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[bookmark: _Toc77152145]Introduction
[bookmark: _Toc77152146]Customers are an important asset to all the business organisations therefore it is really important to have a strong customer relationship to develop the market position and brand value of the organisation. 
The main purpose of this report is to have the better understanding engaging in the customer experience and enhancing the customer relationship at workplace. The report will help to know about the customer relationship and its importance in the business environment. 
The chosen organisation in the report is the Castle Inn Pub that is one of the most known pubs in West Lulworth Dorset. The pub is situated in Dorset and is one of the oldest pubs in there. The speciality of the pub is that it has a charming bar and a relaxed restaurant. The main reason behind the choice of this organisation is to know the impact of the covid-19 crisis on the company as the as the current situation has caused the business to close its activity for a long time due to the legislation in place. 
Apart from it the customers now prefer online sale rather than in store sale and as a result the sale of Castle Inn Pub has reduced from 73% to 59%. There are many such other reasons to choose the company and make a sincere discussion on the impact of covid-19 crisis on the customer relationship of Castle Inn Pub. Marketing is an important function that needs to be performed by the business organisations to advertise their product and services effectively and efficiently on time. 
The report will also discuss about the key marketing theory in that Ansoff Matrix tool will be explained in context of the chosen organisation. The report will also discuss CRM that is Customer Relationship Management theory, benefits and challenges of customer relationship faced by the company.






Company Overview
The chosen business organisation in the report is Castle Inn Pub, which is located at West Lulworth Dorset, England UK. In earlier times the organisation was called by the name "The Green Man" and the "The Jolly Sailor". The speciality of the pub is that it is one of the most popular and famous pubs in the UK that focuses on real ales, real ciders and great fresh food etc (Castle Inn Pub, 2021). The pub is known for its speciality in the attractive bar, 12 gorgeous bedrooms to rest and a relaxing environment. Also, there are numerous times when the organisation changed the name over the period. The focus of the organisation is that it provides the customers with the original and ethnic taste of traditional beer, beverages and food items with relaxed dining facilities in an open area. As it is a small-medium organisation the company have an employee base of between 50 to 100 employees and is a sole proprietorship business (Castle Inn Pub, 2021).
[bookmark: _Toc77152147]Key Marketing Theories
In this head, the writer of the report has discussed various marketing theories and models that will be contributing at a large scale to manage the challenges and operations of the business environment effectively and efficiently. However, most people believe that marketing theories are related to the concept of marketing only where the business organisation prepares an effective strategy for advertising and promoting the product or service in the market (Zeithaml et al., 2020). Here the marketing theories are mentioned in the context of discussing the strategies for the chosen business organisation in the report that is Castle Inn Pub UK. The two theories that are being used in the report for marketing is Ansoff Matrix and porters five force model analysis to make a discussion about effective marketing strategies for the business organisation in the report. The key marketing theories detailed discussion is being done below in the report.
Ansoff Matrix
The marketing model was introduced by Igor Ansoff in the year 1965 and it focuses on developing strong ideas and strategies for business development and effectively implements those strategies in the market to achieve the desired goals and objectives of the business. It is a tool used to identify the challenges of the market and then prepare effective business strategies to overcome the complexities of the market and survive in the market for a longer duration successfully. The model demonstrates the four possible strategies to manage the scenarios of the market and plan the business strategies accordingly. Below discussed are the four strategies of the model for the Castle Inn Pub UK (Dawes, 2018).
· Market Penetration: Under this scenario, the company must focus on preparing the strategies that will be enhancing the sales of the business in the complex and competitive business environment. The main focus area under this strategy is to identify the techniques to defend the market share of the company and also to prepare strategies to grow in the market. The Castle Inn Pub can make a successful market penetration by generating low cost or affordable services to please the customers at the initial stage in the business environment (Loredana, 2017).
· Product Development: The main focus area of the strategy is to launch the new product in the business environment or the market and give tough competition to other players in the market. There are many people in the business environment especially the entrepreneurs that are looking for a new product launch therefore under this strategy the business managers and market experts of Castle Inn UK can prepare a portfolio of effective strategies to make a successful product launch. By launching the variety of same drink of food item at every branch of the company the Castle Inn Pub can make a successful product development in the market (Dawes, 2018).
· Market Development: Here the strategies are being prepared by the business experts and managers to know the answer to the three main questions for the business is how the company can make market expansions, how to make detailed study or analysis of the new market sector and the last question is how the company can make expansion in new geographical areas like other countries. After evaluating the answer to the above three questions the company will be able to make a successful market development. For successful market development, Castle Inn Pub UK can use the latest marketing technology like social media to market its variety of products and services amongst the customers in the market (Dawes, 2018).
· Diversification: It is the last pillar of the model where the Castle Inn Pub will be preparing the strategies making successful diversification of new product in the same market or same product launch in the new market. The main focus area of the strategy is to make successful diversification of the business in the new market or new product. The Castle Inn Pub after its successful establishment in the UK can think of developing its branches in other parts of the world to make diversification of the product in different parts of the world (Loredana, 2017).
[image: ]
Figure 2: Ansoff Matrix Model
Source: (Dawes, 2018)

Porter Five Force Analysis Model
It is another widely used business analysis or marketing analysis tool by the business organisations in the present business environment that focuses on identifying the challenges and threats in the market so that before entering into the market the business organisation like Castle Inn Pub or while the existing player in the market can make effective business strategies to overcome the challenges effectively and efficiently. The model was introduced by Michael E Porter to make a better understanding of the competition in the market. Below are the five pillars of the model (Grebenshchikova et al., 2017).
· Competitive Rivalry:  The competition in the market is growing day by day because of increasing complexities in the business environment therefore the competitive rivalry for Castle Inn is high. The competitors of Castle Inn Pub UK are The Spaniard’s Inn, The Hyde Tavern UK, The Salisbury UK etc. To maintain the market reputation and successful operations of the Castle Inn Pub, the company must prepare effective strategies to overcome the threat of competitors that are mentioned above.
· The threat of New Entrant: To start up the business of a Pub or restaurant requires a lot of investment and procurement of numerous resources and the person therefore the threat of a new entrant in the market is considered to be low for Castle Inn UK. Apart from it, there are many competitors of the company in the market that makes it difficult for a new entrant to enter and make a smooth entry in the business environment.
· The Threat of Substitution: As is already being mentioned earlier there are many competitors of Castle Inn Pub in the UK that makes it difficult for the company to survive in the market and also it increases the threat of substitution of the new product by other competitors in the market. Therefore, the threat of substitution of products and services to Castle Inn Pub in the report is high.
· Supplier Power: There are numerous suppliers for raw material to Castle in Pub UK therefore the company can easily procure the raw material from different suppliers at affordable prices. This makes the business environment or market supplier dominating and also the supplier power is also high in the market.
· Buyer Power: The buyer or the customers of Castle Inn Pub are not strong because the company does not have a strong customer base especially the customer share of the company got sincerely affected after the outbreak of the deadly pandemic in the year 2020. Therefore, the buying power of customers for Castle Inn UK is considered to be low (Bruijl, 2018).
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Figure 3: Porter Five Force Model
Source: (Grebenshchikova et al., 2017)
[bookmark: _Toc77152148]Factors that Affected the Quality System of Castle Inn Pub UK during Covid-19
The pandemic has made a serious impact on the global business environment, but we have mentioned those factors that have affected the quality system of the hotels, pubs and restaurants during the tough times of the pandemic that is Covid-19. Below there is a detailed discussion about some factors that affected the Castle Inn Pub UK during the pandemic (Le et al., 2020).
· First of all, the enforced lockdown at the global level by the respective economies to curb the spread of the virus is one of the major factors that affected the quality of services by The Castle Inn Pub UK during the pandemic. At the initial stage of the lockdown, there were only a few business organisations that provide online product or service delivery at home. The Castle Pub in the UK finds it difficult to provide its services to the customers during the pandemic as the company was not in the online deliveries that reduced the economic share of the company at a large scale during as well as post-Covid-19.
· The second factor that affected the quality of services of the pub was poor communication because it was mandatory for all the people in the society or environment to maintain sufficient social distance to curb the spread of the virus. During the pandemic, there was poor communication amongst the people working in the same organisation that affected the quality services of the restaurant and pub. The organisation used to find it difficult to provide the services at the doorstep of the customers with clear communication at the time enforced lockdown by the respective government.
· The market crash and recessions in the global economy have affected the business organisations at large scale and the hospitality organisations like restaurants and pubs are also an important part of the industry that got severely affected because of recession and market crash during the pandemic. The revenues of the Castle Inn Pub UK reduced tremendously from 7.95 to 4.6% in the year 2021. Therefore, for most businesses market crash is one of those reasons or factors that influence the performance of businesses during a pandemic.
· Covid-19 is one of those diseases whose permanent solution is still not available with any of the global medical institutions. The irregularities because of the pandemic are another factor that influences the quality system of Castle Inn Pub UK severely. The lockdown in the UK is not over yet and there are some other irregularities in the economy that affect the performance of pub during the pandemic. Because of again and again the implementation of lockdown and interruption of the pandemic the economies are not able to focus on the growth and development of the business (Pramono et al., 2021).
[bookmark: _Toc77152149]Customer Relationship Management Theories &Models
The abbreviation CRM stands for Customer Relationship Management that is highly important for the business organisation to survive in the complex and competitive business environment that focuses on preparing such effective strategies that will be contributing a lot to manage a good relationship with the customers and enhance the market share of the business organisation. In this particular paragraph, the CRM theories and models are being implemented and discussed in the context of The Castle Inn Pub UK so that the company can enhance its relationship with customers and improve the market presence also. The main purpose of implementing the CRM theories and models is to earn higher profits and revenues by the company in the competitive and complex business environment and also to enhance the brand value or public image of the organisation so that more and more customers get influenced and purchase the product and services form the same organisation (Amanda et al., 2018).
IDIC Model of CRM
The model was introduced by the Peppers and Rogers group that includes four major stages in it to have a strong customer relationship and management. Below is a brief discussion of the four major pillars of the model (Gate, 2017).
· Identify: It is the first stage of the model that refers to make a clear identification of the customers and then prepare or manufacture the goods and services for the identified customers accordingly. To identify the customer the company needs to know every detail of the customer like name, address, purchase history and preferences etc of the customers. The main goal of the stage is to collect more and more information about the customer and to make a better understanding about customers and manufacture the goods and services accordingly to enhance customer satisfaction.
· Differentiation: The second stage of the model is differentiation where the company needs to differentiate amongst the pool of its customers base based on needs, demand and requirements of the customers so that the company can provide the goods and services accordingly and improve the customer satisfaction of the business organisation.
· Interact: The third stage of the model states that the business managers and the customer manager at the business place needs to implement all of its CRM strategies and planning in interacting with customers to know more about the customer’s choices and preferences. Apart from it, an interaction makes it easy for the company to resolve the issues or complaints of the customers with the help of proper and attractive interaction.
· Customise: It is the last stage of the model that refers to the customisation of all the information gathered or collected about the customer according to the planning and strategies of the company that is being decided by the managerial team of the organisation. The collected information will be utilised by the company as per the need and expectations of the individual (Colomer et al., 2017).
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Figure 4: IDIC Model
Source: (Amanda et al., 2018)
[bookmark: _Toc77152150]Supporting Factors of Castle Inn Pub UK during Covid-19
The pandemic brought a lot of changes in every individual’s life and also in the business environment that has affected a lot of businesses that were operating but now many of the businesses are at the edge of closure or already closed because of poor economic conditions of the organisation as well as a result of the severe impact of covid-19. Various factors have contributed positively or supported a lot to the business organisation during the tough times of the pandemic and as a result of the support of such factors, the outcomes are really good and benefited many of the business organisations. The factor that supported the most during the pandemic the businesses especially restaurants and pubs is technology or advanced technology. It is known to all that technology is advancing day by day and developing its features to make the life of people easier and reduce the efforts of the customers. During the pandemic, the usage of Technology has increased because the business managers have chosen Technology as one of the most convenient ways to resolve the issue that the businesses were facing during Covid-19 and because of that many of the business organisations had to suffer severe losses and need to make closer (Neger et al., 2020). E-Commerce and online deliveries with the help of Advanced technology are the big supporters for the business managers to continue the services and transactions of the business even at the tough times of the pandemic without any obstacle. To curb the spread of the virus, the Government of the respective economy have implemented an unfolded lockdown that has restricted the business activities in various economies and as a result, most of the businesses were closed or had to put a pause on their economic activities. During the lockdown, many of the customers ordered the product and services online and the E-Commerce organisations provided the required product and services at the doorstep of the customer. It was found that in the year 2020 the digitalization has increased amongst the customers in the market and the uses of Technology for commercial activities have been increased from 12 % to 16% in comparison to the previous years. Therefore it can be said that for the business environment technology has proven to be a boon to continue the economic activities for the business exports and manager during the tough times of the pandemic and earn at least some amount of income to regulate the daily expenses of the houses and fulfil the basic necessity of the family members (He et al., 2020).
[bookmark: _Toc77152151]Application of Quality process at Workplace
The quality process is an important function that is being performed by most business organisations to check and monitor the quality of the product and services that the company is providing to the customers so that the customers may get the best quality product at affordable prices and the brand image of the organisation remains the same or enhance years in the business environment amongst The Other competitors. The Chosen Organisation in the report also performs a quality check on its product especially the food items and the drinks that they provide to the customers so that they provide the best taste drinks and beverages to the customers at affordable prices and gains the trust of the customer. Quality process or quality management plays an important role in the business organisation as it helps to gain the trust of the customer which is an important element because if a single customer is satisfied with the quality of the product and services then it can influence many others and this will enhance the customer reach of the business organisation in the market (Laporte et al., 2018). Once the quality process is been checked and approved by the quality manager at the business organisation the product or the service is ready to deliver to the customer and gain the trust. Customer is an important asset to every business organisation because they are the one that enhances or declines the sale of the organisation and it directly affects the economic profit and loss of the company. Therefore quality check or quality process is one of the tools that need to be performed at every business organisation especially in restaurants and pubs like the castle in the UK so that the taste of the eatables that are provided by the hotel can be checked and pass all the quality parameters to attract the large pool of customers and enhance the customer satisfaction level of the business organisation (Liebert, 2017).

[bookmark: _Toc77152152]Benefits of Good Customer Relationship
As it has been mentioned earlier that customers are the major effort of every business organisation there are certain benefits of having customer relationship management effectively and efficiently at the business organisation that is being discussed below.
· First of all, with the help of supportive CRM that is customer relationship management the business organisation improves its responsiveness towards customers and gains the trust of the customer. During the pandemic it was difficult for the business managers to manage the operational activities on regular basis through remote working but still the business organisations like Amazon focused more on customer relationships and have provided all possible conveniences to the customers in shopping with extra packages and discounts so that there can be an improved customer relationship of Amazon with its customers (Soltani et al., 2018).
· Good customer relationship management eliminates the agitation and complaints of customers with the organisation and enhances the loyalty of customers towards the business organisation. It not only ensures the single customers but with the review of that customer, it influences other customers in the market to try the product and services of the organisation at least once and then get the highest satisfaction and purchase the same product or services with the same organisation, again and again, that is also known as customer loyalty. Therefore, it is said that good customer relationship management at the workplace and hence is the customer pool of the organisation and also it increases customer loyalty (Dewnarain et al., 2019).
· Moreover, customer relationship management is beneficial for the business organisation because through this the business managers can take feedback from the experienced customers and make the necessary changes in the product and services accordingly to satisfy the other customers that are going to purchase the product and services of the company in future. This will reflect the importance of the value of customers to the manufacturers and they will think that at least the manufacturer cares about the feedback of the customers and made all the changes accordingly in the product or services. For example recently at Amazon one of the customers in Los Angeles complained about the delayed deliveries of product therefore the customer relationship management team of Amazon decided to look after the scenario and found that because of heavy traffic the delivery boys find it difficult to deliver the package on time therefore as a solution the company took the support of Technology and decided to deliver the product at the doorstep of the customer with the help of a drone and eliminate the issue of the delay in the deliveries. (Soltani et al., 2018).
[bookmark: _Toc77152153]Challenges in Maintaining Customer Relationship
However, challenges are the regular part of every business environment because without challenges the business managers do not find new and creative ideas for the business therefore challenges are necessary to bring innovation in the business environment. The business managers and the customer relationship manager at the workplace need to face challenges and repair effective business strategies for the organisation for innovation and survival in the market for a longer duration. There are numerous challenges faced by customer relationship managers in managing effective and efficient CRM at the workplace like poor communication lack of technological knowledge cost management effective planning of the financial resources deciding particular objectives and many other such challenges that the customer managers need to manage on regular basis. However these challenges are being managed effectively and efficiently by the customer relationship manager at the chosen organisation in the report as the person is experienced and knows the regular challenges of the organisation therefore it makes it easier for the person to deal with such challenges (Kumar et al., 2018).





[bookmark: _Toc77152154]Conclusion
The report concludes that customers are an important part as well as an asset to the business organisation therefore every business must prioritise its customers and then plan the strategies accordingly to keep the customer satisfaction level of the organisation to the top. 
[bookmark: _GoBack]A detailed discussion in the report has been made in the context of customer relationship management and its related aspects to know about the importance of customer relationship management at the workplace especially during the tough times of covid-19. The report has mentioned all the related aspects of customer relationship management like its benefits, challenges, theories and models etc. Some of the models and theories are also used in the report in the context of the chosen business organisation like and software metrics and porter's five Force model for analysing the marketing behaviour of the organisation in the business environment.
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