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1. Introduction
In this report it will be analyzed the impact and effect on quality systems and customer controls for Abellio, and how the company can handle and reach its business goals by establishing and keeping strong customer connections with its clients, including COVID-19. In terms of any product or service, quality is an essential aspect. 
A successful company producing goods that satisfy or exceeding consumers' expectations requires quality control. It is also the foundation of an effective enterprise which reduces waste and works at high productivity levels. For this report I have chosen as analyzing subject the company named Abellio, which is the company that I am currently working.


1.1. Company background
Abellio is a Netherlands-based public transport company that operates several busses and trains in UK and Germany. It was set up as NedRailways in 2001 and rebuilt in April 2010 under Abellio. Nederlandse Spoorwegen, the Dutch governmental railway operator, owns 100% of Abellio.
In May 2009 Abellio acquired and rebranded the travel businesses of National Express Travel London and Travel Surrey. Abellio London and Abellio Surrey launched in October 2009. (abellio.co.uk, n.d.). The services provided to the public are delivered by wholly owned subsidiary companies of the London Underground (mostly the Underground), private sector franchisees (mainly rail, tram and bus services) with Abellio operating and licensing undertakings (some buses, taxis and river services). (Transport For London | Every Journey Matters, 2018). In this report it will be analyzed how customer relationship works within the workplace and how it have been affected in relation to covid-19. 

2. Business environment
The general environment ·refers to all those factors that influence organizations in a manner indirectly, such as general economic trends, population growth, new technologies. To analyze the influence of the environment on the organization environmental factors  are classified into various typologies. One method of classification is to group them into six categories (Dragomir, n.d.)
P- political-legal factors; 
E - economic factors; 
S - social factors; 
T - technological factors;
E- environmental factors;
L- legal factors.



2.1. Pestle analysis
In a successful company, the PESTLE analysis is a strong instrument that may be used to examine the strategic circumstances that exist. Moreover, it is an important component of the scanning of the external environment, as it looks beyond the organization and focuses on the large-scale macroeconomic region, which is separate from the industry in which a company operates. The variables' relevance may vary based on the sector or market, but it is critical to understand which aspects must be investigated in order to conduct a thorough analysis of the marketing environment. (Termene.ro, 2021). 

2.1.1. Political: A country’s political climate has a direct impact on how a business operates. In the instance of Abellio organization, changes in local government may result in policy changes. Additionally, the government’s favorable or negative attitude toward public transportation is influenced by the economic climate, which has an effect on business. Brexit is one of the political problems that Abellio and TFL have faced. 
The political environment can affect a company in different ways: 
- through the legal framework; 
- the government may take a particular position on a matter of direct relevance 
for a business or industry; 
- the way the government manages economic policy in general is relevant for business.

2.1.2. Economic: 
Because of the epidemic and Brexit, the United Kingdom has experienced a prolonged economic downturn over the last two years. Due to a significant decrease in the number of tourists visiting the United Kingdom (particularly London), demand for bus and train services has been decreasing significantly. Profit maximization is the driving force behind the company's overall volume. Cost rises to the top of the list of important factors that can be controlled via resource optimization. It is possible that this will have a significant negative effect on the following situations if inflation continues to rise:
· Unemployment may rise.
· Increased fuel prices.
· Customers’ loyalty may be at risk of eroding.
· Rates of interest may increase.
· Higher prices of tickets. 
· Suppliers would suffer continuous price increases.

2.1.3. Social: 
Social elements apply to the individuals who influence and are influenced by the company. People are fiercely competitive for private automobile ownership and the usage of other services like uber and black cabs, which reduces the likelihood of business for Abellio. When it comes to avoiding public transit, there is also societal pressure. Abellio employs about 2500 workers in London alone, spread across six garages. (Abellio.co.uk, 2021).

2.1.4. Technological: 
Businesses are creating cutting-edge technology, and buses are outfitted with all of the amenities that customers expect, all while decreasing carbon emissions and helping the environment. When a new route is established, the most recent buses are bought to guarantee passenger safety and security. Intelligent speed assistant (ISA), CCTV cameras, inside cab displays instead of mirrors, and a ramp with designated area for disabled people are all available on buses. Real-time waiting information is available at bus stops and stations.
2.1.5. Environmental: 
Businesses that deal with buses and trains may be able to make a major contribution to the environment. Individuals are encouraged to utilize buses and trains instead of driving their own vehicles to reduce carbon emissions. In order to preserve the environment, the driving energy further plan was created in 2010. The firm employs specialized energy managers who assist in lowering the company's energy use.
The pandemic have affected the company and resulted in a huge decreased number of employees, which have affected Abellio economically and it’s performance, resulting in lost mileages and not being able to provide services to its customers.
2.1.6. Legal 
The legal elements that influence a company are those that relate to the laws, rules, and regulations that apply in a particular country. As a consequence, a government strategy addressing the rise in fuel prices favors public transit. Aside from that, new policies like the infusion of £14.8 billion into the railway industry (Elizabeth line) urge Abellio to retain a good connection with the government in order to benefit both the economy and the company. Furthermore, since the epidemic has claimed more lives in the public transportation sector, regulatory and legislative rules are being established, as well as enhanced compliance procedures.












2.2. McKinsey 7-S
The McKinsey 7S Model is a technique for analyzing an organization's "organizational design." The model's aim is to show how the interplay of seven essential components - structure, strategy, skill, system, shared values, style, and staff – may lead to organizational success.
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2.2.1. Structure
Abellio has a functional organizational structure in which both directors have direct control over workers and may also communicate information to managers who are not immediately under their supervision. The managers relationship with his or her team is similar. There is a direct line of communication accessible. Communication is critical in the workplace and cannot be overstated.
Because roles and responsibilities do not change often, there is minimal time spent acquiring new skills, and responsibility is obvious for each employee. Because the structure is basic, workers just have to report to one manager rather than many individuals. This improves communication and minimizes staff misunderstanding. Because everything is standardized, employees are confident in their work (UpCounsel, 2019). 
The disadvantages that are obvious adopting this organizational structure is that employees get bored with doing the same job and become less passionate over time. when promotions are not handled properly, an employee may get dissatisfied if a lower-performing colleague is promoted ahead of them which sometimes this happens. Management issues may occur if department leaders are solely concerned with their own department and do not interact effectively with other departments. This may lead to inadequate communication and "silos" that are excessively self-contained (UpCounsel, 2019). 
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2.2.2. Strategy 
The strategy that Abellio adopts in order to have a competitive advantage over the other companies, is to minimize costs at operational levels and when a route is out for auction they will bid with a lower price comparing to the other companies. At the same time they ensure that the service quality and customer satisfaction is at the top level or at least at a higher level than the rival companies. Although the strategy of cutting costs at operational level reflects negatively on the bus drivers, the company is growing fast, acquiring more routes every year.
Abellio has adopted the ‘’fire and rehire’’ strategy to cuts its costs, resulting in firing drivers being in service for over two years which they have the so called ‘’top rate hourly pay rate, and hiring new drivers with a low hourly pay rate. At the same time, the company have got rid of ferry cars for the drivers hence saving fuel, money spent on insurance and road tax, they have reduced the drivers meal breaks and stand time in order to cut the overall daily duty time, hence cutting costs and maximizing profits (Foundation, 2021). 

2.2.3. Systems
Tfl is trying to build a world-class system, and for that they have to provide an excellent customer experience, ensure that public funds be used efficiently so that public investment can be justified and be a part of a city's or region's strategic vision, and be given in a policy framework that supports it (Department for Transport, 2015). 
The world-class bus system would include a comprehensive network of bus routes serving all locations, both during peak hours and on weekends. Currently, the deregulated bus system only offers services on a few routes where demand is strong enough to earn a profit. This world-class bus system have straightforward area-wide fares that applied to all modes (buses, trams and local trains). This included Pay As You Go (PAYG) smart ticketing, so customers got the greatest price for many journeys. The world-class bus system would have schedules and services synchronized so that passengers may change buses without a lengthy wait (Taylor and Sloman, 2016). 
The best way for tfl to achieve a world-class system is to franchise its routes to private operators, which they already did. Professional drivers would operate world-class buses so the bus companies must offer pay, training like ‘’hello London’’ (Rogers, 2020), and reward their employees properly. Deregulation has significantly deteriorated bus driver conditions. For example, in London, bus franchisees compete on price by lowering wages and conditions as well many companies uses ‘’fire and rehire’’ approach to maximize their profits (Foundation, 2021). 
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2.2.4. Skills
Abellio provide training to new drivers in order for them to able to cope with the traffic conditions in London and high number of passengers. Abellio focuses on:
· Excellent driving abilities as well as a sense of security and safety.
· Eyesight and observational abilities.
· Concentration and the capacity to stay awake for extended amounts of time.
· Quick responses and the ability to deal in any traffic situations are required.
· To be timely and able to work to schedules, drivers must be able to complete checklists and other paperwork.
· A comprehensive understanding of the highway code.
The organization it seems to leave aside a few skills really important when is coming to dealing with passengers, these are skills like communication skills and a good speaking voice are essential, to be kind and accessible demeanor while dealing with passengers, to be calm and self-assured enough to work with little supervision.

2.2.5. Style
 Abellio has a very formal and professional approach when is coming to deliver its services and dealing with customers. But at the same time if there is a complaint against the driver the company takes fast actions to sort the problem and to satisfy the customer. 

2.2.6. Staff 
The company offers training to the drivers that are joining the company with a few focus points which are: the driving abilities through London with sense of security and safety, observational and concentration skills development and to be able to deal with difficult traffic situations. As well there are rewards for the staff when they score high at the TFL ‘’secret passenger’’ with cash rewards and a diploma of ‘’excellent customer experience’’ or ‘’safe driving’’ (Ripstein, 2016). The main problem with the staff is that the ‘’fire and rehire’’ approach is affecting the driver’s experience which have an effect on customer experience which leads to performance decline. 

2.2.7. Shared values
For Abellio and their employees, there are four fundamental values that serve as the guiding principles. They represent the level of service that their clients and customers may anticipate while working with them. These four values are, sincere, professionalism, proactive, and inclusive (Abellio, 2021).










3. Customer relationship management (CRM)
Customer Relationship Management (CRM) is a viable option for every business. This method requires very accurate scheduling. In any business, establishing a positive customer connection is critical. CRM systems can help businesses by helping them centralize, optimize, and simplify communication with their customers. A CRM system offers a better knowledge of the customer (Bergeron, 2002). Customer Relationship Management is a well-established customer-centric company approach. Despite the fact that CRM is more about the customer, it cannot be successful only on the basis of this definition. CRM should be implemented as a mix of three key ideas in organizations: people, processes, and technology.
CRM is a mix of people, procedures, and technology that aims to offer a knowledge of customer requirements, support a company strategy, and develop long-term customer connections(Chen and Popovich, 2003). Integration of these three is necessary to improve connections with all clients. CRM implementation in one company necessitates changes in many areas of the business and the pursuit of a suitable balance of people, processes, and technology (Wayland and Cole, 1997). One of the most common causes of CRM failure is a focus on technology as the central component of the system. CRM success will be achieved if CRM users examine people, processes, and technology individually or collectively.
For Abellio there is one main customer although they deal with thousand of passengers every day which is TFL. Abellio focuses on TFL as the main customer because they are the one that offers contracts to the company which is based on service quality and performance. If the company have a good performance and good service quality then the contracts may be extended two more years and for the next auction the organization is given the advantage of acquiring a route(Transport for London, 2015).
As routes were tendered, Quality Incentive Contracts were established to replace Gross Cost and Net Cost contracts. These contracts are an evolution of earlier contracts, but now with direct financial rewards for operators based on service quality. Insofar as TfL maintains income, the contracts represent an extension of the gross cost model (Transport for London, 2015). 


3.1. Customer engagement
In general, customer engagement (CE) or customer-brand engagement (CBE) refers to a customer's connection with a company. When is examined the customer journey and engagement, is looked at the nature of that connection, whether it is good or bad, how consumer involvement occurs, and how often it occurs. Customer interaction helps both buyers and suppliers by improving closure rates while fulfilling contemporary business to business customer expectations. Keep consumers engaged throughout their purchasing experience to build client loyalty and gather important customer information. Abellio promotes a culture of customer engagement and makes evidence-based choices that assist the company in improving the customer experience. Abellio is goal-oriented, resilient, and driven to succeed (Abellio.com, 2021). 
Due to the recent pandemic and social distancing the customer engagement have been reduced. TFL have came with a new set of automatic announcements in order to help with customer engagement without the need of face-to-face interaction.
3.2. Customer experience
Customer experience, or CX, refers to how consumers feel or perceive the whole sequence of interactions they have with a business when they purchase products or services. If they have a positive image or opinion of the vendor, brand, or product/service, they are more likely to return (Wereda and Grzybowska, 2016). Due to the approach of ‘’fire and rehire’’ that Abellio adopts, the customer experience is not that amazing due to constantly hiring new drivers and firing the old drivers in order to maximize the profit. By doing so, the drivers that acquire the necessary experience and knowledge on a specific route, is going with them at the moment they are fired. In doing so, when the company replace the driver with a new one, the knowledge about surroundings that the new driver has are minimal and the customer experience is affected when a passenger asks for directions or points of interest.

3.3. Service quality management
As service quality management Abellio uses two different approaches which are Ibus and the ‘’mysterious passenger’’.
iBus is a bus radio and Automatic Vehicle Location (AVL) system. It guarantees that service controllers at garages are always aware of the precise position of all buses equipped with the technology. Ibus controller: Each controller is responsible by 3 or more routes service quality. For example, when a bus runs early (over 2 minutes), the controllers must contact the bus driver and instruct him/her to stop the bus for at least 2 minutes. 
iBus maintains track of where London's buses are using a mix of technologies, including satellite tracking and GPRS data transmission, enabling bus controllers to manage services to make them more dependable. Every time when a bus is running early the ibus controller intervene and contact the driver instructing him to stop the bus for a specific amount of time and regulate the service (Transport for London, 2015). 
The way that the company checks how the customer experience is delivered on the buses is with the ‘’secret passenger’’ approach, where Abellio sends an official person on the buses and interacts with the drivers, asking different questions about the surroundings to check on the driver’s knowledge. As well the ‘’secret passenger’’ checks how the driver is driving for example, cornering, braking, accelerating etc.
As well, TFL checks the route quality service which, if is not good enough, affects the company’s performance. TFL evaluates dependability by use of its service quality indicators (QSI). These surveys are carried out at about 500 sites on the QSI points bus network. Each of these QSI points are examined 16 times a quarter with up to three hours of observation. In order to compute headways and predict passenger waiting times, the bus departure time at QSI locations is reported directly to TFL (Schil, 2012). 






3.4. Relationship marketing

Tfl  owns the largest bus stop network in the U.K and have over 5000 digital and poster sites across these networks, in this way they can attract attention of the everyday London passengers and tourists (Transport For London, 2018). Transport for London is able to access an audience of up to five millions of people per day due to the diversity of public transport, like trams, buses, trains, underground, DLR etc. 
Using a experiential marketing approach, helps TFL in humanizing a brand or a sponsor, and creating experiences that leave consumers with favorable brand impressions for a long time. Experiential marketing, often known as engagement marketing, is a marketing approach that immerses or thoroughly involves consumers in a product. In a nutshell, experiential marketing allows customers to not only purchase but also experience a brand's goods or services. Memorable and unique experiences build emotional ties between the brand and the customer. Experiential marketing not only entails consumer involvement, but it also often enhances it (Batat, W. 2020).
For example, when Sony has launched PlayStation 5, to promote their product Sony UK staged a visually stunning 48-hour takeover of London's Oxford Circus station. This have resulted in 100,000 social media engagements, 61 pieces of media coverage, and 6 million impressions from a tweet about the campaign (Transport For London, 2020).
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In July 2017, TFL has promoted the release of Game of Thrones season 7. A 24-hour station takeover took place at the Kings Cross St Pancras station, with each stop being given a name of the Seven Kingdoms in Westeros. For example London was named Crownland owing to the vast and sometimes scandalous Royal Family that resides there. People who use the public transport were pleased and astonished by the company's new strategy, which resulted in higher levels of social media sharing and press attention (Landon, 2019). 
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4. Conclusion 
For Abellio there is a single customer, and that is TFL. Although being a relatively a new company comparatively to the other bus operators in London, Abellio understood how to please TFL, through service quality even if this means that the iBus controllers being under constant supervision, this resulting in gaining a competitive advantage over the other companies and winning new routes every time when a route is out for auction. 
But there is a conflict between what Abellio and TFL wants. Abellio being a private company all they are interested in are maximizing profits and minimizing costs, while TFL being a public company, what they wants is to offer better service quality, value and satisfaction to its customers. Abellio took seriously in consideration the service quality, but because they want to maximize the profits, they leave aside customer satisfaction due to fire and rehire strategy to cut costs.

5. Recommendations 
In order for Abellio to increase its competitive advantage is to increase its customer satisfaction. In doing so, they will definitely win more route hence increased revenue. The best and the simplest way in doing so is to give up fire and rehire approach which it will benefit the company on the long term. 
The benefits of giving up the fire and rehire strategy:
· The driver will acquire more knowledge of the surrounding area on a route and points of interest, hence helping the customer with accurate information.
· The driver will gain knowledge of specific dangerous areas, and hidden hazards on the road which will result in low risk of accidents and increased safety.
· The customer will familiarize with the driver which lead to closer relation between them and better customer interactions
· Better customer experience and a good service quality will result in awards and  extension of the contract for another two years.
This is due to the fact that TFL offers Quality Incentive contracts, and these contracts are typically for 5 years in length, with the chance of a 2 year performance-based extension given to the operator. So if the driver have more experience on a specific route or garage, the better for the company’s performance (Transport For London, 2015). 
The main problem when is coming to customer experience is the lack knowledge of English language, this is a result of fire and rehire approach, constantly bringing new drivers into the company. The company can tackle this before hiring a new driver through a simple interview in English language, a simple writing test and reading. In this way, the company can identify and choose people with a better English language knowledge before hiring them and obviously, to give up the fire and rehire approach because people are improving their English language skills over time.
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