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[bookmark: _Toc57398781]Introduction 
Customer experiences ultimately depend on the customer’s perceptions of their experiences based on organisational goods and services. This may be generated through the interactions with organisational customers. The data of customer experiences can be analysed through navigating the websites, talking to them about the provided services, their feedbacks related to the product and services they have been bought from an organisation. Whatever changes have been done within a business organisation has created a great impact on the organisational customers and their preferences. They have been deciding whether they will buy the same products or not and this will help to gain an experience about their customer satisfaction. In order to understand the customer relationship during this current pandemic situation a renowned transport service provider company UBER has been chosen in this report.
In this assignment it has been clearly evaluated by the customer experiences in order to maintain sustainable competitive advantages for a business organisation. Although due to the current pandemic situation based on COVID-19 create a great impact on them. It has been found that the changes behavior of the customer may enable an organisation to use the CRM strategies at their firm in order to improve the customer experience and their engagement towards the company. People have begun to change their behavior due to this pandemic situation. The term new normal has also been generated from this situation that is related with customer experience.  
[bookmark: _Toc57398782]Overview of the organisation
UBER is one of the renowned America based transportation companies that offers vehicles for hire on various purposes such as transportation, food delivery, courier services etc. This organisation was founded by Garrett Camp and Travis Kalanick on March 2009. The headquarters of this vehicle service provider is San Francisco, California, US. This company has developed their businesses in the form of joint partnership with other companies like Lime, electric bicycles and motorized scooter. UBER has expanded their organisational businesses nearly over 900 metropolitan areas in the worldwide. As per research it has been found this ride sharing company has engaged nearly 110 million active users per month in which 67% are connected with ride sharing works through app services and others are engaged for food delivering processes. They are very much focused on the development of self driving cars. Additionally, UBER has been committed to providing fully electric vehicles, 100% of the rides have taken place with zero emissions on public transit by the year 2040. This company has taken challenges to provide largest mobility platforms in order to improve the environmental hazards (Perera and Albinsson, 2020). 
But from the recent survey it has been found that UBER has been facing many challenges due to the current pandemic situation. The number of customers who are actively connected with UBER’s app has dropped nearly half since last year. Last year’s pandemic situation reduced the demand for taxi services all over the world. The UBER rider’s demand has been down nearly 100 millions of customers in each month to 55 million average customers since last year. Trip booking through the UBER app has been down by 75% from the last couple of months. But on the other side this company has doubled its businesses on their food delivery services at the current pandemic situation (Ng, 2016).      
[bookmark: _Toc57398783]Key marketing theories 
Balance scorecard: UBER case study
According to the latest news, UBER has been facing huge losses based on the current pandemic situation.  Nearly over 1 billion dollar net loss has been generated from the third quarter of last year 2019. 
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Fig1: UBER’s loss making business (Source: IBS Americas - International Business School - Americas, 2020)
Many organisations that have been at such a huge loss are not able to make their organisational position in the same way as their beginning time. But for UBER, this transportation company has been focused on their organisation’s future goals in very effective ways. In this digital era, companies are not able to make competitive advantages in the global market by managing properly their financial assets and liability well. 
Financial perspective: This measurement helps to understand UBER’s organisational strategy, implementation and execution techniques in order to improve their business sense. The data related to organisational financial perspective may include financial ratios, budget variances, income targets etc (Eisape, 2020). 
Customers and stakeholder perspective: This measurement helps to track all the competitive and strategic efforts that have been applied in this transportation company.  This may help to generate an idea about the organisational market segmentation. In order to satisfy their customers, they focus on their availability of vehicles, quality of services and the price mechanism.  
Internal business process: This may help to focus on the company's new and existing internal processes to ensure about their current and future growth all over the world. This also helps to analyse the organisational gaps, delays, structures etc.
Learning and growth perspective: This may help to measure the organisational work procedures in order to improve their employee skills, capabilities, driving policies, and use of UBER apps etc. 
UBER marketing communication mix
In order to understand marketing theories in this transportation company UBER, a marketing communication mix has been applied at their organization. That comprises various mediums as print & media advertisement process, sales promotions, event management, public relation or any such types of direct marketing. This UBER marketing communication mix has been developed in order to maintain their organisational cost efficiencies, effectiveness and other conveniences (Dharmappa, 2018). 
UBER print and media advertisement
UBER has basically used the traditional way of print and media advertisement process for their organisational business marketing. This company has mainly concentrated on the social media and word of mouth marketing channels in order to attract huge crowds towards their organisation. It has also been found that the global taxi technology company still uses the old way of advertisement processes such as TV ads, newspapers, magazine ads posters, and banners for their organisational promotional activities. UBER has been using drone services in order to get all the details about the taxi drivers who are stuck in the traffic at the Mexico City (Zheltukhina et al., 2016). 
UBER sales promotion
This company has applied various sales promotional techniques that have been arranged in an integrated manner. Those organisational sales promotional techniques depend on the promo codes, loyalty programs, free rides. In order to give some offers related to their customers rides with UBER, this transportation company has been providing promo codes that will give some discounts for their next rides (Shaoke, 2018). This company has introduced UBER VIP to those who are actually loyal customers. Free rides services have been provided to their UBER app, through inviting others people can get one free ride from this transportation company. In this report UBER’s marketing strategies have been widely discussed on other business studies such as SWOT / TOWS analysis, Porter's five forces, McKinsey 7s Model on UBER etc.
SWOT analysis
Strength
· The major strength of this company is its high brand values which they have been created for a long time. At the early time this company has been known as the ride sharing organization. But with passing the time this company has been able to set up a high benchmark at the global market. This company has been expanding their businesses in nearly fifty countries all over the world and it's still growing their business markets.
· This company has been provided lower pricing facilities to their customers. This is the main strength of UBER. People are giving double the amount of charges and waiting for long times for another ride but UBER came with its advanced features with lower price to them in order to attract more customers towards their ride sharing (Shtal et al., 2018). 
· This company has applied such a type of pricing methodology through a rider can pay different amounts for the different routes.
· UBER has made sure that customers can give feedback to their drivers. Through which the organisational rides improve their performances to get better ratings. 
Weaknesses
· The main weakness for this company is the increased amounts of competitions around the world. The concept of app riding facilities has been developed by other many companies.
· UBER car drivers are not that much satisfied with this company about their earnings. Sometimes their operational costs become more in comparison with their daily profitability rates (Geldmacher and Plesea, 2016). 
· UBER is fully dependent on their organisational drivers. From the last couple of the years many drivers are being accused of harassment and abusive behaviors that may create huge losses on their brand images.  
· UBER app has been accessed through internet connection. If any net connection issues arise then this company will also be faced with huge trouble. 
Opportunities
· The biggest opportunities of this company are they have been using normal taxis also. That makes organizational transportation services way better. Through utilizing more drivers at their organization this company is able to make shorter waiting time for their customers.
· This company has been providing incentives to their drivers in order to use the lower operational cost vehicles (Zhao and Su, 2019). 
· This company has expanded businesses in many other developing countries in order to attract more people. 
· UBER has set an example of the transportation services for the animals and pets.
Threats
· The major threat of this company is changing laws, rules, and regulations of every country that they have been dealing with from the very beginning (Collier et al., 2018). 
· It has been found that many traditional taxi communities have also set some regulations as they are not able to compete with UBER in terms of pricing. 
· The dissatisfied drivers of this company have become a major threat for them. As they can take legal action against this transportation company. This may hurt their brand images along with monetary loss.  
· Another threat is dependent on the choice or the preferences of the riders and the drivers as their various platforms have been present in the market. Which one will make them profits eventually customers will choose that ride (Yeatts, 2020).
Porter’s five forces
The five forces is such type of framework in order to understand the competitive advantages of every industries
Bargaining power of buyers/customers
· Manufacturers can face various challenges related to their organisational switching costs for upgrading their productivities in order to produce higher quality materials such as steels, fuels, electronic components etc (CHONGTANGSATTAM, 2017).
· Differentiation of their organisational product availability such as the available numbers of their transportation services. 
· Through the UBER app, this organisation has been provided all the information of the driver who has been engaged with a ride. This activity makes this company with the biggest marketing spend that can exert power over their organisational customers.
· This company has a strong power of distribution channel to their suppliers.
· Strong social media connection and networks effectively create a huge business platform for this transportation company. 
· The bargaining power of the UBER customers is relatively high as alternative options of transport as well as taxis are available in the market.
Bargaining power of suppliers
· Availability of huge drivers in UBER is the leading supplier of this transportation industry. Since UBER does not provide any car for their riding services and their business largely depends on drivers whoever own cars. This makes them bargain to get better attention at UBER's expense.
· The switching cost from the supplier side has significantly a low amount in case UBER has taken large market shares. 
· Gas and oil is also a major supplier of this company. Therefore the rates of the gas and oil make huge challenges for this transportation service provider company (Gyódi, 2017). 
Threat of new entrants
· It has been found more new entrants will come to this transport industry as more reduction of their pricing has been generated. 
· UBER has developed a technological platform within their organization which may create a connection bridge between their customers and transport providers. 
· UBER has invested a substantial amount while starting up their organizational business rather than other transport organisations that have developed with lesser amounts than this company (Colangelo and Maggiolino, 2017). 
· New entrants can easily copy UBER’s concept of ride services through online applications. 
Threat of substitutes
· The threat of substitution among the organisational product and services is one of the major fears for every organisation. 
· For the transport company like UBER has various substitutes who provide equal services to the people. One of the major threats of substitute for UBER that belongs to the alternate option is taxi services.
· More often. Taxi is one of the common riding services that are very common to most of the towns and cities. Other than that this service operation is very helpful to maintain lower cost, efficiency and it is very much user friendly.
Rivalry among existing competitors
· It has been found that all transportation organisations are not equal in terms of competitive rivalry. But many similar size companies are able to run their businesses for a long time through harvesting innovations at their services. 
· The slow rate of aggregate growth can create rivalry competitions among the transportation companies like UBER on their market shares.  
· Since UBER has been expanding their businesses among various countries therefore their competitors also vary. But competitive rivalry is one of the major strengths for every transportation company as it helps to grow very effectively (Wakhu and Bett,  2019). 
[bookmark: _Toc57398784]Analysis the customers experiences within the organisation
Customers are fully satisfied with UBER and their services for a long time. As per their concerns one click at an individual’s smart phones and the car is on its way. All the information regarding arriving times, drivers information, travel cost, reviews from other travelers have been received via notification. Through which one can easily access their travel and riders are satisfied. Few years ago many UBER drivers were accused of harassment and abusive behaviors from many customers that may create huge losses on their brand images. But this company makes sure to provide the best service to their customers and there have been penalties. On the other hand, during pandemic time this organisation has followed all the guidelines to provide clean, hygienic and please customers. This company has believed in quality services that is why this transportation company is able to make a high brand position in the global market. 
[bookmark: _Toc57398785]Critically analyse the factors that influence the chosen organisation's quality systems and controls for customers in times of crisis like COVID-19. 
In order to improve the organisational quality system and to control their customers various organisational factors that have been presented here. 
Political factor
UBER has been facing several controversies from the very first beginning. This transportation company does not maintain or did not clear the regulations from its initial development stage. This company has not provided any clear guidance on their organisational drivers’ insurance policies. Many countries have been charged over this company based on their country’s rules and regulations. Additionally, there are some sort of political factors present related to the minimum wages laws to the taxi industries and UBER should follow these rules. That is why this transportation organisation needs to provide such documentation.
Economic factor
The organisational operation o9f this transportation company UBER has been dependent on the sharing economy in an effective way. Globally UBER has slashed nearly 6700 jobs but has resumed fresh candidates for those roles. This company has dropped to 790 million dollar from 2.37 billion dollar in the second quarter of 2020 due to the pandemic situation. But suddenly this company has been showing their economic potential in the global market. This company has been providing such types of facilities where the UBER drivers have responded to their customers in order to reach them at their destination. Sometimes it has become cheaper than the taxi facilities. UBER has been growing their market values from their initial launch. It has also been found that due to unfair competition with the taxi services UBER has been facing many restrictions. But nowadays people have considered this transportation service as another career option.
Social factor
 People are very much pleased with the UBER services as it has provided easy access platforms to everyone. Consumers are really enjoying their rides with UBER through their app service.  This UBER app helps to provide all the information of the driver who has been engaged with a ride, pick up times, drop location, travel cost etc. this company has also developed the feedback services through which a customer can rate their rides in order to improve the organisational services. Nowadays people are more connected with social media sites that will help to understand customers' reviews about their trip for this transport company and customers are choosing UBER very frequently at their rides.
Technological factor
In the 21st century companies are more focused to provide technological advancement at their organisational businesses. UBER has grabbed a large market through excellent technology that provides smooth access and great experiences for both drivers and the riders. Through the UBER app people may be able to experience several advanced features related to the geo locations, direction of the travel routes, push notification in order to provide all the information regarding the rides, payment options etc. This company has been focused on their organisational technological up gradation in order to improve their services and to satisfy their customers accordingly. They have been improving their UBER app within a specific time that people will get their taxis within time limits.   
Environmental factor
Sustainability has become the most important 5things in today’s lives. UBER has been proposed to launch fully electric vehicles, 100% of the rides have taken place with zero emissions on public transit by the year 2040. This transportation company has taken challenges to provide the largest mobility platforms in the world in order to improve the environmental hazards. This company has also been working on another pilot project that may be referred to as UBER Green. Through this UBER green people will be able to request green rides at the tap of a button on their organisational applications.
Legal factor
Legal compliances are an important factor in order to develop a business organisation. UBER has been facing many legal issues and that is not only dependent on their organisational taxation process but also it may affect the human resources. This company has also been fined by the local authorities while they have been illegally driven without proper permits. A case has been filed against this transportation company related with the minimal wages. The state regulation has been published an opinion on this company that UBER shouts treat their vehicle drivers as an employee not as a contractor. 
Identify the systems that support on chosen organisation’s quality processes 
Generally, UBER’s technology may look very simple but this organisation has developed web based services. A rider has been requested for their trip through the UBER app and the driver came to pick up in order to take them to their destination. For this process a giant infrastructure has been playing a vital role that may consist of thousands of services. It has also been found that terabytes of data support has been required to complete every UBER trip on the platform. At the early stages UBER has been applied to the Monolithic software architecture model but with the passing times this company has switched to Service-oriented architecture in order to improve their organisational quality processes. In order to satisfy their organisational customers UBER has been focused on their organisational quality management process. 
Identify organisational goal
This may help to analyse how an organisational employee and their work performances are directly connected with their goals. Each team member of this transportation company should be aware of their organisational mission, vision, values in order to maintain their roles and responsibilities very effectively. Knowing individual roles, comparison with organisational goals is the first step that helps to determine their organisational quality process. 
Identifying critical success factors
The second step for maintaining the organisational system procedure is very much related with the identification of critical success factors on their quality assurances. These factors may include the organisational production process, technical support, customer support, financial security, employee satisfaction etc that may influence their quality of processes. In order to continuously manage those factors UBER is very much focused on their organisational system improvement (Athey et al., 2019). 
Identify internal and external customers
Another important factor that will help to maintain the organisational quality services and processes depends on UBER’s internal and external customers. This is very much necessary to understand the key group of customers that make this organisation to provide quality assurance on their system work.  Knowing their organisational customers choices and preferences this transportation company has set up various development programs and services for them. These internal and external customers may include organisational vendors, suppliers, employees or they may relate to the direct customers. 
Customer feedback
This is a crucial factor for UBER. As the customers feedback helps them to understand about the rides, drivers’ capabilities, rider’s experiences and the organisational important areas. This may help to improve the organisational quality process for provided services. Customer feedback may also help other customers to understand about the trips or to solve any quarries related to their rides. An important method of monitoring the organisational customer’s satisfaction is basically related to the feedback system that UBER has already generated at their app (Sthapit and Björk, 2019). 
Implementation on continuous improvement
Quality processes for an organization are directly inclined with its continuous improvement areas. This process may be entitled with organisational leadership development, customer service training, higher level of staffing in various roles, production process, organisational changes to their product and services.  
Quality management
The basic principle of the quality management process for an organisation is very much related with its customer satisfaction, satisfying their organizational suppliers and continuous improvement on the business process. This process not only helps to improve UBER’s system software which may help to improve their organisational processes but also it helps to satisfy their customers, suppliers and their employees in a continuous manner. 
Measure result
Though there are various reasons to implement the quality process within the organisation but one of the major reasons that are basically related to this transport company is their customer’s preferences. 
[bookmark: _Toc57398786]A critical understanding of the extent to which an individual thinks those systems is effective in meeting customer requirements 
UBER is a type of renowned company who are famous for their organisational applications and their provided hassle-free transportation services. The gigantic application has been very much complicated that may consist of thousands of service providers. Those systems are basically formed with very complex architectures and there are lots of components which may help to connect them internally. Those components mainly help to make the trip smooth and provide riding services all over the world. 
UBER system architecture
Most probably every person has been aware about UBER's transportation services. At first a user has booked a request for their trip at the UBER app and within a few minutes a driver will arrive at their nearest location to reach them at their destination (Kong et al., 2018). At the beginning this transportation company used a monolithic software architecture model as it provided backend services, frontend services and a single database. Such type of architectural model is fine for small trips or for frequent rides within cities and states. But when UBER has started to expand their organisational businesses in the global market, in other cities, those applications have been creating various issues related to their trips. But it has been found after the year 2014; the UBER team has decided to switch their system to the service oriented architecture as this company has started to handle food delivery services, taxi services and cargo also (Feng et al., 2019).  
[bookmark: _Toc57398787]Maintaining good customer relationships in times of crisis like COVID-19
As per the research survey it has been found that UBER has been playing a vital role in order to maintain a good customer relationship in the time of crisis like COVID-19. This transportation service provider company has been provided financial assistance to their drivers. In this current pandemic situation this company has taken the responsibility to deliver people who are diagnosed with COVID-19 or who have been ordered to maintain self quarantine by any doctor or public health authorities. This company has introduced that policy in two ways. First one based on the drivers who are actively driving and delivery people during the crisis time in an efficient way. Another way is dependent on the drivers and random riders who are affected with COVID-19. This company has been increasing its employment rates and those who have that much eligibility will also be under that policy. This transportation company has been setting up some rules for their organisational employment. Those who are eligible to get a job in this company should provide written documentation from a licensed doctor or from any government public health authorities. This company has followed all the guidelines based on COVID situation. Before the trip starts they are alert about their customer safety and precautions and with their organisational protective behavior make people very satisfied (Lee et al., 2018). 
COVID-19 pandemic situation certainly comes up with various disruptions for every organisational business operation. In order to maintain an effective customer relationship within this pandemic situation this transportation company should focus on their organisational business marketing insights. This company has been attached with their customers through mass mailing facilities in order to provide all the situational based information. Mass mailing is basically dependent on email marketing in order to send the newsletter, service announcements, marketing messages etc (Khetan et al., 2019). This transportation company has become very much focused on human interaction, as it helps to understand their organisational customer preferences and demands on this current pandemic situation. The driver has always been trying to comfort their customers by awarding them to don’t panic about the Covid-19 situation. This situation has disrupted every peoples normal lifestyles and created several challenges for every country’s economic functionality. Businesses are affected although the government has extended their full support to revive the economy as like previous timings.
[bookmark: _Toc57398788]Conclusion 
The whole assignment has been evaluated based on the customer relationship for a transportation company UBER. A brief overview of this company has also been presented here. A brief introduction on the key marketing strategies based on this transportation organisation has been presented here in a broad manner. It has been illustrated here that how those marketing theories will influence the factors of organizational quality systems and maintain their customers efficiently in times of crisis like COVID-19. It has also been typically analysed here by customer relationship management during the current pandemic situation in this report. 
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