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Introduction
In this report it will be analyzed the impact and effect on quality systems and customer controls for organizations, and how the company can handle and reach its business goals by establishing and keeping strong customer connections with its clients, including COVID-19. In terms of any product or service, quality is an essential aspect. Quality has been a distinguishing factor in basically all goods and services with significant market competitiveness. 
A successful company producing goods that satisfy or exceeding consumers' expectations requires quality control. It is also the foundation of an effective enterprise which reduces waste and works at high productivity levels. For this report I have chosen as analyzing subject the company named Abellio, which is the company that I am currently working.

Company background
Abellio is a Netherlands-based public transport company that operates several busses and trains in UK and Germany. It was set up as NedRailways in 2001 and rebuilt in April 2010 under Abellio. Nederlandse Spoorwegen, the Dutch governmental railway operator, owns 100% of Abellio.
In May 2009 abellio acquired and rebranded the travel businesses of National Express Travel London and Travel Surrey. Abellio London and Abellio Surrey launched in October 2009. (abellio.co.uk, n.d.). The services provided to the public are delivered by wholly owned subsidiary companies of the London Underground (mostly the Underground), private sector franchisees (mainly rail, tram and bus services) with Abellio operating and licensing undertakings (some buses, taxis and river services). (Transport For London | Every Journey Matters, 2018).
In this report it will be analyzed how customer relationship works within my workplace and how it have been affected in relation to covid-19. 

CRM
    Customer Relationship Management (CRM) is the integration, throughout the customer lifecycle, of practices, strategies and technology used by firms to manage and analyze customer interactions and data. The aim is to build connections with customers and help retain the client and boost sales and profits.
    CRM systems collect customer data from the user's web site, from the telephone, live-chat, live mail, marketing materials and social networking, across various channels, or point of contact between the business (Rouse, 2019). 
    CRM systems may also provide comprehensive information on personal information for customers, purchase history, purchasing choices and issues for customer-specific staff employees.
    The top priority areas of business are becoming Customer Relationship Management, or CRM. Large and small companies in a variety of industries have been using CRM as the main element of their corporate strategy for the following two major reasons: New technology now allows firms to focus more precisely on selected market segments, micro segments, and individual consumers.
     CRM is a business strategy which aims to establish contacts with precisely selected customers to increase customer value and company profitability, thus increasing shareholder value. CRM is also more recently termed 'customer management.' In order to implement marketing relationships, CRM is frequently linked with the use of information technology. CRM therefore combines Modern Technology's promise for successful, long-term partnerships with new marketing ideas (Payne, A., 2005).
    The word CRM is quite new, although it is not unknown in the ideas underlying it. For a long time, organizations have been practicing certain forms of consumer interactions. CRM is now characterized by businesses being able to deal one by one with their clients, all of whom are 1000 or 1 million. CRM is a fresh viewpoint to manage customer interactions on the basis of marketing ties.
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