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Executive Summary
The entire study focuses on the factors related to the quality system if an organization can create an impact on their customer relationship management. While doing this, an organization has been chosen from the module that is Nestle. In this process, key marketing theories have been discussed along with the help of Porter's 5 forces model, which is highlighting the key components like competitors, buyers, suppliers, and substitutes. Besides this, internal and external factors have been identified as well that can control the customer segments.  Additionally, the quality process system has been discussed and based on that the effectiveness of the quality process within the company has been identified too. In fact, it has been identified that with the help of the marketing theory Nestle can easily understand the experience of its customers and also improve the quality of the products by maintaining the needs of the customers. It has been seen that the challenges and benefits of the company impact the growth of Nestle and its productivity. That is why there are some mentioned recommendations that can help Nestle in its growth of customers and productivity. 
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[bookmark: _lgb74l2qhyag][bookmark: _Toc101635128]Introduction
Nestle S.A. is a Swiss international food and drinks processing and manufacturing company, as the company provides so many effective products to its customers. It has been identified that all people are looking for a healthy lifestyle, as a healthy lifestyle provides a healthy and fit life to the human body. In fact, the newspapers, articles and television channels also provide information about healthy lifestyles to the people of the global market. With the help of the awareness of the media, people on the global ground, start finding a healthy lifestyle, as well as, focusing on their health. It has been identified that at the time of the Covid-19, Nestle Company provides so many better facilities to their consumers and also tries to provide proper facilities to them (nestle.com, 2022). In fact, it has been identified that at the time of the pandemic the chosen organization never compromised its servicing quality. The chosen company always focuses on the health condition and the fit health of its customers and employees. The aim of the report is to discuss the key marketing theories that Nestle can use for its servicing during the pandemic condition. 
[bookmark: _om966mxp0b9c][bookmark: _Toc101635129]Discussion of the key marketing theory
During the Covid-19 pandemic, Nestle tried to maintain its marketing strategy and also try to provide proper and better facilities to its customers. To improve and maintain the old marketing strategies the chosen multinational company chose so many marketing theories. With the help of the theories, Nestle improves its marketing strategy during the Covid-19 pandemic condition. In this report, three marketing theories have been used, such as Ansoff Matrix, Communication Mix and Porter’s 5 Forces Model. The marketing theories are being described below, 
Ansoff Matrix    
[image: ]
Figure 1: Ansoff Matrix Marketing Theory 
(Source: digitaloceanspaces, 2022)
The Ansoff Matrix model is also called the marketing expansion grid, as it is a tool that is used to analyse and make plans for the strategies. With the help of the model Nestle company analyse and make plans for new strategies during the Covid-19 pandemic condition. It has been identified that with the help of four strategies the chosen company improves its marketing strategy and also maintains its strengths during the Covid-19 pandemic. The strategies are mentioned below, 
Market penetration 
With the help of a marketing penetration strategy, the chosen multinational company uses its products in the existing market, as well as, in the marketing strategy Nestle focuses on increasing the market share by using a different improvement marketing strategy (corporatefinanceinstitute.com, 2022). As a result, Nestle gets a good and effective market during the pandemic condition also, as the company focuses on its production and also focuses on its customers' health.  
Product development 
In the product development strategy, Nestle focused on its production, as the product development strategy focuses on developing new products for its customers. It has been identified that to bring more customers the chosen multinational company provides better health drinks to its customers. This factor helps the customers to maintain their health and also helps them to maintain faith in the products of Nestle. 
Market development 
In the marketing development strategy, Nestle focuses on a new market, as the chosen company already has a good brand name in the global business market they do not have to face more issues. With the help of the new marketing strategy the chosen multinational company spread its marketing growth and also gathered more information to stay in the global market.  
Diversification 
In the fourth strategy, the chosen not only to focus on a single factor but also focuses on a new product and new product market (Sukma et al., 2.019). With the help of a diversification strategy, Nestle enters a new business market and also focuses on providing new products to its customers. 
Communication Mix
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Figure 2: Communication Mix Marketing Theory 
(Source: windows.net, 2022)
The communication tools help any organization to communicate with the customers worldwide, as it helps the company to provide better servicing to its customers. With the help of communication tools, companies can fulfil the requirements of their customers. In the communication mix, the communication tools are mentioned below, 
Advertising 
In the advertising process, the chosen company focuses on the advertising process. With the help of the advertising process the chosen company uses different places to advertise its products in different locations. As a result, with the help of the different advertising factors, Nestle gets so many new customers from different locations.  
Digital or direct marketing 
With the help of the digital marketing process, the chosen company spread its marketing strategy and products in the worldwide market. As a result, the chosen company gets so many new customers, as there are so many customers who buy products by observing the feedback of the product in the global market. 
PR management 
The public relationship management process provides so many new stories to the global customers, as the motivating stories bring new customers. It helps Nestle to grow in the global market during the pandemic condition also. With the help of a better PR manager the chosen company gets new customers and can provide better products to the customers.  
Personal selling 
In the personal selling process, the chosen company uses the face-to-face selling process, as the process helps the company to provide more facilities to its customers. Besides, the company can directly communicate with its customers for getting better responses, as it helps Nestle to improve the product quality in the global market. 
Sales promotion 
To promote the sales the chosen multinational company uses various online and offline outlets, and coupons, and also promotes the products with the help of the Known faces of celebrities. It has been identified that with the help of the celebrity's known faces the company brings many new customers to the worldwide market.   
Porter’s 5 Forces Model 
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Figure 3: Porter’s 5 Forces Model Theory
(Source: Tomar, 2020)
In Porter's five forces model there are five forces that have been used in the overall marketing process of Nestle. In this marketing strategy, the chosen company focuses on the five factors that can be improved by the chosen business organization. The forces are mentioned below, 
The threat of new entrants
The chosen international coffee company has a threat of new entering companies, as the company always maintains the price of its products to bring customers and also to overcome the threat of new competitors.
Competition in the industry
It has been identified that the overall company has competition within the overall industry. In fact, the company also tries to compete with the other competitive companies to grow its business market in the global business market. 
Power of buyers
It has been identified that at the time of Covid-19 the buyers of the chosen company show their power, as the customers convert to the low prices of products.
Power of suppliers
During the pandemic, the suppliers also show their power, as they sell the products at a high cost. As a result, the chosen company faces issues with high-cost products. 
Threat of substitutes
The substitute goods or products of a company provide a threat to the chosen multinational business company. It has been stated that at the time of the pandemic Nestle faces issues because of the reason.   
[bookmark: _katijuuu0yie][bookmark: _Toc101635130]Internal and external factors that affect the quality of Nestle and its controls for customers
It has been identified that with the help of maintaining the quality of the products Nestle maintains the internal factors to control its customers in the company. It has been identified that with the help of the internal factors the chosen company maintains its customer's quality and growth in the global business market. The internal factors that help Nestle to maintain the quality of products and customers are mentioned below, 
- Nestle maintains its design and the quality of its design, as the designing factors help the organization to bring in more customers and also maintain the old customers.
- It has been identified that the quality management system helps the organization to maintain the quality of its products, as well as, maintain the standard of its products. To maintain the quality of the products the chosen company maintains all the ISO norms, regulatory requirements and also laws (Nestlé, 2022).   
- Nestle company provides good and well-maintained manufacturing practices, as the practices help the company to provide better quality products to maintain the customers. 
On the other hand, Nestle carries different external factors that are needed to maintain the quality of the company and also maintain the customers in the company. With the help of the PESTEL analysis, the company analyses all its external factors that help the company maintain the external factors. The external factors are mentioned below, 
Political Factors
It has been identified that with the help of political factors, Nestle easily completes its operations across 190 countries in the global market (Team, 2022). With the help of the political factors, the chosen multinational company easily deals with the import or export systems and also performs well with the environmental regulations. In fact, by providing more facilities for the labourers, Nestle changes the labour laws and also tries to provide them with better facilities. All the political factors help Nestle to deal in the overall world with all their products, as laws and regulations for the chosen company provide motivation to deal with the global retail markets. 
Economic Factors 
The Nestle group deals with multiple countries and also provides qualitative products to its customers. It has been identified that the cost of the raw materials is high in the chosen company, as it impacts the cost of the manufacturing products. 
Social Factors 
It has been identified that before delivering products to the customers the Nestle company maintains the law and rules that help the company to maintain the social factors. In fact, the chosen company should maintain the sugar and additional products level in the products of the company, as the maintained factors will help the company to maintain the health condition of the customers. 
Technological Factors 
Nestle believes in different technologies, as the technologies help the company to manufacture products easily in time. It has been identified that with the help of the updated technology the chosen multinational coffee company maintains the supply chain process. 
Environmental Factors 
The chosen coffee company believes in the zero environmental impact via its operations, as the company completes all the practices or operations by maintaining the positive factors of the operation on the environment. In fact, the company uses 100% recyclable plastic in all its packaging materials to provide safety to the environment. 
Legal Factors         
The legal requirements are important in the growth of Nestle, as the legal factors help the company to maintain the hygiene in the products and also maintain the rules of the dealing countries.
[bookmark: _kt5emfy0wyig][bookmark: _Toc101635131]Identification of the quality process system and critical analysis of its effectiveness to meet customers' experience in the time of Covid and Brexit
A quality process system is considered to be a set of formalized systems that can help an organization to coordinate different activities. These activities can enhance the process while meeting the needs of the customers by identifying their current needs. In this way, it is easy for a firm to improve its effectiveness and efficiency to continue the business positively. With the help of this process, a firm can reduce the amount of their waste by identifying and preventing their mistakes. Besides this, it also helps to know about the insights of the customers, which can assist them to improve the quality of their products to meet the customers' experiences as well (Asq.org,  2022).
The basic aim of Nestle can be observed in creating values so that they can remain sustainable in the process of meeting the needs of the customer experiences. This motive is in many cases largely dependent on the quality process system of the company, with the help of which the company is maintaining its high demands. With the assistance of the quality process, the company successfully manages its reputation and meets all the needs of the customers even with the presence of different internal and external factors like Covid-19 and Brexit.
Meeting the needs of the customers
With the help of a quality process, Nestle is able to serve its customers efficiently in the time of the pandemic by focusing on its commitment which deals with supporting the entire community worldwide. They have given importance to meeting the nutritional needs of every citizen and also their pets in difficult times. In this process, Nestle is looking to win the trust of the customers by understanding their expectations (Kee et al., 2021). For the mentioned company the customers are their main focus, which is helping them to globalize their brand and to earn more profits from their business. As an immediate impact of Brexit, it can be seen that the food industries of the UK have experienced a decline in the exporting of food and drink. This issue leads to the price rise of the food products, where many of the customers do not feel like investing money inexpensive products. Even at this time, Nestle is seen to work for meeting the needs of the customers with their cost controlling system.
Being committed to the customers
Another expertise of the quality process within the company can be seen in the process of being committed to its customers in the time of Covid-19 and after Brexit as well. All of the quality processes can be observed to work to provide better quality products at cost-effective prices so that they can be committed to their customers even in the tough times. During the time of the pandemic and also after that, the customers are seen to demand trust and transparency (Nestlé Professional, 2022). They wanted to have trust that the overall procedure is maintained with hygiene. In this process, the company is seen to provide information about their business and how they are managing the changes so that the customers can have faith in them. Brexit is seen to have an impact on the supply chain that leads to the shortage of the products, where the company is seen to give importance to affordable and nutritious food so that everyone can afford them.
Guarantees food safety and food compliance
In the toughest time of Covid-19 and Brexit, it can be seen that the company is giving special preferences to guarantee safety for the food with compliances. With the help of their quality process, Nestle is able to look for the satisfaction of the customers by meeting their needs (nestle.com, 2022). With the help of their Food Safety Regulatory, they are able to provide food to customers by maintaining all the precautions. In this process, it can also become helpful for the company to enhance its value chain quite effectively.
[bookmark: _p9jcqgjf0857][bookmark: _Toc101635132]Application of quality process in the customer service Nestle
Nestle's quality process system is basically a platform, that deals with the concept of guaranteeing the food safety of their products. In addition to this, they are giving focus on the quality and standards of their products that can help them to create values within the customers. With the help of this, they are able to put an impression on their customers, so that the customers can rely on them regarding their needs and benefits (Chung et al., 2020). Their quality process is seen to work together with all of their employees even with their labours. This process can be regarded as motivating, by which the employees can work more effectively than can be helpful to improve their products in a significant way. On a broader level, it enhances their supply chain by maintaining sustainability within their products.
Preparation
To meet the standards of its customers, Nestle is observed to have enhanced their manufacturing techniques. Considering the demands of the customers, they are able to prepare products that are higher in quality, while maintaining all the safety protocols. Besides this, they are also giving importance to the clear water supply, and air filtration process, so that the safest products can be made, which can enhance their commitment to their customers as well.
Processing
Nestle's quality process gives importance to the preparation of their products with the help of scientific techniques, that provide them with the safest products to meet the expectations of the customers (Dam, 2021). They process food at the opium temperature so that the nutritious value remains the same, which can create an impact among the customers to buy their products as well. With the help of this, they are also able to prevent the chemical effects of their products as well.
Testing
Before the services and the products leave their factories, a test has to be done, to make sure that the products are safe to sell. The test is called a positive release test so that the products can be consumed by the customers and they can have trust within the entire procedure. 
Packaging
The packaging process gives importance to the process after the products are released from the factories and reach their destination. The chilled and frozen products are put at the correct temperature so that they can be transported safely. For getting the customer's satisfaction, they also give importance to the factors that the dates of the products remain perfect (Arifeen,  2019). In this process, they also ensure that the wastage can be controlled too which can help their overall business.
Based on this discussion, it can be stated that the quality process is an important part of Nestle, with the help of which they can enhance the quality of their products, which ultimately helps in achieving customers satisfaction.
[bookmark: _qnfv5eenb5gy][bookmark: _Toc101635133]Description of the customer's experience using marketing theory
Customers' experience is the most important finding for the betterment of the chosen coffee company, as the experience of the customers provides the improvement functions to the company. It has been identified that with the help of the customer's experience the company improves its productivity and also maintains its productivity of Nestle. 
It has been identified that the chosen coffee company gets well-developing feedback from its customers, as the feedback helps the chosen company to make changes in their productivity and also helps them to provide better service. The experience of the customers depends on five factors, such as feelings, emotion, intelligence, body and social interaction, as these factors help Nestle to identify the overall experience of the customers. With the help of the experience factors the chosen coffee company increases its productivity. 
Feeling
It has been identified that Nestle never sells products by describing their gender, age or anything else, as this factor helps the chosen company to maintain a good relationship with its customers. Besides, the company can bring more customers through their service. In fact, with the help of their behaviour, they never hurt the feelings of their customers. In fact, without describing the religion or country the chosen company sells its products to the customers.
Emotion
It is important for the company to provide better suggestions and better products to the customers by maintaining good behaviour towards them. Nestle always provides better facilities to their customers, as it brings more customers to the company and also makes a good bonding with the customers (sciencedirect, 2022). It is important to get in touch with the customer for the betterment of the company, as it will help the customers to maintain their faith in Nestle. 
Intelligence
It is important to maintain intelligence in the customer's life, as Nestle needs to maintain their profile and also needs to improve the customer's journey. It is important to maintain a good journey among the customers and also maintain their faiths. To improve the journey of the customer, Nestle can bring more effective products that can help the customers in their daily life. In fact, the new products also help the customers to change their lifestyle and lead a good life.
Social Interaction
Social interaction is important in the development of organizational growth. In fact, social interaction helps the organization to develop its product quality and manufacturing process. With the help of social interaction, Nestle changed its productivity and also changed the overall strategy of working and production. It has been identified that social interaction with the customers is important for the betterment of the products and their growth. 
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Developing and maintaining a good customer relationship is important for the betterment of the chosen multinational company. With the help of a better customer relationship maintenance process, Nestle brings more customers and also gets faith from its old customers. In fact, it has been identified that with the help of customer relationship management the chosen company gets more customers. In fact, it helps them to improve their productivity and also increases the overall production. The benefits are mentioned below, 
- It has been identified that with the help of CRM, Nestle makes a good relationship with its regular and new customers. It helps the chosen company to provide better services to the customers and also helps the customers to provide suggestions about the betterment of the company's products.  
- With the help of customer relationship management, Nestle gathers more ideas for the betterment of their product, as a better CRM helps the company to increase sales and also bring more loyal customers into the organization.  
- Customer relationship management helps the company gather the needs of the customers and use them in the higher productivity of the company. 
- With the help of the customer relationship management process, Nestle gets a better marketing field to provide better products to its customers. 
On the other hand, customer relationship management carries so many challenges, these are mentioned below, 
- Sometimes it has been seen that the customer relationship management impacts the growth of the company, as the relationship management affects the relationship with the social factors.
- It is hard to maintain relationships with all the customers, as it has been recognized that all the customers are not the same from their mentality. In fact, it impacts the growth of the company and affects the relationship with the customers. 
- Lack of communication can also make challenges in the development of the chosen company, as it has been identified that with the help of communication a company can deal with the customers. In fact, communication provides a better opportunity for the company in its market growth. 
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While discussing the experience of the customers it can be stated that Nestle needs to maintain the mentioned recommendations, as the recommendations will help the chosen company to deal with the other companies in the global market, as well as, help the company to make new products for the betterment of their customers. The recommendations are mentioned below,
- The chosen company needs to work on its opportunity, as the opportunities can provide them with better facilities and also help the company to provide more products to their customers. In fact, to manufacture more products the company needs to focus on different strategies and also need to collaborate with more companies.  
- It has been seen that Nestle have different stakeholders, as the stakeholders help the company to deal with new customers and provide new products to the customers. It will help the company to gather more ideas about new products and bring more customers into the company. 
- It is important to provide more value to the customers, as Nestle carries so many customers in the worldwide business market. That is why it is important to provide more value to the customers to get better feedback about the company and its products from different types of customers.  
Besides, it can be stated that all the above recommendations are important for the betterment of the organization and also better for the growth of the products of Nestle. Along with that, it can be stated that the recommendations can help the chosen multinational coffee company to bring more customers in future and provide more qualitative products to its customers.                                                                                        
[bookmark: _re1h2vsdmt0s][bookmark: _Toc101635136]Conclusion 
Nestle has been recognized as one of the largest and most successful companies in the global market, as it deals with so many countries and its customers. It can be stated that the chosen coffee company has focused on the food and beverages, as that factor helps the company to make communication with the customers of the global market. With the help of the marketing theories, the marketing strategy of the company has been identified easily. In fact, the internal and external factors help Nestle to maintain its customers and provide them with all the products as per their needs. Hence, in the overall factor it cannot be denied that in the pandemic condition and in Brexit, Nestle maintains its productivity to maintain the journey of its customers. It can be stated that the chosen company provide a lot of good experiences to its customers for the betterment of Nestle. 
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