow. However, the unemployment rate in the UK remained low, despite of eroding economic confidence and slowing economic growth. On the other way BA has ability to adapt its business and operating model to the changing economic situation, moreover BA sustain its growth rate and profitability like higher investment in strategic areas and growing focus on customer experience.
Social: BA always follow the customers feedback and then try to focus on operational efficiency, reliability and social image. At the vision of minimize its environmental impact, BA focus on sustainability and investing areas. At the context of the aviation industry demographic changes act an important role as a social factor. The central focus for flight operators and regulatory bodies of BA is consumers as well as their safety and convenience. However, at the effect of COVIDB-19 has hit the aviation industry. Several airports shutdown around the world. Lots of airlines including BA have stopped its operations because of COVID. BA cancelled several flights, because people cutting on travel to foreign destinations. At the consequences it hit the operations as well as revenue of flight operators like British Airways.
Technological: BA is investing in technology to offer a first-class customer experience for their customers by making their fleet more fuel-efficient. They know that more fuel-efficient, safer aircraft models and technology are factor at the growth of the aviation industry. To grow customer base market, digital technology helped BA for market themselves more efficiently. To develop their daily operations all over the world, they are improving digital transformation. They announced BA app along with website to streamline the booking process. Now customers able to book their tickets directly from the BA website. As BA realized, benefits in terms of improved fleet efficiency and customer satisfaction. They also introduced digital technology in process automation, cargo handling, onboarding etc. The parent company of BA. IAG group introduced more fuel-efficient aircraft to reduce carbon footprint, which become a crucial operational efficiency of the BA reputation. As they are improving their technology it is helping them to handle key challenges arising from Brexit and COVID with higher efficiency and effectiveness.
Environmental: The impact of environmental factors is the central concern for regulatory authorities of the airline industry all over the world. To make their business sustainable BA has taken some steps. By the year 2050 to achieve net zero CO2 emission, the parent company of BA, IAG has a plan called “Flight Path Net Zero”, which include 20% reduction by the year 2030. By the year 2020 to make net zero carbon on its domestic flights in the UK.
Legal: BA is required to remain compliant with their domestic market as well as overseas. It is an important concern for the entire aviation industry to maintain all criteria of legal factors. After the Brexit, lots of laws should be regulate, those were regulating under the EU regulatory authority. CAA is the main regulatory authority in the UK for aviation industry, for international airlines there are international regulatory authorities. However, the laws related to operations, there are labour laws which significantly affecting BA. BA lost its legal attempt after the pilots’ strike in 2019 and had to agree to a pay settlement to avoid disruption. These types of disruption tarnish the BA’s image and losses a form of large fines.
[bookmark: _Toc103022492]4. Affect and Influence of Brexit and COVID-19 quality and control systems changes: Around three years ago when the British electoral voted in favour to leave the EU. The world’s fifth largest economic country, lost confidence erosion of investor. Many of them are tearful that the impact of Brexit could damage the Global economy. Despite of that aspect, last summer people enjoyed their holidays with their ways and that increased. The unemployment rate of Britain dropped historically low levels. The British Airways realised the challenge the challenge with new travel experience.
BA loss £163 billion at the impact of pandemic. They set to cut 12,000 jobs due to cancellation of flights and shortage of passenger. BA was losing £20 million a day during lockdown. (Article, thtimes.co.uk)
CRM Process of BA: BA has offered their customers verity of ways as they wanted to improve and keep good relationship with their customers. Flexibility to change or cancel- To change any booking for free or cancel it for vouchers credit. Book now and pay later-Just a deposit of £60, per person and to pay rest as many instalments as customers need. Refunds without delay- When the company unable to fulfil customers’ requirements, customer will receive a full refund within 14 days. 
The British Airways appointed “Uncommon” to find out a pitch context of competitive market as part of full review of CIVID. As Uncommon is highly talented independent agency, has good reputation to work and improve market of other companies.
BA introduced additional entry requirements and restrictions due to COVID-19. Although its maybe subject to change with short notice and could be differ country to country. To provide customers a protective measure and keep them safe during their journey, whether it’s at the airport, on board or in arrivals. BA provide insurance through their partners Europe Assistance. COVID-19 travel insurance in the UK and some countries. Regarding COVID-19 tests, BA provide discount to plan tested and make journey safe and smooth.
[bookmark: _Toc103022493]5. Recommendations: However, it is not possible to improve customer service if employee of the company is not satisfied with their work environment. They cannot be able to provide good customer service. So, to ensure good customer service, employer should treat employees with respect, good awarded and to ensure that they are satisfied with their job. It is important to have training possibility for staffs to ensure good customer service. To provide information about complementary products that maybe customers are interested, and it’s related with their current journey. As for example, TAXI service, Hotels, Travel insurance are related with airlines customers, it will be helpful to receive good feedback from customer.
Strategic alliins also important in Airlines business. This alliance for revenue shearing, coordinated marketing, advertising, sales and distribution of passenger and cargo services. It could be a cooperative approach to scheduling, pricing, capacity and frequent flyer programs. Innovation is another important thing because customers’ expectations are increasing due to sufficient information on the internet, web etc. So, they can compare with others and choice the best. It will be the proper CRM, to managing customers expectation by providing good services and make the company be profitable. It is possible when you have enough knowledge about your customer and competitors. When employees are satisfied with their role, they can handle customers develop Expectations which they receive from companies touch points. Based on core competency, internal process of the company, it requires innovation because customers’ expectations are changing, needs to better way to informed customer and increasing global competition.
At the aim of fulfil customers’ expectations and their satisfactions is important to improve company’s profit. It could be ideal, normal, acceptable. Outcomes of customers satisfactions are increased customers relation, positive comments and increased revenues. It means improve loyalty and business performance. To improve business and make good relationship with customers’ needs a better understanding of customer behaviour. Cultural influences are a big factor to make relationship with customers.
[bookmark: _Toc103022494]6. Conclusion: British Airways operate a famous data solution and it called “Know Me”, they will receive customers behaviour from their history when operate and can analyse to improve their service. Good customers are welcome by the cabin crew. As British Airways focused on innovation and social media has an impact on relationship of customer, it will help to increase substantially in the future. To receive good reputation from customers’ needs to improve relationship marketing strategy and it known as 7 p’s, so if company focused to improve their product, pricing, promotion and place will receive people, proms and pro-active customers. To measure the customer satisfaction needs to consider the steps, understanding customer needs, customer feedback and ongoing measurement. When company design their marketing program, must be consider intangibility, variability, inseparability and perishability. Needs their effort to improve some products and work process to achieve goal, customers satisfaction to be a world class Airlines, it means to improve total quality management (TQM). Needs to improve quality of services point where customers and service providers interact. It determines five variables, tangibles, reliability, responsiveness, assurances, empathy. Improve good reputation on customers experience, service experience. To improve connection between quality customer service and marketing. To implementation CRM follows five phases, develop CRM strategy, build CRM project foundations, needs specification and partner selection, project implementation and performance evaluation. Components of CRM are, market research, sales force automation (SFA), customer service support, data mining and analytics.
CRM modules to improve customer experiences are, IDIC, QCI, Payne’s 5 process model and CRM value chain. IDIC-Identify customers collect information and content across the company and the goal to better understand their needs, wants and proclaim behaviour. QCI-Customers external environment, their pain points, business goals and other factors. Payne’s 5 steps-are strategy development, value creation, multichannel interaction, international management and performance assessment. CRM value chain- customer intimacy, network development, value proposition development, relationship management.



Task 2: New Challenges and way of Solutions: Brexit and COVID are two substant that economy of British Airways, UK as well all over the world. Particularly Brexit hit the aviation sectors because it related cross-border trade agreement with the EU. On the other way coronavirus has been affecting non-tradeable services, those are on face-to-face contacted. So, BA effected badly for both cases.
The aim of the company is to generate a return on capital of 15 per cent. BA hit of operational challenges at all airports along with Heathrow and taken plan to prompt the carrier and capacity in current days. They have identified three operational challenges and are trying to resolve those. This are Unlimited access to all digital content, Premium daily news alert and Flight international magazine. They have Customer Commitment and Contingency Plan.
Anyone can travel without any restriction inside the UK, England, Scotland, Wales and Northern Ireland, if they have no COVID symptoms or needs to self-isolated. If anyone to cancel or rearrange their travel due to COVID, they can do it by free of charge. Face covering is not required to travel by latest announcement of UK government, but for cross-border relationship some transport authority encourage to continue wearing whin anyone is not exempt and British Airways as well following this method for safety of passengers. They are committed to help their customers to enjoy their best during travelling. British Airways is investing £6.5 billion to improve their customers experience over the next five years. They are including new aircraft, new cabins, new catering, new lounges, WIFI and new routes. The most of their flights depart on time and without any issue and that’s way they able to carry around 125,000 passengers with 8000 flights per day. The new comprehensive area of the BA’s website will help customers about their flights and disrupted. The helpline assists their clients to book, re-book, refund, change and any other help that customer’s need. If any customer asked for specific and special assistance like claim compensation, located their luggage or to apply for reimbursement when anyone pay extra for their special meals and seat. This web link help for resolution timely because their immediate connection with customers relevant department. The General Manager of British Airways said.
“We know that when our customers have experienced an issue, they expect us to respond quickly. They also want us to give them more control over their journeys. The new section of the website means our customers can clearly identify where to send their enquiry and as it is immediately delivered to the appropriate team, we are able to deal with it faster. This is just one of many customer service enhancements we’re making this year”. (F.o’Sullivan, GM of Global Customer Care at British Airways. media centre, britishairway.com)
British Airways continue to invest to improve customer service, also rolling out a multi-million pounds for the purpose of training for its staff at Heathrow. As customer can change the economic value of company. British Airways can improve their touchpoints corporation perspectives though customer follows, loyalty, satisfaction and value when deal with any company through touchpoints. Then then organisation will get more comprehensive view from customers. If customers think that they are satisfied from beyond their contractual obligations. It is important to understand what customers is needs and what they want. Some time it is important to reduce cost to attract the customer and needs to follow up weather internal process are effective.
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