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Introduction
In this report I will talk about Apple, which is the most profitable company of all time and is currently the leading company that specializes in consumer electronics, especially smartphones, even if their market share of all smartphones is not the biggest of all smartphones or personal computers. It is thanks to a variety of factors that Apple is a brand that is recognized around the world as the leading smartphone producer with a huge influence on even how other companies make their own products, market them and far more as well. In short Apple is the trendsetter in the consumer electronics market and, as the biggest and possibly most successful company of all time it must have a solid base of consumer satisfaction and relations that underpin its’ marketing strategy, especially in the climate of today in which increasing competition drives the company to more innovative solutions and tests whether the Apple model can sustain itself. 
Company’s background
The Past:
Apple is a California based company founded by 1976 by Steve Jobs, Steve Wozniak and Ronald Wayne. It started out selling personal computers featuring innovative technology and creative marketing which included a message of uniqueness and difference from the competitors. The slogan “Think different’ was one which underpinned the company’s success from its’ early stages. From the beginning Apple focused not just on innovation and the future of technologies but it also focused on marketing and customer satisfaction. The first hit of the company was the Macintosh personal computer, though it is said that the iPod was one of the first big hits of the company. The biggest rise of the company though, was when it launched the iPhone, which turned out to become the biggest upheaval in the market of consumer electronics and telecommunications, serving as the transition between simple feature phones towards smartphones. Nevertheless, the iPhone wasn’t the first smartphone, so instead of innovative technology alone, its’ success relied heavily on the marketing campaign of Apple and the immense satisfaction of its’ customers, many of whom went on to become loyal to the company throughout the years with many new iterations of the iPhone produced since and which lifted the company towards the status and profitability that it has today.
The present:
As of today, while Apple does. According to Statista.com, only hold about 13,5 % of the smartphone market, it exerts incredible influence over how they are made and the trends that many other companies with bigger shares of the market like Samsung all follow. It is important then to recognize how the company achieved all of this and to see the future factors that will influence how the company will need to change and adapt in a rapidly changing world, with factors such as Covid-19, growing markets in the developing world and stagnating ones in the developed world due to saturation, as well as increasing competition with not just other companies, but with older versions of older smartphones and computers, all of this coupled with internal factors that may promote or dissuade change in the way the company does its’ business, like the already existing marketing strategies of Apple and the very business model it is based on, as well as the way in which its’ culture could shift from an innovative one towards a more stagnant one as the market leader. 
The methods used
In this assignment I have analysed the Apple corporation, specifically their customer relations strategies. I have analysed their markets and customers, including their corporate customers and the ways in which Apple provides customer satisfaction to them and to what degree. I have analysed the products and services of Apple and the ways in which they are advertised, and the various factors influencing customer satisfaction like the product quality and price, the emotions that the product evokes in the customers and the way the product changes the social perception of the person owning it. I have also analysed the problems which Apple faces and how they might affect the company, as well as possible solution involved in using their customer service and interactions in order to overcome these problems and fulfil their corporate goals of making profit and increasing the share value of the company.
The customer satisfaction strategy of Apple
Apple has always been a company which prioritizes high profit sales over bulk quantity sales, thus this strategy underpins the way in which it manufactures its’ product as well as its’ pricing and marketing pitches and strategies. It is due to this that Apple focuses much more on the satisfaction and increasing the esteem of fewer customers in the upper social class who are looking for luxury high value products as opposed to the wider smartphone market, and the reason that Apple does not have options for lower prices in any category of the products it sells. Expanding upon this strategy shows us the various ways in which Apple wishes to satisfy the customer with its’ product specifically: Apple provides not just a product, but a status symbol, a way in which the product shows the wealth of the individual holding it and their place high up in society. This is similar to other luxury brands which achieve high profit margins, a very important corporate objective especially for American corporations, while also being able to form a loyal and returning base of customers which is not just relatively large but also serves as a way to market the product further through word of mouth. It is then important that the product not be just satisfying to the customer, but the process of buying and maintaining one as well. Apple makes sure of this by not relying on simple third-party sellers to sell its’ phones, but by fabricating a specific customer centric environment in its’ and its’ partners stores in order to ensure maximum customer satisfaction from every purchase that the customer makes, as well as giving them an interest in the whole array of Apple products, including gadgets like smart watches. This gives the whole experience of buying an Apple product uniqueness and increases the loyalty of each customers further by inspiring an air of professionalism and luxury around not just its’ products but even the place they are sold at, including every minute detail from the way in which the staff communicates with the customers to even the way the furniture and building is designed. 
A big part of the way in which they ensure a high level of customer relations is also with the way in which services like repair are done for Apple customers. High quality is assured in all matters of this service, to a point that the company might alienate specific customers for not allowing ways in which the phone can be repaired in a home environment or by unpartnered vendors, which otherwise lets’ the company control the quality of the repairs. 
The intention of customer satisfaction is also ingrained in how Apple makes its’ products. For instance, the software that is the base of their products is made specifically for them, as opposed to for example the products of Google or Microsoft like Android or Windows which are made to be able to be used on a wide variety of products without depending much on the capabilities of those products. Naturally this makes the Apple products far more optimized in their performance giving customers a smoother experience. Besides that, some software can be made only for Apple operating systems which make owning an Apple device give access to unique and useful software unavailable elsewhere. Apple is also able to use this to promise customers privacy, a right which is becoming more of privilege in the 21’st century. Finally Apple doesn’t need to pay or agree to specific conditions in order to use the operational systems or software of other companies, increasing its’ profit margin.
These systems combine to produce a way in which the customers are always satisfied to achieve even customer delight, and not just adequate services that are perceived in other companies, though this also greatly increases the expectations of the customers around the product and the customer service of the company, sometimes to very high levels, but as long as Apple is able to meet these demands it can keep not just the loyalty of its’ current customers but also attract newer ones from its’ competitors.
It is also important to understand that Apple isn’t only an electronics company, but through its’ software is able to become a market for other software applications and get a cut out of their sales. In this way Apple becomes one of the biggest game and software companies in the world indirectly thanks to the app store installed on all its’ products and gains access to a new consumer base which are other companies, where it sells the ability to access its’ userbase and highly known brand. In this regard Apple is once again more customer friendly than its’ competitors, specifically thanks to the fact that it produces the software needed for its’ devices which makes the partner companies have an easier time programming for a known platform rather than having their software adjust for tens and hundreds of different ones in a more widely used platform like Android, instead the devise which use IOS, the Apple proprietary system are already known and software can be adjusted to fit them specifically, and even with a smaller market share it creates a huge software market by itself. This partnership with other companies also gives Apple another avenue through which it can attract customers, which is software developed for its’ devices and thus the company has quality control measures for that software to ensure customer satisfaction even on software not made by the company itself, a strategy that is similar to some Japanese brands like Sony or Nintendo. (Cusumano, 2012 34-39)
Expanding upon the challenges
External:
There are many challenges that await Apple, some of which can diminish its’ growth and lower its’ profits, and some of which can see it become eclipsed by a competitor. 
Covid-19
Covid-19 has had a huge influence on the whole world, with its’ effects reverberating through most industries, not so much the smartphone industry though, especially not for Apple. While other industries had to radically change in order to adapt to the changing circumstances of the world, the smartphone market was mostly unaffected, Apple especially so. In fact Apple even grew during the period of the pandemic and saw only a minor decrease in its’ sales, probably due to the economic stability of its’ customer base. This also goes to show how resilient the Apple business model is, even in turbulent times.
Nevertheless it might greatly impact the sales of their new models as the events leading up to them will need to be re-planned with Covid-19 in mind and the crowds that are usually present at their first sales might need to once again be organised based on health standards, which might lengthen the time that sales take place and stretch the amount of time in which their initial surge of profit arrives, as well as make the customers feels more apprehensive to going to such events which will mean that the company will have to instead compensate with other types of marketing and orient it more towards internet and tv advertisements as well as televise events, as well as have to change their in-store atmosphere and design in order to get approved for the COVID-19 regulations.
Slow growth
As time progressed the smartphone market, which has been one of the fastest growing markets for many years has started to stagnate, and with this new circumstance there is a need to find new markets and become far more competitive for Apple. The current markets in the west are very saturated with smartphones already, and newer devices aren’t as appealing as they used to be previously as they don’t bring new features that are useful for everyone. As the market stopped expanding to newer customers, the focus went instead towards promoting upgrading to a new model to existing customers, but even this is proving to be a shrinking market as customers wait more years before upgrading again. (Haselton, T., CNBC, 2018)
A big growing problem is also the increase in re-sale of the older models of Apple smartphones which indirectly compete with the newest models of the iPhone, especially considering that innovation for the newest models has slowed down from the rapid changes that existed earlier, as well as the greater saturation of phones in western markets in general.
Their growth in China is also slowing down as the local economy slows down leading to less sales. These factors force Apple to seek solutions in order to either expand their market or find new revenue streams. A big development was predicted to be their expansion into the rapidly expanding and growing Indian market with yet another billion of possible consumers becoming wealthy enough to be able to buy phones. Nevertheless, Apple is currently failing to get into the Indian market for a number of reasons, many of which are caused by the policies of the company to begin with. For instance, Apple’s focus on high-cost luxury smartphones alienates a large part of the consumers in India, who are still far poorer than their counterparts in the West, or even in China, and while the growth of the economy is rapid it might be too late for Apple in the future when other brands attract the attention and loyalty of the Indian people through their cheaper models of phones already available in the Indian market.
Lack of access to growing markets
Apple’s insistence on customer focused marketing and customer satisfaction has also backfired, as Apple has clashed with the Indian government over various issues, they weren’t permitted to set up their own shops with the customised environment that they use in order to increase customer satisfaction, and many of the competitor companies have created partnerships with local firms in order to quickly gain access to the Indian market, a task at which Apple was slow at. Many of the services and software given by Apple were also not available immediately in India. This compounded to give Apple a very small part of the Indian market, especially considering that even other luxury phone brands fare better than it in the country. (Singh, M., CNBC, 2018)
The right to repair movement
Right to repair is a growing movement involving various companies and the right to the ability to repair a person’s own device. The goal of the movement is to give all customers the ability to access their devices and repair them either with their own tools or by going to any specialized repairmen, even ones that wouldn’t theoretically hold a license given from the company that manufactured the device. It is currently opposed by Apple which instead wishes to improve its’ repair services with many of the ways in which a repair could be done on an Apple smartphone for instance being gatekept behind specific tools. For example the screws that Apple smartphones use are made specifically so that only a type of proprietary screwdrivers can open them, and from Apple’s perspective this makes sense, as the company can give the ability to repair only to those repairmen that it deems can not only confidently repair a device, but also give excellent customer service and continue promoting the company to their customers, while the other side believes that this is a violation of ones’ rights of ownership and the company keeps the power over their own device in case of it being broken. 
Ultimately, this movement leaves Apple’s services with a bad image and might become a threat to their model of repair should legal action in the United States and other countries favour it, thus forcing Apple to adapt to a new model.
Internal:
Apple has changed quite a lot since the death of its’ founder Steve Jobs, and it is possible that many of the values that he instilled into the company could be lost in the future or might instead stop the company from adapting to newer environments and conditions. This is especially relevant since Apple is currently the market leader in the industry, and while it has the resources there haven’t been as many products that were released in the time after Steve Jobs, which might indicate that the focus on innovation in the company that was a core tenet of its’ corporate culture might be weakening and it could instead stop focusing so much on developing better products. Of course, with the overall slowdown of innovation in the market and a slowdown of Moore’s Law in general this might not be as significant. Nevertheless Apple is still considered an innovative company, and it might be able to not only continue the legacy of Steve Jobs but form a corporate culture that looks to the future and always has the customer in mind at the same time.

How apple uses customer relationship management to resolve the issues
Though there are currently many issues that the company is facing which threaten to slow down the growth of the company and decrease its’ profits there are ways in which it uses its’ customer centric attitude to alleviate the problems.
For example the growing market for older iPhones isn’t being supressed by Apple in order to ensure their newer phones instead get bought, instead Apple is encouraging the market by making repairs and service of iPhones easier and giving their customers an easier access to it, as well as still supporting their older model phones with software updates, all of this in the hope of keeping their current loyalty of the customers and finding newer ones among those that bought a second-hand phones, as they believe that impressing possible customers will increase their profits and increase their market share.
Apple also increases their public image by renovating various facilities like theatres, which serves as both positive publicity among the community as well as increasing their image as a status symbol for higher class people, as theatres are generally associated far more with the upper class which is specifically their customer base.
Their support of the digital markets that they created is also serving as a way for them to increase their profits and attract more customers. By supporting popular applications on their app store they are able to attract more companies to develop for their platform and give their customers more variety in which they can use their products. 
The CRM platform Salesforce has also partnered with Apple which will work both for their company as well as for integration with applications developed by third parties for their app store. Once again Apple is shown to care about both their corporate and non-corporate customers and this serves to gather more data in order to increase customer satisfaction through all their devices and services, directly from their software as well as indirectly through applications that run on their platforms. (Apple Newsroom. 2018)
Service quality management
Apple’s quality management will also ensure that its’ products are always of the highest quality, though a lot of the time Apple also makes changes to the product that aren’t necessarily because of customer demand but instead in order to promote newly developed products, for instance the headphone jack was a feature that was crucial to customers before, yet Apple decided to instead promote a different product which were the air pods, which shows that Apple doesn’t have a short-term customer demand focus on their customer relations, instead they envision ways in which they can satisfy demands not yet known in the customers. This strategy too, will be able to make the company more successful in the future as more innovative designs appear for smart glasses and smart watches, which might once again become the focus of newer marketing. Apple then is more product focused when such an innovative design appears rather than customer focused, but they also continue to support their customers and fundamentally focus on possible demands that can be fulfilled by newer technological innovations, a specific trait that separates Apple from many of their competitors, especially since it can introduce new technologies and they are the company that serves as a trendsetter in the industry, and it is always ready to replace the previous products they have with a new one rather than waiting for another company to replace them.
Apple’s Future
As the current market leader, there is little chance that Apple will experience a rapid downfall in profit and share price, especially since Apple is still planning on unveiling more projects in the future.
In its’ current state I believe that Apple will still be able to not only keep their position in the market but increase their share as the economy develops and more people increase their income.  Its’ focus on innovation, inspiration of its’ customers and the excellent customer relations it possesses with them will become one of their biggest assets, along with the incredible brand power that Apple has, and the loyalty it can achieve from its’ customers. The ever-increasing data gathering will most likely improve all services associated with the company, with the Salesforce CRM partnership serving as a long-term asset in their ever-greater improvement of their customer outreach and relationship improvement. Naturally some problems will need to be overcome with innovative methods, like the problem with the Indian market as an example, where the company will need to find new ways to reach the customers they seek and ways in which to increase sales while still remaining profitable in the Indian market while following all regulations and tariff laws. 
Conclusion
Concluding this report, I believe that through analyzing Apple and the various ways in which the company is able to achieve its’ corporate goals I have found the importance of customer service and customer relations in general, because it is through this relationship with the customer and through understanding what the customer wants that Apple was able to achieve the great feat of becoming the most profitable company ever. It is true that the products of the company are obviously high quality and useful on their own, but knowing the history of the company it becomes apparent that their products weren’t the first ones, they weren’t the ones to create the first versions of their products, but through shrewd marketing and understanding the customer needs, as well as doing everything in their power to meet those needs, even the ones customers weren’t as keenly aware of, Apple was able to grow to unprecedented levels and have become bigger players than companies which share a much bigger share of the markets they are in. Though it is also important to be able to adapt, indeed, it is obvious by examining the problems that Apple faces that many of them could be resolved through better customer relations and proactive action towards meeting the needs of the customers rather than just using the same strategies, and the future might hold many ways in which competitors could overcome Apple should the company refuse to adapt to the changing market and the new economy, the example of India is incredibly telling when examining this. Finally I believe that examining this I was able to improve my critical skills and understanding of the subject, and I will be able to better analyze the situation in other companies, perhaps one day even in a company of my own.
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