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Uber Organisation’s Quality Systems and Customer Relationship Management

The aim of this report is to present the customers relationship management used by Uber during the pandemic.
Uber was founded in 2009 and become the worlds most valuable start-up. In 2009, Camp the CEO of StumbleUpon began on working on Uber Cab as a side project. In the summer of the same year Camp has convinced Kalanick to join the company as a Chief Incubator.  By 2010 Uber was tested in New York using only three cars but the official inauguration happened in Francisco. In 2010 Ryan Graves, the Uber’s General Manager became the CEO, but in December he occupied the role of COO and board member, and Kalanick became the CEO again. In 2017 the CEO Travis Kalanick was forced to resign as well as other 20 employees due to the corporate culture, which was hostile, sexist, and offensive. The company was valued at $120 billion, and it went public on 9th May 2019. Uber has completed some acquisitions like Lime, KUMP Bikes, and Postmates. 
What raised the popularity was the simplicity of ordering a cab by just a tap of a button and the ride was ordered and the ease of making card payment with the registered card (Blystone, 2021)


Customers Relationship Management 

Uber lost almost half of the customers active on Uber’s app due to the pandemic and the trips were less by 75% but that’s even a recovery from the spring of 2020 when the business went down by 80%. However, the food delivery brought more profit to the company than rides. Uber declared that Uber Eats went up to $1.2bn as people preferred to order take away rather than going out during pandemic. The losses have now narrowed to $1.2bn comparing to $5.2bn last year. In May Uber announced that they will reduce the cost which included reducing the jobs by 6700 (bbc.co.uk, 2020)

Listening to its customers

Uber’s CRM is collecting data from the people that are connecting with the company on social media websites such as Facebook or Twitter. CRM makes it easy for Uber to know who they are dealing with in case there is a complaint. 

Targeting the Crowd
By knowing the behaviour and habits of the customers is a perfect chance for Uber to succeed and to offer a good customers experience to the customers which will be more likely that they will use Uber again. 

Customer Loyalty

CRM systems offer rewards to the most faithful customers for example by earning points every time they travel or order food through the app. The earned points can be traded in for “uber cash” (Binns, 2016)
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