Assignment Structure
Part 1 (report): submission deadline 29 November 2021 15:00pm (3000 words)


1. Introduction (a review of what the report will cover) 
2. Investigate the current themes of a Retail supermarket and how it impacts on customer experience. Your discussion should be also supported with academic theory and citations. 
a. [bookmark: _Hlk64221482]Discuss following themes with reference to the organsiational context:
i. Tech Touch versus Human Touch
ii. Customer Experience and Brand Experience
b. [bookmark: _Hlk74041314]Discuss CRM policies of a Retail supermarket and how it impacts customers.

3. Investigate the Sustainability in customer relationship management of a Retail supermarket and how it impacts on their customer experience. Your discussion should be also supported with academic theory and citations. 
a. [bookmark: _Hlk64221539]First discuss what sustainability in customer services and its components.
b. Discuss sustainability policies of a Retail supermarket and how it impacts customers.

4. [bookmark: _Hlk64221573]A ‘critical’ discussion of two quality models / theories that may assist in improving the customer relationship management (CRM) of an organisation. Discuss the concept of ‘quality’ and its link to measuring/improving CRM. 
a. First discuss what quality is and its components.
b. Critically analyse two quality models / theories (from this module) that may assist in improving the customer relationship management (CRM) of an organisation.
5. Conclusions  
[bookmark: _GoBack]The report requires a conclusion on the impact of sustainability policies on the quality of CRM systems in companies that you have selected in Part 1(a).
6. Recommendations
Recommendations are required based on development points highlighted within the findings and conclusion sections of the report. This task will require a clear demonstration of the link between ethical/sustainability policies and the impact on the quality of CRM systems. Recommendations should be suitable for the companies researched in the report.





Part 2: Part 2 (interview): 01/12/2021.
This is an oral assignment in the form of an academic interview for 10 min to review student's engagement with the learning. The focus of the interview is to discuss the process adopted to write the assignment and any assertions made in the work on the assigned topic (Part 1). More specifically, the interview tests knowledge and understanding skills and transferable skills for life and professional practice. The interview provides an opportunity to present and discuss the key findings and conclusions of the work and the challenges and limitations that would hinder the recommendations suggested for the industry. Students are allowed to have notes, material, etc. for reference. However, knowledge should not be excessively dependent upon prepared notes. Presentation aids/tools (e.g., PowerPoint slides) are NOT required.

