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[bookmark: _Toc143082907]Executive Summary

This report will analyse the impact of internal and external factors on the fitness company, called, Awakn. It will evaluate the engagement with the customers, and how it affected business going online due to Covid-19. 
The aim of this report is to identify the external and internal challenges a company might face, and how can be improved, in order to have a successful business. To do so, I will critically analyse the IDIC, Porter’s 5 Forces, and CRM value chain models, then I will look into the external and internal business environment, which will include pestle and SWOT analysis. Then, I will discuss AWAKN challenges in CRM that might arise, providing some examples, and also how the company will benefit from delivering the problem. I will talk about effectiveness of the artificial intelligence and some of the marketing theories – communication mix and 4P’s. Lastly, I will provide my recommendation on which model is the best to use, to accomplish the best customer relationship management.

[bookmark: _Toc143082908]1. Introduction

There are many different models to use to improve customer experience. One of them is servqual model. It helps to identify knowledge gaps and have an internal analysis of them. It includes five dimensions: reliability, assurance, tangibles, empathy, and responsiveness (Fripp, 2023). Using this model will help to improve customer service, find out the knowledge of the employees, and what are they capable of. To focus on attention to the customers and willingness to help them whenever needed. There is another model, called CRM – customer relationship management. This model focuses on how to keep customers loyal to your company, and what their needs are (Leonard, 2023). There are three types of CRM: Strategic, operational, and analytical. Strategic CRM's main focus is to have a strategy to keep profitable customers and increase client reliability. Whereas operational CRM is designed to help communicate with the customers, focused on marketing, how to highlight the product or the service they provide.  Last, analytical CRM – analyses customers' data, to adjust your strategy if needed (Shoppify staff,2023). The business, called, AWAKN, has used both of these models, to give the best service to our clients, and fulfill their desires.
 
[bookmark: _Toc143082909]2. Company context

Awakn is a fitness company, based in Canary Wharf, London. Its focus - people's mental and physical health. It provides group classes with amazing instructors to achieve their specific goals. There is a variety of different classes – from strength workouts to cardio and boxing. It is a new brand, which opened just before COVID-19, and it has faced some challenges, the reason is, that there are many competitors around, and covid has not helped to grow the business even further. All information regarding the business is on www.awakn.co.uk. It is necessary to have a strategy and follow it to introduce yourself as a business to the people, to get them to know about you, and to make them loyal to the company. Most of the time, people are interested, when they see something new opening, so it is a huge opportunity to show who you are, and what you do. The company has used a pestle and SWOT analysis to prepare for the internal and external challenges may face. 

As CIPD explained (2023), using Pestle analysis helps to find out the main external factors (Political, economic, sociological, technological, legal, and environmental) that impact the organization. 
Political
Covid-19 hit every company, some of the companies profited from it, and some of them had to close the business. The government has restricted gyms to remain open during this difficult time, so Awakn had to find a solution how to survive without being physically open. We came to the conclusion, that people can train from their own comfort zone, which is home, so we have provided online training. It was a win for both parties – customers and the business. We communicated with the customers to let them know, that the same type of classes will be offered during this time, so it helped to not lose our customers and keep the income to the company. You never know what the next political move will be, so you, as a company, have to be prepared for everything.
Economic
The charge for classes is a bit pricey, as the cost for one class is thirty pounds. The bigger pack you buy, the cheaper it gets per class. So, most of our clients buy a single class on their first day, and if they like it, they buy twenty, thirty, or fifty class pack, which gets as low as fifteen pounds per class. The expense to keep a business running is very high. The rent, wages, machines, and everything else cost very huge money. Unfortunately, each year the budget has to be increased, as the minimum salary is going up as well as the rent and other expenses. This is why the main focus should be on keeping our clients happy, to wanting them to return to the studio, as it will make the business successful. It is a long-run investment, as the more you invest in your team and the equipment, the better it will be for business, as workers will provide good customer service, which will lead to customers feeling special, as a family to us.
Sociological
There are a lot of social factors - everyone wants to look after themselves as they age, feel better in their own body and have a fresh mind, and always feel youthful at any age. We help to change everyone's lifestyle, from sitting all day at the desk to moving their body and feeling stronger and happier. Changing people's habits daily and assisting them to achieve their fitness goals. In this place, we do not judge people for their age, ethnicity, gender, or skin color, everyone is welcome to join and start their life-changing journey. 
Technological
Technologies are growing every day, so we must keep up with updating our system, the best way to communicate with the customers, and how to showcase our business. We have used social media to introduce new people to the classes we do, what they look like, and what to expect when you book one. Any new classes are launched, everything goes on social media and emails to let our existing customers know, so in this way, we can attract them to try something new and stick with us, we do not want to be a casual boring studio, we do our best to be different to others. We made our website easier for customers to find all the relevant information they are looking for, and the booking system is clear to everybody. All inquiries are answered as fast as possible, as we have a front house team looking after emails every day all day. The staff working hours are accessible online for every member of the team, so they can swap any shifts needed, or cover each other. The database on the software gives us information on how often every client of our exercises, what classes are more popular than others, and what would need to be replaced. All this information is recorded in the system and can be looked at any time needed, which helps to make any changes. 
Legal
There are many legal laws for health and safety, employment, and insurance the company needs to know about. Once you start the fitness company, all the employees must have first aid and health and safety training and knowledge on what to do if someone hurt themselves while training or there was a fire in the building. Our team is trained in how to handle any of these situations, and how to react in certain circumstances. This is a legal action to do when opening a fitness club. The training is given every couple of years, so the staff is always up to date with the health and safety requirements. Once the training is done, everyone receives the certificate as proof, that they have been trained.
Environmental
Everyone is concerned about the environment nowadays, and we wanted to make sure, that we do our best to keep our company environmentally friendly as much as possible, so we went paperless with the contracts between the company and the clients, they can do it digitally, it also helps to keep everything in one platform. The next step we have done is unplugging all equipment overnight, so it not only saves money for the business but also helps to save the ecosystem. All our cleaning products are eco-friendly, and recycling is introduced with a sign above each bin, so every member of the gym knows where to throw their rubbish, furthermore, our cups and straws from the protein shake bar are plastic-free. If every company tries to implement these rules, the world will become cleaner and fresher.
Porter’s 5 Forces – is based on the insight, that an organisation should generate a strategy on how to handle external risks and opportunities. It includes rivalry between existing competitors, the threat of new entrants, the power of suppliers and buyers, and substitute products and services (G.H.Th. Bruijl, 2018).
Canary Wharf is known as a business area, where people work long hours. There is a mall with many different shops open, which means, that there are more gyms with a similar concept as ours. We have high competition here between businesses. The threat of new entrants is quite low, because there are many gyms to choose from already, and nobody wants to risk conquering the bigger brands. We are glad to be open in a busy area because it means, that if we lose a couple of our clients, we will still get more people by promoting ourselves, as the power of customers is low compared to how many studios are open. Our main suppliers are technicians providing service to our machines, so once we have bought the equipment, we have a long-term relationship with the suppliers, as the contract is for many years. The equipment is expensive, so our suppliers do not want to lose us as their customers, they do their best to keep us happy, as they know, that there are many other companies providing the gear we use. So, the power of the supplier is low. Lastly, the threat of substitute products and services is high for us because some of our clients get advanced in training, and realise, that they can do it in their garden, at home. This way they save a lot of money. The biggest challenge for us is to bring something new to the studio, it can be a new type of class, new instructor, or new concept, so people feel like they cannot do the same at home. 

SWOT
Albert Humphrey introduced Swot analysis to the world in the 60s and 70s. This analysis was meant to help the CEOs to understand the internal key factors of the business. To find out what they are good at, what they are doing poorly and would need to be improved, what opportunities they have, and what threats they may face (CIPD, 2023).
	Strengths
	Weaknesses
	Opportunities
	Threats

	As a company, we provide a variety of workouts. Anyone can find what they are looking for. From intense cardio-based training to weightlifting and strength program. We have a shake bar for after class, to get the protein intake, or any snack and drink. We provide a face towel infused with essential oils after each class to cool down.
	Being new in the industry requires a lot of investment of money and time, as you have to be better than other gyms, and offer something that others do not, you have to be creative to find new ways of bringing people and keeping them loyal. The biggest weakness for us is, that most of the gyms have been open for quite a long time already, and we have to grow from the very beginning. 
	There are many opportunities to take, we can collaborate with other brands or fitness trainers to promote ourselves while letting these brands use our auditory and sell their products. Many events bring new customers to the business. The more you interact with others the more you will get known. As word of mouth is a key to success.
	The biggest threat to the company was Covid-19. People could not come to the studio and use our equipment, and we have lost some customers, as they chose free-of-charge online programs rather than paying to have a session with the trainer. There were no opportunities to sell any accessories, food, or drinks anymore, and there was no upselling after each class, as everything went online. Sales have dropped drastically.


 

[bookmark: _Toc143082910]3. CRM model review

IDIC model in CRM stands for identifying, differentiating, interacting, and customising. It was developed by Peppers and Rogers in 1995. It helps to understand what each customer is interested in and to maintain the relationship with the clients (Thomas,2020). The first stage is to understand what audience you have, and what their needs are. Second, you must differentiate which customer is more valuable and which group to focus on the most. The other part of members, who are not that profitable, need to be targeted to make them retain customers. The third is to interact with the customers by sending them weekly emails, posting on social media, and getting feedback, to see what needs to be improved. Keeping in touch with the customers with any updates and news from the company will build the relationship between the company and the client. The last step is to customise the proposal and communication to each and everyone, in this way, people's needs will be met.
This model has some strengths, such as getting to know about the people who come to the gym, what their goals are, what they like most about the organisation, and what would need to be developed to give the best experience to the clients. Also, to see who the most profitable customers are, and create a strategy for another part of clients, to make them regulars as well. To see what is stopping them to come back to the studio. 

CRM value chain helps to progress and execute CRM strategies. It was created by Francis Buttle in 2004. The main idea of this model is to understand a business's internal and external processes and apply them to your company. It can be business-to-business or business-to-customer (S. Thakur, P. Chetty, 2019). 
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There are two stages of the CRM value chain – primary and secondary. The primary stage includes customer portfolio analysis, customer intimacy, network development, value proposition development, manage the customer lifecycle. While the supporting conditions are leadership and culture, data and information technology, people, and processes (S. Thakur, P. Chetty, 2019). 
The biggest pro of this model is, that it provides the steps on how to maintain the relationship with your clients, to find their expectations of your business and meet their needs. 

[bookmark: _Toc143082911]4. Application of IDIC and CRM value chain Model to Awakn

These two chosen models are mostly relevant to the Awakn, as we are engaging with our customers daily and we need to find out what we are doing well, and what needs to be improved. The most used model is IDIC, just because we focus on identifying who our customers are and what their main goals are. There could be many reasons for people to train, whether they are trying to lose weight, get stronger, gain muscle mass, release stress, or find new friends who are interested in the same thing, especially in a banking area, where people are spending most of the day sitting at the desk and working mentally all day long, so they get a chance to move their bodies on their break, before or after work. Once we identify our customers and their desires, we then differentiate them by their goals, availability, fitness level, and their favorite type of classes. Then we follow up by interacting with them just by having a chat after class finishes, or by sending an email, it can either be a proposal of the new class, with their favorite exercises, or a trainer they follow on social media, it can be a promotion where they can bring their friend together with them if we see, that they are really shy. There are many ways to interact with the specific type of clients. Social media nowadays is very effective, the algorithms show our page to people who are interested in fitness, as our page is all about healthy living. The more views we get, the bigger the auditory it attracts. Our customers are consumers of the service and product we provide, so we always get feedback on what they expect from us. Without the change, the company will not move forward.
Sometimes we face issues, for example, people will not report to us what is on their mind, or when they do not like something on their first day in the studio they do not return. Implementing the IDIC model helps to find a way to interact with the customers, which will lead to making progress in the company.
Using the CRM value chain model helped to focus on our profitable customers, who return to the studio at least a couple of times a week. We have even made a bonus system, where every 15th class attended you get a free spot for your friend or family. By giving out a free class, they feel, that they achieved it by hard work, and it keeps them motivated. This also gives us an opportunity to invite new customers to the studio, who may become our regulars. Likewise, it helps to keep a good relationship with our suppliers as they inspect our equipment regularly to make sure, that everything is running smoothly. We also get frozen products for our shake bar as well, so having a sustainable friendship helps to get all the products on time and in good quality.
One of the drawbacks of this model is, that the main focus is on our profitable customers, so we do not pay big attention to our new clients, who might have become our loyal if we gave extra attention to them.
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This just shows how little things, such as providing wet towels at the end of the class, make them feel like valuable customers, and these people kept coming back without any hesitation. 

Artificial intelligence has become very popular and very useful to every company. It can be used in many ways. For instance, voice recognition can help to switch the machines on or off, it can recognise the command given. Awakn has used this for the studio to turn the A/C on and off, to change the music. Other, customer service. There is a digital customer agent, who can answer basic questions customers may have. There is less human interaction, a virtual person has an answer to the most common questions, and if the problem is not solved, then the client can be forwarded to the front-of-house member, who will answer any requests. Then, there is computer vision, which allows us to tag people in a picture on social media, who attended classes, that way we can interact with the clients and show the shots taken during class. One more artificial intelligence application is called, the recommendation engine, anytime someone books a class, the AI algorithms collects the data and gives recommendation on similar classes to try or accessories to buy related to the class taken. For example, boxing gloves and hand wraps when they take a boxing class. Automated stock trading has helped to keep control of our stock in the gym. Once a month a member of staff goes to check if the number of supplies matches the system. As every item is sold, the system gets updated, and if it gets too low on something, it will give a notification, that it needs to be ordered again. This saves time and money, as it does not need to be done daily by a human (IBM, 2023).

There are two well-known marketing theories I will talk about. One is called communication mix and the other 4P’s. They both are similar to each other but have some differences as well. 
Communication mix involves all ways to communicate with our customers. Starting with social media, events, or just a simple conversation at our studio (Professional Academy, 2023). Awakn has communicated with the customers in various ways – advertising what we do inside the busy shopping mall or in a car park not far from the studio where we are based. Other tools used are sending promotional emails, updates, news or just posting on social media (Instagram, Facebook). The CEO of Awakn gave an interview on how the idea of opening a gym came to his mind, what is the real meaning of the name, and where it started. The newspaper with the interview was accessed by anyone inside the shopping mall next to the businesses, where all the business people are coming on their break and reading the news of the day. This has helped to communicate with even more people and attract them to try what we offer. We had an opportunity to promote our business in a busy area by simply having trainers and salespeople stay in the middle of a busy shopping area and do some exercises, challenging others for a small prize – to try a class for free! If we see that sales are staying stable, not increasing the way we planned, we do a promotion offer, two classes for the price of one, or buy two classes and bring your friend in one of them for free. There are many different ways to promote the product or the service, you just need to consider how much it will cost the company and if it will be worth it in the long run.
Another marketing theory is termed 4P’s – product, price, place, and promotion. These are the key components in making a strategy on how to market the product or service (A. Twin, 2023).
Product – The service we provide needs to have a vision of who would need our facility. There is a purpose for each class we do. We noticed that there were people with some disability and injuries who could not do some type of movement, we adjusted training just for them, so they feel included in the community, and there were mobility and low-impact classes to take as well to recover from the pain they have. On the other hand, we have fast-paced and high-intensity classes, like boxing, and running. We make every person count. 
Price – It has to be value for the money. Needs to be adapted to the area we are established and to make sure, that the price is not too low, the company can still make a profit at the end of the year.  The price we offer is compared with other similar companies around us. 
Place – The place Awakn is founded, is surrounded by wealthy, high-income workers. The area itself is very busy, as it is mostly banks and offices around. People spend a lot of time here, from work to activities and relaxation. 
Promotion – There are many different ways to promote a product or service, we do it occasionally to get people's attention. We promote ourselves mostly on social media, advertising the brand on a screen inside the shopping mall, promotional classes, and DJ during the class every Friday evening. 
[bookmark: _Toc143082912]5. Recommendation

Every company needs to find what is the best model to use, for us using IDIC helped to identify what customers we have, who are interested in us, and how to keep them coming. It helped to keep a good relationship with our clients, and they recommended us to their friends and family. We will keep using this model in the future to grow a community and open more branches around the world, to help as many people live their best life and feel happy in their bodies.

[bookmark: _Toc143082913]6. Conclusion

There are many techniques to be used to help businesses grow. Awakn, being a fitness company, has absorbed what needs to be done to be a profitable business. We used pestle analysis to learn more about what political challenges we may face, what economic moves we need to make to keep up with the earning, how to socialise with the people, to be known, and get the word spread about the business. To see if we use the right technologies, are we up to date, or need an upgrade. The most important is, that we follow all legal requirements, otherwise the business might be shut down. Finally, we need to make sure, that we do everything in our power to save the planet, by looking after the environment. Every little thing can make a big difference. After using a pestle, we have analysed our strengths, weaknesses, opportunities, and threats. We can change our weaknesses to make them strengths, and threats to opportunities. IDIC was the most valuable model to us, as it gives the biggest information on what our steps should be. A combination of all these techniques will help to build the organisation of your dreams.
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