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[bookmark: _Toc81502684]Introduction
In this report there will be provided discussion and evidences for the most important part of every business which are the internal and external factors which influencing the company and the control over the customer services. We will review top revenue companies and also we will set more focus over the TK Maxx Company too. 
TK Maxx, a well-known and popular store, has been severely impacted by covid19 and the limitations. TK Maxx is a well-known clothing business, and the entire chain was forced to close owing to COVID19 limitations. The firm expanded swiftly into online purchases and even offered special discounts in order to maintain and keep the company's loyal consumers.

Main Body
[bookmark: _Toc81502685]External and Internal factors
All companies has work environment which is impacted by the internal and external factors. From those factors depends the company performance and results and the impact can be positive or negative for the organization. 
Every company management need to have great skills and knowledge for the internal and external factors and their impact to the company environment and results. 
 (Behnke, K. 2020.).
There are external factors which have huge influence on Quality Management:
· Political: These are government decisions or procedures that can have an effect on the economy and, as a consequence, the way businesses operate in any market. Political situation, government regulations, sources of financing, tax regulations, infrastructure, and locally and internationally trade deals are all part of this.
· Economic: Changes in the demand-supply ratio, for example, might have a direct influence on organizational performance. Economic variables include inflation, currency rate variations, economic growth/decline, and interest rate swings.
· Market: Market variables are the constantly shifting economic conditions that reflect consumer preferences. Competitiveness, latest innovations, supply chain linkages, population statistics, consumer demands, and demographics are all factors that should be addressed.
· Technology factors include the market's impact on technological breakthroughs and innovations. Automation, new equipment, technology knowledge, and so on are some of the most prevalent examples.
· Environmental Factors: It focuses on the external variables that impact the company's operations and customer demands. Weather extremes, CSR activities, and more topics abound.
· Compliance and Regulatory Factors: This section discusses changes resulting from compliance requirements and their most recent updates.
Every external factor is responsible for generating some kind of change in the organization, and these changes must be controlled effectively and efficiently in order to transform adverse circumstances into opportunities for progress.
TK Maxx completing every quarter PESTLE analyzes in order to view and measure the current new situation of the external factors and SWOT analyzes for reviewing the internal factors and how they are impacted from the external ones. Then there is time for SMART decisions and action according the changes for responding properly to the current situation.
It is similar need of strategy when comes to customer service the TK Maxx are making monthly customer service scores for each branch and then they observe the level of the improving for every store plus if need the required actions for going in to the right direction (Suryanto, T. 2018.).
For example, a company with a strong shared purpose may be able to more effectively explain itself to the rest of the globe and match itself with the good traits of each region.
Leaders who can educate and share what they've gained within their companies can also learn from and express with the business's external environment, culminating in a continual sharing of ideas that benefits both the organization and its environment. (Behnke, K. 2020.).
Amazon, a single company that is transforming the way people buy and sell things all around the world, has a name for productive communication skills with its consumers and suppliers. Amazon is a consumer-focused mind machine that thinks the customer is always right.
Business managers must comprehend the numerous aspects of the external environment's impacts. They must grasp that the external environment contains numerous elements that can have a substantial impact on a firm's operations. They must do an environmental analysis on a regular basis (Haseeb, M. 2018.). This is especially essential because developments/changes in the remote environment have an impact on business organizations. They must also comprehend the implications of changes in the industry environment.
The impact and the importance of the management decisions is the main reason why the TK Maxx set high focus over the managers recruitment process and also the internal people with potential to be trained and develop for managerial positions instead spending more money for external candidates and induction and trainings. 
Managers benefit in a variety of ways from a thorough awareness into the internal and external factors, they also can achieve bonuses and promotions:
· Knowledge about the environment aids managers in determining the best course of action. They will travel in a separate manner, shifting direction when necessary. The managers need to analyze and determine each of the factors and to proper consider the best response from the company in the form of proper decisions and actions for taking maximum advantages from the environment situation. 
Managers can plan ahead of time to deal with a foreseen crisis in any of the environmental components. They can create crisis plans to help an organization overcome difficulties.
· Understanding the environment in which the firm operates is critical to establishing organizational performance.
· Managers who lack or have insufficient information are more likely to be ineffective because they are "running on the wrong route" to achieve their objectives.

Internal environmental elements are tangible and intangible aspects that are directly under the control of the organization in issue. Internal elements are divided into two categories: weaknesses and strengths. Many internal elements will be weaknesses when you first start a business, but as you get traction, they can be changed into strengths.
A strength is defined as something that has a favorable impact on the company's brand, growth trajectory, revenue, and so on (Smętkowska, M. 2018.). It is regarded a weakness if it has a negative impact on the company or does not help to its growth.
A marketing team with all the resources to create, evaluate, and optimize advertising efforts to recruit new clients is an example of a good internal environmental factor.
A negative internal factor would be inefficient standard operating procedures that haven't been updated in years.
There are several internal elements, one of which being the company's principal goal. What is a company's goals? What is its purpose? The answers to these critical questions characterize an organisation ’s goals. (Mrugalska, B., 2018.). A successful firm understands its ultimate objective and how it aims to ensure success.
Steve Jobs' initial core mission for Apple is a perfect example, outlining within several lines both the company's main objective and the company's primary task. "To make a contribution to the world," and how it intends to achieve that goal, "by inventing instruments for the mind that improve humankind."
[bookmark: _Toc81502686]Another aspect is the company's leadership. Great leaders inspire and lead those who follow them. Often, leading by example is the most efficient way for them to do so.


Organization structure 
Organizational structure and communication in an organization are another crucial internal factor. To enhance performance, successful organizations rely on open and regular communication between teams and team leaders (Feng, T. 2019). This two-way dialogue flows from the top of the hierarchical structure to the bottom. Organizations with poor communication often have rigid leadership structures that weaken trust. Most companies used to be very hierarchical, with several levels of managers and leaders determining the company from the top down. According to recent research, companies with flat structures — just a few hierarchical levels from top to bottom – outperforms organizations with hierarchical levels. . W. L. Gore, a very successful worldwide materials science business focused on discovery and product creation, employs over 10,000 people yet has only three layers of management: a democratically chosen CEO, a few group leaders, and a few department heads. (Hollebeek, L.D., 2021).
Organizational structures including many different departments which need to collaborate each other for achieving maximum results. There is board of directors, then there are senior managers for each departments for examples Human Resources, Supplying chain department, Logistic department, Operational department, financial departments, Legal department, Marketing department and other depending of the specific of the company (Lawton, A. 2019.).  
As technology developments increase the rate of change, effective businesses must devise an adaptation plan that encourages innovation while also including the chance to learn and discover into every worker's experience. (Hollebeek, L.D., 2021).
The most successful businesses today, such as Google, Apple, Amazon, and Elon Musk's group of enterprises, are inherently contentiously improving and developing   companies. Musk's is the best example on how from one market and segment the learning and developing company can move to other market and start delivering results also for that market (Haseeb, M. 2018.).
Another type are the owners, stockholders, and, in some cases, the executive management team are among the most influential internal elements.
This group decides who is employed and fired, the company culture, the organization's financial status, and everything in between. Changing the owners, shareholders, or executive team is also difficult (and in some circumstances impossible). If you belong to this group, you must be introspective and deliberate in your policies and behaviors. If the wrong example is set, it might have long-term consequences for the organization (Kwarteng, A., 2018.).
The company is made up of its employees. They are the source of ideas, the ones who carry out plans, and the ones who deal with emergencies when they arise. This internal environmental element becomes more obvious when a business requires a high number of specialized staff (Feng, T. 2019).
Both Google and McDonald's are enormous enterprises, yet the former requires thousands of highly skilled personnel, whereas the latter does not. If half of each company's workers departed tomorrow, McDonald's would be able to recover sooner because they use a lot of unskilled labor. Google, on the other hand, is a very other tale. To capitalize on this inherent factor, you must establish a fantastic environment to work, consistently upskill your workforce, and have well-developed hiring processes based on HR data and analytics.
If everyone performs a typical task differently, the overall result may be inconsistent.
It is easier to onboard new employees and ensure product consistency when processes are documented, especially for recurring operations. This might be for anything as easy as cleaning the office in the evenings or something as complex as establishing a marketing campaign.
When internal procedures are not documented, it takes longer to implement plans and achieve the desired outcome. Start documenting every operation in your business, no matter how obvious it appears to be, if you haven't already (Al-Omari, Z., 2018.).
Company culture is a difficult concept to define, yet individuals intuitively grasp it. It incorporates your ideals while going above and beyond them. Consider how people in your organization behave and handle specific events (Ibrahim, O., 2018.).
For example, if a corporation ignores insider trading, it will be regarded as legitimate activity. A culture that accepts and, eventually, supports it will emerge.
Uber is a perfect example of the damage that toxic culture can wreak. The scandals that forced the Founder to resign were directly related to the culture that was developed there. Zappos, on the other hand, has a customer-service mentality that pervades everything they do. It's one of the reasons it was purchased by Amazon for $1 billion (Ibrahim, O., 2018.).
A strong favorable culture will aid in the rapid growth of your brand. A culture that is not actively fostered may have a significant negative impact on your company.
The organization’s resources are another factor. An organization's resources are classified into five categories: asset resources, people resources, financial resources, data resources, and technological resources. Physical resources include land and buildings, depots, different materials, equipment, and machines (Ibrahim, O., 2018.).
Office buildings, computers, furniture, fans, and air conditioners are some examples.
Human resources encompass all employees at all organizational levels, from the top to the bottom. University professors, marketing executives at a production line, and factory workers are all examples. (Al-Omari, Z., 2018.).
Financial resources include funds used to support the activities of the organization, including working capital. Owner investment, earnings, reserve funds, and revenue from a sale are some examples. The phrase "informational resources" applies to "usable data needed to make good decisions." Sales predictions, supplier pricing lists, market-related data, staff profiles, and production reports are some examples (Hollebeek, L.D., 2021).
An organization's reputation is of critical importance for the internal and external environment. The good reputation can support the company performance and will deliver loyal customers and truest from the employees. Many of the suppliers and employees choosing and prefer to work with companies which has very good reputation and brand name (Hollebeek, L.D., 2021).
For company with bad reputation is much more difficult to negotiate for example good supplier prices and is challenging to find good experienced employees and this impact immediately the whole process and decreasing the net profit for the company.
The internal environment of a company consists of the circumstances and elements that exist within the company. An organization has total control over these situations. Firms, in contrast to the outside world, have direct control over their internal environment. (Cheng, 2018.).
A corporation's internal environment includes numerous internal characteristics such as assets, owners/shareholders, an executive board, workers and labor unions, goodwill, and company culture. (Hollebeek, L.D., 2021).
[bookmark: _Toc81502687]Following that, you will be taught numerous fail-safe strategies for successful change implementation and management in order to optimize your quality efforts within the time period provided. 
Strategies
These important strategies are as follows:
· Study the Change Management Process
Organizations, like any other quality initiative, must have a streamlined change management approach. They may need to evaluate a variety of elements, such as the culture, the work environment, the job produced by their employees, and the quality efforts currently in place in the firm (Zhang, M. 2019).
Customer needs are the most essential component that can have an impact on quality efforts as well as the change management process. This is why it is critical for quality professionals to completely grasp the change management process (Cheng, 2018.).
Here are some crucial actions that will assist you in properly managing change:
· Determine the primary goals of beginning a change. 
· Create a team to oversee the change process. 
· Maintain open lines of communication with those who are affected. 
· Conduct an efficacy assessment.
· Determine and implement the necessary training programs

· Acquire Project Management Knowledge
Quality initiatives that create change are no less than projects since change necessitates the efforts of individuals from several departments who are not otherwise related. Change is sometimes launched through third-party vendors. There may be various variations in strategy and working practices. Such disparities may result in increased quality expenses, market delays, and, most significantly, consumer discontent (Huo, B., 2019.).
Any change process should include measurable outcomes that show the effectiveness of the adopted measurements and action plans.
Change and quality initiatives, as previously said, create opportunities for quality workers. They must possess the necessary skills and expertise to properly manage any quality program. Only then will they be able to ensure that the given tasks are completed within the time, cost, and resource restrictions. (Cheng, 2018.).
· Implement Appropriate Employee Training Programs
Because quality management was gaining popularity in the early 1990s, the trend of training rose unexpectedly well. All new projects cannot be managed efficiently unless they are adequately trained. However, new styles quickly became the norm. Evolutions occurred, many new pathways were discovered, and a lot happened throughout time (Ibrahim, O., 2018.). Some concepts appear to have been lost in the fast-paced evolutions. Organizations began to lose customer focus, a deep knowledge of change, and cultural variations in some form. 
It is past time for companies to develop appropriate training programs in order to refocus their efforts on the most important issues. However, new styles quickly became the norm. Evolutions occurred, many new pathways were discovered, and a lot happened throughout time. Some concepts appear to have been lost in the fast-paced evolutions. Organizations began to lose customer focus, a deep knowledge of change, and cultural variations in some form. It is past time for companies to develop appropriate training programs in order to refocus their efforts on the most important issues (Cheng, T.C.E., 2018.).
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Customer value is the satisfaction that a customer receives (or expects to get) from a specific action in relation to the cost of that action.
The customer value represent the satisfaction which the customer will receive when complete the purchase. It is of critical importance for the company to manage and influence the customer value as this way there will be much more sales and loyal customers. In order to impact and manage the customer behavior every company need to use different tools and strategies in order to achieve more results and high performance (Cheng, 2018.).
There are numerous formulae and models available for calculating customer value. The simplest is as follows:
Perceived Value = Benefits Perceived / Cost
In other words, as the cost of a certain set of advantages grows, so does the perceived value.
This is a critical point. The term "value" does not refer to monetary value. It refers to the perceived advantages that can be obtained in the context of pricing. The cost is only one aspect of the equation (Cheng, 2018.).
Two equivalent items with the same exposure can only compete on price. Price competition is unnecessary between two unique items. Products are distinguished by more than just their characteristics. They can be identified by their brand as well. If Toyota introduces a car, you may believe it is reliable because reliability is one of the company's key brand qualities. If another carmaker releases an essentially identical car, they may find it difficult to compete because they do not share the same customer perceptions. (Cheng, T.C.E., 2018.).

Customer relationship management (CRM) is a system that handles all of your business's relations and interactions with current and prospective customers. The concept is simple: strengthen business relationships in order to grow your company. A CRM system helps organizations stay connected to their consumers while also simplifying operations and improving profitability. (Cheng, 2018.).
CRM is commonly used to refer to a CRM system, which is a technology that aids in contact management, sales management, agent productivity, and other activities. CRM solutions may now handle customer relationships across the consumer journey, including marketing, sales, digital commerce, and customer support interactions. (Zhang, M. 2019).
A CRM system allows your firm to focus on individual individuals — such as customers, service users, colleagues, or suppliers — throughout the lifespan of the connection, including discovering new customers, gaining their business, and providing support and extra services. (Hollebeek, L.D., 2021).
A CRM system enhances everyone's capacity to manage the external contacts and relationships that lead to positive outcomes, whether in sales, customer service, business development, recruiting, marketing, or any other field. A CRM platform helps you to save contact information for clients and prospects, find sales opportunities, track service issues, and marketing operations all in one place – and make data about every customer encounter available to everyone in your organization who needs it. (Cheng, 2018).
As businesses and consumers learn to manage the obstacles of COVID-19, we are living in extraordinary times. To get through this difficult moment, everyone is changing their habits and learning how to work together. During this challenging time, with the correct changes and procedures, your small business may deliver exceptional customer service that develops confidence with your loyal consumers (Jaspal, R., 2021).
Chaos creates a chance for creativity. As you handle the ongoing epidemic, look for chances to innovate. Inform your consumers about new methods you intend to service them. To assist satisfy demand, distilleries throughout the country are manufacturing hand sanitizers. Contact-free pick-up alternatives are being introduced by retail businesses (Jaspal, R., 2021).
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From the above report we can see how important are the organization structure, internal and external factors and their influence to the company sustainability. Also we provide review of the different global international and local UK companies and their actions referring to the COVID19 pandemic and lockdowns (Jaspal, R., 2021).
There is proper cover of the customer service actual nowadays issues and challenges as this is important topic for review and every company need to have deep understandings over the customer expectations and new trends in order to be delivered maximum results for the company. With the new restrictions and the new trends for increasing the online orders and the digital marketing there is need of proper actions from the retails in order to keep the loyal customers to their brand and name (Jaspal, R., 2021).
Some of these improvements may no longer be required once the epidemic is gone, but many may establish a new standard. Look for possibilities to innovate in ways that will be popular and relevant long after things have returned to normal. Make it a point to inform your consumers about your efforts to better serve them (Jaspal, R., 2021).
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