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1.Indtroduction

	Most of businesses success depends on the customers satisfactions, this means customer experience is the centre of everything for the sustainable competitive advantage. It is vital the customers experience and the customer engagement to the businesses. 
	The chosen organisation is Uniqlo Co, LTD a Japanese clothing brand Fashion, a company subsidiary owned of Fast Retailing Ltd., as a current staff member of this company, I have been witnessed the pre-covid and post covid lockdown effects within the organisation. Changes has been adapted gradually by the staffs and customers. In the beginning it was difficult from wearing a mask, maintaining social distancing, fitting room policies and many more of store policies implemented from the governments guidelines.
	The current situation right now with the global pandemic, has caused a big impact for many organisations, people was forced to quickly adapt with the situation, accept the changes and follow the rules. 
	Customer relationship management is based on the fundamental of marketing, which has been acknowledge as one of the reasons of improvement of modern marketing areas.(Rahimi & Gunlu, 2016). Retail businesses are one of the most affected industry by this crisis, therefore businesses were forced to think creatively, innovatively, and strategically how to improve their customer experience and the engagement. Customer relationship management must improve attitudes and processes thus organisational culture needs to encourage staffs the acceptance and implementations of these changes. To avoid CRM failure leaders must establish a good CRM environment to support all the process of implementation (Rahimi & Gunlu, 2016).
	There are different types of characteristics of customer relationship management: strategic, operational, and analytical, with this characteristic or CRM managers will help to develop a new concept of marketing to win customers satisfaction.
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