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1. Introduction

The importance of quality process, the quality makes sure the products is in high class. Quality is important for the customers, when the customers are happy, they will come back to your service or product. The quality management helps the company to create products which is described by the customers. British Airlines are using Total quality management to meet the customers requirements and their needs. British airlines want their customers feel good while traveling with them. For them the customers are the most important. The total quality management helps the process of the organization. Total quality management will improve the productivity of the employees. British airlines are using some tools which I will explain.
Information system: This system helps British Airlines to focus on the consumers. 
Training and development: The company focus on the training and development, because they want to provide better customer satisfaction to the travellers. 
Survey:  The surveys is one of the best options to know customers wants and needs. You can see their feedback and you can improve your service. British Airlines use feedback to collect information from the passengers and the employees as well.

Setting quality standards: This is used to improve and increase the agreement and confidence of the passengers.Throught this method,the company is working globally in order to meet the long-term mission and vision of the company.
(Total Quality Management British Airways, 2023)
References
Total Quality Management British Airways, 2023. Total Quality Management British Airways. Issue https://desklib.com/document/total-quality-management-british-airways/.

In the first part of the report I will discuss the ompany context I will give brief introduction about the britush airlines the CRM problem,I will discuss the expected benefits to the company.I will wite down about the internal and external factors.Also I will discuss two of the CRM models after that I will look at model application and on the end of the report I will do my recommendation and conclusion.
2.Company Context:
British Airlines is a universal airline, which brings people together this company is more than 100 years old. For British airlines the most important thing is to serve the people. The company was formed in April 1974, this is the UK’s biggest international airline the British Airlines is flying to more than 160 countries around the whole world.
The CRM problem of British Airlines began after September 11th 2001, BA had to make extreme cost savings with external spend. This directed to major changes to their CRM environment.



(Britanica, 2023)
BA then chose to apply their Customer Data Warehouse (CDW), based on Oracle and codenamed “Oceanwave”. However, it took 2 years for the analytical teams to be able to use the information for campaigns and reporting. There were a number of issues with CDW, which can be summarised as follows:
- Complexity – They change the data structure, and it was completely different to the previous system, and it was not for analytical purpose. This change makes it very difficult to everyone to understand and waste a lot of time consuming to use.
- Query Response – To use customers data for analytical purposes. This makes queries slow and difficult also required to have advances programming skills to create SQL queries for the easiest generations.
- Performance - CDW was also being used as an operational data source for OCD (Operations Customer Database) which impacted analytical users
- Training – A lot of training was required for the SAS users, because they did not how to access and use the data.


- Data Quality – Everyone asks a lot of questions regard the data quality because no one understand how to used it.
(MYCUSTOMER, 2023)



 British Airlines had to make extreme cost savings after September 11th, 2001.They shut down the CMG operation in London with a short notice. They start replacement process with SAS to fill the gap for a few months.
After all these British airlines decide to implement Teradata CRM on ICW. They switch from CDW to ICW, and this was quicker and no stressful for some reasons:
- Natural Step – This step was no very good in terms of database.
- Simplicity 
- Performance 
- Data Quality – 
- Training – 
- Access to data - 
- Correct Tools – 
I will write down some of the customer’s online review:
12 hours before my sons school trip, they cancel the flight, they are all devastated, we have saved for him to go and Britain Airways do this. I'm furious at the school and there travel company, as everyone knows how beyond atrocious iBA are and they should have know better.BA your beyond atrocious, you are unprofessional, you mange to dissapoint at every level, takes some doing that, well done,
Worse flight ever experienced
The return flight to Heathrow from Cape Town was the worst travel experience I have had.The disgruntled unhelpful crew,the real "cattleclass "seats in economy class as well as the inedible food served which would not pass as animal fodder even..The people in charge of it's seat purchasing,food purchasing and training and hiring of this particular cabin crew ,should be fired. B.A. is a budget airline whose seats are overpriced and no value for money is recieved when you fly with them.I will use more favorable airlines in the future still,like AirFrance,KLM and Lufthansa who offer consistently a good value,pleasant flight experience on this route.

Date of experience: 13 March 2023
Bad Support and Rip Off on Ticket
25 minutes to get through then the line drops, then another 25 minutes. I wanted to cancel one leg of a flight from Washington to Heathrow. There system gave an error so we had to get technical support on then they told be $4,000 to cancel. Best bet just don't turn up. Astonishing !

Date of experience: 06 Mar
Bad Support and Rip Off on Ticket
25 minutes to get through then the line drops, then another 25 minutes. I wanted to cancel one leg of a flight from Washington to Heathrow. There system gave an error so we had to get technical support on then they told be $4,000 to cancel. Best bet just don't turn up. Astonishing!
The worst customer service
The worst customer service ! I’m really disappointed with BA! I needed to change a flight for a family member death and the BA customer service has messed up my booking and now I needed to provide a death certificate (which I don’t know when i will be able to get it ) to be able to change my booking. The name of the BA agent is Tanya . I will never again flight with BA .
Paid for seats and they’ve changed them
I paid for twin seats, but BA has changed them and refused to refund them. This is the 3rd time in the past year that this has happened to me. On a flight from Barbados, we lost the bassinet seats and had two babies on our lap. On the return flight, our other two children were…
Good service, great baggage allowance
Check in fast and smooth. Flight hassle free and arrived on time. Most importantly an easy to understand and generous baggage allowance. Unlike a cheaper alternative airline flying the same route which ended up being more expensive due to their devious baggage tactics.
Smooth trip
Coach class with BA to Barca at 6.10am. My status enabled lounge access which provided breakfast and drinks. We got priority boarding, we were able to choose seats on booking for a very convenient experience. We left on time, and landed early, great staff rounded it off

Nice flight but aircraft getting a bit tired.
We almost always fly BA when on our holiday travels and are rarely disappointed. On our recent trip to and from Florida we found the aircraft were getting a bit tired. Seats are very hard, the recline needed help from the flight attendant as they were almost impossibly stiff,

Excellent Customer Service
Excellent customer service today by a gentlemen on the phone called Keitumetsi. Initially I struggled but eventually I received the information and the response that I needed. Very happy. Look forward to talking to him again in the future. Vanuza Jardim Barbosa

Comfortable flights
Except for a small delay on the long haul leg, everything went fine and as expected. We had comfortable seats on all flights, tea and water was free on the short haul, Softdrinks and alcoholic drinks on the long haul.
Date of experience: 06 Mar


PESTLE ANALYSE
Political Factors Affecting British Airways
Every successful manager or leaser should see ahead of the arch if he wants the company to grow, every manager should know the impact of the government to his company. Many companies get affected by the change in government policies. Lately after the Russian aggression of Ukraine, Russia barred UK flight from using Russian territory in revenge to the permissions which were forced by the UK on Russia. The flights of British Airways in Russia stop, and this political situation cause a drop in the market share. Also, this increases the British Airways’ cost of operations because they can’t use Russian airspace, that’s why they must change their routes.
Economic Factors
When 2020 starts, there was Covid-19 pandemic and the cases in the UK increase very fast. To stop the spread of the virus, the government decide to do lockdowns. Because of Covid-19, the company experienced a lot of financial losses because there were no flights for a long period of time.
In COVID-19, British Airways lose £6.4 billion.This was not only because of Covid-19 this was because of the expensive fuel as well.When the fuel was cheaper ths increase the earning of British Airways by 65%.
[image: british-airways-pestle-analysis-social-factors]
Cultural Factors
Most of the company should keep an eye on the social factors. The company should know the clients needs and wants the company should know the changes in society and the upcoming trends.
One social factors is the people always look for cheaper flights, because people do not want to spend a lot of money of travel.
British Airlwys know this mindset that’s why they decided to reduce the legroom of its planes,and they make seats,to offer cheaper tickets to their clients.
British Airways finds out the customers do not have problem to pay for a snack during the flyight,because when you are travelling for a long period of time, you want to eat something and is not problem for you to spend money on food.
Technological Factors
The company used technology to collect feedback from the clients.The techolology usage will save the cost of data collection.The technology is one of the best tool to help the business grow,because we are living in the world where without technology you cannot live.The company is working on fuel-efficiency program.If this program is successful this will be breaktrought for the industry.This way the comapy can cut down the cost of fuel.The internet make everything more easy than before,throught the internrt British Airways used online transaction and promotions.
British Airlwauys have their websaites where you can book your flights and this increase costumers satsfactions and increase brand loyalty.
[image: british-airways-pestle-analysis-environmental]Photo by Tomek Baginski
Legal Factors
Every business to operates in society must abide by laws. The legal factors can have a big impact on the business.
The company isdepended to all country policies,including fairness,discrimination and disability.Any kind of violation there will be fines.
There is laws from the government but there is laws form the company .British Airways used to claim  that if flifgts were cancel they make a refund but in Covid-19 they did not make a refund to the costmers and because of this a lawsuit was filed against the airline.
Environmental Factors
British Airways is deemed a giant company in terms of revenue and employees. This is one of the best airlines in Britain. British Airways recognizes the problem with the global warming and is working on this problem. The company is the first one which is using the sustainable fuel and is in Jets, because they want to reduce the use of carbon emissions by 80%.
(PESTLE ANALYSE, 2023)

(Porters Five Forces of British Airlines)
Intensity of Existing Competition – High
There is a lot of competitors of British Airlines. They based on costs, price, customer service and productivity. A lot of airlines make offers to attract people. Some people prefer to travel with the cheapest airlines.
Barriers to Entry – High
The barriers to for British airlines are very high.
Threat of Substitutes – Low
The alternatives of air travel involve path and rail transport. 
That’s why is low,because to travel with car,but or train will take long period of time especially if the distance is long.
Bargaining Power of Suppliers – High
 Is hight because of the fuel and the fuel prices are very high.Without fuel,there will be not trvelling with the airlines,because of this the bargaining of suppliers is high
Bargaining Power of Buyers (Customers) – High


SWOT ANALYSE
Strengths of British Airlines
Safety
British airlines have only three accidents since the airline’s inception. There was two hijacking attempts and one fatal accident. The British airlines is in the top 20 safest airlines worldwide.

Sustainability
The company focus a lot to become sustainable brand.
They put money into importance areas and one of the ares is expanding their international network and improving the technology for the costumers and the employees as well.
British Airlines tried to stop using the carboon footprint and they plan to go zero carboon by 2050.
Brand Name
British Airlines have a positive brand image in Britain.They focus on tecnlology and customer experience.They also build custmer-firndly brand image.

International Routes
British airlines covers more than 70 others coutries.The company have flight In many countries they are offering flights for a popular tourist destinations.There is two flight operator airports this is Heatrow and London.

Partnerships
British Airlines has a lot of partnership which are beneficial for the company.
What are some of the weaknesses of British Airlines?
Rolls Royce Engine
The Rolls Royce Trent 1000 engine has generated many problems for the airline. 
Issues with HR
HR is important for every company. British Airlines faced some problems with human resources.

Revenue Heavily dependent on Local Market
[image: british-airways-swot-analysis-opportunities Logo British airways on a smartphone near modern laptop on red background]
What are some excellent opportunities for British Airlines?
Expansion of Services
To increased revenue growth the company can do a lot of services. They can start adding premium services this will attract businesspeople.
Technological Advancements
They have technological advancements the technology is very fast growing.
[image: british-airways-swot-analysis-brexit-threats BRITISH AIRWAYS logo against sky background, editorial 3D rendering]
What are some threats faced by the British Airlines?
The COVID-19 Pandemic
When Covid-19 heats the country the flifgts was the fist thing they stop.And this makes a lot of changes to the revenue of the businsss.Many people have been avoiding to trvel during this time ],because they was scared.

Competition in the Market
The increase in the competition has taken market share away from the airline and distributed it amongst other suppliers. 
Brexit
 Brexit affected a lot of economic uncertainty that has had significant impacts on British Airways. 
(SWOT ANALYSIS, 2023)

3.Model review:
I will critically review three CRM models the first one will be IDIC model and the second one will be QCI.
The IDIC Model was created by Peppers and Rogers at 2004.This model is teaching that the companies can take four actions to have closer relantionship with the customers.

· The first one is Identifying who the businesses clients and start to know them.
· Differentiating their clients in order to find which between them have most value now and which offer most for the future.
The difference will allow the business to implement the clients’ strategies which are designed to meet the customer’s needs.
Every customer is different, and everyone have different value to the business and their needs and wants are different from the enterprise.
· Matching to Peppers and Rogers (2004), the client difference task will require an enterprise in categorizing its clients by both their value to the firm and by what needs they have.
· Interacting with them to confirm that businesses know purchaser beliefs and their relationships with other suppliers or brands.
So, the business must improve the efficiency with the clients.
· Each following communication with a client will have place in the context.
·  Every conversation with a customer must pick up where the last one left off. Good customer interactions provide better understanding of customer’s needs.
·  Accepting the offer and ensure that customers expectation is met.
· To involve a customer in a relationship, a company needs to adapt its behaviour to satisfy the customer’s expressed needs.
This might entail “mass-customization a product or tailoring some aspect of its service” (Peppers, Rogers and Dorf, 1999).

[image: ]
(WikiMemories, 2023)

The Quality Competitiveness Index Model (QCI model of CRM)
The 	Quality Competitive Index Models are QCI are separate   experts who support blue chip businesses in managing customers.
[image: The QCI Customer Management Model]

 The QCI Customer Management Model 

This diagram above shows the customer management model. The centre of the model they do some activities which are need by the business to perform in perspective to acquire and retain customers.
This model also presents people presenting processes and using technology to assist in those activities.
The CRM Value Chain Model
This is a model which most of the businesses will follow when they are developing their CRM strategies.
This model was developed by IT, software, telecoms, financial services, retail, media, manufacturing, and construction.
This model is built from strong theoretical principles and the practical requirements of business.
[image: The CRM Value Chain]
(WikiMemories, 2023)

The Payne’s Five Forces Model
 The Payne’s Five forces model is finding out by Adrian Payne. This model is made of five processes at the Customer Relationship Management and the strategy development process the value creation process, the multichannel integration process, the performance assessment process, and the information management process.
 Those can be  sorted into strategic CRM, operational Customer Relationship Management CRM and analytical CRM.
[image: The Strategic Model for CRM]
          Strategic Model for CRM:
The strategy call Payne can be presented as a strategic model for Customer Relantionshp Mangemnet and this involve five standrts which are:Strategic Development, Value Creation, Multichannel Integration, Information Management, and Performance Assessment.
The Strategy Development process is affected with the business strategy from the organization and the customer strategy how to interact their customers.
There is Value Creation process, and they have main purpose of recognising the value of the organisation. There is Multichannel integration, and this include virtual and physical channels which the firm plans to interact with. The main thing is that the channel contact, the aim is to create an experience that is uniform and common.
The Information Management process is used of many different data and IT systems, back and front applications and analytical tools.It is thus necessary to access the visibility of the system so the need for performance assessment process set in and it is concerned at the strategic monitoring can be used to determine customer satisfaction and standards.
Various authors have proposed Customer Relationship Management CRM strategy framework.
Buttle (2001) provides a Customer Relationship Management CRM value chain that identifies a series of ‘primary stages’ highlighted above.
These are helpful as it considers implementation issues.


A lot of this outlines gives some useful vision.However, Payne and Frow (2005) argue that none appear to adopt an explicit cross-functional process-based conceptualization; they used an expert panel of executives with the extensive experience within the CRM and IT sectors to identify specific cross-functional processes.
Thus, both authors identify five CRM processes including: strategic development; value creation; multi-channel integration; information management; and performance assessment (figure. 2.7).

(WikiMemories, 2023)







4. Application of the models to British airlines CRM problem.

Application of IDIC MODEL to British airlines problem:
The IDIC Model is used to effectively manage individual customer relationships. The four tasks of creating and managing customer relationships are to identify/differentiate/interact/customize. These activities will help businesses cater/personalize their products/services according to customer’s preferences. This can help sustain a healthy and trustworthy two-way relationship between the buyer and seller.
The second aspect of the IDIC Model is to differentiate customers according to the value they bring to the firm. This would allow businesses to efficiently allocate resources to the customers that would bring the most profits in return. British  Airlines must retain their most valuable loyal customers. The third aspect of the IDIC Model is then to interact with the customers. Businesses should improve their interactions with their different customers to provide a good customer experience. For British Airlines to effectively deal with complaints, they allow their target customers to express their dissatisfactions through mediums such as email, fax and telephone. 
(UKESSAY, 2023)

5.Recommendations:
· British Airlines should develop a proper 1 to 1 CRM Scheme.
· Loyalty marketing should be suitable 1 to 1 CRM scheme to not lose the customers.
· They can upgrade the meals.
· They can improve their customers service.
· They can have options to have refund where there is delay on the flights.

Another recommendation would be to adopt an IVR System (Interactive Voice Response). IVR allows customers to communicate with the company’s host system by telephone keypad/speech recognition, after discovering the nature of their complaints following their dialogues. Since British  Airlines has a bad reputation for ignoring customer complaints on its telephone line, an IVR system should be implemented. This will not only help United Airlines reduce labour costs, and will also deal with customer complaints in a more efficient manner. A case in point is US Airways, which is the first in the domestic airline industry to launch a new IVR system to provide better services and seamless flight connections to destinations worldwide. (US Airways, 2013). It not only provides personalized travel experience which is fast and friendly, it also helps solve customer complaints/requests such as upgrade status, flight information and account details about Dividend Miles. Besides, the new IVR system has considerably shortened the call times. United Airlines can view this technological investment as a retention and acquisition strategy and over time the benefits reaped can more than outweigh the huge investment outlay.

6.Conclusion:
 In this report you can find information about the importance of quality processes and the CRM effort of the British Airlines the potential bottom-line benefits of the customer experience. After I wrote down the Company context, I give brief description of British airlines and the company CRM problem I write down the Pestle and SWOT analysis and the internal and external factors. After all this I did my critical review of two CRM models, and I did my analysis of the CRM model to the end of the report I did my recommendation and conclusion.
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