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INTRODUCTION 
The content and purpose of this report is to critically analyse the effects of covid 19 to organisations and their customer relations including a further analysis and broader understanding of the change in the customer experience as consumers are now more interactive online.  
I will be researching which methods and techniques organisations have used to overcome the covid 19 pandemic and restrictions. I will be using Sainsburys as my chosen organisation as I am an employee and service user of Sainsburys. I believe Sainsburys took a massive hit in the peak of lock down and have had to use various new concepts to maintain a customer base and competitive advantage. Through using good service/methods/techniques, Sainsburys aims to keep their customer relations and maintain their good name and reputation. There are many factors that can disrupt an organisations development such as external and internal factors, one of the main factors in the past year that has put a lot of organisations out of business or even bankruptcy has been the pandemic COVID-19 as companies were not prepared for such circumstances. During this time a lot of organisations have had to adapt and adjust to the new restrictions and legislations, they have had to come up with new methods to keep the customer satisfaction. The most popular resolution for organisations was online shopping/ click and collect, Sainsburys have always had this method in place however the percentage of people that turned to online shopping was overwhelming, and so Sainsburys had to put strategies in place to overcome the struggle.  
In the peak of pandemic Sainsburys was mostly doing deliveries and click and collect for those who had an order number/ were vulnerable/ high risk. this would mean that a lot of the customers would have to physically shop themselves, this was a risky move for them as they could have lost a lot of loyal customers due to this rule. However, the vulnerable/high risk people could not physically do this themselves and appreciated the rule which also could have gained them a lot of customers who were high risk/vulnerable. As risky as a lot of their choices were, they always put the safety and restrictions in place to ensure that the risk of catching COVID-19 was minimal at all branches. Customer relationship management has become a fundamental in business and the concepts this will indicate has to be understood and carried out effectively to gain positive outcomes. A concept that aids this technique is the seven p’s of customer relationship management. Product, price, place, promotion, people, process physical evidence by critically utilising the data produced from these individual major keys and applying this to their CRM. Utilising CRM effectively can give the organisation the ability to forecast customer needs and wants and other appropriate resolutions and have procedures in place to prevent forthcoming problems.   
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