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[bookmark: _Toc58971307]Introduction 
Businesses are currently affected from various factors that survive and present within business environment that either destroys or develops growth and performance. The global business has been affected from external aspect that is Covid-19 pandemic that has changed living criteria of people and functioning of business. Similarly, Harrods being departmental store also faced huge impact from pandemic that has changed its operations and performances of employees within the organisation. Various governments are trying their best to comply with all guidelines to manage business with safety and security regulations created for pandemic but at same time requires businesses to arrange facilities and products that comes into essential section so that online and offline channels can be used for reaching global customers. Pandemic has made all businesses to follow customer centric approach by strengthening relationships and satisfying their basic needs. 
Thus, the present report will aim at discussing external as well as internal factors that has given huge impact to Harrods control and systems aspects that maintains quality to attract customers. It will suggest various ideas using which business can deal with pandemic situation effectively while focusing on business objectives. It will play significant role in managing and forming best relationships with customers that will increase sales and profits by creating survival chances in the global pandemic. Developing customer relationship is most vital need for Harrods to perform and survive in Covid-19 where people are aiming on vital needs. It will be planned by suggesting various models to obtain sustained growth by performing tasks in new manner. 

[bookmark: _Toc58971308]Organisation Overview  
Harrods Limited is popular as departmental store or outlet that is situated in London and also deals in various enterprises such as Harrods Estates, Air Harrods, etc that was closed in year 2011. It was founded in 1849 by Charles Henry Harrod that deals in products like luxury and quality products. It functions with team of 4000 people and earns yearly revenue of £2 billion. It obtains land of 5-acre which holds 330 departments under which retail operations takes place. The business has gain huge popularity within Europe that has increased its sales and profits. It provides products like clothing, jewellery, pet accessories, electronics, food and drink, furniture, packaged gifts etc (Hwang and Seo, 2016). 
As global businesses are affected from pandemic Harrods has faced issues to survive within the market too. Due to Covid-19, it has identified that demand of essential products should be main priority of business and almost 700 jobs has been cut by management to survive in competitive and weak economic conditions. Due to lockdowns, the sales were impacted that has lowered the profits that bought situation of lowering job roles. Even it has eliminated door mans to serve the customers for maintaining norms of social distancing that showed that business is trying to manage with new era. In present situation, it is only opening food hall and pharmacy and other units has been closed to survive from pandemic. These external factors have affected its sales and profits that has made difficult for Harrods to manage rents of stores and hall (Witell, et.al, 2020). 
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[bookmark: _Toc56787546]Figure 1: Situation of retail sales in pandemic
(Source: Deirdre Hipwell, 2020) 
The above graph shows that lockdowns imposed in UK has affected performance of retail firms that directly shows that businesses now has to maintain customer centric approach to survive and perform within markets. Plunging of sales has even destroyed Harrods performance and position in market for which it has to identify methods to strengthen its customer base. Due to such kind of situation, serving customer experience has become essential aspect without it sales and profits will be tough to obtain by business. Similarly, Harrods is also facing negative impact from the Covid and other external and internal factors due to which it has decided to focus on customers for gaining its profits and market reputation again (Homburg, et.al, 2017). For this, it has requested people in UK to link on e-commerce platforms as well as websites to obtain online services for products that are not available at open stores. Thus, various factors affecting business should be identified through various models that are elaborated below. 
[bookmark: _Toc58971309]Internal and External Factors 
Business environment comes to negative and positive impact from factors that are outside and inside the organisation. Internal aspects are present within organisation that affects work and quality of products and employee’s morale but it can be controlled and improved when identified. On other side, external consist of factors that are tough to control and are available outside the business. It becomes important for Harrods to analyse such factors that can help in managing performances in post pandemic situations (Klink, et.al, 2020). Thus, these can be identified using pestle and swot analysis that is conducted below: 
[bookmark: _Toc58971310]Pestle Evaluation: the model will help in evaluating actual business environment in which the Harrods is operating to identify factors that is giving impact on its business style. It entails the factors which are uncontrollable by entities but aids to improve internal functioning of business. 
Political – It refers to political surroundings or the environment that is used by management to survive and perform in (Mansoor, et.al, 2020). The actual impact coming from government rules must be identified to manage situations. For example – legal provisions and guidelines framed for the departmental stores must be adopted by Harrods and business is doing well by complying with rules. Even it imposed serious closure at time of lockdowns to avoid infection by maintaining services from online platform. 
Economical – It is most vital external factor that creates impact on business operations as it links business with country’s economy. As Covid-19 has become main external factors affecting lives of people it even destroyed countries with strong economies that have lowered the spending and earnings of people. Harrods is surviving in favourable situations as past years it has gained high profits but cannot perform in coming future with same ideas. Due to shaken economy, people are focusing on essential products that too with low prices by keeping luxury needs aside. 
Social – It is vital aspect that decides growth and success of business. It helps business to shape position and develop brand image of organisation with product and its quality with sale ideas (Sigala, 2018). It is serving customers positively and gained faith of people as it fulfils demands and choices of customers on time. For example – it only started its store’s food and pharmacy units to serve customers with essential goods and services. Besides, it closed all other sections and started online selling to maintain its growth and success. 
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[bookmark: _Toc56787547]Figure 2: Closed Harrods Knightbridge store due to pandemic
(Source: Coronavirus Harrods, 2020) 
Technological – the latest technology is vital for business to survive in normal and abnormal conditions. It has initiated various steps like investment are arranged for managing new and latest devices that can help in reaching in global customers (Bhat and Darzi, 2016). Also, reputation of business and stocks of business is preserved through computers in Harrods that supports and promotes work and regular operations. Even compliance with e-commerce platform has been applied to boost sales and profits at post pandemic situations. 
Environmental – It is important for business to protect and secure natural factors and various resources to survive and perform within competitive environment. Even Harrods is trying its best to adopt sustained and ethical business practises for supporting environment and natural features to gain positive image. Even global warming has been increased for which compliance with such laws has become essential to follow with new protocols with business created after pandemic. 
Legal – It is external aspect that might bring business into situation for paying high penalties and hefty fines if business does not follow legal laws (Zerbino, et.al, 2018). The departmental store has to follow rules related to procedural and obligatory aspects, consumer law, acts of health and safety, pr
imarily contract laws etc for long term survival. For example – the lockdowns were imposed by country’s government that was to be followed strictly for taking care of workers lives as workplace cannot be managed with better social distancing norms.
[bookmark: _Toc58971311]SWOT Analysis: It is analysis that helps to find Harrods strengths, weaknesses, threats and the opportunities that help to prepare strategies for managing customer relationships effectively. 
Strengths:
· The products have numerous styles and pristine presentation of goods and services. 
· Quality products with clean and high products are given to customers. 
· Wider product choices and easy product understand ability is present. 
Weaknesses:
· Harrods can enhance its presentation and visibility for all products as single outlet cannot manage this. 
· Strong online presence of rivals that lowers its customer base. 
· Numerous products has not seen by customers due to hidden policy (Santouridis and Veraki, 2017). 
Opportunities: 
· It can expand its image and position through social media and digital promotional methods to attract customers from global level to manage business is post pandemic. 
· Harrods can promote and perform in local events by maintaining social distancing rules for developing customer base. 
· Wider areas for visualising its product range without human touch. 
Threats: 
· It can enhance its marketability with better promotions of products and services. 
· It can improve its internal work environment for supporting organisational growth. 
· Weak customer service and product uniqueness is impact on performance of business (Anshari, et.al, 2019). 
· The user experience is much better in other retail firms due to strong online presence and customer safety that affects sales. 
[bookmark: _Toc58971312]Organisational Quality Systems 
As pandemic is major external factor that affected Harrods as well as global businesses. It has given idea that satisfying customer needs is only factor that can enhance business growth and performances. It will even prepare firm to survive in post pandemic situations. At time of the lockdowns, it has been found that people like firms that are fulfilling essential needs at time of packed situations with better rates and customer services. It means Harrods has to focus on strengthening customer experiences as well as engagement with objective of bringing firm on track again. For this, quality controls and various systems must be implemented for developing customer experiences for products and services (Valmohammadi, 2017). It will prepare business to follow customer centric approach effectively. 
Quality systems are identified as policies, criteria or process that executes and plan strategies for meeting requirements by customers. Therefore, it is important for Harrods to analyse various factors that gives major and negative impact on strategies created for controlling quality within products and services. Thus, following are points that affect quality of products from business side such as: 
· Markets – New products with low price hits market at and after time of pandemic that has impacted customer needs. Need to comply with new technology bring impact on quality of product in Harrods. 
· Money – The staff has to be given rewards for creating quality goods ignoring which can cause impact on quality that might not like by customers at all. 
· Management – the structure of business is framed by different people that hold various views on quality aspects which gives impact to quality of products (Patyal and Koilakuntla, 2016). 
· Men – The rise in new technology has created need to develop understanding for new methods of achieving work goals that makes tough due to lack of training thus impacting quality. 
· Materials – Finding best resources is matter of luck in pandemic situation as many firms are demanding high rates that can cause quality threat.
· Machines and Information – Various new machines and idea of using is required between pandemic to maintain safety and secure standards. For example – using self sanitising machines created impact on product quality (Pantouvakis and Bouranta, 2017).
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[bookmark: _Toc56787548]Figure 3: Principles to manage quality
(Source: Quality Resources, 2015) 
[bookmark: _Toc58971313]SERVQUAL GAP (Service quality gap model)
SERVQUAL is the gap approach in measurement of service quality a tool that can be applied through product manager across all sectors. The aim of the model is to determine the gaps among customer expectations and the actual services offered at varied stages of delivery of services. The second purpose of the model is to close the gap and improves the services of the customers. The model has identified mainly the five gaps that are presented below.

[bookmark: _Toc58971314]Customer gap
This gap is the difference between the expectations of the customers and perceptions of customer. Customer expectation is what the expectation of the customer as per the resources available and is impacted through cultural background, lifestyle of family, personality, demographics, advertising and experience with same products and information presented online. Harrods needs to look on the customer gap as it is significant gap and ideal world the customers expect will be identical to perception of customer.
[bookmark: _Toc58971315]Knowledge gap
 It is the difference among customer expectations from the service offered in Harrods and the provision of the company towards service. If the gap is present it means that Harrods needs to try the wrong or non-existing needs of consumer. The restaurant is the customer oriented business it is significant to have correct understanding of needs of the customers. For removing this gap, the comprehensive research in the market is necessary. 
[bookmark: _Toc58971316]Policy gap
 This gap shows the management incorrect translation of service policy into employee’s guidelines and rules. The experiences might face difficulty translating the expectations of customers into particular service quality delivery. This gap might see consumers seek the same products with suitable service. 
[bookmark: _Toc58971317]Delivery gap
 This gap shows the weaknesses in the performance of the employees. Organization with gap in the delivery might specify the service needed for supporting consumers but significantly fails in training employees, putting correct procedure and actions in guidelines. In this case, in ensuring the service delivery the Harrods needs to focus on the employees training and building cohesive teams. 
[bookmark: _Toc58971318]Communication gap
 The Company does the promises by showing different advertisement and communication increases the expectations of customers. In this case, organization needs to meet the promises of the delivered advertisement so that no communication gap can be arisen. 
Overall, meeting up of all gaps in the model the Harrods can achieve the service quality with using up with the model. 
[bookmark: _Toc58971319]Methods of Managing Quality Systems for Customers
The above factors have stated that various reasons can impact product quality that needs to be managed using better controlling systems that can attract customers. Quality is main factor that customer wants from Harrods which can be maintained by various models (Culley, 2019). It will even help in tracking customer choices that helps to gain competitive edge and profits after pandemic gets over. Following are methods that can create customer engagement within Harrods brand that includes: 
1. Net Promoter Value – The net promoter score or value refers to technique or tool that is used for measuring experiences of customer with objective of predicting future growth of business. It has transformed world of business and identified as scale that can bring success. The calculation of NPS is planned by answering almost ten questions which generally ranges from 0 to 10 at scale. It depicts three categories such as promoter, passives and detractors. The promoters are identified as loyal people within brand that will refer and purchase products of it. The passives describe satisfaction in people but shows that they can change when competitive rates hit the market. At last, detractors are known as unsatisfied customers which are cause of degrading brand image and might speak negative words. Using this, Harrods can develops its customer engagement practises to know its performance so that after pandemic it can prepare other plans and strategies to attract customers (Dale, et.al, 2016). For example – the Harrods can ask questions like “How likely you will recommend our brand to others?” through NPS. 
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[bookmark: _Toc56787549]Figure 4: Example of NPS for customer engagement
(Source: Jon Picoult, 2020) 
2. Internal Audits – It is best tool and strategy that can be applied by Harrods in post pandemic situations for managing customer satisfaction approach. It is beneficial method as it will ensure business about firm’s governance, control criteria and risk management plans that helps to create new plans for sustained survival. The team should be prepared that can give real facts and the figures about business such as control process, identification of issues, management report, planning testing for fieldwork etc that will develop new ideas for business growth (Aleksandrova, et.al, 2018). In this, the management or team hired for auditing must focus on key areas such as: 
· Quality and operational efficiencies for analysing resource and production process quality. 
· Identifying business risks based on which strategies for securing business can be framed. 
· Listing and testing models and systems that are created for managing business. 
· Evaluating working efficiencies for managing business and dealing with process issues. 
· Describing about corporate governance that can boost management morale to generate new ideas. 
· Checking vital opportunities for waste minimisation as well as cost reduction to attract people after pandemic (Borkovskaya, et.al, 2018). 
[bookmark: _Toc58971320]Impact of Quality Systems on Harrods Objectives 
Harrods being toughly impacted from Covid-19 has not lost the hope for success instead it made plans for surviving within market with positive image in front of customers. For this, it only started food and pharmacy department out of 330 departments to secure health of community people and even not tried to provoke people for buying unessential things. The best approach was adopted by it was requesting through social media for making purchase through online channels to avoid contact with each other for things that are not urgent or essential for living lives. Currently, organisation is involved in many practises for gaining profits, survival and the competitive edge by linking with customers on emotional as well as mental level. There are various quality systems suggested above that can be initiated in Harrods for eliminating poor impact that came from Covid-19 (Slaughter, et.al, 2017). 
Harrods has several business objectives that will be effectively fulfilled by applying the quality control measures in which customer engagement and interest towards brand can be seen easily. It will even help in analysing working efficiencies that can support additional growth in coming future. The objectives of Harrods include gaining higher profits and revenues, becoming market leader and impacting society in positive manner within and after pandemic. These goals can be achieved by initiating quality systems effectively. Thus, following objectives can be fulfilled of Harrods by applying quality systems such as: 
[bookmark: _Toc58971321]Profits and Revenue Growth 
 It yearly revenue is almost £2 billion based on 2017 and from 2012 it started its profits with £366.6 million and later reached £451.3 in year 2014 (Chen, et.al, 2017). At current level the gross profits of Harrods in year 2019 has been counted to £512.9 millions shown in graph below that was declined rapidly in year 2020 due to pandemic and lockdowns imposed by government. This has created impact on spending capacities of people as source of earnings were got limited and rates could not be managed by people effectively. Even quality became key priority for customers in which rates and brands were ignored. It shows that this might have helped to reach customers that even not tried products of Harrods. Thus, initiating quality systems will play significant role as business can ask questions using online platform like social media and personal messages about brand and chances of recommendations. 
For this, using net promoter value method will help in identifying brand promoters after Covid-19 based on which future strategies can be generated. Even internal audits based on sales done in new areas and customers can be planned for targeting the market again with better customer services (Li, et.al, 2018). It will help in setting strong online platforms for people that has been impacted from poor availability of sources to link with business and stores in tough times. 
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[bookmark: _Toc56787550]Figure 5: Gross profit of Harrods from 2012-2019
(Source: Tugba Sabanoglu, 2019) 
[bookmark: _Toc58971322]Social Impact 
 At time of lockdown rule, it was found that business has only started to sell food and products related pharmacy for giving security to people. This has helped in creating best and positive image in customer minds at mid pandemic as business kept customer safety on key priority (Bhatia and Awasthi, 2018). Similarly, the situations of post pandemic cannot be managed easily as Harrods now have to take extra care for customer safety when lockdowns has been lifted totally. In this, using quality systems will surely increase faith and reliability of customers on brand as business will take use of net promoter scale for knowing customer satisfaction rate after every purchase or specific time period. Even best quality will describe responsible attitude of business towards the people and society for which social distancing at stores and online buying will be promoted on higher basis. It will play vital role in creating positive social impact and objectives of business will get completed. 
[bookmark: _Toc58971323]Market Leader 
According to certain calculations, that were done in year 2015 that showed highest followers of Harrods over social media (Sarkar and Chung, 2020). The main competitors of Harrods were identified as John Lewis, Harvey Nichols and Selfridges & Co. Even today for becoming market leader in top ten departmental stores within UK Harrods is significantly trying to satisfy customers with products and its quality aspects. The below figure of 2015 shows that Harrods was leading over social media in terms of followers that shows the making and breaking of business is in hands of customers only. 
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[bookmark: _Toc56787551]Figure 6: Social media followers of Harrods
(Source: Julie de Melo, 2015)  
Thus, the initiation of quality systems through net promoter scale and internal audits will help Harrods to enhance its brand image as choices and rights will be given to customer for rating the brand and its products to other people. Using such systems and methods of controlling quality it can become market leader very soon even after negative impact from pandemic that has lowered performances and profits of business. These quality systems will further help employees to get engage in practises of customer centric approach by providing those experiences and quality for which they have trusted Harrods (Endrullat, et.al, 2016). 
[bookmark: _Toc58971324]Models Maintaining Good Customer Relationships 
Developing customer relationships in age of Covid-19 pandemic is last option for firms like Harrods to survive and enhance their profit graphs within market. It is best way to link with the customers strongly. Even various practises must be initiated by departmental store to lower the negative impact that will hot businesses in post pandemic. Strong relations will prepare business to deal with tough competition and for these maintaining quality standards in essential products has to be managed on time. So, various models and techniques that must be adopted to secure the business from critical situations and able to prepare strong relations that will increase brand image and recommendations (Kamalaldin, et.al, 2020). The major models for better customer relations include: 
[bookmark: _Toc58971325]AIDA or Adoption Model 
In this, the journey of various customers in tracked and traced through four aspects that include awareness, desire, action and interest. It is generally used while complying with the marketing strategy that could be adopted using communication. It checks stages used by person before making any purchase and business will make involvement in such stages to strengthen relations and finalising the minds of person to make purchases. Its significance consists of: 
· Awareness – to form brand image and awareness for goods. 
· Interest – showing product benefit to buyers so that person makes further research for the product. 
· Desiree – It can be done by stating brand personality by linking it will emotional aspect of customers (Pihlava, 2020). 
· Action – Attracting person to connect with business by calls, checking brochures, doing live chats and entering in newsletter etc. 
For instance, Harrods can manage its customer’s relations by applying AIDA model using its four stages. It can create awareness for quality goods using PR campaigns or promoting at social media. For developing interest, mail will be done related to campaign information for gaining the discounts on first three products. Later, desire for buying will generated by explaining the presence of Harrods at time of lockdown too for serving essentials to customers. At last, the actions by customer can be taken using local advertising for getting discount, using Facebook for buying, searching on website for booking products etc. In this manner, the choices of buyer will be identified that will make easy for business to survive post pandemic situations as best buyer relations will increase profits and revenues of business (Shah, et.al, 2019). 
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[bookmark: _Toc56787552]Figure 7: Adoption model for customer relations
(Source: Annmarie Hanlon, 2020) 
[bookmark: _Toc58971326]Customer Relation Management System 
CRM systems refer to criteria that tackle communication with existing, past and the potential buyers. The information is gained through data analysis that is based on past history related to products that helps to create wider opportunities for creating better relationships. Thus, Harrods can initiate CRM software that can helps in communicating with customers related to product and services (Kevin and Ana, 2019). Majorly it is aimed and targeted through social media and websites that listen effectively on customer choices and issues. For example – Nimble is the CRM software that can be suitable for Harrods as it targets social media. Using Nimble business tackles team, various contacts of customers and social users that helps to link customers with business that helps to gain competitive edge by solving issues of buyers and managing sales graph. 
The software promotes various online conversations that include Facebook, email, Instagram or twitter with objective of developing relationships with customers. It has features for doing the tasks automatically in which it goes online on its own to gather relevant data related to buyers contact by aiming for profiles on Google plus, Facebook, Twitter etc (Cricelli, et.al, 2020). It helps to sort and filter the data and choices based on which customer likes the product effectively. It even has various facilities such as task management, tools of sales and marketing, third party apps, all integration options, management tools etc. 
Therefore, the Harrods should adopt methods of CRM systems in which various software can be applied for tracking customer’s choices and movements. It is best way that will lower impact that has affected business from pandemic. The customer relationships will be maintained in right manner by understanding customer choices that will improve situations in post pandemic time for gaining sustained growth and success (Ozan, 2020). 
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[bookmark: _Toc56787553]Figure 8: Example of Nimble to manage customer relations
(Source: Mike Williams, 2020) 





[bookmark: _Toc58971327]Conclusion 
After summing up above discussions, it has been concluded that Covid-19 is crucial external aspect that has affected performance and functioning plans within organisation like Harrods. It has created culture in global firms to enhance development of such practises that promotes the customer engagement and experiences so to gain customer base and loyalty even after pandemic gets over. To link with mental as well as emotional factors of customers practises of CRM has been started effectively in Harrods to eliminate negative impact that can permanently hit firms. For this, the study has effectively identified aspects that affect performance of business such as pandemic. It has almost destroyed functioning due to which quality controls as well as systems have been suggested to give prior satisfaction. 
Also, various ideas have been listed to tackle new situation effectively at time achieving planned goals without getting any negative impact. Even various models have been suggested to form best and effective relations with buyers to increase customer base and profits at post pandemic. So, the report has effectively developed understanding and importance of framing relationships with buyers to survive for sustained time period. 
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