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Executive Summary:

In this report the writer would like to introduce how his company tries to evaluate and develop its customer relations. On which way they measure and try to increase the customer experiences and engagements. How the internal and external factors in the Pimento Connection Ltd for the right Costumer Relation Management, and finally how it helps the company’s quality system and control. After a general introduction about the quality systems and Customer Relation Management, he will introduce the background of the company and business environment before going into a deeper analysis of the company’s Customer Relationship Management and a SERVQUAL or GAP analysis to discover any gaps in the company CRM system. Following this is an investigation into the application of different CRM measurement systems and to introduce the deeper the Pimento CRM system with SWOT, PESTLE and Marketing Mix 7 P-s models. This report closes with a recommendation and conclusions for Pimento CRM and Quality system introduction.
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1. [bookmark: _GoBack]Introduction:
The ability of every organisation to positively manage the relationship with their customers is the key for success for any type of business. It is necessary to fulfil the consumer experience with their expected level of service. The service must be formed to meet the customer expectations with the right quality systems. Customer Relationship Management (CRM) is a phrase used just since around 1997 for customer-company relationships through computer-based tools. The original idea of CRM, is all the customer-company activity can be recorded and analysed as a way to improve customer service. The original idea of CRM was it would have the potential to reduce costs and improve the productivity of the workers. In reality because of high installation costs CRM doesn’t come cheap. CRM is a business strategy what can be successfully managed through the effective business process. 
At the centre of the business, is an ongoing relationship with customers, assisted by the CRM between people, suppliers and customers, of goods and services. Small companies can use the basic principles and ideas of the CRM systems without the dedicated computer systems. The focus is always on the customers, to analyse and guess in advance customer behaviour. Customer expectations and the management of expectations is of paramount importance inbuilding customer loyalty and for the longevity of this relation. (Bryan, 2002)
Customer Value Creation increases when Customer Expectations are met; and this idea has become the main challenge of contemporary companies in their interactions with customers.
 (Kaufman and Ruediger, 2017)

Customer expectations are continually rising, with the wide range of products and services available to them; and they will chose the best offer to meet their expectations, privacy and security concerns. London is one of the best places for high customer expectations with its high standard services. The quality, price and time, the basis of the Market Competitions must meet Customer Expectations at this high level. Unsatisfied employees are unable to create good customer service, meaning Employee Satisfaction is also important within Customer Relationship Management as a way to extend the customers lifecycle and Customer Loyalty. Customer Value can be managed by good Customer Expectation Management, but some customer Values are the basic standard of the business. This report is based on the Customer Values of the upper-upper social class as the writer registered his own experiences in a luxury residential apartment. 
The writer choice to introduce the high standard of quality systems and exceptional services with professional Customer Relationship Management, based on his experiences in his current workplace, Pimento Connection Ltd, whilst drawing on many years of experience working in similar businesses. After the analysis of the background of Pimento Ltd, the writer will show the Customer Relationship Management of the company. Further analysis of the company will be presented by way of SWOT, and Pestle Analysis, together with a Marketing Mix 7-P-s for the organisation and a SERVQUAL analysis for business gaps.

2. Background of Pimento Connection Ltd and analysis of the business environment.

Pimento Connection was founded in 2008 by ex-military officers and the writer has worked with them from 2020. He is working in a luxury residential apartment block providing concierge services to residential owners of the apartments. The company is a subcontractor of Foster & Partners Ltd, and it is Pimento’s job to maintain the concierge and security services in the main residential apartment building on the Foster & Partners campus in London. 
Riverside Apartments and Studio (Foster and Partners, 2021)

The impact of the Covid situation both on marketing and Customer Relation Management was significant for the company because it impacted on the safety of the residents we provide our service to. As the pandemic started, our management had to adapt daily to new NHS and GOV health recommendations. 
Coronavirus: how to stay safe and help prevent the spread (GOV.UK, 2021)

 Every first shift of the week, the employees had to do a Covid test (provided by the company), take a picture of the negative test along with the date and their name, and send it to the management. In case of a positive test, they were to immediately leave the premises and inform the management who will arrange a replacement. As our residents were mainly older people who were afraid of the virus the weekly testing of the concierge was well received. The company set up hand sanitiser dispensers in the entrance and the concierge on the day shift was tasked with sanitising the workplace, reception entrance, elevator handles and buttons, while the night concierge was tasked with sanitising all resident door handles and doorbells. At the reception, an NHS QR code was provided for Track and Trace along with the relevant rules. All concierge were provided with plastic face protectors as a way to demonstrate to our residents and visitors how seriously we took their safety, beyond the visible security measures. An important part of the concierge job was to receive and deliver letters and parcels, or food deliveries for the residents. Since the start of the pandemic, no delivery company can go through our reception, they have to leave all letters and parcels or food at the reception in a separated area for delivery by the concierge. Letters and parcels are delivered within the hour, while food delivery is immediate. By following these procedures, the only people who can get close to our residents areas are the weekly-tested concierge. This helps to keep the apartment virus free.  
During the Covid-19, it has become very important to evaluate and increase the good relationships with the residents by focussing on their safety and comfort. We do this by demonstrating in our attitude that the virus is a danger and that their environment is kept safe. They can feel we are really committed to the right customer service, security and comfort. I will describe how Pimento Connection Ltd, tries to deliver the right customer service experience using SWOT, PESTLE, 7 P-s marketing and SERVQUAL analysis.
Before expanding into concierge and security services, Pimento Connection Ltd, main business was in job recruitment, focussing on executive and management positions. Because they are so successful in head hunting and finding talented employees, they were able to put a strong and committed group of workers into fulfilling a concierge contract. Pimento Connection as a subcontractor of the Foster & Partners Ltd, provide the security and concierge work in the Foster & Partners main luxury residential apartment in Battersea and hopefully soon in much more places. About Pimento Connection (Pimento Connection, 2020)

When the opportunity came up to take on concierge services for luxury apartments, it was envisioned that this type of role of managing apartments was growing. By combining the strong human resources and head hunting background of Pimento Connection, together with effective marketing and a good reputation, Pimento has good standing to succeed in this market sector.
“Since the beginning of the pandemic the popularity of concierge services has grown. The 2020 Build to Rent Report found that apartment block management was rated 19.42% better by residents in blocks offering the service, while 10% of respondents said they felt safer due to the presence of a concierge.” (Berkshire Hathaway Home Services, 2012)    
In London, newly built apartment buildings increase every year and the luxury end of the market always provides concierge services. The concierge and security services is good for the residents, but is also a key selling point of property vendors. Pimento concierge are well trained and many employees are members of the professional body, SIA, the Security Industry Authority.

“Right People! Right Place! Right Time!”
“Our reputation as a leading provider of top quality people is second to none. We are a multisector executive placement agency with a strong network, able to support your business as it grows.” Welcome to Pimento Connection, (Pimento Connection, 2021).

3. Customer Relationship Management
To provide the right quality of service it is always important to assess the customer values and to know their expectations. The customer expectations and the analysation of the market competition can help us to find the right service criteria, or what we have to do to outperform. Quality, price and time are the main factors of the market competition. Pimento’s company moto is, Right People, Right Place, Right Time. To find the right customer touch points we try to use these values. Because customer relationship management is a customer-focused business strategy, it incorporates sales, marketing and customer care.

Defining our customer strategy, focussing on being a customer-oriented business, maintaining human resources management, computer systems, and striving for continuous improvement are vital parts of the customer relationship management. One of the main segments of successful customer relationship management is to evaluate and work out the correct customer touch points. This is where the customers interact with our service. Developing and understand each of these points means that we can design better customer experiences. How we create and deliver our values through the many points of customer interaction generates the value and quality of our customer relationship management. The customer touch points can be recorded on the customer journey map. Usually the customer touch points have 3 phases. Before, during the purchases, and after the purchases. Pimento Connection delivers high standard concierge services during the ‘purchase’ phase, whilst the management deals with the before and after phases.
The four dominant characteristic of CRM:
· Strategic: Core customer centric business strategy, the main aim of it to win and to keep profitable customers.
· Operational: Try to automatize the customer-facing processes including selling, marketing and customer service.
· Analytical: Tactical and analytical process to get customer oriented data basis from different sources.
· Collaborative: Try to organise company boundaries and cooperation to get more customer value.
(Buttle, 2008)

4. SERVQUAL analysis of Pimento Ltd.
What makes the difference between competitors on the market is the service quality. Customer loyalty and customer satisfaction depends on the service quality, this is the most important aspect of customer experience. Organisations pay take attention to their service quality and thinking are always customer oriented, have advanced in the business market to get new customers and increase the loyalty of existing clients.  This is the reason why service managers are always concerned about service quality. 

One of the best way to identify the service quality is the SERVQUAL model, sometimes called a GAP model. The SERVQUAL model consists of five “gaps”, the gaps identify 5 different ways how the guest service can fail. Firstly, if the perceptions of the management don’t meet the customer expectations or the management don’t hold their own values and features of their services in high esteem, than they will not meet the expectations of the customers. The second gap is the difference between observations of the management and the service quality. This can happen by using outdated service quality measurement system or by the lack of commitment for high-level service quality, or in same case against the correctly recognised customer expectations the quality of the services. The difference between the service delivery and the service quality specifications is the third gap; for example if the front line team services are too distant from the specifications prescribed and specified by the management. Weak internal marketing, bad recruitment or not enough training can cause this. The fourth gap is the difference between external communication and service delivery. That can happen if the external communication and the quality of the service are different. For example, if company marketing promises a very high standard of service or goods, but in reality they provide much weaker qualities. The fifth is the customer gap; this gap represents the difference between the expectations of the customers and the perceptions. All customers have different levels of expectations high to low, for desired service and adequate service.

Consumers assess the service quality based of this model in 10 factors by comparing the perceptions and expectations:

1. Reliability
2. Tangibles
3. Responsiveness
4. Communication
5. Security
6. Credibility
7. Competence
8. Access
9. Understanding/Knowing customers
10. Courtesy

All factors are reduced for 5 generic service quality dimensions, as:

Tangibility: How the physical appearance of equipment or people. Visual impressions mostly.
Reliability: How good was the service compared with how the company original promised? How trustworthy and precise? This is importantly due to the number of companies on the market that make advertisements promising more than they deliver.
Responsiveness: Swift service and readiness for any help with customers. Quick reaction for customer requests. No long waiting times or reluctant service staff.
Assurance: The knowledge and courtesy of the service staff and how trustworthy they appear. The outcome of business and services is not always possible to see in advance. This factor is the more important from the customer point of view.
Empathy: How strong the focus to understand the wishes of every individuals interacting with the company. 
(Dahlgard-Park, 2015)

The five dimensions above separated for twenty-two characters. Tangibles: 4, reliability: 5, responsiveness: 4, assurance: 4, empathy: 5.
Altogether this twenty-two sections are the general expectations of customers for a specific service or service provider. The opinion scale consists of seven points from the minimum 1 as strongly disagree, to the maximum 7 as strongly agree. The “G” the Gap score is the difference between the “P” perception-of-performance and the “E” Expectations score. For all items we can see the perception-minus-expectations score from minus 6 up to plus 6
Analyse the main factors of the Pimento Connection Ltd I’m used the 22 question of the SERVQUAL model.



	Main Factor
	No.
	Dimension/Question Area

	Tangibles
	1
+5
	Up-to-date equipment

	
	2
+4
	Physical facilities are visually appealing


	
	3
+6
	Employees well-dressed/neat


	
	4
+2
	Appearance of the physical facilities are consistent with the type of service industry.

	Reliability
	5
+5
	The firm meets their promised time-frames for response.

	
	6
+4
	The firm is sympathetic and reassuring, when the customer has problems.

	
	7
-2
	They are dependable

	
	8
+5
	They provide their services at the times promised

	
	9
+4
	They keep accurate records

	Responsiveness
	10
-1
	They shouldn’t be expected to tell customers exactly when the service will be performed, negative

	
	11
-1
	It is not reasonable to expect prompt service from employees, negative

	
	12
-1
	Employees do not always have to be willing to help customers, negative

	
	13
-1
	It’s OK to be too busy to respond promptly to customer requests, negative

	Assurance
	14
+5
	Employees should be trustworthy

	
	15
+5
	Customers should feel safe when transacting with employees

	
	16
+6
	Employees should be polite

	
	17
+5
	Employees should get adequate support from the firm to do their job well.

	Empathy
	18
0
	Firms should not be expected to give each customer individualized attention, negative

	
	19
-2
	Employees should not be expected to give each customer individualized attention, negative

	
	20
-2
	It is unrealistic to expect employees to fully understand the needs of the customer, negative

	
	21
0
	It is unreasonable to expect employees to have the best interests of the customer at heart, negative

	
	22
-2
	Firms should not necessarily have to operate at hours convenient to all customers, negative



The general G score of the Pimento Connection is +1,85.
 	5. Application
In the business environment and mostly in London as the global centre for business trends in Customer Relation Management, importance is given to identifying the customer ecosystem.  The Customer-Focused Corporate Ecosystem is about creating a business environment that strives for the best CRM solutions to improve their services. (Greenberg, 2009)
  In the case below, some of the suggestions for the existing problems and possibilities of Pimento are presented. A SWOT, Pestle and Marketing Mix 7 P-s model will help to show the actual situation of Pimento Connection on the Customer Relation Management.

SWOT Analysis for Pimento Connection Ltd, Luxury Residential Concierge Service Department Organisational quality for good customer relation management. 
	
Strenghts
Many years of business experience and good knowledge about to interact with residents on polite and customer centred way.
Part of an executive replacement company who specialised for head hunting, so very good and high standard staff replacement.
Military background for the owner, and CEO and still strong veteran connections with many good military habits.

Strong Human Relations Theory by the management in their leadership style.
Good connections with leading business companies.
Many years of good reputations.
Wide range of deep management knowledge.

			Weaknesses
New in this field.
Few experience in luxury residential concierge service.
Small staff and just a few contracted apartment.
No reference for this activity.
Because of the Covid-19 situation, not enough face to face customer situation.
Not really independent as a subcontracted service company.




	Opportunities
Good knowledge and background to select the right staff.
Very good connections for new business.
Great references.
Strong company background.
Brilliant administration and office background.
No financial pressure.
	Threats
Not enough experience in this field of the business.
High expectations from the residents.
Many other competitors on the market.



 Pestle analysis of Pimento Connection Ltd, Customer Relation Management.
Political: 
The political sutuation for long term sustainability in the luxury residential concierge service, and even for the main role of the company, for executive management replacement, is very good here in London and generally in the UK. The regulatory policies supporting full serviced residential apartments, have proven valuable in controlling the spread of the virus. The concirge in work responsible for visitors and organised parties in the apartment, now is not limited by the number of visitors to flats, but for many months this was a hard and sensitive part of our work. Brexit have negative impact for the business, but hopefully not for a long term. The goverments decision to lift up all barriers seems to works well and the pandemic situation diminish quickly.
Economical: 
The GDP trend and the rate of economic growth after more than a year of shrinkening, will grow quickly according to economic forecasts. Pimento Connection can leverage this trend by expanding the range its customers and companies whose looking for executive management replacement and contracted luxury apartment houses. 

Social: 
The social attitudes towards health and safety and the growing concerns about infections change the way of Pimento Connection operation. The excellent education in the UK gives many freshly graduated university students as workforce to the Pimento and also more challenging demands for its executive management replacement, while on this part of the business experiencies is rather an advance, but many professionals left the UK throught the Brexit process. The wide range of the race and nationality of the residents, luckily can meet with the wide range of the race and nationality of the concierge team. 

Technical: 
The rapid technical development could help Pimento advertise the business and to find the right candidates for executive management replacement online. AI matching automation technology and extensive networking to shorten the search time for the right candidates. Pimento focusses mainly online for the Linkedin and for the Facebook social sites. Most people use them, so gives to the company a huge market and sales surface. Also by offering the luxury residential concierge and securtiy parts of the company many new technical devices can help the comfort and safety of the residents and even for the conciege staff. Camera and alarm systems helps the observation through the whole building. AI matching automation technology and extensive network to shorten the search time for the right candidates.e

 matching automation technology and our extensive network to shorten the search time for the candidate you are looking for.


Legal: 

Laws pertaining to health and safety laws changed and new laws were created recentlybecause of the pandemic situation.
Pimento monitored all of them day by day and followed all the relevant regulations strictly and promptly. Security laws and data protection laws are already established, therefore the relevant laws are easier to promote to the staff and check their understanding of them. Employment laws are more important for the executive management placement side of the company. 
Envirometal:
Good environmental policy of the company is very important for the comfortable and peaceful environment of the residents. To build good connection with the surounding companies and frirms, follow the right way of local waste management, standard security policies are to ensure the smooth everyday life. For the high standard of concierge sevice through our smile, the residents have to feel the company fits in very well with its environment. 

Marketing mix 7 P-s of Pimento Connection Ltd.

“The marketing mix is the group of activities undertaken by marketers to create and encourage exchanges with customers and consumers.” (Blythe, 2009)
Product – The product is the benefits offered by the seller, and what the customer receiving. In case of Pimento Connection Company the products are concierge and security service for luxury residential apartments and executive management replacement service.

Place-   In the marketing mix, means the place where the business exchange takes place. Any high standard residential apartments and the main office of the Pimento Connection. Most of the service happens now in the headquarters of the Foster & Partners Company whose are the company main contractor.

Price – Price is the total cost of the customer for the company services. In the case of the Pimento Connection fits with the standard market prices.

Promotion- The marketing mix for potential customers to offer the service of the company. Usually the promotion mix consist the following elements: advertisement, public relations, sales promotion and personal selling.  Pimento Connection standard advertising channels mainly social media, Linkedln and Facebook online marketing. 

People- In services people are the main part of the product whose deliver the services, possible to say, they are the service. In Pimento Connection concierge services mainly young employees with fresh university degrees at the start of their professional career with the right mix of experienced senior professionals.
Process- Is the set of activities what are deliver the products benefits. Usually one of the most important part of services. The process of Pimento Connection concierge service is a vital part of the company success.
Physical evidence- This is the evidence and lasting proof, the service happened. The reference place is the main resident apartment of the Foster & Partners in Battersea and the main office of the Pimento Connection Ltd.
(Blythe, 2009)
6. Recommendations

In the business environment and mostly in London what as the global centre for inspiring business trends in Customer Relation Management, always depends on the right identification of the customer ecosystem.  The Customer-Focused Corporate Ecosystem is the business environment and the company always have to strive for the best CRM solutions in case to improve their services. (Greenberg, 2009)

The correct measurement of Customer Relationship Management is the vital point of any company performances. To measure regularly the customer satisfaction in the best way to maintain the service quality and guarantee customer loyalty. The future of the business and profitability can be guaranteed in this way. Regular reinforcement of business strategies. Pimento Connection has chosen the right way to maintain their customer relationships, by regular and precise measurement of customer and employee satisfaction. They do it by regular employee reports to gather from the front staff the resident satisfaction and expectation. Some issues are existing because the company is just a subcontractor and not the owner of the luxury residential apartment where try to provide high level customer and security services. Based on the measurement systems below would be possible to implement the CRM measurement more direct and targeted way. The main points of the customer relationship, whose points have to be checked regularly:
- Loyalty
- Satisfaction
- Customer Behaviour
- Response
- Service
- Customer Compensation
- Customer Needs
Different business perspectives need different methods for the measurement, also important are that medium or long term relationships should be built with the customers, Pimento are committed to building long term relationships. Some of the residents rent the luxury flats for just a few months, but the company provides the same service quality to everyone. The customer lifecycle are different and short term residents need some extra service like local information, or where to find trustworthy maintenance contractors, dry-cleaning or transport information. Based on the experiences of the writer, the company need to improve its information service to help short time residents and improve their local information.
To get the result for the measurement they have to analyse the following points:
“Present customer needs”: The trend of current wishes of the customers, how was that compared in the past and based on this information necessary to predict the future trends of the customer expectations.
“Suppliers on products and services”:  The services and goods of the suppliers always influence the customers, for precise measurement this factor is very important.
“Competitors influence on products and services”: Rival companies offers and business possibilities can make huge impressions for the actual customers. Vital to be competitive with them
“Environmental or market effects”: The effects of the market can predict the trends of the future. Economic and financial conditions and predictions vital parts of the expected outcome.
Business decisions for investments or for change in the structure of the company are impossible without precise business and market analyses. But to keep on high level customer relation management also need frequent and deep research. To build good relationship with customers not just a market trend but important part of the useful business plan on any market segments. The techniques what are able to measure how good and deep this relationship with customers are more and more important.
Customer Relationship Management (Management Study Guide, 2021)

7. Conclusions:
Based on his report the writer tried to introduce the impacts of the Customer Relation Management theories for his workplace to the Pimento Connection Ltd and how the right interpreted Customer Relation Management theories could help his organisation during the Covid-19 pandemic situation. He tried to introduce the main analytical theories of SWOT, Pestle analysis, Marketing Mix 7 P-s, and most widely analysed his workplace CRM situation by the SERVQUAL analysis to find and to show any gaps in the customer service of the company. The CRM most relevant outcomes for the Pimento Connections meets the expectation of the company, because they are always informed about the wishes and expectations of the residents. The writer tried to meet the relevant connection points of his organisation with the standard CRM directives. The SERVQUAL “G” score is relatively high against the company not absolutely independent on his business field for every decision. The customers, the residents of the luxury residential apartment are really from the upper-upper social class. Their expectations are very high but also their loyalty for the company in case of the correct services. Pimento has tried to close the gaps continually to learn and to know the expectations of the customers and establish for this expectations the right service and quality standards. Always try to improve the service performance and to be sure the delivered services matches the promises. The writer is absolutely sure with the right performance of its CRM, his company will be more and more successful and will get several similar contracts in the future.
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