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Introduction
Creating a great customer relationship is very important to any business that wants to continue to operate. Surely every business has its strategies when comes to dealing with the costumer, but what every company has in common is that they want a loyal customer base that keeps on returning and consuming their products. This is what makes a company or breaks a company. Without consumption or costumer base no business can sustain themselves. In this report, I will talk about the Consumer Relationship Management in a company context. Ill view some models critically and how they are and can be applied while also showing their weakness and strengths and how they have been applied successfully. Whilst reviewing some models I will also select a few whilst critically analysing and how they can relate to the company stated that I currently work in. I will address the current problems within our current customer relationship management and show the potential benefits and challenges whilst addressing the customer relationship management problems. In this report I will cover the company context, where I will talk about briefly regarding the company that I work for. It is very rare for the workforce to have any contact with their costumer base, but was able to analyse this past few days on how they are treated and handled in various scenarios within the workplace. Everything could be better if they would apply certain customer relationship management methods, increasing their customer relationships and fidelity with future customers and prospect clients. Also it would prevent closure if the current customer base finds a better and more suitable supplier.

Company Context
Currently work for Prime Cut. It is one of the most prized and biggest Jewish Butcher warehouse in North London. It is base at Tariff Road, near Tottenham Hotspurs Stadium. It supplies all of the Jewish stores in North London as well as some Jewish shops all around United Kingdom as well abroad such as, Belgium, Holland, Poland, France, as well as mainstream big retailers such as Waitrose, Sainsburys and Tesco. There can be more but those are the ones to my knowledge so far. The warehouse receives half bands of freshly cut beef and lamb, to which then it is our job to manhandle it by bringing it into the warehouse as they are unloaded from the fridge lorry, they are then cleaned by removing veins and parts that are not consumed by the Jewish community. When that has been done, than it is our job to fully submerge in water the pieces that are to be consumed by the Jewish community, where they stay for thirty minutes, after they are taken from the water and it is our job to cover it with Jewish Kosher rock sea salt so they are fully covered, and that process goes for all the meat that enters the warehouse. The meat stays salted for a hour so that it sucks and dries all the blood still in the meat, at this final process of Koshering the meat, all the meat needs to be washed with abundant running water, normally using a hose. After the process the meat is then ready to be cut to sizes and to be sold to the Jewish shops. All meat process is done inhouse, Salami, Sausages etc as well has normal bundles and packs of meat that one can find on regular normal shops. Chickens and Turkeys must go through the same process unless it is to be sold to a non-Jewish shop/person.
The problem in regards to the customer relationship management that I have been able to observe since I started with this module and was able to understand certain situations and how it gotten to that point and what certain consequences were in regards to bad customer relationship and management.
The problem that presents itself within this community is lack of suppliers. The shops have a great deal of demand but the only warehouse that can accommodate such a high demand with a certain degree of freshness and quality and being able to deliver it even to Manchester at a moments notice is Prime Cut. And they see the opportunity and take advantage of it as well as raising the prices. A single pack with five very thin slices of something that is very similar to our Ham it costs nearly seven pounds and fifty pence. The prices are extremely high because they know as they have been around well before the first world war, they have managed to establish a costumer base that has been passed down through generations and nothing except for improvement of technology has really changed, with this sort of partnerships there are political interests among their community as well, and without another competitor that can compete to the same scale as they can it will be very hard for another company like Prime Cut to emerge and claim their space within this industry that is currently being dominated by Prime Cut, at least in London and some cities in the United Kingdom.
The current manager has no people skills and lacks very much of any management and communication skills, they tend to be very  arrogant towards the costumer bae, which leads me to believe that the contracts that they maintain is purely on that it has been passed down from their fathers and so on as their costumer base as well as Prime Cut are all family based companies that have been passed down through generations and any contract breach purely on costumer management issues would be seen as preposterous and very unlikely within their community.
I am a firm believer that if a proper model of customer relationship management where to be put into practice they would collect a lot more benefits, such as in growth and would be able to reach different types of customers that up to this point didn’t have any affiliation nor consumed their products.
They would close a lot more contracts as they only maintain the ones that they already have and there hasn’t been a new customer or shop in many years that were willingly consume their products due to customer relationship and how that relationship was managed.


Models Review
IDIC Model, this model was developed by the Peppers and Rogers Group. It is a blueprint on how and where to implement customer relationship management in various types of situations. There are four stages of customer relationship management implementations, Identify, Differentiate, Interact and customize hence the name for this model being IDIC.
The first step being identifying your customer base, who they are, what is their address, what are they looking for as a customer, what is their purchase history, the ultimate goal is to collect sufficient data about the customer in order to understand their needs, what they actually want and their purchase habits and behaviours.
The next step is to differentiate, remembering that not all customers are or will  produce the same value to the company depending on their projected lifetime value. By analysing and make decisions based on their value to the company, you can then prioritise their relationship efforts and tailor your interactions to best fit each part for the best profitable outcome.
The third part is where you can try to apply your customer relationship skills and interact with the customer. Depending on the type of relationship you can develop with the costumer and how much they consume your products, you can offer certain perks so that they feel like the relationship that they have with your company is different from the competitors that are also trying to establish a relationship with that costumer or are at least trying to attract them so they can consume their products instead of consuming yours.
After a relationship has been establish, it is time to customize it, at this point you want to make sure that all his needs and demands regarding the product are met and can have a more one-to-one service and that they are pinpointed individually.
The strengths within this model is that relies very much on interpersonal skills, and that can be a very strong weakness as well depending on the individual handling this type of approach. It is very successful if executed correctly. Throughout our history this is how business has been made for thousands of years, you can see this type of model being used even before the Roman Empire, and it is a skill that through technology we haven been lacking more and more. Interpersonal skills have been decaying with the introduction of social media and what it is called now the “personal Bubble/space”. It is becoming very hard to be very eloquent and being able to speak fluently publicly due to the simple fact that we rather text on WhatsApp or leave voice memos instead of interact with the person personally as we now tend to avoid certain confrontations and rejection. And it has come to a point that the person that can do that effectively has tremendous success, we can see that in Steve Jobs, he had ideas but it was the engineers that fabricated the product, but what he could do and he was very good at it, was speaking in public and very eloquently, and that has a tremendous impact has it has always been but it is a skill that is being lost as generations grow and so grows our technology and social distance, and with that bringing chaotic consequences, depression is on a all time high, loneliness, and suicides.

Payne’s Five Forces Model
This model was developed by Adrian Payne and Pennie Frow. This model gives a special importance to the cross-functional approach to be effective regarding customer relationship management processes. 
This model outlines five processes 
Strategy development
Creating value
Multichannel integration
Information management
Performance assessment
Within the customer relationship management there exist four important key elements to be implemented successfully.
Customer relationship management readiness
CRM change management
Customer relationship management project management
Employee management
When implementing a customer relationship management strategy, companies must critically analyse how is their customer relationship management readiness so they can assess if they are ready to implement a new customer relationship management process.
As new strategies are introduced and the complexity of customer relationship management grows, companies should invest in costumer relationship management change management and project management, because customer relationship management involves a fundamental and cultural shift.

 
Costumer relationship management value chain
This Model was developed by Michael Porter. This particular model helps to identify the processes a company uses to an end product or service for the customer.
To gain a competitive advantage this model identifies and prioritizes the most valuable activities within the company. This customer relationship model observes all the stages and activities that are required to build a relationship with the customer.

Model selection

Within this particular company the models that would have to be chosen it would have to be IDIC model as explained above. The company lacks empathy with its customer base, they are purely handled as “Assets” if one can explain it that way. With this particular model you can build a business relationship in any aspect of business no matter what type of business your conducting. Having the customer needs and expectations in thought is crucial to the success of any company, the possibilities are endless once you start to approach customers as individuals with needs that a you as a company can suffice. As the company has been passed down through generations, the real feel for grinding and making the company grow has been lost, instead of making the family business grow and expand it has become more of a management status and hoping that they don’t lose it and can keep the costumers that they already had while not innovating nor look for other prospect customers, to which on the long run it will not sustain because there will be a gap in the quality of their product or in marketing or even in the industry, to which by then another more capable and willingly and hungry competitor will come along and unfortunately if the customer relationships is not properly managed nor kept, they will look at another supplier that can treat them better, or have a more friendly relationship while still their demands and expectations are being met.
It will be quite a challenge to implement this sort of customer relationship model, because the customers have become accustomed to the way that the company treats its staff and them, and bad reputation is always harder to turn around that thought or the perception that they have around that company or whenever every time they hear the name of Prime Cut. Ideally one would want to change the management completely, give the company a fresh look and have the current owners not to be so involve in certain matters, so that the new manager can implement new customer relationship models and the customers have time to allow for that to happen seeing that the new manager is more friendly and able to create a more healthy work relationship. Because if by any reason the now manager tries to implement new customer relationship models of management it will be very hard to turn around their opinions of the current management team and the way the company is being run, hence a new fresh face and a new customer relationship model would come a long way into better the company and allow for it to expand by treating better the customers and establish better connections even abroad just by simply implementing another style of customer relationship models.
Customer Relationship Value Chain model would go hand in hand with the previous model selected to resolve the same issues and would stabilise and put the customers in order of value, in a sense of differentiating the customers that keep regularly consuming your product and therefore require more attention and better management and people skills, from the ones that consume your product once a month for example, obviously as both customers they share the same equally importance, but eventually one will need more attention and more management then the other.

Application

It is quite tricky to apply the IDIC model once the company has already a built reputation that follows her for not being particularly good with customer management or any good involving people and communication skills.
For that to be implemented a lot of other management skills would need to be learned first in order to come to this plausible scenario which is totally not impossible but would need other steps first. Communication would have to be greatly improves as management skills. People skills would need to be learned as well, not that they cant communicate with people, but the way they do it and how they portrait themselves is not adequate in a business environment. They are not able to differentiate their business from their personal household and tend to communicate with people in manners that is strongly believed that that is how they behave themselves in their private lives. So for a great change to the company and regarding the customer relationships management, one could either replace all management and implement new methods and new ways to deal with staff and customers, or one could invest in training and education in order to better their company and learn new strategies and how to deal with certain situations. For it is strongly believe that by doing that with the current management team will be very hard to gain the trust of new customer that don’t want to consume your product, or customers that have been affected by the way adopted now of management.
Firstly they would need to identify their current customer base, find out their needs and real expectations both within your product as well as a business relationship, so that in the future the company might not lose that customer to the competition by being given something that the company currently is lacking. This is currently not happening, they are so sure and confident that they will maintain the same contracts with the same customers but it is only a matter of time until someone with a better value for product comes along and the company wont be able to retain their customers.
Secondly they would need to differentiate the customer base and not treat every customer the same, a customer that consumes regularly needs more attention than a customer that consumes once a year, they are equally important but the needs and attention are different, each customer brings a different set of values to the company as well as profitability. Currently they treat every customer the same regardless of age , who they are or how much they consume the company product and services.
The Third step would be interaction, the company is currently lacking with customer interaction. There are no loyalty benefits for prizes customers, no reason for that the customers keep on returning, in this past few days company has seen a reduced of customers returning for their weekly orders, and the rumour  has started to go around that they are consuming from someone else, it wouldn’t be a surprised considering how they treat their costumer base and employees, that has started to reflect on final product quality and some items started to being returned has they were past their due date, and in the midst of all that there is no costumer interaction to help amend some of the damage that has started to develop in their relationship as a business.
The last step to the IDIC model that would be applied within the company that would produce the most results is customization. Every costumer needs to be treated differently, every costumer has their own specific needs and product expectations, and on a personal level they also want a good business relationship, if a company is not willing or is not able to provide that, it becomes thins uncertainty that if a new competitor comes to town they will lose nearly all customers except for the ones that would remain loyal to the contracts that have been passed down through generations.
The company would benefit greatly from this customer relationship management model, it would transform completely how they are perceived and to the point that new customers would want to deal with the company, create new relationships and networking. A lot of opportunities would present themselves if only the company would accept of treating customers a different way, yes it would be a challenge to turn that bad publicity around but not impossible, the good things that they would reap far out weighs the controversies and the difficulties they would face whilst implementing new management strategies.

Recommendation

As stated above the IDIC model would be the best suited model to turn around the way company deals with costumers on a regular basis. The simple fact of interacting with the customer base on a different basis and acknowledge their expectations as an induvial and as a customer would go along way into turning the company around and starting to create a better atmosphere for everyone and maybe even starting to see some growth along the way. It is imperative that any company retains the customer interested and that the customer feels good about consuming that product within a particular company, that is going to prevent from them going to the competition, that is what the cafes try to do with loyalty cards, buy four coffees and get the fifth for free for example and that sort of thing is to make the customer feel like they belong to the company culture and that someway they are part of it. And they get served very good by friendly staff.
IDIC model is not difficult to apply, it requires mostly in a way common sense to the fact that if one owes a company they need to treat their costumer base fairly and meet their needs in the best way possible that the company can. While keeping the product demands and expectations from the costumers.

Conclusion

In this report some of the customer relationship management models have been discussed and in the workplace in a bid to show how the company could benefit if it hasn’t already form a change in management style and how it could improve relationships with its customers.
In this report were presented the best models that could have been applied to the company Prime Cut in which this report was based on, that is the company that I currently work in, even though they don’t allow any other person except for Jewish person to have a look on the inside, since the starting of this module, was able to observe and analyse critically into how they were treating costumers and hearing the costumers complaining and some even talking into what was happening and how they were being dealt with, with many complaining that if they couldn’t or if it wasn’t for their father they would never come back to this company to purchase anything, which is quite uncommon in modern day city like London to have costumers that are obligated to consume a certain product form a certain company just to the fact that their contract has been passed on generation after generation, it could be a great thing were not for the simple fact to how they treat their costumer base. In this report the IDIC model was presented into being the best model to be applied to the company, from the simple fact that is actually a simple model to put in practice, all it needs is to go back to the basics of human interaction in the way that they have been doing business for thousands of years. Getting communication and people skills is imperative for this model to work, for it requires very close personal interactions, and the way that that is conducted is the key to success or failure within the company. Maybe a change in the whole management team would be the adequate way to go, as it would give a fresh new leading team to be able to implement new customer relationship management models, and the way business is conducted and the image that it has being carried so far when relating to the company, the bad marketing that it currently has could be address with the right strategies and personal implementation.
Therefore I conclude my report hopefully having given the correct information and presented the models in an understandable manner. It would have been amazing if the current management would take the changes to heart and improve upon this very issues to not only prevent problems in the long run as in the future contracts, but also to prevent the inevitable closure that sooner or later it will have to face if certain changes are not made, because nothing stays the same forever, eventually there will be a competitor that will come and establish themselves not having the same issues that this company currently presents, and when a company offers better values, better prices and costumer experience is very hard for the costumers not to want to change and leave the company where they currently feel unhappy having and making business with, and with the current bad reputation that precedes this company it will be very hard to find and engage new costumers while still maintaining the old management team that has run the company so far.
New management roles, new set of management team creates a new look and breath of fresh air among staff, customers, and reputation, hence maybe that will be the best way to move forward onto keeping that legacy that was founded and left generation after generation.
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