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[bookmark: _Toc87055273]Executive Summary: 
In this report the strategic management report will be produced so as to discover new ways for delivering innovative customer care for ensuring resilience and sustainable competitive advance due to pandemic. Through this report the factors that affect the customers of KFC will be identified whether positively or negatively and on that basis the hyper-personalized solutions will be determined. 
[bookmark: _Toc87055274]Introduction: 
Due to Covid 19 pandemic the life of the people was at threat and that had led to further effect on the economy of the countries around the globe. As in the Pandemic time not only the life was in danger but also the income of the people was either reduced or they become jobless (Courtmanche, 2020). For the restaurant industry the business was affected due to the social distancing regulations under the lock down condition. Due to this reason there is a sudden onset of energy and for that there is requirement of strategic management. For this the strategic analysis will be performed for the organization KFC.  KFC or Kentucky Fried Chicken is the fast food brand that belongs to the Parkson retail group. The company provides the facility of dine in services and by conducting internal and the external environment analysis the factors can be identified that are affecting the customers satisfaction and based on that analysis the strategic options will be evaluated for personalized customer care. 
[bookmark: _Toc87055275]Main findings: 
[bookmark: _Toc87055276]Analysis of Survey results of previous research: 
Through the analysis of the primary research conducted by Pandey, Rao and Huang Kee, 2021 conducted over 115 respondents aged between 20-29 years old by utilizing Google forms for identifying factors affecting customer satisfaction regarding the products and services produced by KFC it was found that all the respondents of that survey are aware of the brand KFC and largely due to the sales promotions of the brand and variety of media are used for this promotions including promotion over social media like Facebook, Twitter etc (Ahmed & Zahid, 2014). These sales promotions are the major reason of the growth of the brand over its competitors. Through that survey it was also found that the customers like the crispiness of the fried chicken and due to which the customers like the fried chicken of KFC as compared to other brands and the taste of the food is also a lot tastier as compared to that of the competitors' and the other factor that satisfies the customers is the portion size that is available to them that fills their hunger. The concern of the customers is regarding the safety of the products during the time of pandemic and the spread of the disease also the customers are concerned regarding the healthier food options that are not available in the menu (Lim et al., 2019). As per this survey the customers are also satisfied towards the services offered at the KFC restaurants as the attitude of the staff remains positive and the managers at the stores are active in dealing with any condition (Basnayake & Hassan, 2015). The factor that affects the performance of the brand regarding the services offered is the efficiency of the delivery options over the KFC application as the food is delivered to the location of the customer after a long waiting time. When this waiting time will be reduced the customer satisfaction can be achieved as in the time of pandemic and even post pandemic the customers ordering online will increase and to manage the satisfaction of the customers it is necessary that the food is delivered to the customers in required time limit and there will be no delay in the services (Polas, Rahman, Miah & Hayash, 2018). Lastly, all the participants of the survey are strongly satisfied with the cleanliness at the KFC restaurants as the food is served in clean conditions and the price of the food is reasonable (Kanyan et al., 2016; Sheraj, 2017). In that survey there were various suggestions of the customers as well and as per which by enhancing the size of the chickens and portion of food and by providing customers with special offers customer satisfaction can be achieved. Also, as per the suggestion the company also needs to introduce new healthier options in the menu with lowered prices. Lastly the food delivery area should be extended that is limited to only certain cities and the deliveries should be done as per the Covid protocols so that there can be least contact between the delivery person and the customers.   
[bookmark: _Toc87055277]SWOT analysis
[bookmark: _Toc87055278]Strengths: The major strength of this brand is that the presence of the brand and the restaurants is there around the globe as in the year 2015 the numbers of restaurants of KFC were around 15,000 and in the Asia continent the spread of this brand is very fast. The major customer base of this brand in Asia is contributed by China which contributes around 50% of the customer base of KFC but the growth of the company in china is slowed down. There are around 5000 restaurants in more than 1100 cities of China.The company is having extensive restaurant chains of around 22621 in around 150 countries and this makes the global presence of the company more efficient. The menu of KFC is diverse including both non vegetarian food options and non vegetarian food options but this availability of vegetarian option is available in India only. It is also the strength of the company that the net worth of the company is around 8.3 billion as per the valuation by Forbes and that puts KFC to the 96th position in terms of valuation. This indicates that KFC is the leading brand in the fast food business. The company is having strength of its secret of recopies for its production of delicious food items and the recipe is not revealed in public. The company is having a large share of its loyal customers that prefer the crunchy fried chicken of KFC.
[bookmark: _Toc87055279]Weaknesses: The weakness of the brand is that it is popular for its fried chicken and fried food items and this is an unhealthy diet. In the current time people are more aware towards their health and prefer the diet options that are healthy and the food options in which less calories and fats is involved (Jurevicius, 2013).  The weakness of the company is that due to the closure of many restaurants across the world there is permanent loss to the company and the disruption of supply chain during the time of pandemic has enhanced the condition. During the pandemic there huge impact on the business of this Yum brand and the impact is so severe that the company had to temporarily shut down around 33% of its restaurants in the world (Sheffi, 2020). The major reason for this is that the operations of the company were affected due to the loss of sales and that impacted the production also and to manage this difference in the supply chain the restaurants of the company were temporarily closed. The sales of the company were reduced by 50% in the time of pandemic and this is a huge rate of the decrease of sales of any global brand. The major effect was due to the disruption of supply chain of the company during the time of pandemic and not only that the distribution channel was also affected. Before the time of pandemic due to globalization the company could easily attain huge sales around the world but in the time of pandemic governments across the globe put stringent control measures due to reduce transportation and the supply of materials from one country to the other and this way the globalization was affected and the supply chain was disrupted. The other weakness is that the company is famous for its dine-in service and due to the lockdown condition and strict social distances measures the customers could not visit the restaurants and give orders. 
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(Figure 1: KFC consumption rate in Covid 19 pandemic)
As shown in the figure above the sales of food retail is decreasing and has decreased globally around the world and is at the level of 2008 financial crisis in the year 2020. This decline in the sales was due to the fact that the financial confidence of the customers was low in the lockdown condition due to job losses and financial instability and to deal with the financial insecurity most of the customers around the world tried to save money in deposits than to spend over fast food. The other reason is that in the dine-in service there can be close contact between people and that can give rise of spread of infection and there can be mismanagement in the quality and food safety standards at the franchise restaurants and this condition can be improved only by ensuring better quality of products and services under hygenic conditions.
[image: ]
(Figure 2: Behavior of customers under Covid 19 pandemic)
As shown in the figure on the basis of the survey conducted by Institute of sociology on investigation of social mentality during the time of pandemic, it was found that in that time people were worried and were in panic condition. 
[bookmark: _Toc87055280]Opportunities: The weakness of unhealthy food options in the menu can be overcome by diversifying the menu options that include healthier options that have low calories and fats. This way customer satisfaction can be achieved regarding the food that is produced. The company has started to include the vegan options in the menu that is a remarkable step but there is an opportunity of adding tastier vegetarian options in the menu so that meat lovers can also switch to the vegetarian options. The customers need better quality of products and services at an affordable rate so the company needs to offer the products at affordable rates and with suitable discount offers. The company can also include low calorie food options for the customers that need health friendly diet. The company also has opportunity in expanding in market of India and China so that larger customer base can be obtained.
[bookmark: _Toc87055281]Threats: There is scarcity of resources during the time of pandemic and due to which the cost of the operations of the company increased and the cost of raw materials also increased but the overall sale of the company decreased. This posed huge toll on the company's pricing strategy as the competitors also pose threat in the market when prices are increased. The cost incurred on the raw materials and labor pose larger threat to the brand and the other threat are posed due to high competition in the market due to presence of similar brands. The major competitors of this brand are McDonalds, Burger King, Pizza Hut and Dominos. To manage the threats the brand has modified the taste of the food items that suit the local taste to satisfy the needs of the customers.
[bookmark: _Toc87055282]PESTEL analysis: 
[bookmark: _Toc87055283]Political: As KFC is the global brand so the actions and the policies of the governments around the world affects the operations of the company. The governments across the world are concerned about the health of their people so various regulations are put forward that can affect the sales of the company like the legislation of lockdown which affected the company majorly in the pandemic condition (Husna et al., 2020). Also, in the past various regulations were put forward by governments across the world on the diet controls and as the brand are famous for the fried food items this regulation can affect the sales and operations of the brand. KFC operations were also affected due to the political disputes like when KFC fried chicken was referred by the politician in argument to call someone chicken and the logo was also indicated without the permission of the brand and this could hamper the image of the brand. So, to safeguard that the company jumped into the argument and this led to political dispute (Husna et al., 2020; Asdullah, Rehman & Ahmad, 2015). 
[bookmark: _Toc87055284]Economical: Due to the pandemic condition there is a global recession as due to the lockdown condition from months the restaurant industry is affected. The other reasons due to which the company is economically affected are that the operations of the company in China are struggling due to less response in the market and due to rivalry between USA and China over the Covid 19 pandemic. Lastly the customers in the current time are sensitive towards healthy diet options and the brand has name of "fried chicken" and the customers in the market are becoming health conscious as the brand name develops the feeling of unhealthy food items in the mind of customers and to manage that the brand has included various vegan food items in the menu to attract the customers who prefer healthy and vegetarian diet. For managing the changing preference of the customers towards the healthier diet options and to stay in the competitive market the company is utilizing pricing strategy by which the products of the company are available at a reasonable price and for that optional and mixed pricing strategy is followed. As per the optional pricing strategy the food items are offered at the similar price and the customers can choose any item by option and as per the mix pricing strategy the customers can choose from a variety of options to put in the combos. Through the optional pricing strategy customer satisfaction can be achieved as variety of food products can be ordered by the customers and that can help the company in increasing the sales. These strategies are necessary for the company for staying relevant in the market due to the emergence of many rivals (Samnani, 2014).
[bookmark: _Toc87055285]Social: The cultural beliefs affects the company as the company has to modularize the menu based on the beliefs of the general population like in India beef is not served in the menu and in the Muslim majority countries halal food is offered. There are various other social factors that affect the brand image like KFC has been accused in the past of offering low wages to the employees and is accused of involved in animal abuse as the animals are caged in little cages where they are not able to even move and also it is found in studies that the company feed steroids to the chickens so that the growth of the chicken can be enhanced. Due to these reasons there are various organizations like PETA that boycotted the restaurants of KFC till such practices are not abandoned by the organization. Lastly the trend among the people of shifting towards the healthy diet options has also affected the operations of the organization as people believe that fast foods are responsible for their obesity and issues in health and due to this reason fast food is called as junk food. For managing the changing food priority of the customers towards the healthier options the company is selling fresh and food that is preservative free so that the acceptance of the customers towards the food of the brand can be enhanced.
[bookmark: _Toc87055286]Technological: The company is able to adapt to the latest technologies in the market so that the operations can be improved as the company is using the voice activated tests so that the training of the staff can be improved and this is essential during the time of pandemic due to work from home conditions. The company is also utilizing social media so that the brand awareness over the changes that are done in the operations and management of the safety and sanitation as per the Covid 19 protocols can be communication. Also, social media is utilized for taking any complaints of the customers and staff regarding the policies of the company and the products and services offered. The company is also using advanced platforms like Kiosks so that ordering process can be made quick and the payment and delivery of the food items can be made much more effective. As per the recent survey around 98% of the restaurants of the company are using click and collect tool by which profitability of the company can be increased. 
[bookmark: _Toc87055287]Environmental: Among the majority of the population around the world environment protection is the major concern and for that it is duty of the company to utilize sustainable option by the reduction of carbon emission in the form of waste disposal. For attaining sustainable growth the brand is utilizing the use of paper over plastic so that the waste produced can be recycled and through this way the company is able to reduce the waste produced by about 14000 tons. The company has also partnered with Tidy planets for the creation of CHiP that is the cogeneration project and this way the used cooking oil can be used for the generation of electricity and this way carbon emission can be further reduced by around 4000 tons per year. 
[bookmark: _Toc87055288]Legal: There are more than 150 countries around the world in which the company is operating and due to this reason the company needs to follow the legal guidelines and law of that country and also needs to follow the health and safety standards as per the government regulations which are more strict in the time of pandemic. In the past the company had to face fines and penalties due to unhygienic food preparations like when cockroach was found in takeaway boxes in Britain and this is very harmful for the reputation of the company and in the post pandemic time the company has to maintain and regulate the hygenic conditions of food preparation across all the branches of the restaurants (Vrontis & Pavlou, 2008).
[bookmark: _Toc87055289]Major Success factors: 
1. Products: The factor that affects the most to the customers of KFC is the quality of food that is measured by the taste, variety of the food items in the menu that also involves the healthier food options and the freshness of the food. If the quality of the food offered is high then the customer satisfaction can be achieved (Zhong & Moon, 2020; Phan & Nguyen, 2016). To enhancing customer satisfaction over the products produced by the brand the company displays halal logo that suits the religious healthy lifestyle of the Muslim customers of the company (Md.Sawari, Ghazal, Ibrahim & Mustapha, 2015). 
2. Services offered: The Company maintains the quality of the service at its restaurants that also enhances the satisfaction of the customers based on responsiveness, reliability, assurance, empathy and tangibles (Shaed, Zulkefi, Ngali and Rahmat, 2017). This way the customer service also affects the satisfaction of the customers (Jaini, Ahmat and Zaid, 2015). To enhance this company invested on the training of the employees so that staff will be able to learn handling latest technologies so that advanced food delivery options can be managed by the staff (Leonard & Delacey, 2002). 
3. Use of latest technologies: The company is improving on the digital solutions to solve the complex problems of the customers so that the customer satisfaction can be achieved like Amazon Echo is used for providing voice training to the staff and this is essential for training the staff all over the world under the lockdown condition as through the interactive videos and virtual solution the employees can be trained. The employees are also able to learn effective through the use of contests and quizzes that are organized by the company like Yammer is used for real time communication between the restaurants and this way the suggestions can be provided to improve the operations at the particular store. The company is also making use of the advanced technologies like advanced delivery applications by which the customers are able to place orders from any location and by using a variety of payment options including cash, debit card, credit card etc.(Gupta, 2019). This way the food ordering process can be digitalized but the food delivery still takes a lot of time. There is also the option of self collect for the customers from the closest location of KFC restaurant and this way the food delivery option can be fast as the customer can save time in standing in long queues and this can save a lot of time of customers. The company also makes use of technology by collecting data from the customers to identify their satisfaction over the products and services produced by the company and this way the company will be able to improve on its operations (Hemmatfar, Salehi & Bayat, 2010).
[bookmark: _Toc87055290]Conclusions: 
Through this conclusion the major factors of concerns to the customers and the major success factors of the organization can be concluded and it can be the basis of the recommendation over an effective strategic solution for the organization. 
[bookmark: _Toc87055291]Major concern factors: 
1. Improvement required in customer service: The quality of the products produced and the services delivered pose huge impact on the satisfaction level of the customers. The major product that is produced by this brand is fried chicken and the effective customer service. For attaining the customer satisfaction it is necessary that the products and the services are improved. The services that are provided at KFC are not only limited to taking orders, processing payments, but are extended to treating customers will respect by greeting the customers and to maintain hygenic conditions in food preparation and delivery. KFC has restaurants all over the world so it is necessary that the customer service that is provided that the stores around the world should be homogenous as per the protocol of the company and for that intensive training is provided to the staff (Puleka & Kakade, 2018). After the pandemic condition it is necessary that the staff is trained over maintaining the sanitation and hygiene at the restaurants as per the Covid 19 protocols and maintaining social distancing conditions in the store by not letting the customers stand in a queue to take orders and letting customers order via the online facility. This way the order processing and payments can be faster and the customers can be provided quick services. 
2. Ineffective food delivery options: Currently the drive thru facility is provided at only some of the restaurants of KFC but it is necessary that this facility is available at all the restaurants of KFC. Also, the delivery process of the company is very time consuming which leads to dissatisfaction among the customers and the delivery is required to be based on the current Covid protocols so that the contact between the delivery person and the customers can be reduced and sanitary conditions should be followed from food preparation to food delivery. Through this way the social distancing measures can be followed with enhance customer satisfaction and their worries regarding the hygiene and sanitation can be resolved. 
3. Improvement in quality and safety of food: The target customers of the company are the people who love chicken and meat products and this is the factor that has contributed to the success of the brand. For achieving customer satisfaction on the products that are produced by the company it is necessary that the food that is produced is fresh, hygenic and should be of high quality as this way the customers can enjoy the taste of food along with assurance of hygiene. While the preparation of food it is ensured that only non hydrogenated palm oil is used and the food has to be prepared as per the sanitation guidelines of WHO. While the production of food at the across the countries different menu is maintained by the brand so that the local requirements of the customers are fulfilled like the restaurants in Malaysia and Indonesia have halal food in the menu and in the restaurant chains in India beef products are not served. This way the local needs of the customers are served and enhanced customer satisfaction is achieved (Hilman, Ghani & Hanaysha, 2015). The safety of the food needs to be ensured by preparing the food under the hygenic conditions and the staff should be trained in preparing food under proper hygenic conditions. 
4. Improvement in the availability of healthy food options: As per the changing trend among the customers over the choice of food it is identified that the customers all over the world are concerned over the availability of healthier food options. Although the customers like the taste of the food produced by the brand but the current trend is that people focus more over the health than the taste and if the company will not integrate the healthy food options in the menu then it can lead to the loss of the sales of the company and entrance of competitors that can very detrimental to the sales of the company. 
5. Improvement in pricing strategy: The Company needs to provide the healthier options in the menu and also vegetarian options at reduced prices so as to attract the customers who require healthier options and need to provide various discounts, so that the young population can be attracted.
[bookmark: _Toc87055292]Recommendation: 
Mapping of the changes that are required: The change should be relate to the right stakeholders and the changes have to mapped based on the effect that is produced over the customers and for that the right interventions have to be provided in the system like role modeling and capability development. The changes that are required in the organization are the inclusion of healthier options in the menu and the improvement in the customer services that ranges from dealing with the customers and maintenence of sanitation from food preparation to delivery. Also, the restaurant staff and delivery staff should be appropriately hired so that there will be no lag in the delivery of services with quality as per the Covid protocols. The restaurant staff needs to stress on the sanitation of the restaurants all over the world by closely monitoring the hygiene condition at the restaurants and if the company starts the delivery service then it has to be made sure that the delivery person is following all the sanitary and hygenic protocols while delivering the food products like wearing face mask, gloves or face shields etc. This way the company will be able to regain the confidence of the customers over the brand in maintaining hygenic conditions as per the Covid 19 protocols. After the pandemic condition when the lockdown is lifted the restaurants are opened but it is essential that the opening of the restaurants is well prepared and well regulated so that the sanitation and hygiene at the restaurants can be maintained. Not only maintaining the sanitation at the restaurants is important but it is also essential that even after the pandemic condition the social distancing at the restaurants is followed by maintaining at least 1 meter distance between the seats and providing the hand sanitizers at every seat so that the sanitation of the customers can be ensured. Further processes that can be done are placing air cleaners in the restaurants and this way the air from the outside can be cleaned in entering the restaurants and the restaurants can be maintained as the safe place for the customers (Lu, 2020). The delivery of the products also should be done in such a way that the customer will be satisfied through the services and for that the delivery staff need to maintain utmost sanitation from collection of food till the delivery of food and while doing so the healthy report of the delivery staff should be maintained and the food has to be delivered without getting in contact with the customers. This way the quality services can be provided to the customers. 
Implementation of the Omnichannel strategy: By this way the customer experience can be tracked and solutions can be implemented by the designing of the channel that matters to the customers. It is essential to shape the experience of the customers at every point through personalization and empathy. This level of personalization can be attained by interacting with the customers over digital channels using care-of-one approach. For this the company needs to know its customers based on their behaviors and attitudes and which shows that the customers want healthier food options and efficient food delivery service from the company and various more factors can be identified by engaging with the customers over variety of channels and technologies like making use of data analytics for the identifications of the issues that are faced by the customers and how the issues can be resolved. The company also needs to implement technologies along the entire customer journey so that the customer care can be better aligned and decisions can be taken in real time. The company also needs to maintain an effective process of feedback by which the customers will be able to provide details of the services and the products that are not delivered as per the expectations of the customer and these feedbacks are beneficial for the company as this way the products and services can be improved and marketing can be done as per the trend followed among the customers. Company is also required to make use of various channels so that the life time value of the customers can be improved and the experience of the customers can be enhanced. Lastly it is necessary that right talent is hired in the company and to retain the necessary skills in the staff it is necessary that the staff is trained using modern tools based on the different learning styles of the employees. When the staff will be trainee the staff will be able to solve the issues of the customers before the issue actually arise called as while glove treatment and the organization needs to develop itself as the customer focused organization by integrating advanced customer relationship management throughout the journey of the customers. While the training of the employees the company needs to ensure that the formal coaching program is introduced based on the skills of the individual and the employees that are present in the organization need to be provided with more skills as required in the current scenario and the effectiveness of the training has to be judged based on the assessment reports.
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Figure 2. Consumption growth rate is dropping after the outbreak of Covid-19 pandemic
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Figure 3. Investigation on social mentality during the pandemic





