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Introduction              

In this module I will be analysing the organization Pret a Manger. The aim of this module is to look at their customers service and the importance of it, I will be talking about the expectations of the company’s customer relations. I will also be analysing how customers develop loyal relationship. I will be critically analysing about the JIT method, 7 P’s of Marketing and the Geek Method and how Pret A Manger use these methods in their management system. 
I will also be critically analysing the case study of Pret A Manger sandwich which caused the death of the 15 year old girl because their sandwich contained sesame seeds and there was no labelling in the packaging to say the sandwich contained sesame seeds. I will talk about what went wrong and how they could have prevented from causing a death.
Pret A Manger was founded by two college friends, Julian Metcalf and Sinclair Beecham. They came up with a concept to serve natural food because they were sick from eating processed food. They has a vision to supply simple delicious, fresh, and preservative-free food served by friendly and welcoming staff. Their first store was opened 75B Victoria Street, the company had had a good growth since and now have over 190 stores across UK, US and Hong Kong (Pret A Manger, 2019)
Pret a Manger’s Mission and vision was to hire people who could make sandwiches and who are passionate, they wanted to give their customers natural handmade food, they made sure there was no additives and preservatives were added in their food unlike other fast food chain stores in the market. By doing so they wanted to show their customers that their values, culture and ethics was to be natural rather than different in the market. This showed that their marketing strategy is to be healthy and shows that they want to build a good customer relationship with their customers.
In 1995 Julian Metcalf and Sinclair Beecham set a Pret foundation Trust, this trust was set up to help alleviate poverty in the UK (Pret A Manger, 2019). This shows that’s they have a value and belief in what they do, they feel that they are able to change the world with their vision.  Pret A Manger have a belief that they can succeed without advertising as long as they provide healthy food to their consumers, they believe in their product and this has worked magic for its branding.

Case Study of Pret a Manger label error
“In July 2016, Natasha, who was extremely allergic to sesame, bought an artichoke, olive and tapenade baguette from a Pret store at Heathrow airport. It did not have any allergen advice on its wrapper because, as it was made on the premises, it was not required by law (Guardian & Doward, 2018)”.

What is CRM
CRM is Customer Relationship Management, it is a technology used by organizations to manage interaction with their customers and potential customers, A CRM system helps organisations improve their customer service and build customer relationship. CRM also helps in increasing their sales and company profitability.  Many organisations use a CRM Software tool for contact management, productivity and sales management (Salesforce, 2019).
A CRM software tool records the organisations customer information and stores personal details of the client’s information, this helps the company keep in touch with their client. They are able to keep record of the customers need so you are able to understand what your customer needs are, therefore this enables organisation to meet their customer requirements. This tool helps you build a better relationship with your customer, so you are able to build a long-term relationship with your customer (Salesforce, 2019).
CRM System
It is very important for an organisation to have a CRM system, without a CRM System details of your customers can get missing or simply forgotten. You might forget that you have a meeting or follow up a phone call as promised to the customer. if there was an individual holding access to key customer information were to leave, then they will be carrying all the information with them and you will have no access to it (Salesforce, 2019).
What are the key features of a CRM system? 
  
Contact management 
  
This will give you easy and updated access to all the new information about your customers.

Lead management 

The system will enable organisations to track tasks and targets.
  
Sales forecasting 
  
Sales Managers can use this system to manage and motivate their team through this. It will allow mangers to keep a track of the sales target and have a more accurate and better understanding.
 
Instant messaging between employees 
Instant messaging between co-worker works better in a work place. This process is quicker and saves time in a workplace. Time is saved between co-workers and mangers.
  
  
Email tracking with Outlook and Gmail 

By syncing email clients with the CRM system, it allows businesspeople to gain access to a much clearer image of their customers without the hassle of having to log in and out of different systems or services. They can view contacts and calendars from every device and emails can be created and managed in a single workflow

File and content sharing 
 
Co-workers and Team members are able to upload information to a central location. This an easily be shared will all co-workers.

Importance of customer service
Customer service is one of the most important aspect of a successful business in the food industry. If there is a bad customer service this will make the customer feel very uncomfortable in a restaurant. It is very important to provide a good customer service to the customers as this will bring back the customers.  A good atmosphere in a business is a key success to bringing back customers, however if the atmosphere is bad in a restaurant this will drive customers away (Sungkunlee, 2013)
“There is a common saying in the restaurant industry that states people will come for the food but will come back again for the service (Sungkunlee, 2013)”.
Restaurateurs in food industry should have a desire to deliver excellent customer service, more than food it is usually the service customers come back for (Wranx, 2015)
One of the hardest challenges a food industry face is how reliable and valuable their employees are. A lot of their business will depend on the service their employees provide. Staff will be taking order, wait on table and will have to be available to assist diners. This is where most restaurants face a lot of challenges (Wranx, 2015).
To over come the challenges employers should provide the following:
· Training should be given to all the staff for superior customer service
· Implement training that works for your business
· Motivation should be given to all the employees
· Employers should aim to hire permanent employees, this will motivate employees to put more effort into their work 
· Talk to your employees how important customer service is for your business
· Involve your employees to come up with new ideas for your restaurant and present them to your clients 
“Providing excellent customer service in the food industry should not just be in the interest of your cash flow, it also has the potential to create good vibes and positive attitudes among your workforce. This is perhaps the best way you can convince and win over your staff to do everything in their power to serve the customer (Wranx, 2015)”.
It is very important to provide the right customer service in the food industry and therefore it is equally important to implement the right method of training to your employees. The following are some teaching method should be given to staff to provide great customer service.
· Friendly greetings – first impressions are very important and very crucial. You should teach your staff about your companies value, culture and ethics.
· Educating customers – Train your employees how to answer any questions your customer may have. Your employees should inform customers of any special dishes you have or any special discount available. They should have knowledge in answering any information about allergies. This is all a part of the dining experience provide by consumers.
· The power of smiling – a smile can go a long way, it is amazing how much of an impact a smile can leave on your customers. A smile and a friendly approach will be result of a bigger tip, its is also a good reason for customers to return.
· Being grateful – if your staff show that they are grateful for their custom, they should show that they a grateful to be serving this interaction will be remembered by the customer and this could also be a good reason for the customer to return for your service.
Managing Customer Expectations
Customer will always have expectations, however you may be surprised that it is possible to meet and manage their expectations and have a satisfied customer. If a customer makes a difficult request, be polite and handle the situation. Tell your customer about your rules and policies and reason with them. The best way to resolve a problem is to be open and honest and transparent with you customer (McGovern, 2017). 

How Pret A Manger Manage their customer complaints
When a customer complained on twitter about the taste of a crayfish and avocado flatbread sandwich. The customer was not satisfied with the taste.  Pret A manger took the opportunity to handle this situation in a hilarious way and managed to offer a solution to their customer by offering a free sandwich. This trick worked and they managed to get their customer back (Gioglio, 2016)
“In an interview with the Daily Mail, a spokesperson for Pret a Manger said, “Having fun with our customers is a big part of what makes us tick—both in our shops and on social media (Gioglio, 2016)”
Social media is very powerful, a negative review can really tarnish your branding, here what Pret A Manger actually done is turn the negative feedback into a positive outcome, they have managed to engage with customer and dealt with the matter straightaway. Pret A Manger social media customer service took the matter in hand and dealt with the complaint promptly.
When it comes to customer service, this is a brilliant moment for the way Pret A Manger handled the whole situation. They could have taken their time to deal with the matter but instead their customer service team took the opportunity to show the values culture and ethics of their organization (Gioglio, 2016).

This is precisely why we need to shine a spotlight on these moments. Organizations should study these case studies as this give us opportunities to educate us on the power of social media to facilitate customer experiences and shows how important branding is. 
Factors that influence the customer satisfaction are:
· Product quality
· Service quality
· Price
· Specific product or service failure
· Perception of equality or fairness
· Consumers, family member and co-workers
· Personal factors
· Situation factors
· 
“Although customer experience and customer satisfaction are not exactly the same, they are intimately related:
· 1) The combination of a series of customer experiences influences overall the customer satisfaction and
· 2) Customer satisfaction scores can help you recognize whether you are delivering a truly seamless customer experience.
· Both are essential for revenue growth (Zoovu.com, 2017)”.
 “Pret a Manger Tops Consumer Polls as the UK’s Healthiest, Fastest and Quality Food Outlet. The Composite Loyalty Index clearly marks hot competition between six brands in the sandwich, chicken, Italian and pizza categories. Bella Italia, Nando’s, PizzaExpress, Pret A Manger, and Frankie and Benny’s are nearly tied in ability to deliver high satisfying experiences that result in high recommendation ratings (Market Force Information, 2015)”.   
[image: https://www.marketforce.com/sites/default/files/rest%20-%20qsr%20-%20pr2%20-%20uk1%20-%20201502.png]



Supply chain management (SCM)
Supply chain management is management of system that fits all, it is a flow of good and services which transforms raw material into the final product (Hayes, 2019).  Supply chain management delivers to CRM and it is CRM’s job to deliver to the customers.
SCM controls the links to the production, shipment and distribution of the product. Organizations can reduce cost and cut out unnecessary expenses by keeping a control internal inventories sales and distribution and the company inventories (Hayes, 2019).
There are five parts of the Supply chain manager
· The plan or strategy
· The source (of raw materials or services)
· Manufacturing (focused on productivity and efficiency)
· Delivery and logistics
· The return system (for defective or unwanted products)


Role of Supply Chain Management (SCM)
If you customer wants something different you need supply chain management to deliver services of your product. Your organisation should have the ability to respond to customer are one of the basic promises for SCM. 
Supply chain management for Pret a Manger 
Inbound logistics 
Pret a Manger supply materials to coffee shops, they expect most of their coffee to be used by the end of the day therefore they don’t have an expiry date. This policy has a direct effect on their inbound logistic activities.

Operations 
The level of training given to their staff serving their customers is one of the most important operations elements provided by the senior management.
Outbound logistics 
Since 2012, they have opened 20 new shops in UK and which introduced organic growth Strategy. They are also planning to expand this further by 2014.
 Marketing and sales 
Preta a Manger’s main marketing strategy is to advertise through media and through advertising on social media. They provide free internet access to all their customers, this is a very effective marketing move to draw customers in.
Service 
This is a very important strategy used by the value chain and is appreciated by the management. Pret a Manger believe on high quality of service and this is one of their main strategy which sets them apart from their competitors. Pret a Manger have granted authority for their sales assistants to make decisions, they are able to give some regular customers free food and drinks.
Human resources management
HR is of the most critical aspect of the organisations support system.
“One of the unique elements of Pret a Manger HR practices relates to the fact that employee recruitment and selection process involves voting of employees about selection of a new member of staff after a spending a day with a team (Dudovskiy , 2014)”.
Technology development 
With the increasing demand of technology, Pret a Manger management is reducing the cost of technology by taking full advantage of operational cost.
Pret a Manger should take advantage of technology and add loyalty card to their customer management system. This will increase customer loyalty and generate further revenues. A loyalty card scheme will be an very effective tool to help them get the right valuable information what their customers’ needs are.
[image: https://research-methodology.net/wp-content/uploads/2014/11/Pret-A-Manger-Value-Chain-Analysis.png]

E-commerce
E-commerce is buying and selling goods, transactions conducted electronically.  It where you do business online without meeting face to face. Business transaction are conducted through business to business, business to consumers and consumers to business (Rouse, 2019) you can do business transactions from anywhere in the world electronically.
E-commerce is the future it replaced a lot of old fashion was of doing business. E-commerce is very good for developing countries, good for young people and for small businesses. It would be the future for young people as young people are drawn towards it.
Technology has changed and E-commerce has now become a trend. All business should look for opportunities to implement E-commerce into their business. Small Businesses should look for niche market, they should focus on smaller market and quality.

Types of e-commerce
“1. Business to consumer (B2C) – Transactions happen between businesses and consumers. In B2C ecommerce, businesses are the ones selling products or services to end-users (i.e. consumers).
Online retail typically works on a B2C model. Retailers with online stores such as Walmart, Macy’s, and IKEA are all examples of businesses that engage in B2C ecommerce.
2. Business to business (B2B) – As its name states, B2B ecommerce pertains to transactions conducted between two businesses. Any company whose customers are other businesses operate on a B2B model. 
Examples include Xero, an online accounting software for small businesses, ADP, a payroll processing company, and Square, a payments solution for SMBs.
3. Consumer to business (C2B) – Consumer to business ecommerce happens when a consumer sells or contributes monetary value to a business. Many crowdsourcing campaigns fall under C2B ecommerce. 
Soma, a business that sells eco-friendly water filters is one example of a company that engaged in B2C ecommerce. Back in 2012, Soma launched a Kickstarter campaign to fund the manufacturing of their product. The project was successful, and Soma went on to raise $147,444.
4. Consumer to consumer (C2C) – As you might have guessed, C2C ecommerce happens when something is bought and sold between two consumers. C2C commonly takes place on online marketplaces such as eBay, in which one individual sells a product or service to another.
5. Government to business (G2B) – G2C transactions take place when a company pays for government goods, services, or fees online. Examples could be a business paying for taxes using the Internet. 
6. Business to government (B2G) – When a government entity uses the Internet to purchases goods or services from a business, the transaction may fall under B2G ecommerce. Let’s say a city or town hires a web design firm to update its website. This type of deal may be considered a form of B2G.
7. Consumer to government (G2C) – Consumers can also engage in B2C ecommerce. People paying for traffic tickets or paying for their car registration renewals online may fall under this category (Ecommerce Guides, 2019)”.
Advantage of  E-commerce
· Availability – E-commerce is available 24x7, it allows you to access from anywhere in the world.
· Faster online search and buying procedure
· Global Reach there is no limitation to t reach customer, available worldwide for business
· Lower business set up cost and better service quality provided
· Customers are able to easily select their product from different sellers without going out
· Perfect logistic system and perfect payment system
Disadvantages of Ecommerce
· Anyone can start a business, this creates room for people to set up bad sites which frauds people of their money
· Bad for small businesses as people will look for bargains online
· Quality of product cannot be guaranteed
· There is very little interaction between seller and consumer, there very little change of customer and seller interaction
· Opportunities arise for hackers

Just in Time inventory management (JIT)
Just In time is a inventory management system. This system is used management of stock, this allows you to manage you stock rather than keeping it all in one storage. Instead of storing your stock, you suppliers will send you the stock as you need it, so there is no need for your organisation to carry large inventory in a single shipment (Barlow, 2015).
[bookmark: _Hlk18090668]Advantages of JIT
Most organizations like to use JIT as this is most cost-effective way of holding stock. It main purpose is to minimise the amount of stock you store in one time. Jit has many advantages and they are:
Less space Required: if your company has a faster turnaround of goods then you will not need a warehouse for storage. This will reduce the cost that is needed to rent warehouse for storage. This will allow you to free funds which can be used for other company expenses.

Waste reduction: A faster turnaround of stocks will reduce your company’s goods from damage, this will reduce waste and save you company money and will stop you from replacing damaged stock or unused out of date stock.
Smaller investments: this method is I deal for small business what do not have the funding’s to buy large amount of stock in one time. This also helps companies maintain a good cash flow. 
Disadvantages of JIT
As with everything JIT also comes with a number of potential risks and disadvantages and this can have a significant impact on any Organisations. Here are the disadvantages od JIT.
Risk of running out of stock: This could be a major problem id you are not caring enough stock, if a correct procedure and stock count not done this could quickly become a big problem. With JIT it means you become sole dependant on your suppliers, therefor it is important you keep a good relationship with your suppliers on a regular basis. You must also have other options open in case your supplier goes out of business therefore it might be a good idea to have more than one supplier.
Lack of control over time frame: to rely on supplier’s timeline can put your business at risk, as if you don’t deliver to your customers on time then your customer will go elsewhere this will incur a business loss
More planning required: Companies should understand their sales in very close details, therefore you will need to plan of how much stock you will need. You must ensure that your suppliers are able to fulfil your demand on your peak sales season.
What are the 7 P’s of marketing
“The 7Ps model was originally devised by E. Jerome McCarthy and published in 1960 in his book Basic Marketing. A Managerial Approach (Smart Insight, 2019)”. 
These are the 7 P’s of marketing for Pret A Manger:
Product: High quality food is delivered through their high-quality service. Pret a Mangers ingredients are BM free and ethically sourced. Their food is freshly made on a daily basis in their stores. Their service is of very high standard with happy employees.
Price: Pret a Manger makes sure their pricing benefits their customers and their price is based on their value pricing.
[bookmark: _GoBack]Place: most of their stores are located in train stations, shopping centres and business centres. They also provide delivery services to their business customers.
Promotion: Their advertising relies on word of mouth, and good customer service they spend very little on advertising.
People: They have a very well-trained recruitment process, they carefully select their candidates. Candidates must show a great interest in their core value which are passion, clear talking and team work. They have granted their employees to offer free coffee to their customers on their own initiative. They have a reward scheme for their employees, they pay them above average, respect their employees & offer bonuses through mystery shopper feedback.
Process: their service level in stores are very standardised, buzzing atmosphere. All customers should get the same level of service in every store.
Physical: Pret a Manger Have a very nice décor in all their stores. They have a system for customer feed back and all mystery shoppers should receive consistant standard of service.
[image: https://www.smartinsights.com/wp-content/uploads/2014/03/The-7Ps-Marketing-Mix.png]

Conclusion  
From the research conducted the incident that occurred that resulted in death of a 15-year old customer, this goes to show how important it is to label food product with the correct allergens to prevent such devastating incident. This shows that Pret a Manger failed in many ways in reaching their customers’ needs, the organisation failed to alert its customers about the fatal allergens and show warnings that its signs we inadequate. Pret a Manger clearly failed to show the full ingredients of on their product this was a catastrophic labelling error which caused an death of a 15 year old girl.
Although it is not legally required to label food product, Pret a mangers CRM system failed in many ways with this incident, prior to the death of this girl there were other customers who phoned and complained about the labelling, Pret a Mangers customer relation management team failed to follow the complaints correctly. Had they followed the correct regulations then this death could have been prevented.

A lesson has been learnt from this devastation by Pret a Manger and other organisations who also failed to show labelling on their product. This incident has made the government call for as review on food labelling.  
The boss of Pret a Manger has taken action and generated the biggest change on their companies policies in their 30 year history. This clearly shows that a big lesson has been learnt for them and consumers. This has also been a lesson learnt for customers who have any kind of allergy, they will now be more careful to eat product that are not labelled. The Apology of Pret CEO Schlee and hes promise to make changes in their policy saved the company from damaging their reputation.
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