INTRODUCTION 
The company which I have choose to wright about is Pets At Home, where I am currently employed as a pet advisor, the company started their journey in 1991 in Chester, UK and the owner was Anthony Preston, however the company has been sold to Bridgepoint Capital in 2004 for £230 million, and now stands at the revenue of £1,058.8 million due to 2020 statistics and their headquarters are in Handforth, Cheshire. In my report the main thing would be to answer the following question “How do internal and external factors including COVID-19 affect or influence organisation’s quality system and controls for customers and how the organisation can deal with the new situation and achieve its business objectives by developing and maintaining good customer service”. The report will include the marketing theories which I will explain such as Maslow’s Hierarchy of needs and Elaboration Likelihood model. The question will be answered with the theories applied to them with critical analysis which have influence the company in the crisis of COVID-19 pandemic. In the report I will evaluate critically the benefits and challenges for a good customer relationship. 
