



Contents


Abstract	2
Introduction	2
Impact of Culture	3
Swot Analysis	5
-Strengths	5
Figure 1	5
-Weaknesses	6
-Opportunities	6
Environment	7
Pest Analysis	7
-Political Impacts	8
-Economic Impacts	8
-Social Impacts	8
Figure 2	9
-Technological Impacts	9
Culture & Ethical behavior	10
Figure 4	10
Conclusion	11
References	12










[bookmark: _Toc523782184]Abstract
Culture is one of the most important things when it comes to organisations, in this assignment research will done to evaluate the procedures, policies and legislations in place to support Santander’s culture. A swot and pest analysis tool will be used to monitor the organisations performance finding the influences these may have on cultural and organisational performance, then looking onto the cultural and ethical behaviors used in Santander. An evaluation will be made finding procedures, legislations and policies aligned with ethical behavior in Santander Bank.
[bookmark: _Toc523782185]Introduction 
Banco Santander is a Spanish originated bank which was founded in 1856, later Santander formed its first UK branch in 2004. The bank was formerly associated with three different banking societies, Abbey National, Alliance & Leicester and Bradford & Bingley, which later in 2010 was rebranded as Santander bank. This allowed new management structures, value for money products, updated systems and increased probability in the organisation. Santander is one of the top leading diverse retail and commercial banks with 14,760 branches which is more than any bank internationally and over 193,000 employees with a staggering amount of over 102 million customers (Santander.co.uk, 2018). They believe in being customer focused as they are the reason for everything they do, based on their values which is linked to their culture of being a simple, personal and fair bank. Values is in the center of everything Santander does, being simple they aim to provide services and products as simple and convenient as can be, while being clear so customers are able to understand. Also, by being personal, while valuing each customer on a personalized level and remaining professional being a service that can be trusted, in achieving customers ambitions and goals. Lastly, being fair Santander intend to treat each individual in a fair manor, treating customers how they would like to be treated while engaging and helping the surrounding communities, identifying their responsibility (Santander.co.uk, 2018) .In 2017 Santander launched its NeoCRM system, which allowed the bank to be easily accessible from any channels felt suited by customers , whether that was through telephone interaction, online or in branches which later has improved customer satisfaction (Santander.co.uk, 2018) .Although the term culture can be interpreted in different ways, it is believed that culture is very important social characteristic, as that is what influences individual behavior within an organisation. Culture is aligned with values, beliefs and underlying assumptions and this is what is shared between a group and organisation which molds culture in to one. Belief in an organisation is what the company believes in and what they think is right, assumptions are the logic behind beliefs and are the reason there are beliefs. Culture in an organisation is usually influenced by management roles, they are the ones who are able to implement the way the organisation do things, with their beliefs and values of the way they would like day to day life, with both employees and consumers to be projected (Hartnell, et al., 2011). In this assignment I will be looking upon culture within Santander bank and the impact of culture within Santander aligned with legislations, policies and procedures in place to support my evaluation, followed by a SWOT and PEST analysis identifying the impact of culture and organisation performances that potentially could affect overall performance. Then a critical analysis will be looked at regarding cultural and ethical behaviours within Santander with relevant policies, procedures and legislations in line with evaluations made. 


[bookmark: _Toc523782186]Impact of Culture
Santander enhances corporate culture by being simple, personal and fair while engaging strongly with its operating communities and establishing its organisational behaviour. Santander intend to ensure progress in individuals and business users.  it is their mission to make sure this is reflected in the attitude of employees towards individual customers. It is vital for Santander bank to be a fair bank, starting off by showing respect which is important because it is only fair to treat others how they would like to be treated, acknowledging people’s differences, not discriminating against anyone due to their background, culture or beliefs and accepting their differences. Discrimination can cause various consequences when allowed in a workplace, it can have an outcome resulting in depression and anxiety to customers or colleagues. A study looked on describes how it can affect an individual’s mental wellbeing, like drinking abuse resulting from being harassed and discriminated against. It shows a rise in individual experiences of sexual harassment and general workplace harassment due to race or ethnicity between the years 2003 and 2004, the most common being women, blacks and other ethnic minorities. As shown in the survey, it is believed that it is very typical for these sorts of harassment to take place and can make individuals turn to excessive drinking and gain ongoing mental health issues. A record kept explains that discrimination occurs in different forms and can happen for many other reasons (Rospenda, et al., 2008). Stated in the policy hand book for Santander, it is stated that they are to support diversity and create an inclusive culture. They strive in being open to various cultures and groups while interacting with both employees and customers, suppliers, visitors and stakeholders and involving the community they operate. Santander takes value in diversity as this according to the organisation is the way they can meet goals and objectives in being the best bank and reaching success. There are many people that use the services and it is important they provide support and adjustments to those who are disabled, both employees and customers providing reasonable support when needed as stated in the policy handbook. Another policy explains the role of Santander’s to provide banking services without any form of unlawful discrimination or harassment towards others. (Hughes, 2017). In line with their policy, it is a legal requirement as introduced in the legislation on the Equality Act 2010, which is a legal documentation that all companies should abide by to remove discrimination, being victimisation and harassment. It is used to promote equality in the workplace and around the community and it coverers several acts of discrimination whether due to age, sex and many more. (Gov.uk, 2010) Secondly, being a true listener is another culture the organisation believes in, this is important for Santander’s culture because, who ever really listens, thinks, feels will act on situations the best they can also, by having empathy and meeting customer needs and understanding them. In an article found it states that, to be an effective communicator, it is vital to be a good listener, by really listening it can open minds to be able to critically think of what the best solution could be to make appropriate choices. 
It is mentioned that listening effectively is a valuable life lesson, which helps behavioural and mental processing which will help grasp a better understanding of situations, while remembering and evaluating it then later interpreting it. Attitude plays a big role in being a good listener.  If an individual does not feel he is worth listening to, it will make it harder to commit energy towards the other person, making it harder to tackle what is necessary. (Brownwell, 2015). On the other hand, in November a yearly JD Power & Associates survey mentioned that out of all the UK banks, Santander was named one of the banks with the lowest customer satisfaction levels. In surveys from 2007, it showed that the same results kept occurring for Santander bank and the surveys are measured by the amount of customer complaints made about the services. It is believed to be eight times as bad as Nationwide bank. Subsequently in recent surveys taken, customer complaints have now fallen by 20% overall, the percentage was previously eight complaints per thousand service users, which dropped down to an amazing five per thousand. Santander’s director of service quality admits that this has been one of Santander’s downfalls and it is still a work in progress which the director is very sympathetic about, the lack of high service levels expected. This all narrows down to be an effective listener because, with this it will allow employees to make better choices to meet customer requirements (Collinson, 2011). In being a good listener, it also means not misleading clients and giving them the wrong information, which can make it even harder for them when trying to sort out what is necessary therefore it is always important to listen carefully. This is also in line with the Consumer Rights Act 2015, this is to allow customers to know how they should be treated by a company and not to have any misleading information and to obtain quality service from any service provider. Understanding this law will help organisations know how to deal with certain situations and to be able to meet customer demands while being honest and reliable. (Gov.uk, 2015)
Another well-known culture by Santander is enhancing customer loyalty and market share growth by aiming to gain customer loyalty while providing a personalised service addressed to everyone thereby building stronger relationships. It also encourages talking straight to adapt to the requirements of others through specific contexts and speaking constructively. Speaking clearly will allow customers to understand and make it easy to build professional relationships and connect easily (Santander.co.uk, 2018).A colleague who I worked with mentioned how they saw a difference between colleagues who addressed clients on a personal level calling them out by their names rather than just calling them sir or madam. My colleague had noticed that those who were addressed on a personalised level felt more respected and more happier when they were approached by a colleague, whereas those who were just addressed as sir/madam did not feel as respected and  felt a lack of uniqueness and always had a gloomy look on their faces when approached as they felt the same thing were said to each and every customer and they  did not see any individuality, this most commonly happened when a client had a problem with their banking and they felt as though the same thing had been said over and over again to each client without actually looking deeper in to their case. Even though it is part of their culture to address each customer in a personalised way, it is also important to keep it professional and not take it into a personal level. I witnessed a colleague who grew extremely close to a male client who now is addressing the client as if they were in a relationship. Automatically I knew that this was more than just a client and employee relationship. I saw already this could cause a lot of disruption in the workplace, which could come across as un professional. As stated on the policy handbook under relations and customers it is said that, efforts will be made to avoid exclusivity relations with customers that can lead to excessive personal linkage (Santander.co.uk, 2017). Already colleagues had noticed the boundaries already crossed. Eventually the relationship grew more between the colleague and client that resulted into them knowing each other on a more personal level, as days went on the client came to the workplace and started getting into a heated argument with the colleague, which I could tell had sparked up from a previous situation outside the workplace, only then is when I noticed why such policies were put in place. Other clients looked disappointed as to why this could have happened, and it painted a bad picture on Santander, therefore It is always better to keep relationships outside the workplace and not to build relationships in the place of work and not allowing it to affect performances. 
 
 
[bookmark: _Toc523782187]Swot Analysis
A swot analysis is a tool used which helps determine the strength, weaknesses, opportunities and threats within an organisation. A strength is an internal attribute that outlines the areas the organization is doing well in which eventually help in achieving organization objectives. The weakness is an internal attribute which  identifies the weak points in the company which could potentially alter with company objectives, while the opportunities are external conditions in which help in achieving the objective and the threats are  an external condition, which identifies the potential threats that can affect the company’s objective (Hay & Castilla, 2006).
[bookmark: _Toc523782188]-Strengths 
Santander have areas that are strong and areas that have room for improvement, first of by looking at the banks strengths. Santander is known for having the best UK savings and mortgage market in comparison to other banks. Santander have the best savings account whether that is a flexible, fixed term it is always guaranteed an excellent interest rate. Saving rates from 3.00 AER/gross (fixed) for 12months, savings up to £200 paid by standing orders from accounts and many more money saving deals (Sanatander.co.uk, 2018). Followed by their mortgage accounts which is known to be the award-winning mortgage market, with great rates which all help in meeting customer satisfaction through following the organisations culture, shown on figure 1.

[bookmark: _Toc523782189]Figure 1
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Santander are currently one of the financial leading customers for 15 European countries, with about 16,000 employees and 21 million customers. The bank is able to provide innovative solutions through sale contacts, this is done through websites, phone centers and in branches which is the reason it impacted Santander’s behaviors in the way they treat their customers, resulting  in being one of the best bank in the UK (Santander.co.uk, 2018). Another strength Santander have is their worldwide reputation amongst other banks. It is said that the bank is amongst the top six banks that is valued internationally, with it is believed that Santander’s value has left the bank with a £15.9 billion profit which is 2% higher than the previous year. Due to the strong performance, it has resulted in the growth of the company which is why the bank is labelled an AA+ bank which is the highest rating a bank can obtain (Santander.co.uk, 2018). The strong business growth and management performance is what has made it all achievable for Santander in meeting customer needs through culture-based principles, despite uncertainty in external environments. The impact this has caused, has allowed Santander to be one of the most trusted banks in the UK, this has allowed an increase of customers, through being satisfied with savings and mortgage accounts, while being fair which is part of their Santander can continue to achieve this goal by measuring customer satisfaction through mystery shopper. A mystery shopper is a method used by the head office in an organisation, to measure services and products provided. The reason this is an efficient method is because, employees do not know they are being monitored so this helps bring accurate results in what can be improved to ensure customer satisfaction overall.
[bookmark: _Toc523782190]-Weaknesses 
Followed by the banks strengths, the bank also has weaknesses, this is what Santander needs to look upon to avoid any threats that could occur within the company. It is well known that Santander have the lowest customer service ratings and the highest complaints, which affects the way the bank is portrayed which has decreased the level of customer satisfaction (Santander.co.uk, 2018).On a survey taken in terms of customer satisfaction, it is ranked that Santander are the worst bank in providing customer satisfaction. The bank scored 38% out of 100%, rating an extremely low score (Sayid, 2013). There is evidence that indicates that, due to not being satisfied with a service or product is the reason why consumers may have a a bad evaluation overall of a firm. If efficient complaint handing methods are not used, this could potentially be the reason of bad word of mouth to spread towards the organisation (Tax, et al., 1998). Due to Santander’s weaknesses, it has shown that not all cultural principles have been followed which could potentially lead to customer loss.
[bookmark: _Toc523782191]-Opportunities 
[bookmark: _GoBack]According to the head of Santander (Collings,2016), it is suggested that, exporting to different markets help in exciting business growth, following the recent Brexit vote. It has shone a light on the new era of international trading with many opportunities ready to arise. Before Brexit Santander have kept trading within the European union but because of the law change, this has encouraged the bank to look beyond the EU and think globally. Statistics show that 11% of businesses in the UK are more likely to survive through global trading (Santander.co.uk, 2016). This new in sight has impacted the organisation by bringing out new ideas to support probability and customer satisfaction, this has brought out a diverse approach which encourages the banks culture, working internationally helps with working diverse and helping customers meet their needs all around the world. Also, by Having a solid risk culture is the reason Santander can adapt to economic changes that occur such as, currency change due to Brexit, UK leaving the EU which has made it a potential threat due to the bank being European originated. It has also made it easier for Santander to keep up to date with customer requirements and increased competitors. The use of a solid risk culture also helps portray the bank to consumers, employees and communities to be the bank they trust. The risk culture known as the risk culture pro which is aligned with the organisations values, behaviours and culture of being a simple, personal and fair bank. The tool looks upon five simple principles:
· Responsibility, this is ensuring employees can asses’ potential threats that could occur and being able to manage and report the threat. 
· Resilience, all employees should be able to prevent on coming risks and are able to adapt to scenario and environmental changes. 
· Challenge, this is employees being able to share their ideas on challenges and how to manage them which helps them with future challenges that could occur.
· Simplicity, this is being clear to both employees and customers, while engaging for decisions and ideas to be understood.
Customer focus, this is the most important point when undertaking the culture pro way of implementing tasks and decisions, this is having risk management to help service users and allow the organisation to be successful and being cultural orientated (Santander.co.uk, 2018).

Threats
[bookmark: _Hlk523767231]Santander face potential credit risk within the organisation, it is believed that due Santander not performing what is obligated financially to customers or counterparties it has now resulted into credit risk which has left the bank with uncertainty. This includes credit risk in financial markets, it is known that 80% of the bank’s credit risk trigger from commercial and retail banking. Which have led to the loss customer loyalty due to their current accounts being at risk (Santander.co.uk, 2018). Another risk Santander face is market risk, this is due to change in market factors such as, interest rates, exchange rates, credit spreads and volatility (Santander.co.uk, 2018).
[bookmark: _Toc523782192]Environment
Banco Santander take great pride in owing up to their responsibility regarding the environment, there are policies in place to support the companies input towards the environment. Santander believe in reaching its goals but not in the expense of the environment, they take social, ethical and environmental influences into consideration. Santander can advertise systems and tests to ensure environmental policies are being followed, an annual test can be checked and updated to monitor the re occurring environmental factors such as climate change that could be potentially affecting the business and customers. Santander can also enforce legislations supporting the environment, keeping the business environmentally friendly by introducing it into their policy handbook. Materials and products used could be all changed such as, paper work, cards, introducing it into an echo friendly environment. 
[bookmark: _Toc523782193]Pest Analysis
A pest analysis is a useful tool when studying the political, economic, social and technological impacts within an organisation. A political impact could include political climate changes, new legislations or regulations enforced by the government. Also, economic impacts could potentially affect an organisation through, economic growth, currency changes, labour markets and rate differences, followed by economic sustainability. Social impacts could involve demographic and cultural patterns, consumers interest and habits and sustainability developments. Lastly, the technological impacts within an organisation look at the channels in which organisations connect with consumers, service and product changes also followed by process changes in a company (Gupta, 2013).
[bookmark: _Toc523782194]-Political Impacts
Firstly, looking at the political impacts that affect culture in Santander, after hearing the news of the United Kingdom leaving the European union, Santander still stand firm in the bank remaining in the UK. Despite the fact, Santander originated in a European country, Spain and the law change. The chairman of Santander explains, the decision made by Brexit, will not affect the great partnership formed with the UK branches due to the strong business growth, therefore it is said that Santander will continue to provide efficient operations. It is said by the Spanish born chairman, in regards to the recent political changes, that they are sad about the news but they will still continue to remain loyal and committed  to customers, Santander aim in making the exit from the EU the best suited for customers (Gutteridge, 2017). As part of Santander’s culture of being a simple, personal and fair bank which is underpinned with their customer values and corporate behaviors of showing respect, truly listening, talking straight, keeping promises, actively encouraging cooperation’s, bringing passion, supporting consumers and embracing change. To be aligned with their culture, Santander always must look upon customers’ needs and requirements before anything else (Santander.co.uk, 2018). Due to the political changes, Santander want to remain fair and by following their behaviors of keeping promises. As it is their aim to be able to be the best retail and commercial bank, earning customer loyalty (Santander.co.uk, 2018).Unfortunately, due to news about the UK leaving the EU it could potentially form risks which could alter customer loyalty and undermine their  culture. If Santander decided to leave Santander just within the EU, forgetting about all the loyal customers within the UK branch this could leave uncertainty within the organisation and other customers who are banking with the bank internationally, which could lead to the loss of customers due to no trust and sustainability. On a news report, it states the impact of this change in the organisation, it is believed that there are still concerns and uncertainty because of Brexit, which could harm investments made in the bank with the UK partnership and all investments made are there to all help in meeting customer needs which could be alter organization performance (Sillars, 2017). 
[bookmark: _Toc523782195]-Economic Impacts
Now looking onto the economic impact which affect Santander’s culture, it is stated that Santander are economically at risk due to the recent Brexit vote. Since Brexit decided to remove the UK from the European union it has now left the bank sector in an unstable state because of the low interest rates and economic volatility. The low interest rate could potentially affect income growth in Santander, it is known that the interest rates have dropped down to the lowest ever before at 0.25 percent in the bank of England (Rodionova, 2016). This is because the changes involved in the currency change with the UK’s former alliance no longer have the right to be able to have links to the European single market, which enabled the UK to have  free product movements,services,labour and capital in the European Economic Area, which all affect the currency exchange rates especially the fact Santander is a European organisation in partnership with the UK branch (Miethe & Pothier, 2016). On Santander’s 2018 financial report, it also states the financial uncertainty due to Brexit and competitors because of this change the banks profit is known to be 21% lower than it was the previous years resulted from investments lost and without customer loyalty through following the culture and behaviours this will lead to low fee income within the business (Santander.co.uk, 2018).

[bookmark: _Toc523782196]-Social Impacts
Santander also contribute to the social progress in the communities they are based, while continuing to follow the culture of being a simple and an easy bank. This has made it important for Santander to attend to all customer needs and helping them whatever way necessary. According to the statistics, therefore loyal customer relationships are built. It is believed that loyal customer conversion was influenced through customer demands for high interest rate products saving deals. This has resulted to deposits in the competitive 123 accounts.
[bookmark: _Toc523782197][image: ]Figure 2 







It is also known that loyal SME and corporate customers have increased due to international propositions, opening doors to different trade markets Spain, Brazil, Poland, India, Southeast Asia and US.          Figure 3
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(Santander.co.uk, 2017)
[bookmark: _Toc523782198]-Technological Impacts
Technology improves everyday and for Santander to stay on top of their competitors they look for technologic improvements. Santander does not believe technology comes from the tech itself but rather the people.  For change, the bank is always eager and ready to embrace it by employing individuals with the right capabilities and mindset to develop ideas and always on the look for candidates (Santander.co.uk, 2018). As technology continues to grow, the bank wants to continue to keep their clients satisfied and the only way to do this is to bring out ideas and feature to develop technology, as this is believed to be the main attraction currently. On a recent article discovered, it is said that there are several factors influencing customer behavior and online banking and its acceptance. When online banking is used organisations always see it as crucial to maintain customer security, trust and privacy, therefore consumers are later attracted to the use of this technology and it is then seen as useful and reliable (Ankit, 2011). Technology updates and improvements have cost the Santander group up 100 million euros to meet customer expectations. The work the bank has covered are, improve work stations with update equipment, faster networks to make communication simple and fast and date processing centres to maximize the security for products or services provided. This Is all part of truly listening to customer demands on technology and other complaints, through following the basic culture principles. Also allowing the bank to generate new ideas from consumers request and making bank life the best it can be.

[bookmark: _Toc523782199]Culture & Ethical behavior 
Businesses have a lot of power and can take either the approach of being a selfish company or an ethical one. Ethical behavior in organisation consists of being able to meet consumer requirements, ethical organisations also take in consideration the influences a product or service can have on the community and environment. Being ethical is all about doing the right thing towards stakeholders by being fair and honest, thinking about who it could potentially harm? And the individuals affected if they would find it fair. It is known that Foundation Fairtrade have built up an ethical brand, which is believed that organisations who take in consideration an ethical approach, like the environment have a better chance of consumers paying more, increasing profit (bbc.com, 2018).
Ethical behavior and culture found on recent studies suggest, the use of this is based on individual characteristics and contextual factors. Regarding these contextual factors, it is known that culture is one of the main influences in an organisation. Culture is identified which consists of beliefs, values and standards with principles that are needed to be followed. Organisational culture is were basic assumptions and beliefs of an organisation are shared with members of an organisation, which is then reflected on day to day work life and the environment. Ethical behavior should be implemented by employees following culture guidelines to be able to do the right thing in a business and knowing right from [image: ]wrong also by being able to make ethical decisions and reasoning (Ardichvilli, et al., 2009).[bookmark: _Toc523782200]Figure 4

Santander have introduced a policy called the ethical code of conduct, the bank is committed in being a personal, simple and fair bank. Following the organizations corporate behaviors on figure (4). The bank has corporate goals and guidelines, to promote ethical behavior in the bank sector. Starting off with allowing every action made to be at good interest of the company. Also, by, remaining honest and professional throughout day to day tasks, only offering services or products to customers that require it and always keeping up with secure data protection. To achieve this policy Santander ensure it is in line with laws and regulations enforced by the government (Santander.co.uk, 2018). There are several legislations put in place to support ethical behavior in workplace, there are fundamental values in the reasons why these laws are put in place. The use of ethical behavior help highlights the policies to markets which help society support mutual exchange through honesty and good will.  Decisions are made by individuals who work for the organisation, rather than the organisation itself, structure systems, objectives and culture in a business is what influences the way an individual behaves and makes decisions. Therefore, regulations are in place to abide by human rights and fair reasoning and not following these guidelines could result in punishment with the law (Hodges, 2016). Data protection is a very important element when it comes to banking, therefore the bank complies with the legal obligations set by the government, the Data Protection Act 2018. The Data Protection Act helps control the way data and information are stored within an organisation, therefore there are strict rules in place to up keep this law, which includes,
· Using information fairly and lawfully
· Information and data to be used for appropriate purposes only 
· Accurate and up to date data should be stored
· All data to be handled with security and stored no longer than necessary   
Individuals have the right to know what their data and information are used for and the right to access it at any time deemed necessary (Gov.uk, 2018).  This is part of being ethical and fair while putting individuals into consideration and being fair and safe while storing information and data. Therefore, Santander enforced the data protection policy of part of their code of conduct, ensuring anytime access to individuals, the right to object, respecting data always (Santander.co.uk, 2018). Among the ethical laws, Santander have created polices to ensure standards and performances are met with the, corporate governance, environmental and social criteria of being ethical (Santander.co.uk, 2018). The bank has enforced the human rights policy, the purpose of this is to reflect their corporate culture to respect and promote the law. Santander group are to remain committed to their clients, only offering services or products that are required informing consumers of benefits, risks and costs allowing products/services to be clearly understood, without making any unjustified discrimination towards consumer this is applied into the general code of conduct (Santander.co.uk, 2018). This is also aligned with the Human Rights Acts 1998 legislation, this Is being able to have fundamental rights and freedom with freedom to speech. This also covers liberty and security (LegislationGov.uk, 1998). In my own experience of following a cultural and ethical behavior, I noticed after closing the bank, outside was a wallet full of money including ID. As an employee at Santander its always important to show professionalism in and out of work hours as that is the organisation I am representing. As part of Santander’s culture and my personal culture its always important to treat individuals with respect and treating someone with respect is treating someone how you would like to be treated and that does not necessarily mean in a physical state, because of my cultural believes I took it into my own accord to follow up and give the police the wallet I had found. Aligned with being ethical I felt as though it was only the right thing to do and through my training of data protection it was important the ID I found was in good hands.
[bookmark: _Toc523782201] Conclusion 
In conclusion, after taking a critical analysis of the impact of culture and ethical behaviors, it is important that all organisations abide by the laws and regulations in place to support ethical behavior. According to my analysis ethical behavior can be determined through organisational cultures as this is the guidelines organisations take to be an ethical business.  The impacts of environmental factors should always be reviewed when considering culture and the influence it may cause to work performances and different tools such as the swot and pest analysis all help in monitoring the business because without the use of these methods this could loose value in the company and loose loyal customers.
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What we do
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