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EXECUTIVE SUMMARY: 

In this report, I will discuss the Background of the chosen company, which is British Airways. Then I will 

discuss the influence of internal and external factors (including COVID-19) on British Airways’ customer 

relationship management and quality processes. Then I will discuss the Five Porter Forces and Marketing 

Mix (7PS) of British Airways. Then I will talk about three different Customer Relationship Management 

Models we studied during this term. After that, I will use one and apply it to the company I choose to talk 

about, which is British Airways. Then I will give some recommendations. My conclusion about the report 

and then I will put all the references I have used to do this report. 

INTRODUCTION 

Importance of Quality Processes and Customer Relationship Management 

Quality Process Definition 

(According to Law Insider; n.d.) It refers to the quality assurance procedures, methods and mechanisms 

that guarantee consistency and control in producing a product or service. (According to Gbscorporate.com; 

n.d.) That means that the quality process is needed to reduce waste, provide consistency, more customer 

satisfaction, higher profitability, lower costs, increased the morale and motivation of the staff, and meet 

the customer’s standards. 

What is Customer Relationship Management (CRM)? (According to Marshall Hargrave; 2022) 

Customer Relationship Management refers to the principles, practices, and guidelines that an organization 

follows when interacting with its customers. It is needed to improve customers’ overall experience. Having 



CRM in your company is important because it merges the internal business environment and external 

business environment because creates a synergy that is profitable for the business and the customer 

experience.  

Benefits of CRM 

As reported before, CRM is important because it helps businesses to organize and centralize their 

information on customers, helping them to get easier access and customer support. 

Main Types of a CRM (According to SPOTIO; 2019) 

There are three main types of CRM Systems: 

• Operational: this is the most common type of CRM used in many industries. It is excellent for 

handling customer-facing communications because it helps businesses manage their daily sales, 

marketing, and customer service operations. 

• Analytical: it gathers, stores, and analyses information about your customers. Generally, it includes 

customer data, marketing data, sales data, and service data. Is best for getting an overall picture of 

the sales, marketing, and service performance as it gathers, stores, and analyses customer 

information from multiple teams. 

• Collaborative: it enables organisations to collect, organise, and share customer information across 

multiple teams. Is best for connecting multiple teams and improving customer loyalty. 

Both CRM and Quality Processes are important in business to have good customer service.  

Report Outline: 

In this report, I will analyse some elements of Pestle, a SWOT Analysis, and a Marketing Mix (7P) to analyse 

British Airways’ internal business environment and external environment and the impact on Customer 

Relationship Management. After that, I will analyse IDIC Model and QCI Model, and Payne and Frow’s Five 

Steps Process. After discussing CRM model Analysis, I will discuss how British Airways can overcome its 

CRM problems using the IDIC Model with its four steps. After that, I will offer some recommendations 

based on the IDIC Model to help resolve British Airways CRM and other recommendations.  

 

COMPANY CONTEXT (Background, Internal and External Environmental Analysis): 

Background of British Airways 

(According to Britannica; 2018) British Airways PLC, was formed in April 1974 in the fusion of British Overseas 

Airways Corporation (BOAC, formed in 1939), British European Airways (BEA, formed in 1946), and their 

associated companies. But they existed for many years before, more precisely in 1924, four small 

companies merged to form an airline company named Imperial Airways LTD. Which was able to fly to 

Europe, Asia, Australia, and imperial territories in Africa.  In 1936, three other airlines merged to form 

British Airways, it was used for domestic and northern European flights. In 1938, the government decided 

to merge Imperial Airways and British Airways forming British Overseas Airways Corporation (BOAC), 

formally established in 1939. (According to British Airways; 2009) BOAC was created to serve under the 

control of the Air Ministry. British European Airways (BEA) and British South American Airways (BSAA) were 

created to serve Europe and South America respectively. The Boeing 747 came out in 1971 and it was the 

first wide-bodied jet. In 1974 with the fusion of BOAC and BEA was created British Airways (BA). In March 

2008, the Queen opened Heathrow’s Terminal 5 and the orders for the new Airplanes A380s, and Boeing 

787 were announced. Lord Marshall of Knightsbridge retired to be succeeded by Martin Broughton.             



 

Internal Factors that Influence Quality System 

 

SWOT Analysis of British Airways 

SWOT is an acronym word that stands for Strengths, Weaknesses, Opportunities and Threats. It is mainly 

used in the business industry to analyse those four steps.  

(According to Admin; 2023; British Airways SWOT Analysis 2023; The Strategy Story) 

STRENGTHS: 

Some of the strengths of British Airways (according to Admin; 2023) can be a Strong Brand Name and 

Reputation, Extensive Route Network, Oneworld Alliance Membership, Modern and Diverse Fleet, Strong 

Loyalty Program, Economies of Scale and Synergies, Strategic Partnerships, and Premium Customer 

Experience. Now I will discuss them one by one. 

• Strong Brand Name and Reputation: British Airways has a high reputation because of its quality 

services and reliability. This help to attract new customers. 

• Extensive Route Network: British Airways operates in over 180 countries. This allows them to offer 

convenient and efficient customer connections. 

• Oneworld Alliance Membership: Thanks to the partnership with other airlines, you will have the 

same treatment as British Airways with their partners. 

• Modern and Diverse Fleet: Having a modern fleet helps to reduce operational costs, a more 

comfortable experience and minimum environmental impact. 

• Strong Loyalty Program: For loyal customers, British Airways offers something called Avios Points 

that give them benefits, upgrades and many other advantages. 

• Economies of Scale and Synergies: British Airways and other brands, are part of the International 

Airlines Group (IAG). This helps them to reduce costs, improve efficiency and competitive 

advantage. 

• Strategic Partnerships: British Airways has agreements with other airlines to help expand the 

market and their network. 

• Premium Customer Experience: This service is offered to premium customers who want to have all 

the exclusivity British Airways has to offer. 

 

WEAKNESSES:  

Some of the weaknesses of British Airways (according to Admin; 2023) can be Dependence on the UK 

Market, High Operating Costs, Labour Relations, Impact of External Factors, Ageing Infrastructure, 

Environmental Concerns, and Competition from Low-Cost Airlines. Now we are going to analyse them one 

by one. 

• Dependence on the UK Market: British Airways rely too much on the UK market, so if anything, 

bad could happen in the UK economy, it could affect British Airways negatively. 

• High Operating Costs: British Airways faces high operating costs. Unlike Low-Cost companies that 

have a lower cost. 

• Labour Relations: British Airways need to maintain positive labour relation because it is crucial to 

ensure customer satisfaction and smooth operations. 



• Impact of External Factors: These factors cannot be controlled by British Airways, and they can 

affect the profitability and operational stability of the company. 

• Ageing Infrastructure: Upgrading and expanding any infrastructure requires very high capital to 

invest. So, if they need or want to upgrade any of their airports, they need to keep this in mind. 

• Environmental Concerns: British Airways and other companies are working to reduce carbon 

emissions and to use more sustainable emissions.  

• Competition From Low-Cost Carriers: British Airways have competition from low-cost airlines 

especially on short trips to go to Europe. Because they have lower prices most of the time. 

OPPORTUNITIES: 

Some of the opportunities that British Airways can have (According to Admin; 2023) are: Expansion in 

Emerging Markets, Strengthening Partnerships and Alliances, Focusing on Digital Transformation and 

Innovation, Expanding Ancillary Revenue Streams, Sustainable Aviation and Environmental Initiatives, Cost 

Reduction and Operational Efficiency, Enhancing Customer Service and Loyalty, Targeting Niche Market and 

Segments. Now I am going to analyse them one by one. 

• Expansion in Emerging Markets: British Airways could expand in territories like Africa, Asia, and 

South America. This will also help them to not depend only on the UK market. 

• Strengthening Partnerships and Alliances: British Airways could expand its network and enhance 

its service by forging alliances with other airlines company. 

• Focus on Digital Transformation and Innovation: Technology evolves every day, so British Airways 

need to keep always improving its website and mobile app will help them improve its customer 

experience and will have increase in revenue. 

• Expanding Ancillary Revenue Streams: British Airways can expand its business by offering more 

services (hotels, insurance and rented vehicles). By doing these they will have more income and 

profit. 

• Sustainable Aviation and Environmental Initiatives: British Airways can invest in more sustainable 

aviation (alternative fuels, new technologies and something better than carbon). This will also help 

them with their reputation because they want to reduce environmental impact. 

• Cost Reduction and Operational Efficiency: By improving its structures and optimizing its process, 

British Airways could compete more with low-cost companies and improve its financial 

performance. 

• Enhancing Customer Service Loyalty: By investing more in training for employees, a customer 

feedback system and improving their service, British Airways could gain more reputation and loyal 

customers. 

• Targeting Niche Markets and Segments: By offering more premium service, British Airways could 

attract more high-value customers. Doing this will differentiate them from competitors. 

THREATS: 

Some of the threats that British Airways may face (according to Admin; 2023) are: Intense Competition, 

Economic Fluctuations and Geopolitical Uncertainties, Regulatory Changes and Compliance, Fuel Price 

Volatility, Labour Disputes and Workforce Challenges, Cybersecurity Threats and Data Breaches, Health 

Crises and Pandemics, Climate Change and Environmental Concerns, Currency Fluctuations. Now I am going 

to analyse them one by one. 

• Intense Competition: British Airways faces competition not only from other airline companies but 

even from vehicles like trains and buses that can have a lower price. 

• Economic Fluctuations and Geopolitical Uncertainties: These two things can affect consumer 

spending and travel demand negatively if there are conflicts and instability in the world. 



• Regulatory Changes and Compliances: British Airways may face new rules that can cause 

operational challenges and increase costs.  

• Fuel Price Volatility: Due to fuel prices always changing, this can impact the profitability of British 

Airways negatively. 

• Labour Disputes and Workforce Challenges: British Airways needs to maintain positive labour 

relations, such as employee retention and talent acquisition because it is important to succeed. 

• Cybersecurity Threats and Data Breaches: British Airways rely on its digital system for almost 

everything. They need to be careful to not suffer damage from hacker attacks. Because if it 

happens, they will face financial losses and reputation damage.  

• Health Crises and Pandemics: During Covid 19 Pandemic, in 2020 and 2021, British Airways’ 

revenue declined by 75%. This means that British Airways need to be careful if they will have to 

face similar threats in the future. 

• Climate Change and Environmental Concerns: Due to the environmental impact, and the pressure 

to reduce emissions to help with climate change, British Airways needs to be careful with 

restrictions, new regulations and many other things that could impact their business negatively.  

• Currency Fluctuations: This plays a huge role because it could result in increased costs or reduced 

earnings, depending on the movements of the currency. That means that it can affect its revenue 

and profitability.  

 

External Factors that Influence Quality System 
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