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Introduction 

In this report I am going to speak about the importance of quality processes and CRM efforts to the company I chose. This report will cover the company context which means I will give a brief description of the company and my experience. I will review two Models and evaluate on why I selected the Models. Afterwards I will use analytical application of the selected Models to the companies CRM problem followed by recommendations based on what I applied for the company’s issue. 


The pandemic has changed the world a lot. For some Businesses, the spread of the Covid-19 virus brought negative effects, and for some, positive ones. Almost nothing has remained the same. Many companies had to go through a very tough time, and some companies even went bankrupt.

The organisations had to use almost their entire market online. Quality assurance became even more important because customers changed their shopping behaviour during the pandemic. Organisations had to make sure that they still have good Customer Relationship because Covid-19 has affected the quality systems badly. First and foremost, businesses had to look for a plan and what strategy they will use to satisfy their customers and maintain the relationship with the customers. Here is where Customer Relationship Management comes into play. 

In summary “CRM” which stand for “Customer Relationship Management”, means that it is about the relationship between the company and the customer. On the one hand, the focus is on the customer and the establishment of a customer relationship in the first place. On the other hand, customer management is also about customer care, customer loyalty and improving the customer relationship. Both aspects pursue the goal of creating a good and positive customer relationship, which has a positive effect on the success of the company. Successful implementation of customer management requires documentation and management of relationships, for example, to ensure seamless service without information gaps when accessing customer data.

The core of CRM has already been presented in the previous explanations: The customer is the focus, and a relationship is built up between him and the company. The goal is to acquire new customers, maintain existing customers, convert customers into satisfied or loyal customers and build long-term customer relationships. These aspects directly influence the core objective of every company: generating and increasing turnover.
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