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Executive Summary

Transport through the air is something that Virgin Atlantic Airways Limited can do. The firm offers services like freight forwarding, luggage handling, airline tracking, and online booking. Travelers may take use of Virgin Atlantic's global services. The firm operates a highly robust and sustainable operation, which is one of its primary advantages in the UK market. Some clients like the company's vast selection of items that share certain characteristics. Even though there are several external factors that might assist or hinder the organisation. Consideration is given to all PESTLE (political, economic, social, technical, legal, and environmental) elements affecting a corporation. After a comprehensive analysis of Virgin Atlantic's issues, the IDIC CRM solution was selected. There are both benefits and drawbacks to consider.
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[bookmark: _Toc121863582]Introduction
One of the most prevalent strategies used by organisations nowadays is to shift their attention to the demands of their customers to better serve them. Consumer requirements are the driving factor behind quality management. If the customer's demands are satisfied, we have successfully supplied a product or service. Consequently, our customers become partners with us and engage in our technique. CRM and QM are integrally intertwined, functioning hand in hand. According to Kumar & Reinartz (2018), The purpose of implementing CRM is to strengthen connections with customers and increase loyalty. The success of a customer relationship management system may be evaluated by surveying consumers about their experiences. While it's true that implementing a CRM system might be expensive, the returns more than make-up for the investment. One of the main benefits of customer relationship management systems is that they make it easier to talk to customers. Because customer service has gotten better, more and more people are interested in what the company has to offer. Customer relationship management (CRM) also helps a business figure out which products and services are the most valuable to it. For this report, Virgin Atlantic is chosen as an organisation. The report entails how internal and external forces have impacted Virgin Atlantic's processes and procedures for providing 24-hour customer service and how it meets the needs of new customers and meets business goals by building and keeping good relationships with customers 24/7/365. To do this, a brief introduction is given about Virgin Atlantic and different theories, models of marketing and customer relationship management and how these are selected are discussed.
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Virgin Atlantic Ltd (Virgin Atlantic) is a British airline that operates both locally and internationally. It is a subsidiary of the parent company Virgin Group Ltd. It offers goods services as well as holiday packages. Virgin Atlantic's fleet consists of Boeing and Airbus jets that fly between North America, Africa, the Middle East, Asia, and the Caribbean. The company's goods sector connects manufacturers, customers, and merchants in over 200 countries (Virjinatlantic. 2022). Every day, cities in China, Africa, the Caribbean, Australia, and Hong Kong are supplied. This company offers holiday packages to 46 different destinations across the globe. Virgin Atlantic's headquarters are in the English town of Crawley, West Sussex. Virgin Atlantic has been named the top airline in Europe by many European rankings. A VAA staffer will pick customers up from the hotel and drive them to the airport, where they will place your baggage on the conveyor belt and provide you with their boarding ticket. The airline was also an early user of first-class in-flight entertainment systems, a trend that has already been embraced by the great majority of the world's airlines. A variety of internal and external factors, including COVID-19, have an influence on the business's operations and quality system (Naeem, 2020). The aforementioned elements have an impact on the demands of both organisations and their customers. In this section, we will analyse everything using SWOT and PESTLE. The strengths, weaknesses, opportunities, and threats (SWOT) analysis exposes not only the external but also the internal environment in which a firm functions. PESTLE analysis, in comparison, allows one to see the external factors such as politics, economics, society, technology, law, and the environment.
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Strengths
Focus on quality: Virgin Atlantic has made quality its top priority, and the company has implemented Total Quality Management practices to the letter. They use TQM to boost productivity, which has led to substantial cost reductions and revenue gains.
Customer satisfaction: Virgin Atlantic has listened carefully to the needs of both internal and external customers. This has ensured that each and every one of these patrons is completely content with the service they have received (Chen et al., 2018).
Multiple customer categories: Typically, the airline separates its passengers into three classes: economy, business, and first class. The airline's standards, on the other hand, enable it to service a wide customer. The airline may distinguish its service for its various levels by progressively raising or lowering the quality and degree of personalization offered.

Weakness
The image of an expensive airline: Virgin Atlantic is frequently neglected by budget-conscious travellers because of its reputation for being more expensive than its competitors.
Financial Challenges: Because of the mismatch between its expenditure and revenue currencies, the dollar and the pound, Virgin Atlantic may face major financial difficulties as a result of Brexit. The pound's fall has put the company in considerable financial trouble.
Poor Differentiation: Even though Virgin Atlantic was once an industry leader, it is today difficult to identify oneself in a significant manner. Some of Virgin's rivals have been leveraging Virgin's tactics to boost their own consumer offers. That is why the airline is losing passengers, and it is time to start thinking about fresh methods to differentiate itself (Sezgen et al., 2019)

Opportunities:
Change in consumer preferences: As air travel has become more common, passengers' willingness to pay a premium for comfort while in the air has also expanded. Clearly, Virgin Atlantic is benefiting from this trend.




Threats:
Brexit: Given the present state of things in the United Kingdom, the health of the corporation has become an important problem. An unanticipated decline in foreign travel as a consequence of the decision had a financial effect on Virgin Atlantic (Anshari et al., 2019).
Competition: The company faces intense competition from a number of other airlines, including Lufthansa, Emirates, Air France, Cathay Pacific, and British Airways, among others.
Decreasing no of Customers: Because of Covid-19, the income level of people is shattering resulting in convincing people being more prone to cheap transportation.
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Because of its usefulness in illuminating the dynamics of the market and providing a framework for continuous improvement, PESTLE analysis is a crucial tool for businesses like Virgin Atlantic.

Political Factors
The main office of Virgin Atlantic is in Crawley, England. Each of these things is important for Virgin Atlantic's business to run well. The political atmosphere in Britain is shaped by the two major parties, the Labour Party and the Conservative Party. As the state of the world economy worsens, more and more individuals are opting for budget airlines. It's a worry because it will make the airline less money. Because of Brexit, fewer people would come to the UK, which would cause the company to lose more money. Not only does the aviation industry feel the effects of political instability, but so do other industries. In the aviation industry, these worries must be taken very seriously because they can make or break a company in the long run.
Economic Factors
Due to the worldwide delay that COVID-19 produced, the aviation sector took a hit. There are a lot of airlines struggling to make it through this rocky patch. Virgin Atlantic has suffered devastating results as a result. The airline announced on May 5, 2020, that they would lay off 3,000 workers and decrease their fleet size to 35 by the summer of 2022. As a result of the epidemic, Gatwick will also close. On August 4, 2020, the firm filed a petition for Chapter 15 bankruptcy protection in the Southern District of New York. The firm is in danger due to declining income and increasing losses. Its primary worry is that it will have to reduce its workforce since it cannot afford to pay its current staff. This puts the firm in a difficult position since its revenue is so low (Naeem, 2020). This is because individuals have less disposable money, meaning they can't afford to spend as much on leisure activities.

Social Factors
If Virgin Atlantic wants to give its clients all over the world the best service possible, it has to keep an eye on how the population, customer tastes, and other things change in each of its key markets around the world. The United Kingdom is a significant market for the firm, thus it would be unwise to disregard local customs. Air traffic controller strikes are another significant threat to the airline business since they increase travel times for passengers. Many individuals are reluctant to leave their homes because of concerns about contracting the COVID-19 virus. An enormous impact on the airline industry as a whole has resulted from this. Many airlines are suffering financial losses and falling short in their commitment to provide excellent service as a result of these issues. The company's future is in jeopardy as a result of this. This means that the firm must act rapidly if it wants to expand.

Technological Factors
The airline business as a general is driven by technical considerations, and Virgin Atlantic is not an exception to this rule. These aspects are of utmost significance in the aviation sector, particularly in light of the fact that constant technological advancement enables airlines to simultaneously raise their level of operational security while simultaneously reducing the costs associated with doing so. This characteristic may be highly crucial for any firm, giving it with an edge over rivals and assisting it in obtaining an advantage over competitors. The rapid expansion of digitization has made possible a variety of chances for a wide variety of businesses to participate in the digital disruption that has taken place in the economy (Hoyer et al., 2020). These opportunities have evolved as a direct result of the rapid spread of digitization. The company must maintain a current awareness of the most recent developments in the field of technology in order to provide satisfactory service to its customers and enhance its operational efficiency via the use of ever more cutting-edge technologies.

Environmental Factors
These considerations are particularly crucial for a reputable airline like Virgin Atlantic in light of the increased environmental consciousness of its customers. They are cognizant of the threats that excessive carbon emissions pose to both human health and the natural environment. The aviation industry is often criticised for its high carbon emission rates, which have been linked to a variety of negative outcomes. It's great that more people know about the company's efforts to improve environmental conditions.

Legal Factors
Copyrights, patents, data protection, and intellectual property law are just a few examples of the many different aspects of the law that differ from nation to nation and, as a result, determine how enterprises function. Additionally, the airline industry is subject to severe laws that are meant to safeguard the health and safety of passengers. As a result of the hefty fines and the possibility that services could be suspended, Virgin Atlantic is unable to take the risk of disobeying these laws and regulations. It must comply with a wide range of laws, both local and international. New regulations have been implemented by governments all around the globe to stop the spread of the COVID-19 virus. These new regulations require passengers to clean their personal space and wash their hands thoroughly. In order to satisfy the interests of all of its many stakeholders, the company must make certain that it is legally obligated to act in accordance with these regulations (Soltani et al., 2018).
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The CRM value chain model may help businesses develop and implement a comprehensive and efficient CRM strategy. Better customer interactions, portfolio analysis, value proposition development, network formation, and life cycle management are all simplified with this approach. The customer relationship management value chain is a tool for businesses to use in their research of customers. By studying their current and potential customers, businesses may select which ones to prioritise in the future. This method pinpoints the most valuable customers for the business to target in the near future (Freedman, 2021). By revealing their identities, needs, backgrounds, hobbies, and expectations inside a company, this strategy may help develop human relationships with customers. An organization's networks may be better uncovered and tracked with the use of the CRM value chain. In this way, the firm may find and hire the individuals who will be most effective at creating and delivering its value proposition(s) to its target market. Partners, suppliers, vendors, owners, and investors are all examples of potential external stakeholders that may make up a network, along with key internal individuals (Luenendonk, 2021). 
The IDIC model was developed by Peppers & Rogers Group as a standard approach for CRM implementation. The four pillars of customer relationship management, or IDIC, identify, differentiate, interact, and customise. The first step in making a good business relationship with a customer is to figure out who they are. This can be done by getting information about the customer at every point of contact within the company, such as their name, address, and purchases. The goal is to find out as much as possible about each customer so that you can meet their individual needs and wants. If a firm is able to hone in on its ideal customers, it will have a greater chance of getting to know those customers, gaining their trust, and encouraging them to do business with the company again (Aiyer et al., 2019). Keep in mind that not every client is worth the same amount. If one divides one’s clients into groups based on how much they add to one’s bottom line, one can focus your customer service efforts on where they will bring in the most money. Businesses must improve their connection with their varied consumers in order to provide a pleasant customer experience. Businesses that respond to client issues in a timely way may establish a reputation as a dependable service providers. In the final step, a person uses CRM methods to communicate with his clients. Once clients have been looked at and put into groups, personalised interactions can be made, such as giving high-value customers prizes or loyalty incentives to keep them coming back and spending money. If one takes a lot of notes on how one interacts with customers, one can use that information to improve how you give personalised service (Pandey et al., 2022). To be successful, one must first make sure one knows what each customer wants and what they expect. This is a strategy that businesses use to maintain relationships with their "Most Valuable Customers" (MVCs).
The four basic parts that comprise the process of promoting a product or service are referred to as the "4 P's of Marketing." They include the marketing mix, which is a collection of strategies used by a firm to persuade customers to purchase its goods. A "product" is any good or service that fills a need or wants in the market. It could also be thought of as a group of functions that come together with other physical features like shape, size, and identifiers. Companies may make more money if they charge different prices for different things because customers may value them differently. It also has an effect on where things are shown and how they are sold. The price of a product has a direct effect on the number of sales and, by extension, the bottom line of a business. Setting prices is affected by a lot of things, but some of the most important ones are supply and demand, costs, competitive pricing, and government regulations. In most circumstances, a product's price does not reflect its true value (Jessie, 2022). This means that prices can be set high to make things scarce or low to make more things available. All of the things that fall under the word "promotion"—advertising decisions, sales teams, direct marketing, public relations, money spent on advertising, and so on—fall under the word "promotion." The main goal of advertising is to get people interested in a product or service. It might help you get people to choose your products over those of your competitors. It's important to pick a place for a product's point of sale (POS) (or "place"). When it comes to managing trade channels, the ease and happiness of clients are very important. This category also has options for where and how much to charge for both wholesale and retail businesses (Juanamasta et al., 2019).

With Porter's Five Forces Analysis, you may identify external forces that influence the internal operations of a business. To clarify, this strategy is most often employed in marketing theory to identify the external elements that influence a company's marketing. This model illustrates the effects of market rivalry, new entrants, substitution, suppliers, and purchasers. This approach is useful for determining the competitiveness of a market. Before settling on a marketing plan design, you must do exhaustive market research on the tactics and customer loyalty programmes of your rivals (Molina, 2019). When developing a marketing strategy, it is essential to consider how new rivals may affect it. This might be the result of government regulations or the monopoly of large corporations on a certain market. Substitute risk is the possibility that the product might be substituted with another one. This allows you to sell your product without alienating clients from your rivals' offerings by highlighting their differences. Because manufacturers and retailers are in competition, prices are often negotiated. According to Sudaryanto et al. (2019), while making a purchase, many individuals consider both price and quality. Before beginning any new plan, it is essential to determine the buyer's budget.
The term "marketing communications mix" is used to describe the wide variety of methods organisations might use to reach out to customers. Methods include, but are not limited to, product packaging, social media, direct marketing, television advertising, websites, trade shows, and events. Improving the marketing process might benefit from analysing the most popular and efficient forms of promotion. It's possible that better customer communication and market research might result from using all parts of the marketing mix. It might be challenging for a marketer to manage all of these channels at once. Traditional forms of advertising like TV, newspapers, radio, and PPC were once crucial to the success of businesses, but online marketing is quickly replacing them. Almost everyone has some kind of social media presence, making this a potent method for reaching a wide demographic (Verma, 2021). Aside from email, gamification is another kind of digital and direct advertising. Other marketing communications combinations include public relations (PR), direct sales, and sales promotions.
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Model Selection & Application:
IDIC model was developed in order to maintain proper customer relationship management in proper manner to enhance the customers’ retention to a great extent indeed.
Advantages:
The prime advantage of IDIC model is that it paves the way for making proper customer profiling so that potential customers can be traced out and they can be pulled into the sales of the products or services. IDIC model assists in relationship building with the customers in efficient manner so that they can be loyal to the particular company and can actively participate in regular purchase. After all, this model creates a platform on which customers get mustered for interacting with the particular business organization through purchasing or outlook sharing. 
Disadvantages:
IDIC model creates a transparent space in which customers can come and interact with the business authority. Customers get the opportunity to have the accessibility of the company information. Sometimes, company’s sensitive secrets may be disclosed which can reduce its competitiveness. 


Figure 1 IDIC Model

One of the problems Virgin Atlantic was facing to distinguish its customers. But through IDIC the model Virgin Atlantic Airways has constantly outperformed when it comes to customer satisfaction. Virgin Atlantic has honed its emphasis on frequent business travellers as its target audience by using several consumer identification tools. Then, it'll put its customers into groups based on how much it thinks they'll be worth over their lifetime. With this distinction in mind, businesses may better formulate strategies to achieve their objectives while also exceeding their customers' expectations. Customers who have complaints about Virgin Atlantic may contact the company by email, fax, or phone to ensure that their problems are heard and resolved. As a consequence, the airlines will be able to alter their future activities to better serve their passengers. According to the company's website, frequent flyers on Virgin Atlantic would be eligible for privileges such as priority check-in and baggage delivery if they flew with the company often. As a direct consequence of this, they anticipate that a lower percentage of their repeat customers will book tickets with the rival airline. Members of their private Flying Club get unrivalled privileges, including access to exclusive events, unique items, and the ability to earn and redeem miles. There are various other services available on the Virgin Atlantic website for both members and non-members. Texts for the Customer Charter, Conditions of Carriage, and Flight Disruption Policy may be found on a single page devoted to customer service.
Artificial intelligence efforts and services are having an influence on everything from data collecting and processing in the marketing department to the onboarding of new employees in human resources. The external advantages of AI in the form of enhanced customer experience are even more substantial and important than the internal benefits of AI and automation in terms of time and resource savings. Virgin Atlantic sought advice from Phrasee as it attempted to innovate in customer service and advertising. Inspired by the success of its sister firm Virgin Holidays with Phrasee, Virgin Atlantic has chosen to deviate from traditional marketing practices by employing AI-powered content to enhance brand exposure and sales. Consistent input from the Virgin Atlantic team allowed Phrasee to craft marketing messages that were authentic to the brand's voice. It is one of the easiest ways how to market itself (Phrasee.2022). Let's take a look at how artificial intelligence (AI) is influencing the shopping and purchasing experience. The most major impact of AI will undoubtedly be to revolutionise the user experience by making it more automated, rapid, and stress-free. Chatbots powered by artificial intelligence (AI) is rapidly being employed in a range of customer support professions. They're engineered to act like humans, responding to requests with customised responses quickly and around the clock (Dialani,2019). It reduces the irritating wait periods and errors that often arise while dealing with customer complaints. One of the most visible ways in which AI is affecting the current customer experience is via the provision of personalised content. It's crucial to keep an eye out for technologies that might help us simplify our lives every now and again. It's second nature to look for a recommendation based on past encounters. A firm provides an exceptional customer experience when it remembers a user and treats them with care, respect, and consideration throughout their specific customer journey. Traditional analytics approaches and tools make it difficult and time-consuming to extract insights from billions of exceptional customer experiences, restricting their application to a small set of well-defined issues at best.

The aviation industry has relatively high barriers to entry and exit due to the high cost of entry. The external environment in which Virgin Atlantic works is one in which new entrants find it difficult to establish a solid presence. Air travel is becoming more competitive as more and more companies join the market in quest of profit opportunities. That so, it's safe to say that Virgin Atlantic feels the effects of the industry's intense competition. When it comes to the supply of jet fuel, for example, airlines like Virgin Atlantic have a significant advantage since this fuel is both costly and a luxury commodity, thus there aren't many customers for it. Although Virgin Atlantic is a low-cost carrier in its own right, competition from other airlines that have successfully adopted its business model has limited the number of customers who choose to travel with Virgin Atlantic. People in the West like to fly, so there aren't as many other options for Virgin Atlantic (Adamkasi, 2017).



One may choose to travel in Economy, Premium Economy, or Upper Class on a Virgin Atlantic flight. Each of these three segments is represented in the Economy Class, Premium Economy Class, and Upper offerings. Passengers travelling in premium economy are given priority boarding and a separate check-in area. Their cabins include roomier chairs and greater legroom. While in Business Class, passengers may flatten their seats into beds. The chauffeur service in the cabin is available to guests sleeping in these suites as well. It's important to note that Virgin Atlantic was the first airline to provide every customer with an in-flight entertainment display. Virgin Atlantic sets costs in a straightforward and understandable manner. The firm employs the catchy phrase "Price doesn't matter as long as customer service is outstanding" in one of its numerous attractive advertising campaigns to draw in clients. Because it compares itself to rivals like British Airways when determining rates, Virgin Atlantic is able to provide cheaper costs for its services (Bhasin, 2019). This group is truly global because it has offices on almost every continent. This airline is well-known among high-ranking corporate executives and business professionals because of how well they treat their customers and how comfortable their flights are. The discounted prices are meant for people in the middle class. To put it simply, Virgin Atlantic has customers all over the world. As was said before, many of the company's promotions have major power and favourably impact the company's potential to attract new customers.


In its advertising initiatives, Virgin Atlantic utilises both known and innovative advertising platforms. The corporation uses both classic and non-traditional advertising platforms, including television, radio, and newspapers, as well as billboards, outdoor posters, and taxicab sides. The airline prominently displays its logo on all of its marketing materials. In its marketing initiatives, the airline also employed unique words to attract both business and leisure travellers. The airline uses commercials to promote its flights and expose clients to its most recent services. In addition, the airline has built a customer loyalty programme known as the frequent flyer programme. The campaign's objective is to promote brand loyalty. Members of the frequent flyer programme of the airline may access their points and miles at any time on the website. In addition, the website is an excellent recruitment tool for the Club. In addition, a novel means of reaching out to Frequent Club members have been implemented. On February 14th, the airline delivers a card and a single red rose to each club member. The use of electronic means to distribute cards has become the norm. Included with the card is often a handwritten note, which serves to strengthen relationships with clients. Such a message may read, "You have been kissed........Virgin Atlantic," for instance. Using such messaging, the company might potentially influence customers' purchase choices by appealing to their emotions.
[bookmark: _Toc121863588]Recommendations:
This section describes how to properly apply the new technique and leverage the CRM to ensure the firm's long-term success. There must be a training programme and motivational session to encourage people to use CRM. Virgin's management is critical to its workers' ability to make decisions. It is beneficial to create programmes that emphasise the importance of technical education and digital innovation to the bottom line of the firm. Employees may be enthused by a training session on the importance of technological interventions to the organization's performance. To persuade corporate management to adopt the CRM model, creative workers were needed to prepare a report showing the strategy's quantitative benefits. The marketing team will emphasise the importance of this strategy in terms of enhancing consumer involvement and brand recognition, while the sales department will explain how it has resulted in increased revenue. To protect the data in the cloud, the company can guarantee an SSL certificate, which is needed to stop third parties from getting to the data. Aside from that, the organisation should work with other technology providers to add different integrations to the CR software. This will keep the programme up-to-date, and if technology changes, Unilever will be able to add the most recent feature to the analytical CRM. To deal with concerns about high costs and budgeting, the organisation should think about long-term goals when making a budget for CRM installation. This plan will make sure that costs are kept to a minimum while still providing training that is useful for the time and place.
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Finally, without CRM software and quality standards, a company's growth and success are difficult to attain. CRM is beneficial for learning about consumers' views, purchase patterns, and other purchasing behaviours. CRM might help companies like Virgin Atlantic that are trying to manage their enormous datasets. Understanding Virgin's revenue cycle is only one of the numerous benefits of using a customer relationship management system. However, the organisation may face challenges such as getting management and employees on the same page, introducing and training workers on new technology, and effectively interpreting data.
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