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Introduction to the Report
The key purpose of this report is to discuss the primary subject of customer experience and being able to better understand and engage in this context under the light of practical examples and established theories of marketing and customer relationship management. The report would begin with a brief introduction to the British Airways as the project would be exploring the customer relationship management issues of this business to better understand the concept and engage in customer experience. 
It would be further crucial for this section of the report to justify why British Airways has been selected for this report to discuss the concepts of customer experience engagement and customer relationship management. According to the opinions of Binns (2021), British Airways is one of the companies which has been known as one of the prime examples of a strong efficient customer relationship management programme in the form of their British Airways Executive Club. Thus, analysing the customer engagement and customer relationship management practices of an organisation which is doing a great job in this regard would be of great help for the purpose of this report.
After providing a brief introduction to the selected business organisation the report would proceed to answer the primary question of this report which is the fact that how the internal and external factors such as Covid-19 can affect or influence the organisation’s equality systems as well as controls for customers. And to also find the answers to how organisations can deal with the new and challenging scenarios to successfully accomplish business goals and objectives while also developing and maintaining strong relationships with their customers. This would be done so using established theories of marketing and customer relationship marketing to analyse the ways in which British Airways has been handling their marketing and customer relationship marketing activities. Some of the prominent theories in this regard which would be discussed in this report includes, the ‘Seven P’s of Marketing Mix’, ‘Porter’s Five Forces Model’, ‘Market Segmentation and STP’ and ‘SWOT Analysis’. Further when it comes to customer relationship management, some of the theories which would be discussed and critically analysed include the ‘IDIC CRM Model’, ‘Buttle’s CRM Value Chain Model and Payne’ and ‘Frow’s Five Step Process Model’.
Further while addressing the above-mentioned sections and theories in the report it would be made sure that the report actively demonstrates the application of an appropriate level of critical understanding of the various quality processes in the workplace in accordance to the customer service and satisfaction. The report would further efficiently apply the above-mentioned models and theories to analyse the customer experience at British Airways. The report would also critically evaluate the individual benefits as well as challenges of developing and further maintaining good relationships with the consumers just like British Airways did.
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