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[bookmark: _Toc132075949]Executive Summary

This report is made to primally focuses on the importance of quality processes and customer relationship management (CRM) for General Motors (GM). The report first starts with a proper introduction to the company, then it is followed by an analysis of internal and external factors that particularly influence GM's quality system, including a SWOT for internal and PESTLE for external analysis. The report also reviews three CRM models, which are the IDIC model, the QCI model, and finally, the Analytical CRM model. The IDIC model has been applied to GM shown in this report, with recommendations for how the company can improve its customer relationships. Additionally, the report also analyses and applies the 7P marketing theory and communication mix to GM's marketing strategy.
Furthermore, The analysis in this report shows that internal factors such as management and employee commitment to quality, as well as external factors such as regulatory changes and market competition, all combined had a hugely significant impact on GM's quality system. The report then recommends that the company adopt the IDIC model so that it can improve its customer relationships with its customers by identifying their needs and wants, differentiating its offerings, interacting with customers, and finally, customizing its offerings. Furthermore, the report also provides some recommends that GM improve its marketing strategy by using the 7P marketing theory and communication mix to better communicate with customers and build brand loyalty.
Lastly, this report showcases the very importance of quality processes and CRM for GM's success in a competitive automobile market. By simply adopting the IDIC model and improving its marketing strategy, the company can further improve its customer service and build brand loyalty, as well as maintain its position as a leading automotive company.
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[bookmark: _Toc132075951]Importance of Quality Processes and Customer Relationship Management

Quality processes are the structured approach that organizations, businesses, and companies use to make sure that their products or services are always meet or exceed customer requirements and expectations as well as up to standards with their brand image. Quality processes do include activities such as quality planning, quality control, quality assurance, and continuous improvement. These processes help organizations by identifying and eliminating defects or problems in products, improving efficiency and effectiveness using raw materials, and finally delivering high-quality products or services to customers. There are several types of quality processes in management, such as  Total Quality Management (TQM) (Talha, 2004), Six Sigma, Lean Manufacturing, Continuous Improvement, Kaizen, ISO 9000, and Statistical Process Control (SPC).
Customer Relationship Management (CRM) is a business strategy that primally focuses on building and maintaining long-lasting relationships with customers to build trust and loyalty (‌Rababah, et al., 2011). CRM primally involves managing all communications with customers across several factors, such as sales, marketing, and customer service. The primary goal of CRM is not only to deepen customer relationships but also to increase customer trust and loyalty, as well as continue business (‌Rababah, et al., 2011). CRM also involves using its customer data and insights to personalize their interaction methods more effectively, secondly identify customer needs and preferences, and finally provide a superior customer experience. Another thing CRM can do is supported various tools and software, such as customer databases, marketing automation software, and customer service software. There are several types of CRM in management, including Operational CRM, Analytical CRM, Collaborative CRM, and Strategic CRM the list goes on (Bull, 2003).
Quality processes and customer relationship management are critical components for any business that wants to succeed in today's competitive market, these 2 essential for any business to survive in this day and age of business. Quality processes ensure that a company's products and services meet or exceed customer expectations, leading to customer satisfaction, trust, and loyalty. Effective customer relationship management (CRM) allows a company to build and maintain long-term relationships with its customers, resulting in increased customer loyalty, repeat business, and positive word-of-mouth recommendations.
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This report will provide a properly discussed outlines of the importance of quality processes and customer relationship management (CRM) for a company like General Motors (GM). The report will further analyze the internal factors, such as including management commitment to employees, employee training, and production processes which influence GM's quality system, as well as external factors such as regulatory changes and market competition. The report reviews three CRM models and recommends the adoption of the IDIC model for GM to improve customer relationships. Additionally, the report applies the 7P marketing theory and communication mix to GM's marketing strategy. The report concludes with recommendations for GM to enhance its quality processes, and marketing strategy and adopt the IDIC model for CRM to maintain its competitive edge in the automotive industry.

[bookmark: _Toc132075953]Company Introduction 

General Motors is an American multinational corporation headquartered in Detroit, Michigan. The company was founded in 1908 by William C. Durant and Charles Stewart Mott. it is one of the largest automakers in the world, with brands including Chevrolet, Buick, GMC, and Cadillac. GM has other brands such as Oldsmobile, Pontiac, Saturn, and Hummer. In the early years, GM pioneered the concept of the automobile assembly line and mass production techniques, which led to increased efficiency and reduced costs (Gm.com, 2022).
In the 1950s, GM was involved in the development of the first commercial jet engine, the Allison J33. During the Second World War also known as World War 2, GM was one of the major suppliers of military equipment for the Allied forces, producing tanks, aircraft engines, and other products related to the military (Baime, 2020). However, In the 1960s and 1970s, the company faced criticism for its role in the development of the General Motors streetcar conspiracy, which involved the dismantling of public transit systems in several American cities (Gm.com, 2022).
In the mid-20th century, GM dominated the American automotive industry, producing iconic models such as the Chevrolet Corvette and the Cadillac Eldorado. However, in the 1970s and 1980s, GM faced tough competition from foreign automakers, particularly from Japan, and struggled financially. In the 2000s, GM went through a period of restructuring, including bankruptcy and a government bailout in 2009 (Bigman, 2022). Since then, GM has worked to revitalize its brands and innovate with new technologies such as electric and autonomous vehicles (Gm.com, 2022).
One of GM's primary challenges in developing good customer relationship management (CRM) is the complexity of its operations and the diverse needs of its customers. The company's global reach and extensive product offerings make it difficult to maintain a consistent level of customer engagement and satisfaction across all markets and segments.
in its recent sales performance Evidence of GM's CRM problem could be seen. As In 2020, GM's total vehicle sales in the United States was declined by 11.8% compared to the previous year (gmauthority.com, 2016), while its competitors, such as Toyota and Hyundai, and other automobile companies, experienced only a few percentages of decline or even growth in sales. This suggests that GM might be struggling to effectively engage with its customers in marketing and communication and meet their evolving needs.

[bookmark: _Toc132075954]Internal Factors that Influence the Quality System
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Strengths: One of the major strengths that  General Motors has is that they have a well-established brand image with a long history, which is recognized globally for its vehicles, mainly in America. The cars produced by Gm are well-recognized by the public. The company has also produced a large and wide range of vehicles, including cars, trucks, and SUVs, which cater to different segments of the market. This allows the company to own market share of different segments of the market. In America, it is a top 5 car manufacturer. General Motors invests heavily in research and development, which has resulted in innovative and advanced technology for its vehicles. This allows the company to innovate new technology for the cars, and understand what the public wants. While it has a large market in the US, General Motors also has a strong global presence, with manufacturing facilities in various countries, which helps it to cater to different markets (Statista, 2022). General Motors has a strong financial position, with consistent profitability and a solid balance sheet.
Weaknesses: While it is true the company has a global presence, General Motors is heavily dependent on the North American market, which accounts for a significant portion of its revenue. And the market is becoming more competitive day by day as car manufacturers such as Tesla, Toyota, and others are gaining more market share in the US auto market (Marklines.com, 2023). General Motors has a high-cost structure, which makes it less competitive than some of its rivals in terms of pricing. High-cost structure leads to a higher price for cars, if increased customers look for an alternative but if not increased the company makes losses. General Motors has faced some negative publicity in the past due to product recalls and safety concerns, which has affected its brand perception. Currently, the newer generations prefer EVs which are Eltectri Vehacile run on electricity, General Motors has been slower to adopt electric vehicles compared to some of its competitors. Such as Tesla.
Opportunities: In modern times people want to purchase more eco-friendly products and The increasing demand for electric vehicles presents a significant opportunity for General Motors to expand its product portfolio and gain market share. EVs are the future of automobiles and it is the perfect opportunity for GM. General Motors can expand its presence in emerging markets, where there is a growing demand for automobiles. There are many countries where GM can sell their cars to meet the market demand. General Motors can capitalize on the growing interest in autonomous vehicles by investing in research and development. There is a growing demand for automated cards that run on AI, GM can invest in such technology to stay ahead of the competition. General Motors can explore partnerships with other companies in the automotive industry, as well as with companies in other industries, to leverage new technologies and gain a competitive advantage.
Threats: General Motors faces intense competition from other established automakers, as well as new entrants in the market. Since 1960 General Motors has faced much competition from overseas and domestically. One of the major overseas competitors was Toyota and Tesla is steadily becoming a large competition for General Motors in the domestic market. General Motors' revenue and profitability are sensitive to economic downturns, after the COVID-19 pandemic the company saw a huge loss in profits. The company saw a downward in sales as people were indoors and they had no need for automobiles. Changes in government regulations, such as emission standards and safety regulations, can have a significant impact on General Motors' operations. The company also has to follow any environmental regulations.
Motors Are also vulnerable to supply chain disruptions, such as those caused by natural disasters, which can affect production and sales. When  COVID-19 Pandemic was happening the company has faced a severe supply chain problem. Which has a created huge effect on the company's overall structure in the supply chain.
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PESTEL analysis of General Motors:
1. Political Factors: like every other business General Motors is affected by political factors, such as, government regulations, trade policies, and political instability in different countries. For instance, if the US government creates policies on taxation, labor laws, and environmental regulations this will affect General Motors' operations either positively or negatively based on the regulation. Additionally, the company's operations in different countries will be affected by political instability, corruption, or even just simple government regulations (Sec.gov, 2016). 
2. Economic Factors: The automotive industry is highly dependent on the economic conditions of different countries such as China and the USA. This includes factors such as economic growth, inflation rates, exchange rates, and interest rates which all of which have a significant impact on General Motors' operations. Economic downturns can lead to reduced demand for cars, lower sales, and reduced profits for the company, during covid-19 the company saw a huge downturn in profit and sales, as well as growth. The company also had to adapt when there was a tariff or embargo on raw materials and find alternative sources during us China trade war ‌(Bathla, et al., 2022).
3. Social Factors: factors such as ever-changing consumer preferences, trends, and lifestyle changes all can affect General Motors' operations. For example, currently, the demand for electric cars and hybrid cars has increased due to growing concerns over environmental issues. Not only that but, changing consumer preferences towards SUVs and pickup trucks have also affected General Motors' operations.
4. Technological Factors: Technological advancements have had a significant impact and will always continue to have an important impact on the automotive industry. General Motors invests heavily in research and development (R&D) to stay ahead of the competition like Tesla and Toyota. other Factors such as the development of, electric cars, and artificial intelligence have transformed the automotive industry as well ‌(Bathla, et al., 2022).
5. Environmental Factors: Environmental factors incles factors such as climate change and carbon emissions as they are a growing concern for General Motors (Sec.gov, 2016). The company has made significant efforts since 2010 to reduce its carbon footprint by developing and investing in electric cars and investing in renewable energy sources.
6. Legal Factors: Legal factors are factors that involve factors such as intellectual property laws, product liability, and consumer protection regulations that affect General Motors' operations (Sec.gov, 2016). For instance, the company has faced legal challenges related to product defects and recalls in the past ‌(Bathla, et al., 2022).
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The IDIC CRM model is a model for managing customer relationships that prioritizes personalized interactions and customer-focused strategies. The acronym stands for: Identity, Differentiate, Interact, and Customize (Freedman, 2022). The four stages of the model are interrelated and ongoing, meaning that the process of identifying, differentiating, interacting, and finally, customizing is a continuous cycle. The model can be applied to a wide range of industries and businesses, from small startups to large corporations (Buttle, 2008). 
The first step is to identify customers by Collecting data on customers and their preferences. Collecting data and information on customers help to pinpoint what a particular customer whats or a segment or demographic of customers wants, for example, the new generation prefers eco-friendly. The second step is to Differentiate customers based on behaviors, needs, and other characteristics Using the information gather now Build and maintain relationships through personalized communication and interactions (Freedman, 2022). Finally, using the data and information gather the company can then create Tailoring products, services, and experiences to meet individual customer needs and preferences (Buttle, 2008).

[bookmark: _Toc132075960]QCI Model

The QCI CRM model is a customer relationship management (CRM) model that aims to improve customer satisfaction, retention, and loyalty through personalized interactions and experiences. QCI stands for Quality, Cost, and Innovation, which are the three key factors that drive customer satisfaction and loyalty (Freedman, 2021).
Quality refers to the factors by which the organization meets or exceeds customer expectations. It prioritizes product and service quality, as well as the quality of interactions between the organization and its customers. Organizations that prioritize quality in their CRM practices focus on building strong relationships with their customers by understanding their needs and providing excellent customer service (Thakur, 2019).
Cost refers to the expenses associated with CRM practices. These include the cost of acquiring and retaining customers, as well as the cost of implementing and maintaining CRM systems (Thakur, 2019). Businesses and  Organizations that heavily prioritize cost in their practices focus on minimizing their expenses while still delivering high-quality customer service all the time.
Interaction refers to the way in which the organization communicates with its customers. This includes methods of channels of communication such as email, phone, and social media like Facebook, Twitter, Tiktok, and the tone and style of communication (Thakur, 2019). Organizations and businesses that heavily prioritize interaction in their Interaction practices focus on building their own personalized two-way communication with their customers to build and maintain long-lasting relationships and create trust and loyalty among the customers toward the organization for a long time.
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Analytical CRM also known as Customer Relationship Management is a data-driven methodological approach to interactions and relationships with the company, with the primary goal of improving keeping and managing customer customer relationships and keeping customer loyalty, satisfaction, and profitability (CRM.org, 2018). This  CRM Model involves analyzing and discussing customer data and behavior to properly understand and gain insights into customer needs and wants, preferences, and their behavior, and uses those data to develop strategies to improve customer relationships to maintain a good relationship with customers. This helps to create a stronger bond between the 2 sides customers and the organizations. The model has three stages: which are data collection, afterward is data analysis, and finally its decision-making (CRM.org, 2018). Data collection is related to gathering customer data from various sources, such as customer profiles, purchase history, website interactions, and social media activity. The second stage Data analysis is using analytical tools and software to extract insights from the customer data, such as identifying patterns of purchase and choice, trends, and correlations. Decision-making is using those insights that have been gained from the data analysis to make strategic decisions about how to improve their customer relationships and create and maintain a long-lasting trust between the two, this includes tactics such as targeting specific customer segments with their own personalized marketing messages, improving customer service by delivering fast and effective services, or just develop a new products and services. using this CRM Model, companies and organizations can gain a proper, in-depth, and a  better understanding of their customers, identify opportunities to improve their customer satisfaction, and ultimately drive revenue growth and profitability (CRM.org, 2018).
[bookmark: _Toc132075962]The IDIC model for GM

.Here's how the IDIC model can be applied to General Motors' CRM problem:
1. Identify:  first is To identify their customers, without identifying it is impossible to fix CRM problems altogetherert. In this case, General Motors could simply gather data from various sources such as social media platforms like Facebook and Twitter, online surveys conducted through their own websites, customer feedback forms, and sales reports. For example, they can analyze their sales reports to identify which models of vehicles they sell are most popular among different customer segments. this Customer feedback could also provide valuable insights into customer preferences and needs based on demographic.
2. Differentiate:  the second stage is To differentiate their customers, General Motors can simply just segment their customers based on their demographic, psychographic, and behavioral characteristics. For example, they could segment customers based on age, income, lifestyle, and buying behavior. General Motors could use this information and creates different models of cars and adversity them each to different segments of the customers.
3. Interact:  General Motors needs to interact with their customers, General Motors could provide multiple channels for communication, such as social media platforms like Facebook and Twitter, email, and phone-call survey. They could also provide a self-service portal on their website or social media pages where customers can access information and track their vehicle repairs. For example, General Motors could provide online live chat support to answer customer questions and provide assistance.
4. Customize: General Motors needs to customize its products and services to attract different segments of the population, General Motors could also use customer feedback to properly identify areas for improvement in their customer's service and products and tailor their products to meet the specific needs and preferences of individual customers. For example, here General Motors could offer customized financing options for customers who are looking to purchase a new car but don’t have the money to buy it at once instead they buy the car through installments. They could also personalize their marketing campaigns to appeal to specific customer segments such as younger generations or baby boomers.

The IDIC model is very highly important to General Motors' CRM problem of maintaining customer relationships 24/7 around the clock and because it provides a comprehensive guide for managing customer relationships at every stage of the customer journey, which is important. Here are some potential benefits and challenges of using the IDIC model to address General Motors' CRM problem:
Benefits:
1. Improved Customer Satisfaction: General Motors can create a more personalized experience for their customers, By simply identifying, differentiating, interacting, and customizing their products and services, which will lead to increased customer satisfaction.
2. Increased Customer Loyalty: By understanding the specific needs and preferences of their customers, General Motors can create a more loyal customer base who are more likely to return to purchase again in the future.
3. Greater Operational Efficiency: By collecting customer data and segmenting its customers, General Motors can improve its marketing campaigns and customer service, leading to greater efficiency in its operations.
Challenges:
1. Data Privacy Concerns: Collecting and using customer data will raise privacy concerns, so General Motors must ensure that they are compliant with data protection regulations. Otherwise, they will lose their customers' trust and loyalty.
2. Implementation Complexity: Implementing the IDIC model across different departments and business units within General Motors may require significant organizational change and investment in technology and training.
3. Changing Customer Expectations: As customer expectations continue to evolve, General Motors must stay up-to-date with the latest trends and technologies such as Etectic Vehacis to meet these expectations and maintain a competitive edge. Otherwise, they will lose to their competitors.
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The 7Ps of marketing is a comprehensive model that provides a holistic approach to marketing. It includes seven key components that organizations can use to create and implement effective marketing strategies (Barrington, 2020). The 7Ps include product, price, place, promotion, people, process, and physical evidence.
1. Product: is the foundation of any marketing strategy. It can be a tangible good, such as a car, or an intangible service, such as insurance (Barrington, 2020). The design, quality, features, packaging, and branding of the product should meet the needs and wants of the target audience. For example, Apple's iPhone is a product that meets the needs and wants of tech-savvy consumers who value the unique sleek design, and user-friendly features, as well as the advanced technology it comes with the iPhone. (Mickalowski, 2008).
2. Price: is the money or currency amount that the customers are willing to pay for a product or service that is being sold by the business. The product or service must reflect the value and be competitive in the market otherwise people will simply look for alternatives. However, that being said The pricing strategy can vary based on the target audience, competition, as well as business goals (Barrington, 2020). For example, a luxury car manufacturer, like as Rolls Royce (Nueno and Quelch, 1998), will always sets a high price, this is to reflect the exclusivity and quality of their products which is the car, which is targeted towards customers with large sums of money, famous celebrities and such (Nueno and Quelch, 1998).
3. Place: is the distribution channel that is used to get the product or service to the customer's hand properly. This can include various methods classic like physical stores, or new channels like online marketplaces, or sometimes just direct sales channels which is directly selling it to the customers. The business also needs to consider the most effective way to reach thier target audience and make thier product or service or both available to their customers (Barrington, 2020). For example, Amazon uses thier online marketplace which is amazon.com to reach a large audience, while Nike the company that sells sports shoes and shirts has physical stores as well as an online store to cater to their customers' needs (Petro, 2022).
4. Promotion: is the method that is used by companies to communicate with the target audience, and customers and raise awareness through the marketing  of the product or service. This can include advertising, sales promotions, and personal selling (Barrington, 2020). The message they bring should resonate with the target audience and convince them to take action or buy their service or goods. For example, Coca-Cola's iconic "Share a Coke" campaign, which printed popular names on their cans and bottles and bottle caps, was a successful campaign in creating an emotional connection with their customers (Coca-colacompany.com, 2019).
5. People: are the employees of the companies who represent the business to thier customer. As employees needs to be properly trained and equipped with the necessary skills to provide excellent customer service, as well as  represent the business in a positive way. This means that employees at customer service and sales are the face of the company that the customers interact with. For example, Zappos, which is  an online shoe and clothing store  is renowned for its excellent customer service, which is provided by their dedicated and well-trained employees that the company provides (Mabey, 2022).
6. Process: means the  systems of transportation used to deliver the goods or service to the customer. It should be efficient and effective and must meet the needs of the customer and the business. For example, McDonald's  which is a fast-food chain has a proper process for ordering, preparing, and delivering their food to customers quickly and efficiently (Ho, 2018).
7. Physical evidence meas  the tangible and intangible elements that create a image of the business in the consumer's mind. This can be a physical environment of the store or website, the packaging of the product, or even the quality of customer service. For example, the luxurious high-end hotel, the Ritz-Carlton, creates a positive perception of the brand using  Physical evidence and reinforces their value through their effective services (The Ritz-Carlton, 2023).

[bookmark: _Toc132075964]The communication mix

The communication mix is a concept that outlines the various elements that are available to a company or organization to communicate with its intended audience or customers. These elements are advertising, sales promotion, public relations, personal selling, and last but not least direct marketing. Each of the components in the communication mix has its unique reasons, advantages, as well as limitations (Professionalacademy.com, 2023).
Advertising: this element involves using paid media channels, such as television, radio, print, or digital media, to reach a wider and larger range of audiences and promote a product or service of the company like GM promoting its cars. Its sole purpose is to create brand awareness and generate interest in a product or service that the consumers did not know about. (Professionalacademy.com, 2023).
Sales promotion is the elements  that refers to short-term incentives like limited discount to customers to encourage them  to make a purchase. It involves offering discounts, free samples, contests, or other monetary incentives to create a sense of urgency and fear of missing out amongst the customers.
Public relations (PR) is the elements of building, maintaining and expanding positive relationships with the different  medias, the public, and other stakeholders (Internal and external) in the company. PR activities also include press releases, events, sponsorships, and social media campaigns, and all of this is to enhance a company's reputation and credibility (Professionalacademy.com, 2023).
Personal selling: this elements involves a one-on-one interaction between a salesperson of the company  and a potential customer who may or amy not be interested in the product sold by the salesperson. It is one of the most highly effective method in building relationships, this method is used in towns in America. This methods allows salesperson to answering questions, and allows customers to  addresh theri concerns to the sales person(Professionalacademy.com, 2023).
Direct marketing: this elements is the use of direct communication channels like email, direct mail, or telemarketing to reach individual customers. It is a targeted adversingment stretagies  and cost-effective way to find potential customers  and build customer trust and loyalty.
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Recommendation

Here are some  recommendations that have been made for General Motors after the analysis of General Motors in this report.   These recommendations could help General Motors to further improve their customer relationship as well as user experience:
1. Personalized communication: General Motors can use its customer data that they have collected through the years to personalize communication, such as addressing customers by their name and providing them with offers and promotions based on their purchase history and preferences. With how much data they have on their customers they can easily build a Personalized communication, This will also help GM to  build a stronger and longer relationship with customers and improve their experience.
2. Improve website and mobile app functionality: Another idea is that,  General Motors could improve their website and mobile app by simply making it more user-friendly and easy to use. This can include easy search function to find cars, improve their extising checkout process, and  finally, making it easier for customers to find information about vehicles and services on their app or website, so that they don’t have to look in other websites.
3. Offer self-service options: offering self-service options is a another service that GM could give to its customers, such as, the ability to schedule service, view vehicle history like when it was launched ,  Offer self-service online or through their mobile app. 
4. Social media: GM could simply just leverage thier social media presence to engage with its existing customers as well as potential customers, provide support in the chat, and promote its products and services through post and articles, and respond to customer feedback and reviews.
5. Offer loyalty programs: GM  could offer loyalty programs to reward their old customers for their continued business for example they offer dicsoundt or offer special treatment to their loyalty program customers. Other offers include providing exclusive offers, discounts, and perks to customers who make repeat purchases or use their services more often.
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In conclusion, this report has analyzed the importance of quality processes and customer relationship management for General Motors (GM) as a general. The analysis also showed that both internal and external factors have influenced GM's quality system, making it important for the company to adopt new effective quality processes and to ensure customer satisfaction as well as maintain its competitive edge. Additionally, the report of CRM models showcases that the IDIC model is the most effective modele for GM to satisfy customer needs. Furthermore, this report also analysis and discusses the importance of a marketing strategy for GM. The report provides insight and analysis on  7P marketing theory and communication mix provided analysis onto how GM can better communicate with its customers, lastly, the report creates a sets of recommendations for GM to use and improve their customer relationships.
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