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Customer Experience encompasses the interactive exchanges that the consumer has with various focal points of the business. This illustrates specific points in time through which the business is able to provide consumers with some form of information about the enterprise. This information might be in the form of the nature of the business, the products being offered, the capabilities of the business being used, and others. Through the data being provided, the enterprise attempts to change the consumer mindset and attitude of the customer towards the brand.
In this analysis, The Red House Pub has been taken into consideration. This is a restaurant that was created in 1799 and provides a wide range of food, alcoholic, and other types of services that enables a high margin of utility (the-redhouse.co.uk, 2021). The enterprise provides high dining items and facilitates our range of wine selections as well. 
Throughout this presented report, the key facets of marketing shall be presented. In addition to this, multiple theories and applications of customer relationship management approaches will be investigated here in this study as well. Total Quality Management, Marketing Mix CRM pyramid, and others will be taken into consideration. The specific impact of the coronavirus crisis that has created in the market for this food enterprise shall be inspected as well.
The challenges that have developed for the business in being able to connect with consumers and provide high-quality food services shall be underpinned here in this research as well. Emphasis will be given towards understanding the quality processes that can be implemented in the business and how growth-oriented strategies can be attained effectively. The methods being used to attain organisational executive objectives shall be researched here through this study for The Red House Pub. Using this research, focus can be driven towards evaluating and critically presenting the quality process of the organisation in helping the enterprise to raise its bar of performance as well. 


[bookmark: _Toc81220263]Key marketing and customer relationship management theories 
Marketing Mix can be elaborated as the framework that helps in understanding what type of factors influences the behaviour of consumers and how various aspects can be changed as per different decisions (Kucuk, 2017).
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Figure 1: Marketing Mix
(Source: Išoraitė, 2016)
Product: In the case of The Red House Pub, an existing series of intercontinental unique food commodities has been introduced. These are helping in creating a fusion between different types of cuisines and facilitating in making sure that the wider spectrum of consumers is being addressed. In addition to this, a companion alcohol series has been created as well that has directly help in making sure that the business is able to position itself at a higher capacity and make sure that efficiency is being raised for sales in duality.
Process: In order to optimise the products and beverages of the concerned restaurant, focus are being given upon a total quality management strategy being implemented as this can facilitate in making sure that it is easier for them to be a comprehensive overview of the items being provided to consumers (Ross, 2017). This is helping in making sure that it is easier for that we effectiveness being attained and overall issues to be eliminated for the market to be prepared for the products being given.
Promotion: In order to make sure that the advertisement of the organisation and its foods and beverages are being optimised, it can be easier for the business to engage in paid advertisement, focus upon celebrity endorsements, viral marketing strategies being implemented through different types of videos, and others to be implemented. All of these are important strategies that can help in integrating copyrighted music, unique design that is produced by different types of artists and performing more endeavours as well. All of these are essential aspects as they can help in making sure that it is easier for there to be visibility and recognition being achieved for the communities of the concerned business (Pogorelova et la., 2016).
Places: It can be highlighted that some of the places in which the organisation is attempting to operate at a further margin is including of London, Edinburgh, Manchester, and other metropolitan places. These locations are packed with population, high income individuals, and being able to obtain resources at a faster capacity. As a result of this, it is easier for there to be much more sales being achieved for the organisation over a long course of time. 
Physical Evidence: In order for the business to have its own identity, being able to showcase the logo, trademark, and other different types of important symbols and documents are important as these can help in making sure that a unique identity for the business is being pushed into the market that directly helps in making sure that it is easier for there to be much more differentiation and sales being attained effectively. Moreover, it is also necessary that extended which is being created through consistent design promotions.
People: In the Red House Pub, at least 100 individuals has been recruited within the business as this has facilitated in making sure that different types of chefs with multi-cuisine capabilities and understanding of different cultures is being brought in the organisation. This has directly helped in making sure that skill sharing, accountability, reliability, supervision of abilities amongst old and new employees, is being facilitated. In addition to this, newer employees that are being brought into the business have the opportunity from learning from these experienced individuals who have been recruited through external and internal HR strategies being implemented.
Pricing: Some of the products under the new leadership have focused primarily upon a low pricing strategy being implemented by the business as this has focused in making sure that it is easier for there to be an extended margin of entering being created into the market. This has directly helped in making sure that it is easier for there to be much more food commodities, beverages, and more items being sold. The pricing of this organisation can change at a later stage when higher margin of goodwill is obtained effectively and the business has a chance of scaling up at a further margin (Mintz et al., 2021). 
[bookmark: OLE_LINK5][bookmark: OLE_LINK6]The Customer Relationship Pyramid is a four-stage diagram that focuses upon four stages being achieved. These stages encompass of technology, marketing, sales, and support along with product and program offerings being provided (Kumar and Reinartz, 2018). At the top is the consumer for whom all of these activities are being undertaken. It can be illustrated that in the base level of this pyramid technology has been emphasised upon as technology facilitates in creating surprise for consumers and a large-scale capacity. Moreover, marketing facilitates in being able to create effectiveness through different types of imagery, copywriting posts, and other aspects as well. These help in making sure that the sales of the organisation are consistently reaching at a higher margin. This facilitates in making sure that connectivity between the business and consumers is being obtained effectively. 
The product and programmes of The Red House Pub can develop through bringing different types of chefs from various cuisine sets can be brought into the organisation. Through which it is easier for there to be diversification being present and a greater number of knowledges being spread amongst employees of varying nature. Finally, in the customer stage, feedback is obtained which any type of improvements that are required in the pyramid or any office there is attempting to be achieved within The Red House Pub. This can help in making sure that the products of the business, services, and pricing of the business is consistently improving at all times (Raab et al., 2016).
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Figure 2: Customer Relationship Pyramid
(Source: Soltani et al., 2018)
Technology: Social media has risen as an effective means through which it is easier for reach to be created which enables the prospect of connectivity to be created. Since over 80% of the young audience are using the online platform, it can be understood The Red House Pub has been presently able to operate and communicate from here. This has enabled the scope of better relationships to be built that has helped in eliminating customer complaints.   
Marketing, Sales and Support: In order to market and create support for sales, it can be understood that social media marketing is an effective method through which it is easier for there to be reach being creating. The Red House Pub is presently showing its menu items at a discounted range through which it is easier for there to be desire being created in items for higher sales (Baker and Hart, 2016).  
Product offerings: Some of the food options that are being offered by The Red House Pub includes Spanish Corn Chicken, Chocolate Fondue, and other products. The business has the offering whereby which starters, main course, desserts and other items are being offered. These items will be offered at a premium pricing range through which it would be easier for there to be effective being created. These are important aspects through which it would be much easier for there to be higher sales (Nilsson et al., 2018). 
Customers: The total number of consumers available is above 1.24 million that can be targeted by The Red House Pub. These are individuals that have the chance of being able to buy from the concerned business. Using advertisement, The Red House Pub has the chance of providing selection options to target consumers and making it easier for there to be differentiation to be created.  
[bookmark: _Toc81220264]Benefits and challenges of developing and maintaining good customer relationships
There are several different types of benefits of creating and maintaining a good customer relationship. For instance, it can be understood that being able to optimise the relationship between consumers can help The Red House Pub to make increase sales of food items. In addition to this, being able to create a good relationship also can help in making sure that what type of marketing is being created and a larger piece of consumers is being drawn towards the business (Sota et al., 2018). Moreover, it can also be highlighted that customer relations broom and create opportunities of integrated approaches being created and connectivity in the market being grown. 
As a result of this, it is simpler for the company to have new opportunities being explored through clients and much more orders can be taken for parties, weddings, corporate events, and other activities. All of these are important aspects that can help in making sure that performance is consistently improving over a long course of time.
Some of the challenges that are faced when attempting to maintain good customer relations encompass of consistent communication that might drive away the attention of the business from primary activities. Along with this, it can also be understood that the challenge of bringing something innovative to the consumer is a big hurdle as several different types of competitive forces are always operating against the interests of The Red House Pub. Moreover, it can be understood that as customers are being accustomed to work from home environments, the chances of dining in into The Red House Pub have become minimal. In such a circumstance, it is very difficult for sustainability to be achieved effectively and popularity to go of the same place unless quality commodities are being provided through online facilities. However, socialisation aspect that has been created within the restaurant is depleting because of ongoing pandemic challenges being present. 
[bookmark: _Toc81220265]Influence on quality systems 
There are wide ranges of external factors influence the way in which The Red House Pub’s quality systems can be positively influence or negatively compromised. Some of the factors that can influence the enterprise might include: 
Politics: Political factors influences, Brexit, factoring high on the corruption index are all aspects on the business of which the quality systems of the business are influenced. For example, in The Red House Pub, it can be highlighted that Brexit is causing a high margin of strain between the UK government and operating companies. This has caused quality to fall as a wide range of employees have left the business in prospect of jobs in EU (Arnorsson and Zoega, 2018). However, positive aspects as such as high margin of investments are present as well through which it can be easier for there to be production efficiency. This allows the scope of ensuring that future work is going to be present.  
Competitors: Wellington Pub Company, The GRID, The Punch Bowl and others are some of the different competitive companies that are operating against The Red House Pub. These are companies that offer a wide range of menu items that ranges of continental snacks, British snacks, Chinese Stir fries and others. In accordance with the flavours, quantity and ingredients that are being offered by competitive companies it can be highlighted changes in the recipes, manufacturing process and delivery systems are all important aspects that need a higher level of supervision that can help in making sure that it is easier for there to be quality stands being met.   
Economy: Presently the economy has been widely affected through factors such as inflation, increased unemployment and other factors. It can be highlighted that since the inflation is at an elevated rate of 1.24%, it is obvious that the business’s ability to perform quality checks are lower as it means that The Red House Pub would require to higher much more quality managers (Malmendier and Nagel, 2016). Since the reserve base of the enterprise is compromised, it can be understood that focusing capital on purchasing raw materials for production directly to high in subsiding quality and raising profits through sales is important. 
Customers: Through research it has been understood that over £234 billion worth of food and beverages have been consumed in the UK (Fedoroff, 2015). It can be understood that there is a high margin of demand present that The Red House Pub can capitalise upon. In order to make high quality food products for consumers being able to use higher quality raw materials, taking feedback from consumers, analysis of competitors products are some of the areas in which focus is given. This enables the scope of food standards in The Red House Pub to be raised.  
Weather: In accordance with weather present nearby the type of product being provide changes as well. For instance, if there is high rain, storms being present that possibility of not being able to obtain effective raw products is decreased in The Red House Pub. This directly decreases the quality being provided to the final consumers.  
Environment: Being able to maintain quality in the food and hospitality industry is a paramount aspect as this is the primary factor on the basis of which a restaurant is evaluated. This helps in making sure that it is easier for there to be hygiene, good quality ingredients being used, and taste been provided to consumers. As a result of all of these factors being implemented, the chances of the impact of the corona virus can be minimised. This is because, if a business is being able to provide not only good quality but hygiene as well, then sanitisation measures will be complied with and effective items are being provided through delivery systems that help inconvenience being raised. 
Research: Through a critical evaluation of the restaurants present circumstance, it has been understood that in order to evaluate if the business is able to meet the standards of the market, different types of feedbacks, surveys, and other methodologies must be implemented. A questionnaire must be attached to these types of research strategies that can facilitate in asking if food quality, timing, communication, advertisement, and other aspects are satisfactory in nature and are being able to provide a good experience to consumers (Patten and Newhart, 2017). 
[bookmark: _Toc81220266]Controls systems for customers during COVID-19
Multiple different types of control systems are being implemented in The Red House Pub amidst the COVID 19 pandemic situation. Primarily being able to screen people that come in the enterprise is an important aspect to help create a safe environment. This can help a safer situation to be created and can be more effective for being able to generate a higher level of efficiency when maintaining a controlled environment. In addition to this, it can be highlighted that focus upon being able to contain the problem through when some of type of raw material or product is being brought into the business (Siu, 2016). This facilitates in being able to create a washing, sanity work environment that has been created in The Red House Pub. As a result of this, food items being delivered has more compliance being achieved that directly helps in making sure that it is easier for there to be ethical aspects being achieved as well.  
Moreover, weekly check-ups of all the employees of The Red House Pub is important as well as this can help in creating an effective funnel. This funnel can help for there to be an be easier way diseases, fatigue, headaches, and other aspects to be initiated and detected as well. In accordance with employees suffering from different types of issues proactive steps can be taken through which medical steps can be taken that can help in making sure that it would be easier for there to be commodity to support to be created (Maecker et al., 2016). 


[bookmark: _Toc81220267]Quality processes and critical understanding of those systems 
It is completely crucial for the development of the organisation to effectively improvise the working system so that they can increase the sales of the company and increase productivity. Taking the example of The Red House Pub then it can be observed that their management body uses different processes to increase the production of the organisation and improve their customer’s base (redhouse.co.uk, 2021). In order to maintain the good relationship with the customers, the leading head of the organisation makes sure that they are using the total quality management. It helps in focusing on some of the most parts which that are important for the growth of the company.  
Total Quality Management 
It is the process of detecting and eliminating the issues and the challenges that comes at the time of manufacturing, maintaining the supply chain, increasing the experiences of the customers. This process is a long-term process that helps in improving the quality of the products and provides improvised quality and then delivering the finished goods to the customers. This process helps the organisation to provide proper training to their working staff as per their requirement and ensuring that the organisation is gaining more opportunities in the market (Abualoush et al., 2018). The theory has eight important principles that help the company to update the management of the company and focus on some of the factors and these are as follows:
Customer focus: It can be understood that the management team of the Red House Pub makes sure that they are totally focusing on the demand of the customers. The hotel is known for its diners and the way they provide their services to its customers it can be observed that they have always tried to bring alteration in their system if required. 
Leadership: Having a leading head is very important for the development of the organisation so that the working staff can have a proper guideline to follow (Qing et al., 2020). Especially, taking the instance of Red House Pub then it can be observed that they implement this principle so that its working staff can have a proper vision and help the respective company to accomplish its goals. 
People involvement: Employees are required at every level of the organisation, so it is the responsibility of the company to motivate its employees and try to engage with them. 
Process approach: It elaborates on the process that is driven and that helps the company to avoid the logistics and avoid the problems that are hindering the performance (Qing et al., 2020). The executive team needs to work on different areas starting from sales, marketing, finance and HR. This helps them in ensuring that they are all are working together. 
A systematic approach to management:  This system is directly linked with the process approach as it helps in identifying and focusing on making the system clearer. The management team of Red House Pub then can understand that they are trying to update their working system and progress their working with the passing time. 
Continual improvement: A business always wants to progress their working in the market and for that, they need to keep pushing their employees to achieve the goals of the organisation. In Red House Pub, its working team are committed to bringing improvement and makes them the market leader and to have a competitive advantage over their rival companies. 
Factual approach to decision making: It states about the way a company makes a decision and it should always base on rational analysis that is related to the information they have collected over the years (Jarrahi et al., 2018). The leader of the respective organisation makes sure that they are making the decision that is based on the accurate data and not affecting the working staff of the firm.  
Mutually beneficial supplier relations: It describes the importance of maintaining the supplier relations as it was very beneficial for the development of the organisation. It can be observed that the management team of the following organisation are responsible to maintain a mutual relationship with the supplier of the company. 
Another Quality management strategy that can be taken into consideration is the Continuous Improvement strategy. This is a method through which planning, compliance, safety activities and risk based thinking aspects are considered.
Quality Planning Procedures: This is the method for different types of groups are targeted by the business through which segments such as kids, adults are others are taken into consideration. This allows the scope of being able to focus upon creating starters, snacks and others for specific taste palates through which it is easier for there to be effectiveness maintained (Butler et al., 2018).  
Compliance Requirements: The Food Safety Act 1990 is an enactment through which it is easier for there to be a higher scale of safety being maintained and provided to the market. This helps in making sure that it is easier for there to be no violations and harmful ingredients being provided to consumers.  
Safety Design: The automation process through which food items are storage, marinated, frozen and kept for later are all important aspects. These help in making an effective method through which it is easier for there to be hygiene measures to be maintained and all equipment and machines having a higher standard. 
Risk-based Thinking: Multiple different types of risks are present for The Red House Pub that includes expiry of products, mishandling, employee injuries and other problems emerging. These are aspects that can be inspected through risk mitigation strategy that can help in making sure that it is easier for there to be effective being maintained at a higher scale. Some of the areas through which it would be easier to create safety is through gloves, exit areas and other methods (Hopkin, 2018).          
[bookmark: _Toc81220268]Critical evaluation in meeting the requirements of the customers 
Customers are the reason why the organisations are operating their business in the market. It is very much essential for every company to meet up requirements of the customers so that they make their customers satisfied with its products and services whatever they are offering to them. Considering the example of the Red House Pub then it can be observed that the government of the United Kingdom has restricted the opening of the restaurant and there are some of the guidelines that need to be followed by the restaurant. Though it was quite difficult to maintain the guidelines then also the respective organisation has tried to follow all the rules and requirements that are made by the government. Besides, they ensure that they continue their functioning under the Public Health and Safety Acts (Aday et al., 2020). On the other hand, it can be observed that this pandemic period has brought discipline to the operating system of the restaurant and by keeping in mind the impact of Covid-19. They have makes sure that they are collecting all the personal information of the customers providing a proper seating arrangement with no more than 6 people at a time. Apart from this, the management team has implemented the Total Quality management in their system so that they can maintain the physical distance, wearing the mask, managing hygiene factors as well (Aday et al., 2020). Besides, it can also be understood that they are observing the operational planning of the restaurant very well and checking the working system so that the customers do not feel unsatisfied. 
Similarly, it can be identified that implementing the total quality management system needs to follow properly within the organisation. The management team of Red House Pub needs to focus on few points such as: quality improvement culture, commitment from employees, continuing the improvement in process, and maintaining the co-operation from employees (Watson et al., 2018). Along with that they fully focus on the requirements of the customers as it is one of the most important factors to keep in mind. It helps in developing the execution of the organisation so that they can properly evaluate their potential customers. Likewise, the management body of Red house pub makes sure that they are adopting new changes in their system that can help in meeting the requirements of the customers. Besides, that it is also very essential for the respective organisation to constantly interact with their customers and take their reviews and feedback and ask questions. It will help in grabbing the attention of the customers that can help in showcasing the willingness of bringing improvement in the functioning of the organisation. Apart from this, in this time of Covid-19, the respective organisation has already incurred losses now they don’t want to take by losing their customers (Walsh et al., 2020). In order to maintain their customers and increase their audience base, they are trying to establish a schedule so that they can identify the needs of the customers and observe their behaviour towards the company. 


[bookmark: _Toc81220269]Conclusion 
In this above research for engaging the consumer experience, several different types of aspects in relation to customer relationship management theories, marketing theories, and others have been evaluated here as well. Emphasis has been given upon understanding the quality measures that can be implemented within the organisation and how optimised results can be achieved. Emphasis has been given upon understanding the benefits and challenges that are present against maintaining and optimising good customer relations and how issues can be eliminated. Along with this, focus has been driven towards understanding the methods through which influence can be created within an organisation and focus strategies can be explored.
Through the above study, several different types of frameworks and approaches such as Total Quality Management, Marketing Mix and CRM pyramid has been explored as well. These have facilitated in understanding different factors such as promotion, product creation and other aspects being investigated as well. These areas have help in understanding multiple ways through which it is easier for there to be customer relationships being created that can help in maintaining better loyalty and future sales. Along with this, external factors have been explored that have influenced The Red House Pub through competitors’ weather and other aspects have elucidated as well. These are aspects that have showed how quality varies in the enterprise. 
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