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1. Introduction
 Faraj et al. (2021) stated that a quality management process is known as a complete group of different techniques or procedures which are followed in a way that makes sure that the deliverables are produced by the entire team are considered to be fit for a mission or aim.  A quality control process or quality assurance process is observed to be undertaken along with being measured which is further than reported as the actual quality of the outcomes which is required or supposed to be delivered. It has been further mentioned by Marimon et al. (2021) that quality management processes are thought to be important in developing the company in a way that it has a good working environment for all the employees to work in a better way. It also helps in removing any kind of processes that are unnecessary and are quite a waste of the time of all the employees and it does not entirely contribute to the company’s productivity. Moreover, quality management also helps in encouraging the employees to deliver work more efficiently on time. 
Lubis (2020) stated that A CRM system within the company mainly provides a middle place where the organizations can easily save different data related to customers along with tracking their interactions and sharing their information as well. CRM mainly also helps towards developing good relationships with the customers within the organizations which further develops loyalty towards customers as well as retention. Moreover, CRM also helps in developing the management strategy which can result in high profits for the business. It was mentioned by that Stuchlý et al. (2020) that the benefits of excellent customer experiences can result in a better engagement of customers, high management of crisis or issues, high loyalty of customers and customer retention, high conversions of customers, and low cost of marketing and services. 
This report aims to briefly introduce the company which is Bonds Barber and discusses it. Secondly, different marketing theories will also be discussed within the report. Those different marketing and CRM-related theories will be further applied within the company by critically analyzing certain factors which can have an impact on the quality systems of the company as well as customer controls during the period of COVID 19. Lastly, different systems which can support the quality processes of the company and its effectiveness of meeting the requirements of the customer relationships during the COVID 19 pandemic will also be discussed in detail which will further be followed by the recommendation and conclusion.
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It was mentioned by Bonds Barber Salon (2021) in the article that Bonds Barber is located within the area of historic Greenwich. It is known as the Barber Shop for men who aims to give classic services to men of any age whether old or young. This company has more than 14 years of experience which aims to reflect that the team of Bonds Barber has proper knowledge regarding what they are doing when it is about grooming services for males. The company has conveyed to its customers that it has a team that is highly professional and dedicated enough to properly carry out all the services which involve hot towel shaves and traditional style haircuts. 
I have been working at Bonds Barber for nine years and what I have observed until now is that there are only 3 staff members which do not even include a receptionist here. The company has been cutting costs by not employing more or enough staff in the company without realizing that managing the company it is very important to have a good number of highly skilled staff so that the reputation of the company can be maintained from any risk or future issues. Secondly, I have also observed that there are also not enough sales regarding the products and lack of management is also there within this shop which has a negative impact on the company as per my own opinion. This has further negatively impacted my overall experience here as well, especially during the recent situation of COVID 19 as the company is letting all the customers rush in without proper management or changes in policy for the safety of the place, employees, or other customers which is extremely dangerous. Moreover, I have also observed that there is a lack of communication with customers and very less engagement with them in terms of marketing and conveying updates or messages to them as the company feels that it is a bit useful and expensive. For rushing customers in the company, they are not even giving them proper consultation regarding the COVID 19 pandemic situation and not being properly personal enough with them as well. The company is also not focusing on developing different strategies to retain customers or to bring those customers back who have not been visiting the company since the pandemic. 
If Bonds Barber looks forward to implementing good customer relationship management strategies, then there is a chance that these issues can get resolved and the company can further maintain its reputation as well by gaining different benefits. It has been mentioned by Crick and Crick (2020) that if the company or an organization keeps a track of their sales process properly by outlining it then this helps the management to plan properly how they can increase their sales more and earn more profit as well properly. If Bonds Barber salon can focus on outlining their sales process from time to time, then it is possible for the improvement of management as there can be new strategies made that could be improvement of services and company generating more profit. Secondly, it has been mentioned by Kaydos (2020) that companies who perform good marketing strategies can such as continuous promotional campaigns; they are likely to spread good awareness regarding their products and services which helps in gaining more customer attention and updating them about the company more which leaves a good impression and increases customer retention as well. If Bonds Barber salon focuses on implementing good marketing strategies like different campaigns based on COVID 19 awareness and how the company is looking forward to serving the customers with proper precautions in regards of increasing safety and regarding different new service updates with different offers or discounts, then this can create a good impression of the company in front of the customers then and can help in increasing of retention. Moreover, Hopper (2020) in an article said that companies who focus on improving productivity through different changes related to the products and services as per the needs and requirements of the customers then customers are likely to get impressed and go forward with the company’s services in future. If Bonds Barbers salon focuses on bringing changes in the services or introducing more services for men in the salon with precautions along with implementing new policies to deal with the COVID 19 situation then it is possible to gain more customer attention this way as well as customers would feel safer and will consider trying out new services as well especially if the salon would focus on introducing different offers or discounts on them. 
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[bookmark: _Toc78632937]3.1 Maslow’s Hierarchy of Needs
[image: Maslow&#39;s Hierarchy of Needs | Simply Psychology]It has been stated by Cui et al. (2021) that Maslow's hierarchy of needs is a motivation theory or a framework that is used to properly study that how people take part in the motivation related to the behaviors. Maslow mainly used the terms in this model to describe the pattern through motivations of humans in regards for them to move and work better. Those terms are physiological, safety, belonging and love, social needs, esteem needs, and self-actualization which are the main stages of the framework as well. In other words, Duygun and Şen (2020) stated that Maslow's hierarchy of needs is known as the concept or an idea in psychology which is mainly proposed by Abraham Maslow within his paper that was produced in the year 1943 which was titled “A Theory of Human Motivation” within the psychological review journal.  Maslow ended up extending this concept in regards to explaining his entire observation regarding the innate curiosity of human beings. The importance of this model as stated by Altymurat et al. (2021) is that Maslow himself considered the physiological need as the most significant factor when it comes to all the needs which comparatively are secondary until those are met. Safety needs were considered to be the second most important by his where when one person’s physiological needs are satisfied, the safety and security then become interlinked. 
It has been stated by White (2020) that the biggest strength of Maslow’s theory of motivation is that it is considered to be extremely simple in regards to understanding and can easily be related with layman as everyone goes through each of the stages of the theory of needs presented in the form of the pyramid during their life. Therefore, in regards to employees or labour, their needs will always be considered to be less or limited as of the need pyramid which is known as food, clothing, and shelter, however, as far as the huge billionaire is concerned, their topmost priority will be the top-level stage of the pyramid which is known as the self-esteem needs that is feeling of achieving all of their aims and things that they desire without thinking about whether they have food or not, shelter or clothing, as well as all of those needs, would have been fulfilled already in their earlier life. It has been further stated by Imanova (2021) that another strength of Maslow’s model is that it provides a proper consideration regarding the general nature of humans which is quite demanding as needs of the lower level are considered to be satisfied. Moreover, it has been stated by Lee and Yoo (2021) that the weaknesses of this model are that not all people or individuals usually think similarly, which means that they have a different perspective and they think in the same way, therefore, for certain people, social affection and respect is considered to be highly important compared to the needs regarding safety and security due to which for example one individual end up looking at many different people to do a grand ceremony of their child’s occasions of events in regards to showing off to the society before getting an insurance plan for the entire family and fulfilling their safety needs. Furthermore, another weakness of this model can is found to be that it cannot be properly verified empirically as there is found to be not suitable or proper method in regards to accurately measuring the satisfaction level of the need which should be done before any next need from the top level that can become operative.  

[bookmark: _Toc78632938]3.2 Integrated Model of Consumer Decision Process
It has been stated by Haar (2021) that the Integrated model of the consumer decision process represents certain interpersonal determinants which are the influence of culture, social influence, and family influences. It also presents personal determinants as well which are perceptions, attitudes, needs and motives, self-concept, and learning. This determinant helps towards consumers being able to make decisions effectively and efficiently as this way they can identify problems as well as opportunities which further helps them to search more as to how they want to go ahead with something which leads to evaluating alternatives as well just in case to make the final decision regarding the purchase and finally act on it by making the purchasing or using the service. This way they can provide feedback to the company at the end so that the company may know where they stand and how they can act on improving themselves further to increase customer retention. 
[image: Part 2 Understanding Buyers and Markets 5 Consumer]

It has been stated by Smith and Sweet (2021) that the strength of this model is that consumers easily become aware of the gaps between the situation that already exists and the situation which is desired by them or their needs. They end up gathering information regarding attaining a situation which they desire and can also know about different options which they can go ahead with even if they don’t end up getting what they need but can still feel satisfied due to it. Customers can easily make their decision regarding the services and can also further know more about the company they are dealing with this way which can set their decision process properly for them and they won’t end up facing any issues further regarding it. Moreover, it has been stated by Ghosh (2021) that the weakness regarding this model is that it can cause an imbalanced situation in regards to knowledge, attitudes, and beliefs of the customers which can occur after they make their decision and take action like purchasing the product or going ahead with the services. It is likely to rise due to a rise in the value of the currency if the alternatives are found to be rejected by the customers and if the purchase decision has a major impact on the buyer. Moreover, another weakness can be that changes in perception of the customers can sometimes end up affecting their choices as well which can lead them to not consider one place or company at all but considering other places to which would at the end cause confusion and might end up not helping the customer to make the final decision regarding purchase as they won’t be able to find what they need along with the alternatives as well at the end.
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4. Model Selection
[bookmark: _Toc78632940]4.1 Maslow’s Hierarchy of Needs
This model is selected in application for the Bonds Barber salon’s CRM related problems because this model will be helpful for the company to understand the needs of their customers so that they can be able to develop strategies to cater their needs and solve their problems regarding their decision for going ahead with the services along with helping the company regarding developing different marketing strategies as well to increase customer retention. 
Maslow’s Hierarchy can be related to the issues of the company in a way that it can be able to show the relevance of the model. The Bonds Barber salon needs to understand that they have needs which they should understand and look forward to doing something about it by taking actions so that the company can be able to provide better services to their clients or customers on daily basis. The physiological needs of the salon include survival within the market and in the UK at the time of the COVID 19 pandemic such as providing services continuously and properly to their target audience and maintaining their position as well along with their reputation so that the company can be able to achieve its target of generating higher profits, etc. (Stewart et al. 2018)/ Secondly, the safety needs of the salon include: creating a safer environment for not just the customers but for also the staff members who are continuously working there or would be working in future if the salon plans on hiring new staff members. Due to COVID 19 situation, it has become extremely important for all the companies to implement new policies for the safety of everybody and to develop a much safe environment for everyone to be in, (Altymurat et al. 2021). On the other hand, the social needs of the salon include being known by the target market or different people in regards to increasing customer retention. During the time of COVID 19 especially the salon needs to keep high engagement with their customers so that the customers can stay updated regarding their new updates and changes according to the situation and can feel safe to visit the salon for services, (Ghatak and Singh 2019). Moreover, the esteem needs of the salon include a proper feeling of achievement or success which can be there if the salon considers properly planning strategies to be successful and to achieve its mission. Lastly, the actualization needs of the salon are still not there as it can be observed that the salon still needs to go ahead and have a long road to go. The salon is aware of its potential and uniqueness compared to the competitors, however, fails to use it and considers it as an advantage which can lead the company into a lot of risks one day in the future, (Fallatah and Syed 2018).
Potential benefits of using this model to address the issues of the salon are that it will be able to motivate the company to look after where it is lacking and can be able to work on it by taking an action to overcome the problems. Secondly, the salon might also be able to understand what its customers need and how to deal with differences of needs of different people which is considered to be the most important part of the management in regards to being effective. A potential challenge of using this model to address the issues of the salon is that it might end up confusing the salon owner or the founder to understand which needs they should look after first depending upon how fast or slow they want the salon to grow and reach its aims. 
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It has been stated by Smith and Sweet (2019) that understanding the psychological needs of the customers is important such as in this case of Bonds Barber salon which is different services, offers, discounts, proper equipment’s or tools being used to give them services in regards of keeping the hygiene factor high, etc. Through proper research and even interviewing customers or people regarding their needs and what they expect, Bonds Barber salon can easily do awareness campaigns to address their changes and how they are providing services to their customers during the COVID 19 pandemic situation that the customers can know about it and can be able to make better decisions regarding going for this place or not properly. Secondly, they can also inform their customers regarding offers or discounts to attract them as customers seek discounted prices or different offers to save money and can feel better about the services they choose to take. It has been further stated by White (2020) that understanding the safety needs of the customers is important which in this case are that safe equipment being used at the salon, proper SOPs being followed by the workers, environment and the space is clean where they are getting the services, services will be excellent and won’t cause any damage to the skin or hair of men, etc. Bonds Barber salon through different campaigns and social media marketing techniques as well can promote their changes of policies following the COVID 19 pandemic situation after implementing those policies so that the customers can know about the changes made and can feel safe about visiting the salon for their services without any fear. This way the company can easily increase the sales of their services and can also generate more profit through an increase in customer retention. This way their management will also improve which will not only just be impressive towards the eyes of the customers but will also be beneficial for the company itself. 
Moreover, it has been stated by Altymurat et al. (2021) that it is important for the companies to consider the belongingness needs of the customers or employees which in this case are entertainment for customers along with different services so that they can enjoy their time at the salon while getting what they need, the safety of their items which they bring to the salon while they get their services, provision of hand sanitisers by the salon to them so that they can keep their hands sanitized and germs free while spending time there, and salon making them feel comfortable through services by creating a home-like environment for them. Bonds Barber Salon can update regarding this on their social media profiles through posts and by sharing different satisfactory reviews by other customers as well so those different customers who would read and get to know about it can get impressed with it and can be able to make a proper decision regarding getting their services from there as well properly. This way customers can also feel a sense of comfort in regards of visiting the salon feeling safe and knowing that they will be entertained as well as customers usually seek the fun factor as well to be impressed and to consider going to the same place more often as well. It has been further stated by Cui et al. (2021) that the companies should look forward to considering the esteem needs of the customers which in this case are credit card discounts, spas, luxury services, luxury, and comfortable environment for men, etc. Bonds Barber salon can focus on introducing more and better luxury services for the male customers such as VIP spa, VIP deals including all different luxury services together for all the customers, hot stone massages, etc. which are provided by the expert or professional workers with the best ambience and luxurious environment for the male customers. This would be able to impress them and can make them loyal customers as well. It has been also stated by Smith and Sweet (2019) that the companies should be able to look after the self-actualization journey of their customers where the customers themselves tell the companies what they require and expect them to provide them which in this case is the use of technology, innovation, investment on making the place better for them along with new types of services with hiring new professionals, etc. Bonds Barber salon should focus on what their customers are telling them and suggesting them so that they can develop plans and strategies accordingly and can execute them to increase consumer retention and keep them on board as their customer base. 
There are certain challenges however which the Bonds Barber salon could face such as not all the customers feeling the same and there can be a conflict of interest and needs among them which can confuse the company in regards of taking the correct action and developing strategies accordingly. However, the company does focus on looking after what most of their customers have to say, however, the company does not take any proper action towards it. First and foremost, Bonds Barbers salon must hire more workers so that highly skilled and experienced workers can share ideas as well that can be used by the place. 
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It can be recommended to the salon that the company should be able to focus on outlining most of their issues and understanding where they stand in the market as well as overall in the eyes of their employees and customers. This will be able to help the company to build strategies through effective planning and innovative ideas to be able to achieve their goals and aims. The company should be able to focus less on cutting costs at this present time in regards hiring of more workers as more qualified, skilled, and experienced workers at the salon will be able to provide the best ideas for the improvement of the salon and they will also be able to help the salon to reach new heights by improving the entire management. This will further help the salon to deal with issues within different areas and aspects by properly being aware of them and developing strategies accordingly. The salon can use the theory of Maslow’s Hierarchy of Motivation in regards of understanding different needs and requirements which they feel to know at what position they are standing and what further needs they should be looking after to fulfil to achieve their full potential and to be at the top gaining success. The salon should be focusing on keeping its customer base strong and keeping them attracted towards the services through different marketing techniques such as social media marketing and campaigns. This way the customers would be completely aware regarding the further updates of the salon, and they might feel connected to the salon in a way that they would prefer visiting the company to avail services which would at the end be beneficial for the company itself properly. 
Moreover, the company needs to look after the current situation of the COVID 19 pandemic within the country and start acting on it as soon as possible so that the major risks could be avoided in the future for not just the reputation of the company but also regarding the safety of employees and customers visiting the company. The company should develop new policies to deal appropriately with the COVID 19 situation properly along with promoting it so that the employees and customers both can know how the company is taking an action towards the situation and can feel safe about visiting the place to work and to avail their services. Moreover, the company should also make sure that the employees are properly vaccinated and are following all the SOPs daily so that the hygiene factor could be ensured, and the safety of employees and customers can also be there. Lastly, the salon should further work on introducing new services as per the demand and needs of customers to keep them attracted and entertained with the services such as luxury services, discounts, offers, etc. so that the customers can feel important to the company and can feel comfortable as well going to a place where their needs are being fulfilled. This way the salon will be able to improve its CRM effectively.

[bookmark: _Toc78632943]7. Conclusion
To conclude it can be said that CRM is the most important part of any organization as it mainly focuses on the provision of a central area where the company can easily be focused on saving their data regarding their customers along with properly tracking their intentions as well through sharing of their information to them so that the customers can stay updated and can be attracted towards using the services of the company as well properly. In this report, CRM issues were discussed of the Bonds Barbers salon, which was regarding the communication with customers, dealing with COVID 19 issues, less effective management, fewer workers, etc. Two theories were effectively discussed to be of their importance, strengths, and weakness out of which one was selected to relate with the situation and properly analyse it which was Maslow’s Hierarchy Theory of motivation. This theory was discussed in connection with the company itself and the customer base shows the relevance of the theory. This theory is considered to be beneficial for the company to understand their needs in regards of developing strategies accordingly and gaining success. Lastly, recommendations were provided as to how the company could improve itself further through different strategies like marketing strategies and acting by keeping in mind the current COVID 19 situation. 
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