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[bookmark: _Toc70703158]Executive Summary
Now a days, organizations are working on ensuring quality in their workplace and focusing on engaging customers more. It makes them enable to provide a positive customer experience. For this reason, they can maintain better relationships with their customers as well. Due to Covid-19, the situation has changed vastly so thus customer expectations. Businesses also changed their strategy in order to adopt with the new normal. So, this paper basically explains how organizations are adopting this new situation and providing better support for their customers. Also, the marketing theories have been mentioned in this paper that will be effective for the selected organization like, Wetherspoon JD Plc and how they overcome the challenges in time of this crisis like Covid-19. After all, every organization want to provide their customers with good quality systems and want to meet customer requirements as well.

[bookmark: _Toc70703159]Introduction
Due to Covid-19, most of the organizations around the world needed to change their working strategy in order to cope up with the situation. Those business changes have led them to be more concern with their customer engagement because there have been huge changes in customers choices during this pandemic. With the change of customer preferences, the operations, marketing, production and other strategies of a business have also been changed (Ingo & Jodie, 2020). In this paper, Wetherspoon JD Plc has been chosen which is a recognized company and operating their largest pub business throughout the United Kingdom. Their main purpose of this business is to provide foods and drinks to customers. But due to this current pandemic, their sales margin decreased to 30% as people are not feeling safe to go outside and having foods or drinks. So, in this situation, Wetherspoon is really concern about this matter so that they can ensure the growth of their business and engage more customers as well. As a result, they have made some essential changes in their company. This paper mainly explains about those changes how they have adopted and develop customer relationship.

[bookmark: _Toc70703160]Overview of chosen organization
As a part of this assessment, Wetherspoon JD Plc has been chosen. Wetherspoon JD Plc is one of the leading companies in the United Kingdom which is operating their business from 1979. The company was founded by Tim Martin and he was the Wetherspoon Pub founder and chairman. During its opening, the pub was named as Martin’s free House and but in 1980, it was renamed as Wetherspoons Pub. There are more than 900 pubs in which they are operating all over the United Kingdom as well as in Ireland too. The major purpose of this company is ensuring quality foods and beverages and meeting their customer needs. The company also has recognition about entering their name in the Guinness Book of Records in 1995 as the largest pub in the United Kingdom.
The company mainly provides foods and a variety of alcoholic and non-alcoholic drinks to their target customers. The company is well known for cheap drinks and promotions of foods which attract more customers. They have a good management system and skilled workforce which makes them to be very successful within a short period of time. They always concentrate on the needs and demands of their customers and try to fulfill them. They ensure good relationship with their customers which makes them successful in their business. Along with the better-quality products, they ensure better quality service too by their well-trained manpower. As it is a fast-growing company, it is more concerned with the customers always. They always attract their customers by their fruitful services as they designed the pub in a congenial atmosphere. Not only their products or services but also their beliefs, values and focused position made them successful. It is recognized as a renowned company all over the world.

[bookmark: _Toc70703161]Marketing theories for Wetherspoon
Marketing theories basically helps to identify internal and external environment which enable a company to know about their strengths, weaknesses, opportunities and threats as well. It helps them to make new strategies and ensure sustainable growth of the company. There are so many marketing theories which is important for operating any type of business. But among those theories, acceptable theories are executed for the betterment of the business. Like, Porter’s five forces model helps to analyze about competitive environment where an organization can adjust with their strategy (Gerard, 2018). On the other hand, value chain analysis helps an organization to recognize about primary and support activities in order to create value for their customers. Also, this analysis helps to identify internal position of the business and their major competencies (Prescott, 2001). So, if these two marketing theories are combined with each other, then it will be helpful to understand about internal and external position of the business and how it is going to place them in the competitive marketplace along with meeting customer requirements.
 
[bookmark: _Toc70703162]Porter’s Value Chain Analysis
Value chain analysis is one of the most important concept of business management which creates value for the business leading to internal assessment of competitive advantage. This analysis helps a company to generate profit margin too. Michael Porter developed this concept and it is divided into two activities which are primary activities and support activities. Here, the analysis will be discussed upon Wetherspoon JD Plc.
[bookmark: _Toc70703163]Primary Activities
Primary activities include the production and delivering of the real products where it involves from the creation of the products to after sale service to their target customers. The primary activities basically cannot do things along rather it connects with support activities which increase the effectiveness of the organization. There are mainly five primary activities and those are inbound logistics, operations, outbound logistics, marketing and sales and service. These activities help to results in having competitive advantage for an organization.

· Inbound logistics: Inbound logistics mainly about obtaining, warehousing and inventory control of raw materials connecting with suppliers. That means it is necessary to have strong relationships with suppliers. Wetherspoon need to be concerned about this area too because they need to have food and drinks for their pub from their suppliers. The inbound logistics of this business is quite easy because many suppliers are ready to serve to their company as they are having a strong brand image. In this case, they can add other foods and drinks items which will add value to update their products and services as well. It will reduce their dependency on suppliers and they can fulfill customer demands more smoothly.
· Operations: After the collection of raw materials, it is converted into final products in this process. Machining, packaging, testing, facility operations are involved in this process (Porter, 1985). Wetherspoon uses technology which helps in automation process by reducing their operational cost. It is cost saving strategy of them by which they can grow their business. They focus not only in their growth of the business rather they focus on customer satisfaction as well. They ensure high quality products and services for their customers in a very reasonable price where the customers can get a relaxing environment. 
· Outbound logistics: Outbound logistics is about distribution of products or goods to the customers. Collecting, scheduling, storing, transporting and delivering products to buyers all of these are involved in outbound logistics. It is an essential part of value chain analysis for engaging customers in the business. Store management and time management is the main concern in this part. Wetherspoon need to have proper time and store management system so that they can manage all the supply of foods and drinks for meeting customer expectations. So, they need to understand when they should deliver the product and in which amount, they should order from their suppliers. Also, they need to be prepared for urgent delivery of their products and services in order to manage customers well.
· Marketing and Sales: It is important to create visibility of products and services to the target customers. For this reason, promotion, pricing, advertising and marketing is necessary. It assists in convincing customers to buy those products and take the services offered by a business (Evan, 2019). Wetherspoon has a great brand image which makes it easy for them to reach customers very easily. They apply cost leadership strategy that attracts customers by their appearance and decoration. But due to this covid situation, they are not doing much marketing of their products but they are trying to plan for new marketing and sales strategy.
· Service: Service is about maintaining products and ensuring proper customer experience as well. After sale service is necessary in the business. Covid-19 has made business to face many new challenges and adopting new things. So, in this situation, they need to ensure safety to their staffs and customers as well by making them entry with mask and not serving without mask. They need to ensure social distance and check the health issues as well.
In order to reach the goals or objectives of the organization, it is necessary for the organization to make suitable working environment with the skilled labor force. In this pandemic situation, digital marketing is one of the most effective solutions for the business to sustain and to make customer interaction so that the business can reach to the higher success.
[bookmark: _Toc70703164]Support Activities
Along with primary activities, it is important to coordinate support activities in the value chain analysis process. It assists in achieving competitive advantage for the business (Elvira, 2016). There are mainly four parts of this activities which involve infrastructure, HRM, technological development and procurement. The infrastructure of Wetherspoon is quite strong and they make the effective control of this activities. They have full control on the overhead costs which help them to minimize barriers and reach their goals. The HRM policy is also strong of this company. They have an organized process for recruitment, reward, performance management and so on. They always try to ensure safety and security to their employees and also motivate their employees so that they can contribute for the better-quality service in their company. Wetherspoon is not behind in technology. This company is running their business by using technology and increasing their productivity. They have automation software, accounting software which makes it easy for the company to operate effectively and within a short period of time.
Wetherspoon should also be aware of social work so that they can show the positive view and ensure sustainability as well. They should also be more concerned of providing unique customer experience which will include globalization and advance usage of their technology. In order to be successful in the long run, they need to have proper analysis of their competitors too that has already been done by value chain analysis above and thus this company can sustain by applying new strategies in this pandemic too.

[bookmark: _Toc70703165]Porter’s five forces
Porter’s five forces is an important analysis which is done by most of the organization to get idea about what type of power actually lies in a business situation. It assists in analyze current competitive position, strength of that position and external environment too. By applying these five forces, strategists mainly gather idea about profitability of new products or services and how they are going to create impact on the market. 
Threats of new entrants
New entrants create a threat for the market specially existing industry. Because they come up with new productivity, new strategy and new resources. So, in case of Wetherspoon, it is need to be analyzed. In the UK, Wetherspoon is a leading pub chain business and many new entrants have come in this industry. But Wetherspoon have a strong brand image and financial backup which are advantages for them. Also, they offer low prices for their various products to their customers. In addition, they do not rely on their core business rather they have other business too and that works as their backup. So, it will definitely be tough for new entrants to challenge Wetherspoon. But there are some local pubs in the UK with unique decoration and other pricing policy, they can be challenging to Wetherspoon. So, it is important to focus on their product development and launch new products to attract more customers. 

Threats of substitutes
Threat of substitute products refers to have substitute products in the existing market. It creates a risk for the business because the customers can switch to alternatives. There is low margin of having threats of substitutes products in this industry in the UK. This market is big in the UK as people prefer more for beverages and foods from the outside stores. So, there is lower margins in this business. The people and culture of the UK suits with this food and beverages products. There can be some risks to an extent that if any other business outlets are offering same products with lower prices (Recklies, 2015).

Bargaining power of suppliers
When the suppliers go for any kind of bargaining with the business, then there creates a barrier for the business. Wetherspoon has a strong brand image and as a result they have a large volume of sales which mainly attracts the suppliers to be connected with them. The company aims to provide fresh and high-quality foods and beverages to their customers. So, in this case, they need to be concerned of number of foods and time management. strong supply chain process is necessary to operate a business in an effective way. Thus, they can have a sound relationship with every supplier and can select the suitable supplier for their business.
Bargaining power of buyers
In this step, selection of pricing strategy is important for every business. Business needs to select the prices of their products or services by analyzing their competitors pricing strategy (Indiatsy et al., 2014). Because, pricing strategy plays an important role as a part of bargaining power of buyers. In this strategy, lower cost pricing strategy works perfectly which are applied by most of the competitors. They are offering their foods and drinks to the customers in a very low price. Moreover, they are making customer engagement and increasing customer interaction by meeting up their demands. Also, they are having concern about social issues and making positive changes for engaging more customers. They are taking unique or different strategies so that they can keep their loyal and potential customers instead of giving them any chances to move to another competitors. So, it is essential to differentiate products and services than other competitors in case of reducing buyer power of bargaining.
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Rivalry among existing competitors
Every business should focus on what their competitors are doing and how they are applying their strategy. The analysis of competitor’s activity makes a company enable to take better decisions. In this case, promotional activities, pricing strategy, advertising, creativity and other unique practices of competitors can be analyzed. It will help a business to know about their position and suggest about in which way they should work more. This company a having a threat of cross advertising. Also, there is cost reducing promotions risks in this business. So. Wetherspoon should be more concerned about creating their customer interaction that will help them to reach marginal growth of the business.

So, from the above discussion, it can be mentioned that, Wetherspoon is having a strong brand reputation where they have skilled manpower as well. It helps them to reach to the customers effectively and run the business in a smooth way. They are also using technology for increasing their production level by reducing the production cost. With the effective supply chain management process, they are trying to reach their business goals.


[bookmark: _Toc70703166]Influence of Covid-19 on quality systems and controls
People generally demand for better quality with a reasonable price from any company. The company also try to meet up those demands of their customers. But due to this pandemic, it is impacting negatively on most of the organizations. It has become very difficult for most of the organizations to keep up those quality and they are facing many obstacles. Wetherspoon is no different from those. People are afraid of going outside and eating foods or drinks from outside. Also, lockdown has made the life of people and business standstill. Most of the business are facing threat for this reason and the suppliers as well. These problems are affecting all over the world in a negative way. It is making shortage of supplies of products and raw materials too by which the production process has been stopped in many companies (Naveen & Anders, 2020). As the suppliers are facing shortage, that is why they are increasing their prices of raw materials so that they can maximize their loss margin. Because of increasing the supplier cost, the cost of the products also increased, thus the company need to maintain lower costing strategy. This impacts on the business greatly.
Also, due to lockdown, the products didn’t come in the right time which made the business of losing their customers. The buying power of the target customers minimized as it was before. For this reason, the sales and profit margin have also been reduced. The influence of Covid-19 does have a very devasting impact on quality systems and controls too as they need to lower their prices. It created impact on maintaining quality and some company could not provide better quality products or services as before. Wetherspoon has faced their first loss in the history due to this pandemic and many faces job losses due to different restrictions of the business in the United Kingdom for this pandemic. Many other large as well as small organizations also faced same type of loss due to this pandemic by which their quality systems have also gone wrong. So, there is a very devasting influence of Covid-19 on different quality systems and controls of various business of a country.

[bookmark: _Toc70703167]Impact on customer experiences due to Covid-19
In the whole buyer’s journey, customer experience is an important issue where every company is concerned about this. Customer experience (CX) is a perception of customers about any products or services or employees or systems of any company. So, if any company want to survive in the business in the long run, they need to focus on customer experience more. Because positive customer experience plays an important role in having competitive advantage which impact greatly in a business. Customer experience can be changed in any circumstances and the business need to idea about that how their customers are thinking about their products. Without having this idea, no business can sustain in the longer run.
There have been huge changes in customers perceptions, requirements and expectations due to Covid-19. Before this situation, people could roam around and can visit to pub. But after this situation, they need to maintain social distance and could not go to outside as well. The business remains closed for a long time due to lockdown which make them to face loss to a greater extent. So, for this reason, the business is losing their potential customers and they are also facing barriers for customer interaction. Customers are preferring more to buy from online platforms rather than buying from physical stores. The communication and interaction are also done through online rather than face to face which reduces the interaction with customers. So, huge changes are seen in customer expectations and approaches which are making difficult for the business to understand in most cases.
Customers are also not preferring to visit pub due to this pandemic. They are staying away from social gathering and crowded areas. As the business is not getting enough customers, that is why it is impacting on their sales margin. Wetherspoon also face losses of £105m due to this pandemic (Rob & Mark, 2020). But this company also ensured about maintaining social distance in their pub and more than 46 million customers visit to their pub. They made it safe for their customers and provide enough enjoyment for them (HM Govt, 2020).

[bookmark: _Toc70703168]Effective systems to build good customers relationship and meeting customers’ demands
The businesses are facing an extreme loss than ever due to this pandemic situation. The restaurants, pubs, bars are not getting customers as the people are remaining in their house for their own safety. Some of the areas are lockdown and the stores or restaurants are closed there. That is why it is difficult for the business to get customers and thus they are reducing number of sales margins. In this circumstances, customers’ requirements and preferences are also changing. They are not willing to take any outside foods or drinks and it is creating a great impact on the business (Heleri, 2020). Continuously, after the pandemic started, they are facing these difficulties and struggling with their business.
In this situation, it is essential to make effective relationships with customers and need to meet their demands too. Companies need to take new initiative and make new strategies which will help them to achieve their goals and reach to their target and potential customers. Like other business, Wetherspoon also need to concentrate on the safety of their employees and customers both. They can spread their table and keep a certain distance from other as it was before for their customers.  It will help ensuring social distance which is necessary in prevention of this virus. They need to ensure all of their customers wear masks and use sanitizer. Also, they need to have a good protection system like checking temperature of customers who are entering into the stores. Mainly, the safety issues should be maintained properly so that they can have a better healthy environment there in this pandemic.
The safety should be ensured for their employees as they are an important part for the business. The employees also need to wear masks, use sanitizers and maintain social distance when serving to customers. Their workplace safety is more vital than others as they need to take care of their guests. In this pandemic situation, they also need to keep masks and sanitizer so that they can provide it to their customers or guests if they needed. Overall, safety issues should be maintained strictly, then the business can achieve customer satisfaction in this situation.
Most of the customers are now preferring to order their food through online and getting home delivery as it has become the only means for meeting consumption needs (Julia, Britta & Gerhard, 2020). So, this availability of ordering from online and getting home delivery system should be created. Interaction through online platform or social media sites should be increased as customers are mostly depending on it now. It will make the business to manage the customers effectively and interact with them as well. The business also can suggest fresh foods and drinks to their customers so that they can keep themselves healthy and have a strong immune system which is so much important to prevent Covid-19. It will create an extra advantage for the business in this situation and they can attract more customers for this. In this case, they need to add some different products in order to meet customers’ demands. When the customers will be satisfied, the company can also have an increasing success rate and a higher growth rate. 

[bookmark: _Toc70703169]Conclusion 
It is necessary to have a new strategy or new plan of a business in order to cope up with new situations. Business needs to cope up with changing preferences of customers and for this, they need to grab a variety of opportunities which will make them grow. In this case, they need to analysis different marketing theories which will help them to think about new strategies and implementation process as well. Also, customer experience should be kept on mind of management of a company. Though Wetherspoon has faced a great loss due to this pandemic, but they are also trying to adopt this situation and taking new initiatives so that they can make up their losses and get back their potential customers. Ultimately, proper decisions help a company to overcome all obstacles. So, if the company takes necessary measures and implement it, then they will be able to reach their goals and objectives. 
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