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Introduction 
Pfizer Plc is the market leader in the world of pharmaceuticals, it was established in 1849 New York. New York is the current headquarters of the company in managing its global business affairs. Pfizer is a pioneer in both technology and innovation which is the primary reason the company is able to maintain a very strong position in the market. Pfizer stocks are listed in both S&P 500 and S&P 100. Pfizer is the largest producer of different pharmaceutical dosage forms and it has multiple products in every single therapeutic forms, part of business expansion Pfizer is increasing its research and development capacity to improve its biopharmaceutical product range eg: vaccines. Currently Pfizer has over 11 different products that has a market value in excess of a billion dollar. The annual turnover and income of Pfizer for 2019 is $51.8 billion while its global workforce is 88300 of which over 3000 of its employees focus on research and development which is the primary reason the company is able to maintain the position of market leader in pharmaceutical market. Part of market and business expansion Pfizer has also done several major merger and acquisition which has given the company a tremendous level of success,(Pfizer,2019). 
Customer Relationship Management 
Customer relationship management is the key and most integral part of business operation this allows a business to establish and strengthen its relationship with its business. efficient customer relationship management will allow the business to understand the customer needs and develop products with superior functionality and quality and set a price that is affordable to the customers. this will not only help to win the trust of the customers but also will help the business to improve its market value as it will allow to increase the sales and profit,(Akanskha,2020). The process of CRM can be employed to improve business strategies which will allow the business to retain its existing customers, while it can be used to improve business with the focus on customers and improve selling and marketing and finally it will help the business to collect customer related data which the business can use for both strategic and tactical purposes. Touch points is one of the primary medium and source which the businesses will be using to understand the perspectives of the customers. these mediums will help to establish a two way communication which will allow the business to collect vital customer information which the business can use for market segmentation. Some of the key information that the business can collection using touchpoints are brand value, customer satisfaction, loyalty etc. touch points also will help business to understand product scope in the market and its value. Product life cycle is one of the important aspect the business will employ as part of growth strategy,(Akanskha,2020). Using product growth cycle the business will be able to understand the market position and the value of its products and service. knowledge of the products in different stages of product life cycle will allow the company to adopt the right kind of product promotion and pricing strategy which will not only help to improve sales but also will allow to improve product awareness. The process of CRM is a vital tool which will help the business to improve its internal processes this includes revising the pricing and promotional strategies, developing new products and improving product functionality. It also helps in improving customer service as it will allow the business to improve its core competency. CRM also can be used to understand the needs and wants of the employees there by the business can improve its working relationship with the employees. this will help to increase the level of productivity and operational efficiency there by contributing to the improvement in overall quality. This will help to improve training processes, improve employees safety. Focus on improving HRM practice on key employment areas such as wages, employees welfare etc. CRM can also be used for forming strategic alliance which will enable the business to expand its operational capacity in different regions and there by increasing its sales and profit levels. With the help of CRM process business will be able to focus on technological innovation which will help to improve quality, design and functionality of the product there by reducing the level of waste and allow the company to cut down both production and operational cost,(Akanskha,2020). 
Internal and external factors 
Businesses across the world are affected by both internal and external factors hence it is often important for the business to use the right kind of tools to predict and forecast the scale and level to with which these factors will affect the business process. Pfizer can look to employ SWOT, PESTEL and porters five forces to study and forecast the internal and external factors 
SWOT Analysis 
Pfizer can look to use this tool as it will not only help to improve its internal business process but also help understand the external factors that will affect its business. the biggest strength of Pfizer is its technological expertise and innovation capabilities which has helped the business to develop some of the most notable drugs in curing deadly diseases. The development of covid-19 vaccine using unique technology is a major achievement which not only has increased the companies sales and profit level but it has also helped to improve the customer trust factor. Though the company manage to develop the first ever kind of vaccine to treat covid-19 it has its own limitations with respect to cost and storage. The cost of the vaccine is so high that majority of the people in developing and poorly developed countries will not be able to benefit from this vaccine,(Arelena,2020). Developing the vaccine has help the company to expand its market share in different parts of the world and it has helped the company to work with major governments, NGOs and leading health organisation across the world in eradicating the global pandemic. This will help Pfizer to improve the market share for its other products at the same time it will help the company to strengthen its market position across every region of operation. though the vaccine development has increased the market share for the business but lack of customer confidence and trust is a major drawback. One the key issue that the company will have to address is the long term safety and side effects of the vaccine and it should also look to improve the efficacy of its vaccine for a longer period hence it will help to avoid the frequency at which the vaccination will have to be done,(Arelena,2020). 
PEST Analysis 
It is a very useful tool that Pfizer can rely on when it comes to studying the various external factors that will affect its business. Covid-19 has been a biggest challenge to major political set across the whole world. several governments across the world are encouraging pharmaceutical companies to develop vaccines hence millions of lives across the world can be saved. Pfizer works closely with the UK government, from the start the government in the UK has been very supportive of the vaccination program and UK is the first country to approve the first covid-19 Pfizer vaccine,(Arelena,2020). Maintaining good working relationship with government and health departments not only just in the UK but across the world will be a major factor for Pfizer to improve its business operation. the pandemic has a major impact on the economy it has resulted in millions of job losses and it has affected the per capita income of people, however the need to find a solution to covid-19 has helped Pfizer and other major pharmaceutical companies across the world to get the government support that’s is needed to develop vaccine. Part of the vaccine development program Pfizer will not only be able to improve its own finances but the same time it will be able to help to bring the economy back on track which will help to maintain the market share of its both prescribed and over the counter products. With every high level of ageing population, majority of the people in the UK are under more risk of developing covid-19. The current level of death in the UK because of covid-19 is over 80K. the Pfizer covid-19 is a confidence booster it will help to control the spread and transmission of virus at the same time it will help to reduce the level of hospital admission and death rate there by helping to reduce the level of strain on NHS. Pfizer has used mRNA technology for developing the covid-19 this is the first of its kind and the vaccine developed will help reduce the infection and allow people to develop immunity against the virus for over a year. The company is looking to improve the level of immunity protection for a longer period of time which will help to prevent the need to have the jabs every year,(Arelena,2020). 
Porters Five force 
Threat of new entry- medium to high- though pharmaceutical market is competitive the need to develop a faster cure to control the spread of covid-19 across the world has increased significantly. This has led to several major pharmaceutical companies to focus in developing vaccines which is supported by the respective government. These kind of programs and availability of vaccines that can be store under normal temperature and lower price will affect the market share of Pfizer vaccine,(Alex,2020). 
Suppliers bargain power- medium to high- higher demand of raw material to develop vaccine will increase the supplier’s power and this will increase the procurement and logistics cost for Pfizer which will affect its overall operational cost and there by it will affect the final product price. 
Buyer Bargain Power- low to medium- covid-19 has a profound impact on peoples life and it has contributed to death in millions across the world. availability of vaccine is a relief however, increase in rate of employment will affect the ability of the patients to get access to vaccine. This effect will be mainly felt in many developing countries because of the lower levels of per capita income in these countries,(Alex,2020). 
Threats of rivals- high- there is a very strong threats from the rivals for Pfizer vaccine. Though Pfizer vaccine is the first approved vaccine in many different countries. The cost of storage and logistics is cumbersome where as the vaccine developed from AstraZeneca is not only cheaper but also it can be stored under normal condition. more importantly this vaccine relies on the conventional vaccine development processes there by reduces the level of customer mistrust about the vaccine,(Alex,2020). 
Threats of substitutes- low to medium- currently the level of substitutes available for the treatment of covid-19 is very low hence Pfizer will be able to maintain its market share, however the substitute threats cannot be ruled out because of the strong performance of generic manufactures eg: covax is much cheaper vaccine that is available for the treatment of covid-19 this will be a major challenge for Pfizer vaccine in both developing and under developed countries,(Alex,2020). 
Organisation Quality System 
Quality will be one of the most important and key aspects which will help the business to get the customer trust. Pfizer can rely on different kind of quality system to study and understand the customer satisfaction about its products and service,(Ewen,2020) 
Net Promoter Score 
Net promoter score is a very useful tool that Pfizer can use to understand the level of customer satisfaction about its products and services. Using this method the company will be able to estimate the percentage of customer satisfaction. This method has a scale of 1 to 10 were 1 being the lowest level of customer satisfaction while 10 being the highest level of customer satisfaction. The current net promoter score for Pfizer is 6 and it is ranked 5th among with its competitors. this proves that the company has a very good reputation with the patients and health care providers with its brands of products for its quality, safety and efficacy. The company will be able to improve its NPS by altering its pricing strategy this will not only help to reduce the risks associated with its competitors but also will help the company to overcome the challenges faced from generic manufactures. The Pfizer vaccine is very promising however there is a lack of trust among customers about its safety because of the lower number of subjects that were employed in phase 3 trials of the vaccine development and more importantly the technology employed for developing the vaccine is the first of its kind. Hence Pfizer will have to regularly update the public and its stakeholders about the safety and efficacy details of its vaccine and it should also look to improve the storage issues hence logistics difficulties can be addressed hence the vaccine will be able for everyone across the world,(Ewen,2020). 
Balanced Scorecard 
Balance scorecard is another important and more useful strategic management tool which will help the management to generate series of semi-structured report which will help the business to keep a track of all its business activities. Using this the business will be able to control its business function efficiently and in an orderly manner. adopting this tool help Pfizer to focus on four major areas with respect the covid-19 vaccine development these are financial, buyers perspective, internal processes and learn and growth. The companies vision is to develop a covid-19 hence it can help to prevent the spread and control the infection rate there by reducing the death rate. The company has set this as a vision and uses the most advanced innovation method which will enable the company to develop the vaccine. Since the technology employed is first of its kind the operational cost for the production and development of the vaccine is significantly high more importantly there is a greater cost involved in managing logistics and supply chain which is because of the storage temperature that is need for storing and transporting will is very low and this will require very high cost. Storing the vaccine in all conventional GP surgeries will be extremely difficult which will limit the vaccines being delivered only under hospital settings. Being it’s a new technology the buyers have concerns about its safety and efficacy, moreover the cost of the vaccine is very high will prevent millions of people across the world from getting access to the vaccine. Pfizer should focus on improving the storage and transport of the vaccine hence it can lower the limitations associated with logistic and supply chain and make its products available across all parts of the world. the company should also increase the scale of its clinical trials hence it can provide people with all the relevant long term safety and side effects details of its products which will help to improve customer trust about the vaccine. The company should look to work closely with CROs and improve the quality of its trial monitoring hence any adverse reaction in relation to the use of the vaccine can be reported at the earliest possible stage,(Graham,2020). 
Internal audit 
Internal audit plays a very important role in managing the overall quality of both products and service offered by the business. Pfizer will have to give careful consideration to its internal audit process in relation to covid-19 vaccine development and management. the company should look to assess all the potential risks associated with the vaccine. These needs to be studied during the phase 1 to phase 3 trials. It should also look to study the scope of its vaccine this will help to understand the target audience and create segments in the market. Knowledge of the scope will help the company to develop a more detailed patient information sheet which will help the patient to understand about the nature of the vaccine and the level of complication etc. part of vaccine development the company should focus on continues trial monitoring and acquire data more frequently about any potential concerns in relation to adverse reactions and look to carry out through investigation hence the patients will not be under any health risk. Continuous trial monitoring through CROs and regular quality audits and submission of the key findings to the regulatory bodies will help both the patients and health care providers to be better informed about the safety and side effects associated with the vaccine and it will also help to optimise the dosage of administration. during the trails the company should look to set the bench mark to achieve the optimum dose hence patient compliance can be improved. It should also look to be in regular touch all health care providers about the patients used its vaccine to understand if they develop any new complications which was not seen during early trials. This will help the company to understand if the problem is happening in the wider community or it is happening to the smaller group of people which will help the company to improve patient information management system and also this will allow the company to conduct trials on the respective population to study the effects and product a formal report to the regulatory authorities on the safety and efficacy of the vaccine,(Anna,2020). 
SERQUAL 
This a very useful and important research tool which will help Pfizer to understand both the perception and expectations of the customers. using this tool Pfizer will be able to focus on five major areas this includes assurance, reliability, tangibles, responsiveness and empathy. With the help of this model the company will be able to develop a comprehensive plans to reassure customers about the safety concerns about its vaccine. It will be able to carry out more randomised trails and report the data to regulatory authorities and prove that its product is not only safe but also highly efficacious in controlling infection rate. Pfizer should use the principle of empathy and make its vaccine available for all the patients across the world, to do so the company should work closely with different health care providers and government department and provide the vaccine for a subsidised cost and free of charge in many poorly developed countries hence millions of life will be saved which will help to improve the customer trust and NPS for Pfizer,(Anna,2020). 
Business objective 
Objective 
The primary objective behind in developing the covid-19 vaccine is to help the community for greater good as it will help to reduce the infection rate and control the number of death. This is the primary goal, however because of the level and scale of demand for the vaccine and the need to vaccinate the entire population across the world will help Pfizer to make a significant level of profit. It is estimated the company will be making a profit of over $13 billion just in the USA. With the growing demand and the need for the vaccine across the whole world will increase the profit margin of the company to value that is unthinkable,(Pfizer,2020). 
Social Impact 
Covid-19 has caused greater level of damage to the global economy. Since the time of its outbreak it has contributed to a very higher levels of job loss and it has also contributed towards millions of death. The primary goal of Pfizer vaccine is to restore normality in the society by lowering the infection rate and there by controlling the spread and future outbreaks of the virus. The company is constantly look to increase its scale of production hence it can contribute to a mass inoculation program in different countries. This process will not only help to speed up the process of vaccination but also will help to stem the infection rate and there by reduce the needs o have regular lock downs and other social distancing measures which affect the quality of peoples life,(Pfizer,2020). 
Market Leader 
Without a doubt Pfizer is the market leader in the world of pharmaceutical. The companies market share and annual growth is a proof for its financial might and the level of influence the company has on medical and pharmaceutical world. Pfizer is the first company in the world to develop the vaccine for covid-19. At present date it is the only vaccine that has got approval from MHRA, FDA and WHO which makes it the market leader in covid-19 not only in the US and UK but also across the world. more importantly unlike other kind of conventional vaccine which relies on weaker viruses this new vaccine uses a totally different technology which will helps to control the spread of the disease this makes Pfizer product more appealing at the same time it also causes concerns over its long term safety. However the company has reported so for the relapse of the disease among those vaccinated to be almost nil while the there has been no complications has been reported after the patients received their second jabs,(Pfizer,2020). 
Maintaining good customer relationship 
It is important for businesses to maintain good relationship with its customers hence it not only can improve its sales and market value but also it will help the company to build a strong brand value and create loyal customer base. There are several different type of customer relationship models that Pfizer may employ to improve the relationship with the customers in relation to promoting covid-19 vaccine,(Peter,2020) 
AIDA
This is one of the chief model that Pfizer can use to study and understand patient behaviour. This model will enable the company to focus four major segments they are attention, interest, desire and action. It is important in the current situation that Pfizer creates a strong attention with its vaccine to the customers. the availability of the Pfizer vaccine is a welcome relief to millions as it will help to control the spread of the disease and there by help in controlling the death rates. The vaccine has created a huge interest particularly among elderly population, though there is still some who are sceptic  among some portion of the population certainly there is a huge interest among the public about the vaccine, its safety and performance. It is the desire the government, public and the company to control and eradicate the disease altogether which is the major driving force for the development of the vaccine. Pfizer has increased its production capacity hence the process of inoculating the entire population can be increased. The company is also carrying out randomised trials to improve public confidence hence it will create more interest among the public to use the vaccine. It has formed ties with governments and health care authorities all over the world to increase the speed of supply of the vaccine for those vulnerable people,(Peter,2020). 
Hofacker 
This is another important model that Pfizer can rely on to improve its customer engagement. using this model the company can focus on exposure, attention, comprehension and perception and yielding and acceptance and retention. Part of the vaccine development program Pfizer has successfully carried out phase 1 to 3 trials and submitted the safety details to get the approval for the vaccine. The trails prove to be safe and people who received the jabs didn’t not show any complications and they didn’t not show any signs of relapse of the disease which is the primary reason the covid-19 vaccine from Pfizer has a very strong market interest. Though the majority of the customers are happy about the availability of the vaccine with the hope that it will help people to get back to their normal life and the government hopes this will help the economy to get back on track. So for the several countries has given the approval for the use of Pfizer vaccine after evaluating the safety and efficacy profile of the vaccine as the days goes there is a greater level of customer acceptance and interest in getting the vaccine. At this present situation the vaccine can provide immunity for a year which will help majority of the patients to get vaccinated on annual basis just like the winter flu jab. This will not only help to retain the market share for Pfizer but also it will help the company to get more information and safety and compliance of the use of vaccine and it will also help to understand the performance of the vaccine among different population group,(Peter,2020). 


Conclusion 
Customer relationship management is very critical in managing the business successfully. Pfizer using different tools to study the internal and external factors that will affect the customer relationship with respect to the improving the confidence of the use of covid-19 vaccine is important. The company should also look to employ different quality control and market tools which will enable the company to attract more patients to use its vaccine. Overall the company should give due consideration to safety and efficiency of the vaccine hence it can keep the level of complication to low and there by continuing to improve the confidence of the general public and health care authorities both in the UK and across the world. 
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