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Task Description
The aim of this assignment is to produce an academic report by applying academic marketing(service) models, methods, and theories to assess the factors that influence an organisation’s ability in maximising customer value during the current global pandemic situation caused by Covid-19, by describing different methods or process used within an organisation such as:
· Customer Experience (CX)
· Customer Engagement (CE)
· The use of Customer Relationship Management (CRM)
As a strategic function to improve the experience and engagement of their customers and make the necessary changes to continue those relationships when all this is over.






















Introduction
Relationship marketing was implemented in organisations and affected company culture, communication patterns and reward systems. Meanwhile since the early 1980’s, relationship marketing has become the topic of great interest to both marketing scholars and marketing practitioners. People became more aware of the development of the buyer-seller relationship and realised that this relationship had consequences for entire organisations. Therefore, customer relationships were no longer just a marketing issue; everybody in the organisation played a direct or indirect role in customer contact.
Relationship marketing and customer relationship management (CRM) can be jointly utilised to provide a clear roadmap to excellence in customer management. As its strategic management of relationships with customers, involving appropriate use of technology, implementation and tactical management of customer interactions.
CRM is a business strategy that maximize profitability, revenue and customer satisfaction by organizing around customer segments, fostering behaviours that satisfies customers. Also, by applying service quality (Servqual known as Gap Model) 
5 Different Gaps: How to measure a gap
1. GAP- What the customer wants and what the company offers.
2. GAP – Company perceptions service design (offer drinks to customers while waiting).
3. GAP – Service design – Service Delivery.
4. GAP – Communication – Service Delivery. (Under Promes – over delivery)
5. GAP – Customer – Difference between the expected and the perception services. 
By applying  Servqual Model: 10 Dimensions
1. Reliability
2. Responsiveness
3. Competence
4. Access
5. Courtesy
6. Communication
7. Credibility
8. Security
9. Knowing the customer
10. Tangibles
By applying 7 P’s of the marketing Mix
1. Place
2. People
3. Process
4. Price Production Promotion
5. Physical Evidence

My chosen Company is G4’S. The group is a focused global leader in the Security and the Group purpose - “Securing Your World” means that across six continents, G4’S and its more than 490.000 employees play a valuable and important role in society.
The group strategy
The group’s strategy, up to such date, was focused on two distinctive capabilities: an industry-leading global integrated security company and retail Cash Solutions, a market leading cash technology business.
The Company was set up in 2004 when London based Securicor amalgamated with Danish business Group 4 Falck. The company offers a range of services, including the supply of security personnel, monitoring equipment, response units and secure prisoner transportation. G4’S also works with governments overseas to deliver security.
G4’S is the world’s largest security company measured by revenues. It has operations in more than 90 countries. With over 533.000 employees, by 2012 it was the largest European and African private employer.





















Introduction of the chosen Organisation
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Company Background



  [image: ]                                                                            Maximilian Karl Emil Weber was a German sociologist, historian, jurist, and political economist, who is regarded as among the most important theorists of the development of modern Westen society. His ideas profoundly influence social theory and research.
Born: 21 April 1864, Erfurt, Germany
Died: 14 June 1920, Munich, Germany                                 

What we do?
G4’S plays a valuable and significant role in society. As a major global employer, we make a difference by helping people to live and work in safe and secure environments. G4’S takes a fully integrated approach to its strategy and Corporate Social Responsibility (CSR)
Our CSR priority areas.
Based upon the feedback from a broad range of parties, including the executive and non-executive members of G4’s senior management. Sustainability analysts, industry bodies, customers, suppliers, and NGOs – our current assessment, confirms four core CSR priority areas: 
· Health, safety and protection of employees and people under G4’S care
· Human rights
· Anti-bribery and corruption
· People, culture, and values
All this reinforce the importance that G4’s ethics, culture and values, and our employees' personal standards and behaviour have in preventing issues and non-compliance across the core priorities and other CSR matters. We touch the lives of millions of people every day, providing employment to hundreds of thousands around the world, and delivering crucial services to help keep society safe and secure.
We differentiate G4’s by investing in technology, our people and values, customer service and customer relationship, this enables G4’s to provide industry leading solutions that protect and add value for our customers.
G4’S is a centralized organisation and can be defined as a hierarchy decision making structure where all decisions and processes are handled strictly at the top or executive level, policies are put in place to ensure the rest of the company follows the direction of the executives, I will say top to down bureaucratic commands (Specialization and division of labour, Hierarchical authority structures, Rules and regulations, Technical competence, Impersonality and personal indifference).

As the impact of Covid-19 has spread across the globe, a key priority for us has been to secure the health and safety of the group’s 558.000 employees, many who are delivering essential services and supporting critical operations and communities every day.
The negative effects of the pandemic Covid-19 on the security industry have been obvious, many projects have been postponed while social distancing restrictions made their completion difficult. In many cases, end user clients must move their business plans to a later date, which of course has a direct effect on security suppliers. Also are losing the ability to gather at trade shows and face-to-face, but technologies like zoom have helped to keep us connected despite more physical distance.
The positive effects in 2021 we will continue to see businesses adapting their practices for the long-term, and the security industry will need to keep pace with these changes. For example, we are seeing many restaurants and businesses enhance their drive-thru security systems now that indoor dining has decreased and, in some areas is prohibited. Every organisation has and will continue to change as we adjust to the new normal. That said, success is achievable, it may just require a different approach.
I believe that 2021 will be the year of recovery, and we should all be encouraged to re-evaluate and potentially improve every aspect of our business. From how and where we work to how we communicate, interact with each other.







G4’S Quality Systems during the COVID-19                                          
It is important to recognise the sheer resilience our industry has shown during this challenging time. Unlike other industries affected by Covid-19, security is still necessary for liability and protection of people and property. Despite Covid-related restrictions and their impact on the United Kingdom and global economies, G4’S has maintained a positive momentum by keeping supply chains intact and continuing to meet customers’ needs. The ability to quickly develop and release products and services to assist with Covid- related challenges like occupancy monitoring, mask detection, and social distancing is a testament to the power of today’s edge technology and the agility of Al-based systems. There were some positive impacts on our industry. Adoption of innovative technologies has increased quickly by organisations working under new circumstances, such as working from home and remotely accessing the traditional workplace. For organisations that continued to be onsite, employee and visitor screening became critical; and made us keep our job. CCTV’s and building access control were needed. What areas of the building visitors have access to and understanding where people travel throughout the building are more important than ever.



Customer Relationship Management (CRM)
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CRM is the core business strategy that integrates internal processes and functions, and external networks, to create and deliver value to targeted customers at a profit. It is grounded on high quality customer-related data and enabled by information technology.













Analysis of the Business Environment

What do you need to know about PESTLE analysis?
PESTLE analysis. Is a framework to analyse the key factors (Political, Economic, Sociological, Technological, Legal and Environmental) influencing an organisation from the outside. It offers HR practitioners insight into the external factors impacting their organisation.
www.cipd.co.uk/knowledge/strategy/organisational



G4’s Plc PESTEL & Environment Analysis
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Strategic Management
G4S Plc PESTLE analysis is a strategic tool to analyse the macro environment of the organisation.
PESTLE stand for – Political, Economic, Social, Technological, Environmental and Legal factors that impact the macro environment of G4S Plc.
Changes in the macro-environment factors can have a direct impact on not only the G4S Plc but also can impact other players in the industrial Goods and Services. The macro-environment factors can impact the Porter Five Forces that shape strategy and competitive landscape. They can impact individual firm’s competitive advantage or overall profitability levels of the industrials industry.
PESTLE analysis provides detail about operating challenges G4S Plc will face in a prevalent macro environment other than competitive forces. For example, an Industry may be highly profitable with a strong growth trajectory, but it won’t be any good for G4S Plc if it is situated in unstable political environment.
Political factors that Impact G4S Plc
Political factors play a significant role in determining the factors that can impact G4’S Plc long term profitability in a certain country or market. G4S Plc is operating in industrial Goods and Services in more than dozen countries and expose itself to different types of political environment and political system risks. The achieve success in such a dynamic industrial Good and Service industry across various countries is to diversity the systematic risks of political environment. G4S Plc can closely analyse the following factors before entering or investing in a certain market.
· Political stability and importance of Industrial Goods & Services sector in the country’s economy.
· Risk of military invasion
· Level of corruption – especially levels of regulation in Industrials sector.
· Bureaucracy and interference in industrial Goods & Services industry by government.
· Pricing regulations – are there any pricing regulatory mechanism for industrials
· Taxation – tax rates and incentives
Economic Factors that Impact G4S Plc
The Macro environment factors such as inflation rate, savings rate, interest rate, foreign exchange rate, and economic cycle determine the aggregate demand and aggregate investment in an economy while micro environment factors such as competition norms impact the competitive advantage of the firm. Economic factors that G4S Plc should consider while conducting PESTLE analysis are:
· Type of economic system in countries of operation, what type of economic system there is and how stable it is.
· Government intervention in the free market and related industrials
· Exchange rate & stability of host country currency, business cycle.
· Skill level of workforce in industrial Goods and Services industry.
· Education level in the economy, labour costs and productivity in the economy
Social Factors that Impact G4S
Society’ culture and way of doing thing impact the culture of an organisation in an environment. Shared beliefs and attitudes of the population play a great role in how marketers at G4S Plc will understand the customers of a given market and how they design the marketing message for Industrial Goods and Services industry consumers. Social factors that leaders of G4S Plc should analyse for PESTEL analyses are:
· Demographics and skill level of the population
· Class structure, hierarchy and power structure in the society.
· Education level as education standard in the G4S Plc industry
· Culture (gender role, social conventions etc.)
· Entrepreneurial spirit and broader nature of the society
· Attitudes (health, environmental consciousness, etc.)
· Leisure interests.
Technological Factors that Impact G4’S Plc
Technology is fast disrupting various industries across the board. Transportation industry is a good case to illustrate this point. Over the last 5 years the industry has been transforming really fast, not even given chance to the established players to cope with the changes. Taxi industry is now dominated by players like Uber and Lyft. Car industry is fast moving toward automation led by Telsa, which has stated an electronic car revolution.
· Recent technological developments by G4S Plc competitors
· Technology's impact on product offering
· Impact on cost structure in Industrial Goods and Services industry
· Impact on value chain structure in Industrials sector
· Rate of technological diffusion
Environmental Factors that Impact G4S Plc
Different markets have different norms or environmental standards which can impact the profitability of an organisation in those markets. Even within a country often states can have different environmental laws and liability laws. For example, in United States – Texas and Florida have different liability clauses in case of mishaps or environmental disaster. Similarly, a lot of European countries give healthy tax breaks to companies that operate in the renewable sector.
Before entering new markets or starting a new business in existing market the firm should carefully evaluate the environmental standards that are required to operate in those markets. Some of the environmental factors that a firm should consider beforehand are:
· Weather
· Climate change
· Laws regulating environment pollution
· Air and water pollution regulations in Industrial Goods and Services industry
· Recycling
· Waste management in Industrials sector
· Attitudes toward “green” or ecological products
· Endangered species
· Attitudes toward and support for renewable energy
Legal Factors that Impact G4’S Plc
In number of countries, the legal framework and institutions are not robust enough to protect the intellectual property rights of an organisation. A firm should carefully evaluate before entering such markets as it can lead to theft of organisation’s secret sauce thus the overall competitive edge. Some of the legal factors that G4’S Plc leadership should consider while entering a new market are:
· Anti-trust law in industrial Goods and Services industry and overall, in the country.
· Discrimination law
· Copyright, patents / Intellectual property law
· Consumer protection and e-commerce
· Employment law
· Health and safety law
· Data protection







G4’s Plc Porter Five Forces Analysis and Industry Analysis
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STRATEGIC MANAGEMENT
Porter Five Forces Analysis is a strategic management tool to analyse industry and understand underlying levers of profitability in a given industry.
G4’s Plc managers can use porter five forces to understand how the five competitive forces influence profitability and develop a strategy for enhancing G4’S Plc competitive advantage and long-term profitability in industrial goods and services industry.
BRIEF OVERVIEW OF G4’S Plc
G4’s Plc is one of the leading firms in the industrial Goods and Services. Over the years G4’s Plc has redefined the ways of doing business in industrials. G4’s Plc is listed at London Stock Exchange (LSE) and have a market cap $ 6581.12 million (USD).
What are Porter Five (5) Forces?
In his revolutionary article in Harvard Business Review (HBR) from UWTSD Library - “Five Forces that Shape Strategy”, Michael Porter observed five forces that have significant impact on a firm’s profitability in its industry. These five forces analysis today in business world is also known as Porter Five Forces Analysis. The Porter Five Forces are:
· Threat of New Entrants
· Bargaining Power of Suppliers
· Bargaining Power of Buyers
· Theat from Substitute Products
· Rivalry among the existing players.

Porter Five Forces is a holistic strategy framework that took strategic decision away from just analysing the present competition. Porter Five Forces focuses on how G4’s Plc can build a sustainable competitive advantage in industrial goods and Services industry. Managers at G4’s Plc can not only use Porter Five Forces to develop a strategic position within industrial Goods and Services industry but also can explore profitable opportunities in whole industrials sector.
G4’s Plc PORTER Five Forces.
Analysis for Industrials Industry
Threat of New Entrants
New entrants in Industrial Goods and Services brings innovation, new ways of doing things and put pressure on G4’s Plc through lower pricing strategy, reducing costs, and providing new value propositions to the customers. G4’s Plc has to manage all these challenges and build effective barriers to safeguard its competitive edge.
How G4’s Plc can tackle the Threats of New Entrants?
· By innovating new products and services. New products not only brings new customers to the fold but also give old customer reason to buy G4’s Plc products.
· By building economies of scale so that it can lower the fixed cost per unit.
· Building capacities and spending money on research and development. New entrants are less likely to enter a dynamic industry where the established players such as G4’s Plc keep defining the standards regularly. It significantly reduces the window of extraordinary profits for the new firms thus discourage new players in the industry.
Bargaining Power of Suppliers (AND LESSON LEARNED BY G4’S)
All the companies in the Industrial Goods and Services industry buy their raw material from numerous suppliers. Suppliers in dominant position can decrease the margins G4’s Plc can earn in the market. Powerful suppliers in industrials sector use their negotiating power to extract higher prices from the firms in industrial goods and services field. The overall impact of higher supplier bargaining power is that it lowers the overall profitability of industrial goods and services.
How G4’s Plc can tackle Bargaining Power of the Suppliers?
· By building efficient supply chain with multiple suppliers.
· By experimenting with product designs using different materials so that if the prices go up of one raw material, then company can shift to another.
· Developing dedicated suppliers whose business depends upon the firm. One of the lessons G4’s Plc can learn from Wal-Mart and NIKE is how these companies developed third party manufacturers whose business solely depends on them thus creating a scenario where these third-party manufacturers have significantly less bargaining power compared to Wal-Mart and NIKE. 
Bargaining Power of Buyers
Buyers are often a demanding lot. They want to buy the best offerings available by paying the minimum price as possible. This put pressure on G4’s Plc profitability in the long run. The smaller and more powerful the customer base is of G4’s Plc the higher the bargaining power of the customers and higher their ability to seek increasing discounts and offers.
How G4’s Plc can tackle the Bargaining Power of Buyers
· By building a large base of customers. This will be helpful in two ways. It will reduce the bargaining power of the buyers plus it will provide an opportunity to the firm to streamline its sales and production process.
· By rapidly innovating new products. Customers often seek discounts and offerings on established products so if G4’s Plc keep on coming up with new products then it can limit the bargaining power of buyers.
· New products will also reduce the defection of existing customers of G4’s Plc to its competitors.
Threats of Substitute products or Services
When a new product or service meets a similar customer needs in different ways, industry profitability suffers. For example, services like Dropbox and Google Drive are substitute to storage hardware drives. The threat of a substitute product or service is high if it offers a value proposition that is uniquely different from present offerings of the industry.
How G4’S Plc can tackle the threat of substitute products/ Services
· By being service oriented rather than just product oriented.
· By understanding the core need of the customer rather than what the customer is buying.
· By increasing the switching cost for the customers.
Rivalry among the Existing Competitors
If the rivalry among the existing players in an industry is intense then it will drive down prices and decrease the overall profitability of the industry. G4’s Plc operates in a very competitive industrial Goods and Services industry. This competition does take toll on the overall long term profitability of the organisation.
How G4’s Plc can tackle Intense Rivalry among the Existing Competitors in Industrial Goods and Services Industry
· By building a sustainable differentiation
· By building scale so that it can compete better collaborating with competitors to increase the market size rather than just competing for small market.
Implications of Porter Five Forces on G4’s Plc
By analysing all the five competitive forces G4’s Plc strategists can gain a complete picture of what impacts the profitability of the organisation in industrial Goods and Services industry. They can identity game changing trends early on and can swiftly respond to exploit the emerging opportunity. By understanding the Porter Five Forces in detail G4’s Plc’s managers can shape those forces in their Favors.


SWOT Analysis (Swot Analysis of G4’s)
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G4’S SWOT ANALYSIS
G4’s SWOT Analysis, Competitors, STP and USP
SWOT analysis of G4’s analysis the brand by its strengths, weaknesses, opportunities and threats. In G4’s SWOT Analysis, the strengths and weaknesses are the internal factors whereas opportunities and threats are the external factors.
SWOT Analysis is a proven management framework which enables a brand like G4’s to benchmark its business and performance as compared to the competitors. G4’s is one of the leading brands in the transport and logistics sector.
The table below lists the G4’s SWOT (Strengths, Weaknesses, Opportunities, Threats), top G4’s competitors and includes its target market, segmentation, positioning and Unique Selling Proposition (USP).
G4’s Brand Analysis
Parent Company                                    G4’s Plc
Category                                                   Security Provider
Sector                                                        Transport and Logistics
Tagline/ slogan                                         _
UPS                                                             Word’s largest security company by revenue
G4’s STP
G4’s Segmentation                                  private and Government businesses in countries of the world
G4’s Target Market                                 Personal Security bases, prisons, hospitals, government           building, financial institutions, etc.
G4’s Positioning                                       Premiere Security Providers

                                                               SWOT Analysis of G4’S
G4’s Strengths                                     Below are the Strengths in the SWOT Analysis of G4’S:
1. Operations in 125 countries with 600.000 employees
2. G4’S is a signatory to the UN Global Compact. ASIS International, International Fire Chiefs Internal International Corrections and Prisons Association etc.
3. It is a founder signatory of the International Code of Conduct for Private Security Service Providers
4. It provided logistical, finance and social support to a number of athletes taking part in the Olympic
5. Excellent retention rates for all existing contracts
6. G4's has won many awards which show its credibility
7. Strong revenue stream and good financial position

G4’S Weaknesses                                 Here are the weaknesses in the G4’S SWOT Analysis.
1. G4’S has been accused of alleged low pay and poor working conditions by its employees
2. Limited presence in terms of marketing and recall of the brand.

G4’S Opportunities                               Following are the Opportunities in G4’S SWOT Analysis:
1. Latin America, Africa and Asia provide platform for future growth of G4’S
De-layering of organisation via shorter lines of communication. Reduced costs and increased focused time on customers.
G4’S Competition
Competitors                                             Below are the top 3 G4’S competitors:

1. Securitas AB
2. Serco
3. Prosegur
GA’S SWOT Analysis, Competitors, Segmentation, Targets Market, Positioning, USP and Brand Analysis Table.
This article has been researched and authored by the Content & Research Team. It has been reviewed & published by the MBA Skool Team, the content on MBA Skool has been created for education & academic purpose only.





CONCLUSION
What are the benefits of employee engagement and motivation?
Engaged employees will go out of their way to go the extra mile. However, their still want to know that leadership sees and appreciates their efforts. Take time to acknowledge your employees and allow them to do the same of their peers. Talking about myself I can say that I learned much this year about the Customer Relationships Management and other strategic Management with my Lectures at UWTSD.
Employee engagement and motivation
Employees who have good quality jobs and are managed well, will not only be happier, healthier and more fulfilled, but are but are also likely to drive productivity, better products or services and Innovation.
Social responsibility and employee engagement: G4’s 2019 employee survey showed levels of engagement remain high, with 84% of employees providing a favourable response.
Why implement a CRM solution?
CRM solutions increase your profitability by streamlining administrative processes in your sales, marketing, and service divisions, and letting you focus on building and maintaining the customer relationships that matter. A strong CRM solution is a multifaceted platform where everything crucial to developing, improving, and retaining your customer relationships is stored. Without the support of an integrated CRM solution, you may miss growth opportunities and lose revenue because you’re not optimising your operating processes or making the most of your customer relationships or sales
Leads.
Imagine misplacing customer contact information, only to learn that your delay resulted in losing your client to a competitor. Or picture your top two salespeople pursuing the same prospect, resulting in an annoyed potential customer and some unfriendly, in-house competition. Without a centralised and automated CRM system, your people can lose track of customer interactions and miss business opportunities.
G4’s provides cash management solutions for a diverse range of organisations keeping their valuables and premises safe. We provide an essential service to businesses and the public by ensuring cash flows into areas of the UK economy where it is needed.
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APPENDICES 

Case Study: Shell and CRM       08/5/2021
  1. The key factors determining the success of the Shell's CRM approach are: The three-layered CRM organisation such as: 
·    A loyalty competency centre in Hungary with IT and CRM knowledge.
·   European team of CRM experts; each of the team members has strategic responsibility for a cluster of countries.
· The local loyalty and CRM groups in the countries, who implement the programmes and have succeeded in creating value. 
        2. I would formulate Shell's vision and strategy towards CRM as: Success. because" Van Munster 'Centralisation has absolutely paid off. it was her that we developed our standard building      blocks that we can apply to the countries. A few years ago, we needed one year per country to implement a programme; now we do it in three months."
          3. Reconstruction of Shell CRM Road map is by making implementation easier for local CRM teams. 'Practical efficiency is the goal. Perhaps it will become possible at some point to produce a single European or even global catalogue instead of national versions, and the article can be sourced at lower cost'
        4. Shell's CRM business case(s) formulate.
· Loyalty
· Expertise
· Success in creating value
        5. A standardised global CRM approach will be useful for Shell's because: It will improv its CRM and will make more customers happy by cashing points.


Case study: Portakabin       08/4/2021

Task 1
6. Quality: such as: Offering clearly superior products at above average prices.
7.  Competitive advantage: such as: Offering lower prices or delivering products more quickly.

8. Quality systems: such as Offering superior customer service, including after sales service.

Task 2
           ABC Corp by applying the Five Dimensions of Service Quality.
          1. RELIABILITY: Ability to perform the promised service dependably and accurately.
          2. ASSURANCE: Knowledge and courtesy of employees and their ability to inspire trust and confidence.
          3. TANGIBLES: Physical facilities, equipment, and appearance of personnel.
          4. EMPATHY: Caring, individualized attention the firm provides its customers.
          5. RESPONSIVENESS: Willingness to help customers and provide prompt service.
Task 3
          ABC Corps could gain a competitive advantage by:
· Learn what customers expect.
· Establish the right service quality standards.
· Ensure that service performance meets standards.
· Ensure that delivery matches promise.
Task 4     
Portakabin was trying to achieve the best. knowing that, the essential part of improving quality is to identify problems as and when they occur, and they can be addressed and resolved immediately. This is what Portakabin means by 'zero tolerance. To address any issues, Portakabin deploys a 'commando team' as a part of its quality team, this team scrutinises products and processes from the customer's viewpoint, by providing good customer service such as: fixing the immediate problem, identifying its cause, making changes to prevent the problem reoccurring.
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