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Introduction

In this report I will be talking about the understanding and engaging in the customer experience in organisation in general and one that I have work for in the pass, and the way that customer relationship management works within the time of the pandemic situation in the organisation. The organisation that I choice to write about is Menzies aviation it’s a company that I have work for in the pass, I was made redundant in September 2020 due to the COVID-19 so I know what it was like as a staff and customer facing with challenging times, Menzies is an international aviation and distribution company that started off in 1833 as a bookseller, then in 1987 they with into distributing then in 1995 Menzies went in the aviation industry and still going, Menzies is a company that provided service at the airports they deal with millions of customer daily both face to face and online, customer relationship management have to apply in the company. This report will explain customer relationship management model such as IDIC CRM, Buttle’s CRM value chain and Payne & Flow’s step process model, and the steps needed to take when using them, what are the strengths and weaknesses its haves in a company. It have been over a year now the COVID-19 pandemic started and Menzies been an aviation company providing service to customer it was face with a lot of set back and challenges by customer and cargo not been able to travel from country to country and financial lost, the company have to use critically thinking and new tool to try and under customer needs, and by using customer experience (CX) leader to care, connection, building capabilities and meeting customer where they are today etc, it can surely maintain a good customer relationship management between customer and the company after the pandemic.    
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