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Overview 
Customers play a critical role when it comes to the running of every organization as the organization cannot survive without the customers. The customers influence the organization in a variety of ways with the major influence being on the ways in which the organization conducts their various businesses (Kalbach, 2018). Customer relationship management (CRM) is therefore concerned with managing all the interactions which involves the customers such as the sales, prospecting as well as service in the company. It is an integrated approach where the customers are identified, acquired and retained. CRM is a very important aspect of every business which ensures that value is delivered to the customers while making profits (Buttle and Maklan, 2015). 
Aims 
The major aim of this report is to broadly discuss the various concepts of customer relationship management making use of Nestle Plc. This shall involve an introduction into the context of Nestle Plc with an overview of the CRM of the organization and identification of CRM problem in Nestle. It shall go on to review two models of CRM covering on the various aspects of the CRM models and the key marketing theories. The application of these chosen models on Nestle shall be justified towards addressing the CRM problem in Nestle. This shall be followed by an overview of the application of the key marketing and the CRM models in the case of Nestle. 
Overview of the organization
Nestlé is a Swiss international conglomerate corporation which is based in Switzerland with its headquarters being in Vevey, Vaud. Nestlé majorly deals with processing of food and drinks. When measured in terms of revenue including other measurement metrics, Nestlé is the largest food company across the world since 2014. Nestlé have more than 2000 food and drink brands which range from global icons to the local favorites. Nestlé has its business operating in 186 countries all over the world. The ambitions of the company are bound around the 2030 UN Sustainable Development Goals. The major purpose of the company is to unlock the power of food with an aim of enhancing the quality of life for every individual today and even in the coming generations (Nestlé, 2021). 
Theories and models
This report shall incorporate various theories relating to CRM and marketing. One of the theories which shall be applied in the report in the context of Nestle is the 7Ps of relationship marketing under the relationship marketing strategy. According to the relationship marketing strategy, there are 7 Ps of relationship marketing strategy which includes pricing, place, product, promotion, people, process and pro-active customer service (Ferrell and Hartline, 2014). The other theory of service quality which shall be applied in this report in the case of Nestle is the service quality gap model also known as the SERVQUAL with a focus on the various dimensions of service quality. SERVQUAL is a tool which makes use of gap method to identify the gaps which exist between the actual services being provided by the organization and the customer expectations. The various dimensions of service quality under the SERVQUAL model include empathy, assurance, reliability, tangible and responsiveness (Kotler and Keller, 2016). The total quality management theory shall also be used in the report in the case of Nestle. The TQM approach focuses on bringing together all the people involved in the business towards improving on the quality of products, services as well as the processes which exists in the organization.
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