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1.0 [bookmark: _Toc476132182][bookmark: _Toc34247324]Project Justification
The goal of this project is to analyse the Swansea based Quadrant shopping Centre and then explore how the Quadrant can strengthen its customer relationships and can be strengthened by attracting more customers and providing a better retail experience.
[bookmark: _Toc476132183][bookmark: _Toc34247325]1.1 Aims and objectives
This study aims to increase the Quadrant's popularity by providing a better retail experience but also developing an effective customer relationship among the quadrant and the clienteles. When briefly looking into the Quadrant, it shows that retail shopping is not as popular as it used to be, therefore this could put a strain on the profits. The company needs to find initiative ways to gain customers and sales because by doing this the Quadrant will gain popularity and they will, therefore, build strong relationships with customers because it’s important to build relationships as it can lead to loyal clientele and positive opinions and increased sales.
The objective of this project is to identify the current barriers on the Quadrant and how to improve them by using many different methods to make the Quadrant popular therefore gaining profit but also shaping relationships with customers. After the project proposal has been accomplished, the new method could take place within the company so the Quadrant can provide project planning procedures which can be expressed to permit the application of original initiatives.
[bookmark: _Toc476132184][bookmark: _Toc34247326]1.2 Literature review
Retail is an important feature when it comes to goods and customer services. In a retail company, the customer is a significant fragment. The best customer service is how shopping centres attract loyal customers. Devoted customers are very important to a shopping centre because shoppers are the backbone of a retail centre because they allow the company to thrive (Tšernov, 2020).
Shopping centres can deliver the greatest shopping experiences, for example, social meetings, product promotions. Shopping centres can be accommodating as all the requirements are in one building. Shopping centres tend to be a main tourist attraction (Evans, 2018).
Moth (2018) states that customer relationships are more significant when linked to shopping centres and retail shops, Customers think customer service is a very significant subject for shopping centres to concentrate on. It is suggested that three-quarters of customers would indorse a shopping centre focussed on excellent customer experience. 
[bookmark: _Toc34169184][bookmark: _Toc34169313][bookmark: _Toc34246249][bookmark: _Toc34247327]An article called “RETAIL LIFT FOR SWANSEA CITY CENTRE” released in 2015 by the insider media limited, this article states that the Quadrant sales rose by 4.5% in June 2015 compared to how they did in June 2014, these sales beat the UK figure by 2.7% during the same month. In May their sales increased by a substantial amount, this was because many tourists visited the city as many events were on such as the Swansea half marathon and also Swansea festival. Theses statistics show that consumer confidence is building which was great for the shopping centre as this could have led to new investments (Insider Media Limited, 2015).
An article published in 2019 by Business Live Written by Sion Barry, the article states that Wales shopping centres were the worst performers out of the UK, when it came to retail, they fell by 5.2% in the number of consumers they lost. Springboard marketing a company that gathers up figures for all shopping centres in wales believes that the drop of 5.2% was the worst result they have ever seen for Wales. The quadrant Swansea reacted to these figures by giving an advisory reminder to all to the city centre employees to help them use their initiative to attract consumers to the shopping centre (Barry, 2019)
This is a difficult time for shopping centres and retail shops because of the drop in sales in Wales. Since these figures dropped shopping centres such as Cardiff, have now started hosting events to attract a wide range of clients. (St David’s Cardiff, 2020).
Harby (2018) states that almost 200 UK shopping centres are in crisis. Retailers within many shopping centres are in crisis especially in very small towns. Nelson Beckley an analyst states that the rise of online shopping is now causing a downward spiral for shopping centres (Fruen, 2018). Because of closures for popular retail stores as they may not be gaining enough profit are more likely to put strain on a shopping centre, they may be located in. A shopping arcade located in Northwich lost out on retail stores, therefore, meaning the shopping centre became less popular which then caused the shopping arcade to close down (Pinnock, 2018).
Since more customers turn to online sources to buy products as they are now offered free next day delivery, it is more convenient for them. Shopping centres now need to work hard to offer online experiences and provide sensory experiences to customers (Nash, 2018). 
New technological innovations have been implemented in stores such as Zara at Westfield's  Stratford Shopping Centre. The store no longer has clothing bars, as the store provides payment by smartphone and pick up points with robotic arms. This Zara is even tailored with mirrors that sense and recognise the clothes that are kept by the clienteles, which help to digitally assemble the outfit (Nash, 2018).
As online shopping has become popular the online website miss guided got introduced to Westfield shopping centre the store introduced monitors that displayed customer-generated content (Nash, 2018).
Shopping centres have now introduced click and collect to customers to meet the rising expectations (Nazir, 2019). There are various reasons why consumers may use click and collect such as it may be cheaper than home delivery.
Home deliveries may be costly. Occasionally delivery may cost more than actual the item the customer may want to order. This pushes customers to leave their shopping carts to visit their retailers or just shop offline (Tsoneva, 2016).
As shopping centres such as Westfield have implemented technology within their organisation the Quadrant Swansea should think about using these examples within their organisation to strive.

[bookmark: _Toc34247328]1.2 Rational 
The fundamental reason for this project is to improve the Quadrant. The quadrant shopping centre is based in Swansea, the shopping centre opened its doors to the public in 1979. The centre is currently owned by LaSalle Investment Management (Quadrant Shopping, 2020). It is necessary to improve the quadrant as currently, retail shopping is not as popular as it used to be as everything is accessible online (Ward, 2019). Currently, the online world is taking over when it comes to retail shopping everything can be done through a computer, mobile and many other appliances. Because of online shopping it is slowly taking over physical shopping (Morley, 2018). Statics show that 57% of consumers liked to use online shopping to purchase items but another 31% preferred to physically go to a shop to purchase items and then additionally 12% of consumers liked online and physically buy things (Bedgood, 2019).
The Quadrant needs to think of creative ways to make physical shopping more enjoyable as online shopping is taking over, an idea that could improve the Quadrant is introducing new shops. Since the Quadrant may not be as busy anymore this means it puts a strain on their financial profits therefore meaning in later years the Quadrant could close down. The shopping centre should also build a relationship with clientele because this can build customer loyalty (Fontanella, 2020). thus, meaning competitors may find it difficult to compete against the Quadrant as they have gained loyal customers. These factors may be very important in helping and can also help the performance of the Quadrant.
[bookmark: _Toc476132186][bookmark: _Toc34247329]2.0 Business case and project approach
The Quadrant is a shopping centre located in Swansea. The shopping centre provides the following:
· Retails Shops
· Food stores: Cafes
The Quadrant has been open since 1979 to the public, the shopping centre is currently managed by LaSalle Investment Management (Quadrant Shopping, 2020). There are many people currently working within the Quadrant such as:
· Quadrant Mangers
· Deputy Managers
· Marketing Managers
· Administrators
· Retail shops ( Managers, Sales assistants)
· Security Guards
The Quadrant can use change models such as Lewin's Change Management Model (1940).
[image: Image result for lewin's change model]
                            Figure 2.0.1 Lewins Change Management Model (1940)
This model is the development of change contains generating the insight that a change is required, then moving towards the innovative, wanted level of behaviour and lastly, solidifying that changed behaviour as the norm (Hartzell, 2020).
This model will benefit the Quadrant, unfreeze helps companies decide what changes are needed and also ensure that they have the support of all co-workers.
Change is crucial, as this segment of the model depends on contact without the Quadrant's communication with employees and customers and will not be able to achieve the target and attract more consumers.
Refreeze is the final step on how to build ways to manage progress and to provide support and training and to be satisfied with what they have accomplished. This is a key element of the Quadrant cause after the transition has been made, it is crucial for customers and employees to feel comfortable in the new environment.
[bookmark: _Toc476132187][bookmark: _Toc34247330]2.1 Potential issues
These project requirements are to efficiently engage with the Quadrant on how the shopping centre can increase its client relationships and can be supported by enticing more customers and delivering a better retail experience.
The barriers that may deter potential customers may be that they are not heavily influenced by the changes taking place in the Quadrant, therefore, meaning they are less likely to visit the shopping centre or take advantage of the changes made.
Consequently, there may be no budget provisions for the Quadrant, meaning that the Quadrant may have to rely on LaSalle Investment Management, meaning that the management of the company may not support these improvements, which means that the   Quadrant would not improve customer relations or provide the consumer with improved retail experience.
[bookmark: _Toc476132188][bookmark: _Toc34247331]2.2 Potential benefits
The potential benefit may be that the company has gained better customer relations. Customer Relations would benefit the Quadrant as it builds relationships with their customers which then creates loyalty and customer retention.
Subsequently, customer loyalty and income are assets that influence a company's income (Kulpa, 2017). customer relations are a management approach that causes improved profits for the Quadrant. For a shopper to have an excellent experience, it’s important to ensure that the time spent in the Quadrant is productive. the main objective is to ensure that consumers have a successful retail experience that is conducted out helpfully and efficiently.
By attracting customers to the quadrant, this will give them new customers the opportunity to visit the centre, which is good because it will increase the reputation of the quadrant, ensuring that more people can frequent the shopping centre, which will boost profits.
[bookmark: _Toc476132189][bookmark: _Toc34247332]3.0 Methodology
Primary research and secondary research will need to be undertaken to make sure that the right data are used to provide an accurate view of the organisation and also what aspects need to be examined and improved. Research refers to “The purpose of research is to discover answers to questions through application of scientific procedures” (Kothari, 2004)
[bookmark: _Toc34247333]3.1 Primary Research
Primary research is knowledge obtained by self-directed study methods (McCrocklin, 2018). The first section of primary research is to contact the Quadrant and request for their figures to see the difference over the years from 5 years to the present. The second part will consist of a questionnaire.
The questionnaires will be conducted to the members of the public to gain their opinions on the Quadrant, and to see their positive and negative views upon the shopping centre which will help gather information on what to improve inside the Quadrant. 
The questionnaires will be sent to the members of the public to collect their opinions on the Quadrant and to see their positive and negative views on the shopping centre, which will help to gather information on what needs to be significantly improved within the      Quadrant.
[bookmark: _Toc34247334]3.2 Secondary research
The secondary study is knowledge obtained from previously conducted studies (McCrocklin, 2018). The secondary research carried out will be gathering information about their current website, what functions it has and how they are used. It will also look at other agencies' websites to see how they compare and what types of systems online they have in place. Finally, it will use internet sources to look at any relevant literature/theories that can be used in the report. 
The secondary analysis would collect information from the current website, what capabilities they provide and how they are used. The research will look into various shopping centres to see what they do uphold customer relations and also how they attracted customers and provided a better shopping experience. Lastly, it will look into online sources such as related literature available and also theories that may be used.
[bookmark: _Toc476132192][bookmark: _Toc34247335]4.0 Project team: Resources
Consultants give guidance and knowledge to organisations to help clients boost their company performance and also producing creative ideas (Malling, 2004). The project group will be comprised of a consultant that will be involved in the development of conducting the entire research procedure. The consultant is pursuing a qualification in business and human resources; thus, the credentials enable them to participate efficiently in the study. The consultant will need to complete an ethics form if primary research is carried out.  
The consultant will provide time for initial research, ideas and project suggestions at no expense and the consultant will not only provide feedback on the plan but also develop a development plan with feedback sources, together with key connections and staff training for the future as a result.
[bookmark: _Toc476132194][bookmark: _Toc34247336]4.1 Costs
The costs associated with the analysis are not considered. This is because the research will be secondary and will therefore not include motions, connections to participants or other services that may require funding. If the project is continued, then there will be costs such as resources for events and new initiatives.
[bookmark: _Toc476132193][bookmark: _Toc34247337]4.2 Management communication strategy 
Communication will be key during this project. The project should concentrate on consistent methods to improve the chances of meeting the intended audience. Email correspondence is preferred via official company addresses, which could enable us to effectively communicate with both the respective organisational members. 
[bookmark: _Toc476132195][bookmark: _Toc34247338]5.0 project plan
This project intends to consultant a shopping centre based in Swansea on how they can build better customer relationships and attract more customers to the Quadrant and a better retail experience. The proposal for this project will be delivered on the 28th of February 2020. The project will include primary and secondary research this will need to be completed for the final project on the 8th of May 2020.
Secondary research will be carried out to gain background information on the Quadrant and search for literature that can be used for primary research later in the project. Primary research that will be conducted is contacting the Quadrant to retrieve figures on how they have done in their recent years. Then a questionnaire will be published the public for them to answer on what the perception of the quadrant and if they think they need to work on things from the results gather this can be used within the report. This project will need to be timed therefore there will be no delays.
The report will cover a SWOT analysis within this project and a PESTLE analysis, these models will show what needs to be changed and how this project will help the Quadrant.
The project will include models that will be used on how to improve the situation with the organisation. A review of the key conclusions will then be compiled, and the reports and suggestions will be established. Ultimately, the proposal will be introduced to the Quadrant to see whether the proposed changes will be approved.
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