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Abstract
Over the past year we have faced new challenges within our private lives and in the field of work and in our mental health.
COVID-19 has changed the way we face the days, our tastes, our thoughts, the way we buy products and our choices.
Companies have found themselves creating new ways of selling, communication, and productivity to maintain the sale of the product but above all a contact with consumers so as not to lose their trust and maintain a relationship with the company even during the lockdown.
In this report I will analyze and evaluate the company for which I have been working for three years, Caffè Nero, I will describe the customer experience within this company, the importance of a quality consumer service in the field of work and I will show you the benefits and threats of the increase and the preservation of a correct relationship with customers with the help of theories, methods, and patterns that we learned in class.
I will examine the internal and external factors (COVID-19), which have affected the system and the quality assessments of the organization for consumers and how Caffè Nero has coped with the new condition and how it has circumvented its business purposes by creating and maintaining a fantastic relationship with customers.
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Introduction 
Caffè Nero is a company that I personally respect and respect for the atmosphere and the importance it gives to all customers and the importance it gives to workers this is the reason why I choose it as a company for the school report.
According to Caffè Nero (2015), the company was founded in 1997 founded and idealized by Gerry Ford and a chain of coffee shops well known in England, started as a small business has grown to have more than 800 coffee houses around Europe. 
Caffé Nero is an organization that is recognized by the exceptional quality of its product and service, which in 2002-2009 won the award for 'best coffee quality' and 'best coffee house brand'.
Obviously, having a high-quality coffee requires a lot of work, that's why they decided to build a coffee roaster, thus creating a mixture of excellent coffee.
Within this company, workers can get a very good level of training in the coffee training school, which they created to help baristas learn about coffee.

The organization is based on sharing and transmitting the knowledge of Italian coffee to more precise that of Milan, each coffee shops has a familiar style to create an atmosphere of home and comfort to make their consumers feel welcomed and home.
It promises, and keeps the quality product for consumers and to make them as much satisfied as possible. Caffè Nero (2015)






