Understanding and Engaging in Customer Experience
[bookmark: _Toc76440329]Introduction:
For the purpose of this assignment, the Mckinsey firm has been chosen which has got its main branch in the UK and it is designed to serve as a global team of strong values that are put together, including a deep and unique commitment to what has impacted their work and the way they conduct their business. 
[bookmark: _Toc76440330]Mckinsey Company:
They follow a flexible approach to collecting and improving capabilities wherever they are so that they can deliver the right tools, as well as knowledge and expertise, to all customers, anywhere in the world. People relating to different fields are hired which includes therapists, engineers, designers, data scientists, business managers, employees, entrepreneurs, and researchers. The focus is on providing services to the concerned organizations and individual clients according to their needs and wants.  The selection of this organization is perfect in the sense that it is based solely on the concept of achieving customer’s desires which is the key focus here(Mckinsey, 2021).
From Suite C onwards, they work with the clients to transform their company, put technology into everything they do, and build strong capacity. With a selected population of 67 countries, they combine world experience with local knowledge to help change the important goals.
Since the start of Covid-19, the structure of almost all the organizations has been changed around the world and so is its impact on Mckinsey as well. There are many factors that influence the quality system of the organization which is mainly described as customer relationship management in the broad term. In order to understand how these factors, influence or affect the overall customer approach and can be controlled in a certain way to achieve maximum potential in terms of client satisfaction, it is necessary to understand the frameworks and models with respect to CRM. Following is a brief description of CRM that is essential for the achievement of customer satisfaction and growth overall.
[bookmark: _Toc76440331]CRM system:
Customer relationship management plays an important role in the business model of a real company. CRM is a way to capture and analyze customer data, create accurate marketing signals, as well as create more secure relationships. These services are performed at three stages of acquisition of customers, retention and expansion or addition of customers(Cruz-Jesus et al., 2019). CRM systems include marketing processes, customer and sales services. It starts with chasing customers and getting things and leads to customer loyalty.
[bookmark: _Toc76440332]Life of CRM:
1. The real-life of a CRM system involves focusing on people, systems, business philosophy and culture, rather than just information(Rodriguez et al., 2015).
1. Explain clearly the CRM relationship objectives and the applicable changes in the scenario to be followed before focusing on technical solutions.
1. Performance requirements will be considered before deciding on the architecture.
1. There are a number of CRM tools to choose from, depending on the complexity of the information required on the management of the program.
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CRM Lifecycle(Rodriguez et al., 2015)
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