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INTRODUCTION:
The aim of this report, is to ascertain how internal and external factors including COVID 19, affect an organisation’s quality systems and controls in respect of customer experience and satisfaction, and how the organisation deals with the new situation whilst achieving its business objectives by developing and maintaining good customer relationships. 
The chosen organisation in this report is Marks & Spencers PLC ( M&S ). I have chosen this organisation because of its excellent customer service and wide range of products and services including travel money, credit card, furniture, fashion, and food. I have been a loyalty customer for many years. I also have a close friend who works there.
There will be an application of Marketing Mix and SERVQUAL to analyse the customer experience and then a critical analysis of factors that impacts the organisations’ systems and controls using SWOT for internal analysis and PESTLE for external analysis. Afterwards, there will be a discussion around quality systems that supports quality processes and CRM; an assessment of the factors that influence an organisation’s ability to maximise customer value. 
The expected outcome of this report is that it will show how M&S has adapted to issues generated by both COVID 19 and BREXIT whilst keeping customer satisfaction, business growth, and employee engagement in view.
The Marketing Mix and CRM at M&S
M&S has used the 7 Ps of Marketing Mix to maximise customer engagement and satisfaction. By using the loyalty reward scheme, sales promotions, customer feedback and surveys, M&S has products located in easy to access places like online store and physical store at affordable prices. At M&S, excellent customer service delivery is part of their winning strategies to retain customers. The staff are also kept happy so that they can serve the customer in an excellent manner. 
At M&S, CRM has been used to successfully manage customer expectations whilst ensuring the services provided helps the company remain profitable. Consumer behaviour is used to develop marketing strategies and knowledge of what the competition is doing. 
M&S delivers excellent customer service by keeping employees satisfied in their respective roles through staff training programmes, career development programs, fair compensation, and holiday schemes. The level of employee satisfaction will reflect the extent to which they can deliver excellent customer service.
Customers develop expectations based on information that they get through the M&S touch points which are the physical stores, online stores, by telephone, and email. The company has designed and developed internal processes that focus on the core competency. They also have strategic partnerships for food delivery with OCADO to help the company direct limited resources to CRM issues and the rest on other areas of the business. CRM requires innovation due to changing customer expectations, due to better informed customers and increasing global competition. 
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