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INTRODUCTION
LONDON UNDERGROUND (LU/TFL)

The organisation I have chosen to write my academic report about, is my workplace London Underground a part of Transport for London (TFL)  Network Operations. London Underground is the world’s first underground railway was built in 1863, London Underground is also better known as the Tube by generations of Londoners.
	London Underground has eleven  lines on its network, these lines include the followings Central line, Circle line, District line, Hammersmith & City line,  Jubilee line, Metropolitan line, Northern line, Piccadilly line, Victoria line and Waterloo & City line (tfl.gov.uk). All the above  London Underground lines network is covering 420km serving 270 train stations. The London Underground Tube network transport five million passengers’  journey in London at its peak times especially in rush hours in the morning when  many people goes to work, and in the evening when many finishes works.
Furthermore, London Underground has more than 543 Trains in its operation in London running the eleven-line Tube service network which includes the train stations and control centres making sure the Tube Service is safe and secure all-round the network. London Underground my work place  use technology and data to make all our customers journey easier these  technology are  Oyster card payment system,  contactless card  payment  system,  TFL app, these new  technology has helped London underground my work place more efficient regarding collecting and protecting fare revenue in a smart way.
	London Underground is a multi-billion-pound organisation that has programme in its operation strategy to make new tube trains, and service more reliable, frequent and accessible to our customers. Signalling and track rebuilding are some of the complex issues that we sometime hurts  tube service operation that always cause delay on the tube network (www.tfl.gov.uk).

	THE KEY MARKETING THEORIES THAT WILL UNDERPIN MY REPORT


· PESTEL Analysis
· SWOT Analysis
· Maslow’s  Hierarchy of Needs (1943)
· Adoption Model /AIDA
· Hofacker Model
· Porter’s   Five   Forces 


PESTEL ANALYSIS: Is a  framework or tool used to analyse and monitor the external  environmental factors which have an impact on an organisation. 
The result of which is used to identify threats and weaknesses that are Internal factors of organisation  while strengths  and  opportunity will be the External factors they are used as SWOT analysis .
 SWOT ANALYSIS:  Is a tool use by organisation to analyse Internal  and External factors such as strengths and weaknesses  as Internal factors,  Opportunities and  Threats as External factors, these are  organisation strategy  to improve business operation to make  business  success story.  SWOT analysis is a tool used for  strategic planning and strategic management in organisations. www.blogs.shu.ac.uk .

S -Strengths
w- weaknesses
O -  Opportunities
T – Threats 


INTERNAL FACTORS: Such as Strength and Weakness will help TFL/LU my organisation to analyse its business by identifying what advantage we  have than our competitors, also  to know  who are our competitors in the market ,  to  know what  we do better than our competitors. What does other  people  in our industry see as our  strength, what do we do better than anyone else in the same industry. Now with the ongoing COVID -19 Situation we must follow the government safety guidelines to keep ourselves and our customers safe by putting all the  necessary and important safety signs in the stations and trains on our network.
	 However, Internal factors also include Transport for London /London Underground (TFL/LU) organisation business  strategy  and  analysis to know what we need to improve on in our my organisation  London Underground and also to look into what do our competitors  are doing better than us, and to identify what TFL/LU  my organisation could be doing wrong that need change to improve them as organisational  growth strategy and to make our customers happy to continue to use our transport services, for example ticket price reduction and variety of discount can be introduced throughout  our transport network to achieve this objectives. So,  that my organisation will be strong making money and profit (www.mindtools.com). 


EXTERNAL FACTORS: Opportunity and Threats, are the external factors that  my organisation London Underground will use as strategy to find out where the market trend are so my organisation  can adapt and follow that trend, also if business trend requires change to new Technology, or  more advertisement of price cut and reduction to our customers and the general public, Social Patterns  are also included,  where our best opportunity  lies for growth if such above strategy is need as part of the trend we will do it so we can follow our organisation growth strategy as the market and trends demand.
Furthermore, change in government policy and how it impacts my organisation business, at London Underground, external factors will also enable my organisation know what option does our opportunity open up for us as organisation and all its member of staff, such opportunity could be if we as organisation is making more money, are staff getting pay raise and managers getting  more bonus  at the end of the year etc.
	However, organisation external factors will help us identify areas that pose as threats and obstacles and organisational problem London Underground may face, these problems could include financial problems and to identify what  threats London Underground are expose to as organisation.
After my organisation SWOT analysis my workplace will find out that you have make a good start to organisation strategy for success and profitable business (www.mindtools.com). 



 


 






PESTEL  is an acronym which stand for different factors used in analysing the impact of the External Environment factors these factors include the following below:

P – Political
E – Economic
S - Social
T – Technology
E – Environment
L- Legal



POLITICAL FACTORS: These factors that talk about how and what degree a government intervenes in the  economy and this can include government policy, political stability or instability in overseas markets, foreign trade policy,  tax policy labour law environmental law, trade restriction and so on. Political factors often have an impact on organisations,  and they do their business, for example when the government announce the  first lock down in march 2020  to reduce the spread of COVID -19 pandemic my organisation had London Underground had to obey the government guidelines and rule to make sure only the essential work /front line works such all  NHS Staff , police, army, cleaners etc can travel using our service wearing face mask, face shield , two meter distance, most of the SME’S and big business closed.
	However, second lockdown and third lockdown  are taking a similar shape and regulation by the government to stop the spread of COVID -19 pandemic, only now a bit of hope because the arrival of all available  vaccine in the market to help minimise the spread of the COVID -19 pandemic my organisation must follow the all the new government guide lines to help save lives, save the pressure on the National Health Service (NHS)  and my organisation London Underground will follow government rules even when my organisation lose money health and safety of people comes first for the government. And my organisation must have strategy to adapt  and adjust to these government  regulations and when there is change of new legislation  with new rules in government policy.

ECONOMIC FACTORS : These are factors that have significant impact on how an organisation does business and how profitable  is the organisation in business. Economic factors also include the following  organisation economic growth, interest rate ,exchange rate inflation, disposable income of consumers etc…
	Furthermore, these factors can be further broken down into macro- economic and micro- economic factors. However, Macro – economic factors deal with the management of demand in any given economy. Macro -economic  also help organisation to know  how Governments  use interest rate to control taxation and  policy regarding  Government expenditure as their main mechanisms.
	Micro -economic factors are all about the way people spend their incomes, all the above  contribute  to economic factors of organisation PESTEL  Analysis. In my workplace London Underground we often have structural changes from time to time because of money, some project can be postponed for later because of cost expenditure to enable our management stay within budget so me can manage to make profit after paying all staff in the organisation in order to  keep our organisation growing and all  member of  staff  well paid to have enough money to spend for us and our and our families, traditional for example some people spend more money when they earn more and when many people have more incomes to spend, it usually  good for economy, but when people have less income they spend less into the economy.  Also, my organisation will be  working as team to make our customers  happy so the will continue use London Underground transport  services safe inline with government guidelines because COVID -19 pandemic  and the three lockdown to help minimise and control the spread of COVID-19  that has also hurt my organisation usual business operations  because for now,  we not making enough money as usual. ( www.blogs.shu.ac.uk). 

SOCIAL FACTORS: These factors are also known as socio-cultural factors,  they are areas that involve the shared belief and attitudes of the population growth, age distribution health consciousness, career attitudes and they help organisation understand particular  interest  as they have direct effect on how we  understand customers and their interest regarding our services. Customer satisfaction is  a big factor in this regard.
	However, TFL /LU my organisation do carryout customer satisfaction survey online and face to face asking our customers to complete our survey leaflets questions at different  stations ,  to find out how satisfy they  are, with our services  to enable LU plan how to improve our services after analysing the survey data  collected.

TECHNOLOGICAL FACTORS: The technological landscape has change the way we do business in number of ways at TFL/LU modern technology has help us in planning train time of departure and arrival  time on regular basis and also modernisation of  all  London Underground  train network and rail- track work at night with the help of new technology  has  helped improve our general L U operations, all trains now run faster and automated but the train driver are still there for any  emergency  situation  on the L U train network and our customers are happy because the can get to their destination on time because of how TFL/LU has used  new technology to improve our services to serve our customers better to make every customer happy to use our transport services safely because  of on- going  COVID -19 pandemic.
Transport for London Underground has join forces together to communicate and use new technology to plan bus and train times online to improve customer’s satisfaction and to target more customers that make my organisation make more money and to keep we member of staff happy by paying us well too for our jobs in other word win-win situation.

ENVIRONMENTAL FACTORS: However, these are factors have only  come into the forefront of organisation management strategy in about  the last fifteen years. These factors have become important due to the increasing scarcity of raw materials, pollution targets, doing business as an  ethical and  sustainable organisation, following the carbon footprint targets set by governments.
	Furthermore, these factors is where organisation leaders and government  meet from time to time to discuss about organisational impact in the environment in which they operate their business as the goods and services organisation render are increasing in demand, at the same time organisation for example TFL/ LU  must operate our business in more ethically and sustainable way putting into consideration the positive or negative  impact of our business  could have in the next generation.

LEGAL FACTORS:  Legal factors are factors includes health and safety, equal  opportunities , advertising standards of consumer rights and laws, product libelling and product safety, however it is clear that organisation need to know what is legal and what is not legal in order to operates business successfully.
	Therefore,  for example in the case  of an organisation that trade globally, they have to get right what is legal and what is not legal in each country, because each different countries has its own different set of rules and regulations for business operations  (blogs.shu.ac.uk).  


MASLOW’S  HIERARCHY  OF NEEDS : This is a motivational theory  in  psychological comprising of five-tier model of human needs, and they are  in the form of hierarchical levels within  a pyramid know as Maslow  H. (1943).
Maslow stated that people are motivated to achieve certain needs take preference over others. Our
Most basic needs are for physical survival,  this and will be the first thing that motivates our behaviour. Once most basic  needs are for physical survival, and this will be the first thing that motivates our behaviour. Once that level is fulfilled the next level up is what motivates us etc…
The five stages model can be divided into deficiency needs and growth needs. The first four levels are often  referred to as deficiency needs (D-  needs) and the top level is known as growth  (B-needs) www.craigbarlow.co.uk  
MASLOW’S FIVE STAGES MODEL :Can be divided into deficiency needs and growth needs as follows below:
· PHYSIOLOGICAL NEEDS:  These needs are  food, water, warmth, rest, shelter and sleep.
· SAFETY NEEDS : However, these needs are security and safety, protection,  law and order stability, free from fear.
· BELONGINGNESS AND LOVE NEEDS: Here Maslow  refer to these needs as friendship, intimacy, trust, acceptance, receiving and giving affection of love, Affiliating, being part of group, family , friends and work.
· ESTEEM NEEDS: Here he talks  about  prestige, feelings of accomplishment, mastery, independence, status dominance, prestige, self-respect from others.
· SELF ACTUALISATION:  These are  needs , when someone has achieving one’s full potentials, creative activities, seeking personal growth and peak experience.


MASLOW : Wrote to emphasise that human needs  are arranged in hierarchy, these  needs  basic needs,  food, water, warmth, psychological needs includes  security and safety, intimate relationship and friends, others includes  self- fulfilment needs  this is when one has achieve one’s  full potentials including creative activities.

However,  Maslow  H.  (1943) was a  psychologist and  great  researcher in  human hierarchy of needs he elaborated and analyse in sequence  of  pyramid form in five different stages that help me  to understand  well what his theory talk about here I will analyse and write more about how the implementation of Maslow theory works in our day to day life for example, the first  stage.
 PHYSIOLOGICAL NEEDS : Here he talk  about the basic of human such as food, water, shelter, clothing, rest or sleep, reproduction or procreation all of the above needs are very important to human existence because we all need to eat food to survive as human, and we  need  shelter and clothing to keep us warm and comfortable, we need to  rest and sleep so our body system can function well, so we can function well as human reduce body stress and illness both internal, physical and mental, also he Maslow wrote about reproduction and  procreation so the generation of human can continue through reproduction.
SAFETY NEEDS OR SECURITY NEEDS: Maslow  wrote about safety from dangerous from physical and social situations, as human we always need to stay safe at all times even in my workplace TFL/LU  health and safety is  our number one priority, so our safety  and the kind of friends we move around with also influence our lives in so many ways, for example if you are always active in extreme sport such mountain climbing activities physical, bangy - jumping and so on  is most likely one might get hurt or injured when accident occur during this dangerous physical extreme sport activities. 
	Furthermore, because I have these social cycle of friends at work or private life most of my social activities will be revolving around these  above social situations, also safety needs can also be classified as to what we need as human enhance our individual social status those things could include  plans to buy a new Range Rover Jeep, to build a new house, plan to buy two or three bedroom flat mortgage etc  Onah, F. O. (2015).

LOVE AND BELONGING NEEDS OR SOCIAL NEEDS:   Here Maslow H. (1943) talk about love and belongings, these love and belonging can be analyse as love for family for example  my wife and children, my house, extended family members and family friends, yes as human we are  majority of us have family ,extended family , close family friends , and house or flat bought or rented where we live and reside in they are also part of our social needs as human.
	Therefore, the way we go about these needs for example I want to buy a three bedroom flat in Central London, I will know that I will pay more money to buy this  flat in Central London compare to if I want to buy same property in Manchester or Kent, This is because my  social status of  buying my property in London will be different because the cost and value of  buying my three bedroom in Central London will be higher in value than in Manchester or Ken ,also because I love to buy my three bedroom flat in central London not in Manchester or Kent this will also in a way  go side by side  with my social needs as human and my friends will also include people that think almost the same like me or have similar social interest like me as my social cycle of  friends and needs.

ESTEEM AND PRESTIGE NEEDS OR EGO NEEDS:  Here Abraham H. Maslow (1943)  wrote about the human  esteem and prestige and needs or ego needs, at this stage of life now for example, I have got my three bedroom flat mortgage in Central London, as I plan work hard to make it happen, now I also have study at the University of Wales Trinity Saint David London, to get my Bachelor’s degree as plan alongside my current job with TFL/LU , my esteem and prestige will surely go up because I have plan to study well to get my Bachelor’s degree  to alleviate and enhance myself professional, these will mean that my self-worth is more now after studying and getting my Bachelor’s  degree   from the University of Wales.
	Furthermore, I will have more confidence about myself now than before because I have work hard to study and become a professional that work at a senior level in any organisation for example TFL/LU and can help myself better by earning more money and I will also get more respect because my status have change professionally, people may start to  look at me as role model at my workplace there boosting  my confidence  and  personal ego knowing that I have develop myself to become a professional  (www.eajournals.org ).

SELF- ACTUALISATION NEEDS OR SELF REALISATION NEEDS: Maslow’s Hierarchy of needs (1943) wrote to emphasis here after I have  study well to get a bachelor’s degree from the University of Wales in Business Management for example , I can go further to study for MBA in business to study and get more knowledge as strategy to develop myself further more so my inborn talents and potentials will be accomplished professional after studying  to obtain  my MBA as I plan to develop myself more professional the my field of specialisation business management, these however will also help to give me more confidence to get senior positions in any organisation am working  and I will be well paid as a senior staff, and also feel self-fulfil in my professional life with what I have accomplished.

ABRAHAM H. MASLOW’S  FURTHER DEVELOPMEN HIERARCHY OF NEEDS.
UNERSTANDING NEEDS: This is the need to know  what I want to acquire and work hard to make sure I acquire them by going to university study well to get the knowledge and skills that will strengthen me to get the desire to help address people’s needs with the view to improving the living condition and standard of people in various  social settings in human environment or my  community.
	Furthermore, this sixth stage of Maslow’s  hierarchy of needs help to explain people’s attitude is stimulated by human desire to meet certain human needs in different communities in society  Mulwa (2008).  States that Maslow’s theory of needs is specifically  built  on the  idea that human behaviour is really motivated by the simple desire to meet specific human needs un the society (www.eajournals.org). 

AESTHETIC NEEDS: Maslow  further wrote in his seventh stage  about the need to enjoy and promote the beauty of human environment.  Author  Omolewa  et al.(1985).  wrote that  Maslow’s  hierarchy of needs can however, be  used as a method of assessing needs in  community development in various communities the contemporary society because  Maslow help to identify that there are certain  basic needs which must be must be met before other needs. Adeyeri  et al.(1985).
	However,  Maslow seventh level of needs articulated the strengthen human desire to address people in various social settings in human environment, these human desire are addressed  the society will start to change for better and the beauty of that community will start to unveil itself as the people of that community will start to get the benefit and all the positive impact as a result and the environment will become even more better because people and community life style has change for better, the society will change  same as the environment they community  generally (www.eajournals.org). 


ADOPTION MODEL /AIDA 
AIDA MODEL :  is  a marketing basic movement in organisation advertisement that is resulted from customer’s perception  St. Elmo  E.  (1898). Introduces this marketing concept AIDA he  refers to Attention , Interest, Desire and action .
	AIDA Model go further to explain  the cognitive stages individual goes through during the process of purchasing a product it  includes material cost and services ( www.corporatefinanceinstitute.com). It’s  a purchasing funnel where  buyers go to and at  each stage, to support them in making the final purchase here I will further analyse AIDA Model.
AWARENESS:  Creating  brand awareness or affiliated with your product services, these are  scenarios’ a sales man or a sales woman  market  a known brand  for example a new adidas brand of jumper suit and trainers to his or her customers either through online advertising , billboard advertising in the city centre , train station, bus stations, inside the bus , outside the bus, inside the trains, underground stations, in store windows, magazines and so on.
Potential customer can see these advertisement of these new brands like them and decide to buy a new set of adidas jumper suit and a pair of adidas trainers to match – up the adidas jumper suit because of quality and  love and likeness for adidas as top quality brand due to personal life style that he or she always affiliate him or herself with that very specific to quality  brand adidas. Three Steps to measure customer satisfaction, First Ongoing  Measurement, Secondly Customer Feedback,  Thirdly Understanding of  Customer Needs.
Customer relationship Marketing (CRM ) is very important key here because product value and customer satisfaction  feedback is very important when it comes to marketing of top brands like adidas, You know the customer want to get good value for money for the top quality brand adidas he or she is buying at a high cost because of the top quality and brand adidas, when the customer come to the marketer or store with positive feedback that he or she is happy with the product, then the seller is happy that the customer come with a good feedback (www.smarttinsights.com). 


INTREST :Generating interest in the benefits of your product  of your product or services enough interest  to encourage the buyers to research further. The AIDA  model is perhaps the best know marketing model amongst all the classic marketing models, because many marketers find  AIDA very useful since we apply the  model on daily basis, whether consciously or subconsciously, when we are planning our marketing communications strategy.
DESIRE :  These are  services through emotional connection of my customers to the brand am marketing and selling  to them by showing  case the  personality of the product b rand to my customers, so they move their interest from liking the product to wanting to buy the product brand, for instance Louis Vuitton of  has build good  Customer Relationship Marketing (CRM) for their brand quality because of the quality and personal relationship their customer has develop with their brand. Good value for money, Quality of brand product  Louis Vuitton is guaranteed, and the organisation / seller gets  a good customer satisfaction feedback from the customer Because of good quality of Louis Vuitton products for example the new brand of lady’s Handbags of Louis Vuitton.  Only selling non mass production, evaluating customer relationship program and life time value of customer only possible with top brands in  the market.
However, when talking about top  brands, we also talking about  top quality and  Quality of  business and services is determine by five variables or dimension variables first Tangibles,  Secondly  Reliability, Thirdly  Responsiveness, Fourth Assurances, Fifth Empathy  and as top  premium quality seal symbol will be design on the brand name  Hanlon,  A. (2020). A digital marketing guides and templates. 

ACTION :  Here I must find a  marketing strategy to engage with my customers either by phone calls , by email, websites , attending marketing trade fairs, exhibition,  making sales and discounts to encourage my customers to want to come and see new brands products available for them to buy as new top quality brand for example Nike sport wears and new trainers, and because Nike has already brand equity because they have build up their brand relationship with their customers.
The customers have developed trust and likeness for the Nike brand, because the  like and buy the brand and they are satisfied  and happy with the  Nike brand satisfaction as a result they give a good and  happy customer satisfaction feedback communication is key.
	 However, engaging in live chat with my customers and newsletter is another smart way to take action engaging  my customers about new brand product you have to market them market the brand product to them well by talking about the quality, good value for money when they buy the Nike brand product in the market  as they trust the brand with quality products with varieties of sport wears (www.smartinsights.com). 

RETENTION:  We all  know that  this is key to upsell, cross sell,  referrals , relationship- building where my customer  develop trust in you regarding brand product for example Hugo Boss, these brand are know to be top quality brand and when you treat you customer well , they will always come back to buy new brand products from you.
	Furthermore, I can keep track of my customers by install a software in my computer that will help me keep track of them in computer to update them by communicating with them  about the new upcoming brand for them to come have a look and encouraging them to buy or they can buy from your online platform as well and the brand products of Hugo Boss shirts will be package and posted their home. 
			

				BRANDS  CRM.
 
 ARGOS : Do  Analytical by collecting customer data when a customer make a purchase, by asking if  they want the receipt email to them, organisation will collect the customer data to know the size of their customer base so they can better project their business plans into the future and analyse  the market with the help of data they collect from their customers.

BANKS : Use CRM  because  they  have to make sure customer data are quite safe with the help of  software that help keep track record of their customers and transactions records, so when the customer comes to the bank  branch or long -in online they can easily get to the customer’s account to see all transactions and all updates in the customer’s account.
	The CRM software technology  has helped Banks to facilitates business operations and good customer satisfaction, it also help the Bank to quickly intercept and stop various fraud from fraud stars and hackers  looking to steal money from Bank customers by blocking any customer that call to report fraudulent transaction in their account, the Bank also have develop in link in the bank app where customers can block their card online immediately and call the bank in a 24/7 Hot line. For example,  Barclay’s Bank, HSBC UK, Halifax and Nationwide they all use  CRM Software facilitate their business and protect  their customers account.

			ANTICIPATE CRM
Tesco and Sainsbury’s can bring a product for a cheaper price because they are big, they  lower the cost because they have large customers and also because have huge customer data base these made possible of the help  of Tesco and Sainsbury’s CRM Software and data.
	Furthermore, Tesco  and Sainsbury’s offer their customers store card where customers can earn points any time they come to shop the their store, these points can earn customers money that can them be deducted from shopping to make the customer pay less for what they buy in store. It also help both Tesco and Sainsbury’s to see through their customers  data collection through the store card roughly or approximately the number of people that come to shop in their store because not everyone that come shop in both store want to have store card, some people do not want store card that must also be put into account.
  
ELECTRIC CARS BRAND: Tessler is trending on electric cars brand because they have developed good technology through  lithium battery that will help power some hybrid cars today and the future cars All of these developments are made possible with the help of Morden technology of the twenty first century (www.littmann.com). 

MERCEDES CARS BRAND : Are known to be to quality brand of cars from Germany, because of the quality customers are ready to pay for the brand name and quality because the customer  know they are pay good value for money when the buy this brand of car, because they are durable and last long when you maintain them over the years and you can drive the car for a very long time because of the durability and quality of the car brand, and also they are manufactured to meet a very high quality standard because of the brand name which know all over the globe to be top quality brand.
	For example, in Thailand, most Africa counties Nigeria, South Africa, Egypt and some other 
Arabic countries Mercedes cars are highly valuable car with  high status if you are driving one.	 







 







 


CRITICAL ANALYSIS OF THE FACTORS THAT  INFLUENCE MY ORGANISATION TFL/LU QUALITY SYSTEM
AND CONTROLS FOR CUSTOMERS IN TIMES OF CRISIS LIKE COVID -19
The factors that influence my organisation TFL/LU quality system and control for customers during these COVID -19  pandemic are huge, first when the COVID-19 pandemic  started in February/ march of 2020  TFL/LU suffer a lot because we have lost so many drivers who died from contacting the virus and did not survive, both train drivers and bus  drivers and some customer assistance staff like myself many died. Now my organisation TFL/LU must learn to adapt and cope with difficult times follow the government safety guidelines till the situation gets better with the help of vaccine follow all the government safety measures wearing face cover, keeping two metre social distance, washing od hand with soap and using hand sanitiser, no group gathering, parties, or religious worships gathering to help reduce the spread of the COVID-19 pandemic bad for so many business both SME’s and big organisations including ours TFL/LU.
	Furthermore,  when the government announce the first  lockdown we have to follow the government guidelines, the number of customers drop drastically, and we were loosing money every day because we only now have few customers who were now using our transport service because most of our customers were now working from home because of COVID-19 pandemic, the running cost of our network was going up and our organisation boss the mayor of London Mr. Kahn has to ask the government for financial  help to help keep our organisation running, the government gave the mayor some financial help to keep TFL/LU going till now after the first, and second lock down our customers gradually start to use our transport service in summer months, because we have follow the government guide lines deep clean the trains at depot, follow demarcate the station floors with signs of two metre social distance, announcement  in the stations and putting signs that everyone using our transport service should follow government guide lines to wear face mask to help minimise the spread of the COVID-19 virus.
	However, now that we are in winter months with the third lock down business has been so bad for us because we are customer services oriented public  transport organisation we do not make money when many customers do not use our services generally to go from point A-B as usual  for  work  and so on now is very difficult times for my organisation, we hoping with the arrival of new vaccine there will be light at the end of the tunnel  hopeful at some point.
 	However, at the current COVID-19 pandemic difficult situation TFL/LU still make the commitment to  give our customer good quality services without delay, these strategy  will help my organisation when the COVID-19 pandemic is over in the future hopefully so trust of good services as usual can be gain back from our customers.
TFL/LU  as always now working with the London Metropolitan police officers, we have  now been given more police  officers to help keep our train network safe, to give our customers better security when they are using our transport network. TFL/LU has developed a new app where customers can buy their ticket online for customer convenience at anywhere and customer cam now pay with contact -lens card payment , customers can still use oyster top up in station, pay online etc (www.content.tfl.gov.uk)  TFL has also quarterly customer service and operational performance report -quarter 2, 2019/20 to enable TFL/LU know how to continue to improve customer services on the TFL/LU network operations.
 	Finally , even in these difficult  COVID -19 pandemic crisis situation  we at TFL/LU  my organisation is still working safely on the frontline to serve our customers and the general public with our quality service throughout  our  TFL/LU network following the government guidelines.


CONCLUSION
However, I have done this academic report assignment to the best of my knowledge using all the model and theories, And I hope I have done this assignment well to pass this module with good grade. 
	Furthermore , in spite of the COVID -19 pandemic TFL/LU are still working hard to serve our customer better, because after the COVID-19 is over our customer will still restore confidence in our public transport network with good service  as usual as we have been over the years giving our customer fast no delay transport services throughout our network making our customers happy so they will always want to come back to use our services as usual to help boost our financial situation to be better than now in today difficult COVID -19 pandemic crisis times. 
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