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Introduction 
The purpose of an efficient use of CRM is to bring more profit, so it is important to use this marketing technique that allows firstly to identify the customer, to know the customer and, finally, to build a relationship of trust and loyalty. therefore, to reach the satisfaction of the customer's expectations and create this trust between the consumer and the supplier, it is necessary that the supplier knows these expectations and for that it is essential to implement CRM to premeditate the consumer's needs through different means of communication and to create this connection with the consumer and create conditions to win more customers and further expand the organization.
The main objective of this report is to show the importance of using CRM and I will use the Apple as a case study and try to understand and underline how they implemented CRM, what type of CRM they use and how it helped to improve the relationship with their customers. I will also analyse the company's PESTEL and SWOT analysis to better understand the internal and external factors that influence the company's functionality, thus having a better understanding of the challenges they face in using CRM and in turn having a view of how they used CRM to face the crisis that the covid-19 pandemic has brought the need of artificial intelligent for online chopping for example.
  
                                               CRM
One of the things I noticed in my research on CRM is that its origins are a little unclear, and long before what is recognized as the emergence of CRM, there were already some ways of collecting data in relation to consumers and awareness of the importance of keeping the customer for the business. True the years there have been several CRM system products that continue to be innovated.
In the mid-1980s and 1990s, companies felt the need to reorganize themselves internally to face the difficulties that presented themselves and achieve their objectives, which made them abstract themselves in a certain way from the moss important that is the customers. During the 1990s, changes in the business world continued to be seen, at that time the marketing relationship emerged, which was a new form of approach that consisted of creating long-term profitable relationships in every version, while customer relationship management had an approach focused on increasing profits (Tamošiūniene and Jasilioniene 2007).
From 1990, companies started not to restrict the collection of data to their own use, but through this to satisfy their customers, thus improving the relationship with their customers, since, in the past, the relationship between them was individual and personal through the use of CRM through different means of communication has become a mass relationship, that is, a large number of people who seek to satisfy their desire for consumption in companies where they feel represented and companies take advantage of this to sell their products and create a loyal relationship that ultimately brings more profit (Tamošiūniene and Jasilioniene 2007).
Customer relationship management is the system that regulates the interaction between the customer and the company where, through different types of communication channels, companies strengthen more ties with their customers, attracting them more and attributing values ​​to this interaction process.Therefore, through this process of collecting and storing data, CRM software allows companies to generate information collected through any and all forms of customer contact and also to get to know their customers better, thus consolidating a consistent and lasting relationship.
To premeditate the behaviour of customers and ensure the control of interaction with them and their loyalty to the company, different types of customer relationship management can be used, namely: strategic and when the organization's functionality is customer-centric and customer satisfaction is the priority, operational, has to do with the operationality of the relationship with the customer in which it is used to assist the automation of its sales, marketing, and customer service processes, analytical which consists of the analysis of consumer data generating consumer information for the organization in the sense of attributing more value to the customer and organization and there is also the collaborative that is more selective managing the effective points of communication with the customer therefore it focuses on customer integration using some interaction channels (Rababah, Mohd and Ibrahim,2011) .








Benefits of using CRM
Since customers are very important for the success of any organization, it is essential to satisfy them, therefore, it is necessary to have an organized and systematic relationship between them in order to really meet the needs of customers. This process also allows us to obtain feedback from customers, which is also essential to provide an excellent customer service, considering that the needs of customers differ, consumer expectation is subjective because it depends on what each consumer values ​​and seeks to satisfy and they always expect benefits and value from ccompanies beyond the products and services they buy, is important to be known and solve the different needs they have. The collection of data also allows customizing marketing campaigns making it more efficient and popular which will allow the engagement of more new customers.
In addition, they can provide a better service regarding offers, providing customers with the best products considering the category of product they buy, which can be called up-selling and improves cross-selling by facilitating the offer of products that complement those already acquired by customers.
The exchange of information that the CRM operation requires allows the team to improve communication between themselves and consequently improves teamwork and allows them to identify target customers and thus direct marketing campaigns to where they have a real buying potential. 

Apple's CRM
Apple has conquered its place in the technological market where it has become unbeatable in offering innovative products and the implementation of the CRM strategy allows them to maintain a consistent relationship of loyalty with the consumer, which makes it difficult for other brands to compete with them in this sense. Apple always seeks to ensure that its customers have an experience when purchasing apple products rather than just a simple purchase through the CRM, they have managed to cultivate a lasting relationship with their consumers and also keep in touch with consumers true email who have already used their products in the sense of providing the experience of being served by Apple employees and also to get feedback, which is very interesting (Kaur,2016).
Apple's CRM is cloud-based that both they and their customers can use, which benefits them a lot in terms of data collection, so through Apple ID, which is an account that connects all of people's devices, thus creating a set of personal information that can be accessed regardless of the device being used and this data is available to apple, which is very useful for them, allowing them to keep up with customers and meet their needs.so, through CRM apple managed to get closer to the consumer and thus create conditions to better understand consumer behaviour, which is the only way to offer the best customer service, knowing their expectations better.

Customer behaviour
Customer behaviour is an analysis of what motivates a customer to create a relationship with a brand when purchasing its products or service and for this analysis it is necessary to consider the following factors:
Cultural factors and people tend to approach companies that reflect their social reality, companies thus seek to satisfy customers in this sense, knowing their customs and reflecting them in their companies to finally attract the interest of these customers
Social factors, in society people have the habit of changing their consumption, considering the social groups in which they intend to close themselves, so it is important to know the lifestyle of potential customers
Personal factor, the individuality of each one must be considered, as consumers may have different needs depending on their age, economic condition, lifestyle and personality.
Psychological factor, the consumer's perception of their experiences, negative or positive, lived with certain companies influences their interest or not in them.
This analysis process can be carried out through the company's database and allowing consumers to give their feedback, which will allow them to know their consumers, premeditate their interests and thus have tools to develop efficient marketing to attract consumers and satisfy your expectations.

Consumers want to buy good products at affordable prices and faster service, which ultimately determines market competition based on quality, time and price. Just to be able to offer them what they want and thus provide them with a good experience, it is important not only to get to know them, but to find ways to anticipate their needs and the only way to do that is to know their behaviour well.  Therefore, in order to make the most effective use of CRM and ensure the benefits that bring long-term growth and profits, it is important to have a deep and consistent understanding of consumer behaviour. 

There are many reasons to retain Apple customers, in addition to the exceptional treatment they give their customers through excellent service and continuous assistance, ensuring that when using their accessories, the customer has full support at their disposal to solve any problem in relation to the products thus giving security to the customers and the quality of its accessories is something that contributes to keep its customers consistent.

Costumer experience
The importance of the customer experience is enormous, especially when the organization is committed to creating bonds of trust and loyalty with the consumer, as the consumer not only wants to buy products, but also to be treated well and have their expectations met and make the long consumer lifecycle.
Apple offers experience to its consumers, showing them that using its accessories is a way of life and the benefits that only the apple can offer, therefore, make them more attractive. Apple makes available to its customers a technician to attend each one according to their needs and they display their products through their stores to expose to their consumers how interesting the experience of having them will be, which ends up strengthening even more the relationship and the confidence they have (Crossfield, 2019).
As Apple is an organization that builds a positive consumer experience when visiting its stores, it can be said that they implement a customer ecosystem, when the interaction is customer-centric, the customer thus gains some level of control over the business, influencing thus the functionality of the organization.
With regard to online purchases, Apple continues to be equally relevant in terms of customer loyalty, which despite having a strong commitment to providing an unforgettable experience in its physical stores, online also manages to maintain the same quality of service and display of their products, in addition to building customer loyalty even when they do not have a physical space to make their purchases, also through the large digital platform that the company has, they create a connection with customers by listening to their feedback and thus offering even better customer service .





I'm going to analyze Apple's PESTOL and SWOT to better address external and internal influences and thus help to have a broader perception of how they relate to their stakeholders in general. And, to better understand how these influences help Apple gain control over its customers.


Apple PESTEL Analysis 
Politic: The increase in free trade policies directly influences the apple, since it is a multinational a more globalized market helps to better circulate its products and the development and political stability in some countries influences them.
Economic: Economic stability and increased purchasing power in developed countries influence the organization's economy because people are better able to buy products with high prices in these countries.

Social: The fact of increasing dependence on technological systems increases the use of cell phones and makes people more interested in apple and buy more from them.

Technical: The market growth and demands towards technology drive not only Apple, but all organizations involved with the development of electronic accessories.

Environmental: Sustainability and efficiency in terms of energy use are concerns that all organizations with relevance in the market consider.

Legal: Labour policies and increased regulation regarding to privacy been that this has everything to do with the accessories they create








Apple SWOT Analysis 
Strengths: being Apple one of the biggest brands in the technology market, a very highly competitive and innovative capacity that allows them to keep up with the rapid demand of the market in terms of novelties and to be in first place in terms of competitiveness, profitability, managing to make great sales even with high prices, and unique and desired designs that never cease to be fashionable and coveted by its customers.
The weakness: The fact that accessories are expensive ends up limiting distribution and crate fragility of sales capacity, perhaps with a more affordable price the products would reach other markets and increase the level of sales and consequently more profit.


The benefit of using artificial intelligence at apple

Using artificial intelligence, apple updated its software and hardware system, which greatly improved the experience of its customers in using its products, further expanding the possibilities of use by creating more applications with higher quality, all this to allow that customers make smart and unique use of their products and created one of the best data protection systems.
These are some of the features where Apple uses artificial intelligence:
face ID, which through facial recognition facilitates the unlocking of products and the use of services.
Handwashing, is an apple watch system that consists of detecting whether the person has washed their hands and correctly in relation to the time taken to do so, and also manages to recognize when they do not wash their hands, which is necessary at this time of the Covid19 pandemic.
Handwriting recognition, which allows you to write by hand when you have an iPad through the Apple pen
Native sleep tracking, is a way to help users get quality sleep by helping to detect the pattern of sleep taken and thus allowing a better adjustment of the user's sleep.
Application library suggestions, is a way to facilitate the search allowing the user to see the pages that are most likely to interest him, considering the ones he has already visited.
The Translate app makes communication easier by allowing you to translate words and phrases into multiple languages, making conversations in multiple languages ​​faster and more effective.
Sound recognition, has several uses, one of which is to help people with hearing disability. Therefore, you can select iPhone to listen to different types of sounds like baby crying, siren alarms, etc., depending on your needs.




The impact of the pandemic on apple customer service
Even though, during the pandemic, Apple, like many other companies, had to close its physical stores, one of the ways Apple conquers its customers is through persuasive marketing, providing them with an unforgettable experience when entering its stores, in addition to having a great digital platform. with a safe and efficient online sales system, therefore, during the pandemic, they were not so affected mainly by the fact that people were more connected to electronic services and products at that time when they could not leave their homes and had to look for ways to distract themselves up. People became very attached to Apple TV, Apple Music and other services, which ended up making a lot of profit for the organization. Even because it was a time when practically everything was digital in the health and education system, for example, apple and many other brands of electronic products were very useful in a time when these products became almost essential.

The online service offered by apple, whether during the pandemic or at any other time, has always been very effective in responding to customer needs, offering several ways to communicate either through calls and messages, making a complaint, requesting a Genius appointment Bar or Giving feedback.


Conclusion
In conclusion, I think that what keeps Apple customers is their authenticity, the fact that they don't follow the trends very much, on the contrary, they end up dictating the trends because they respond so quickly to the demands in terms of innovation. The fact that they provide a unique experience in addition to the high quality of their accessories is something that influences their ability to captivate their customers. if i had to recommend anything it would be that they revise their prices because maybe if they were a little more affordable a lot more people would join the brand.
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