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Executive summary-

The current assignment will be based on TESCO. It has been concluded that by using advance technologies and approaches related to quality management, organization has overcome the negative impact on certain factors and has gained competitive edge, which is quite beneficial for its continuous success. 
INTRODUCTION

Customer experience it the key element of businesses success within market where they conduct effective activities and manage organizational functions in appropriate manner. It considers as sum of overall interaction between a brand and their target market, which put direct impact on satisfactory level of each consumer. It also defines as totality of affective, cognitive and behavioral buyer response during each stage of consumption procedure. Within a company, skilled and knowledgeable candidates are accountable to provide positive and pleasant experience to their target market as key customers who are capable to put positive or may negative affect on business growth. The current assignment will be based on TESCO, which falls under the category of top 10 leading organizations that operated under retail industry and manage its business progress appropriately. The study will explain brief introduction of chosen firm and marketing concepts that will include in current report. Furthermore, it will justify factors that influence quality systems of firm and controls for target market in time of crisis such as COVID-19. Lastly, the report will clarify systems that support supermarket quality procedures and understanding of extent to which each system is effective in regard to meet buyer requirements and maintain good relationships in time of pandemic.
TASK 
Critically analyze factors that influence TESCO quality systems and controls for consumers in times of crisis like pandemic

In recent time, due to COVID-19 many organizations like chosen one may face several challenges and efforts to deal with key issues that arise because of specific factor, which may affect quality systems of company and way to control consumers. In the world of business, there are varied models and theories accessible that marketer may take into their consideration in regard to TESCO and get benefits of analyzing factors that influence quality systems as well as controls for target market during pandemic. In term of marketing concepts, PESTLE, SWOT and porter’s five forces and in form of customer relations management theory value chain analysis may apply in regard to chosen supermarket (CRM value chain model, 2019). 
SWOT analysis-

Strengths- 


Vast network of stores is the main strength of TESCO and consider as one of those internal factor that put positive influence on process of controlling target market in pandemic situation in term of offering quality items and delivering these at their door. 


Furthermore, skilled workforce is it’s another strength that influence in similar way in term of performing appropriately and supporting during process of quality management.
Weaknesses-


Lack of focus on online sales operations may the main weakness of brand that put negative impact on customer relationship and quality system management (SWOT Analysis: What It Is and When to Use It, 2019). For example, this factor may lead to decrease sale and profitability of company and customers experience during online shopping.


Involvement in several legal issues, may negatively influence organizational practices and activities such as quality management and customer retention because it drives the attention of management towards deal with legal battles. 
Opportunities-

Technology advancement is the great opportunity that TESCO may grab because it may put positive impact on quality systems in term of using advance systems that enhance products quality and enhance customer satisfaction. It enables firm to make control regarding customers in form of determining trends that they follow and develop plan to offer items accordingly. 


Accessibility of quality management systems and approaches may provide unexpected benefits to brand in term of increasing operational efficiency that allow to offer quality products and retain customers. 
Threats-

Intense competition within retail industry as an external factor may put negative impact on organization quality systems in term of driving attention of management towards using and replacing current one with new such as TQM, etc. It put a lot of pressure on them for controlling customers in term of retaining them by offer better items than rivals.


COVID-19 is another external factor that possesses great threat upon company and unable its management to take strategic action in short term duration. It may affect organizational productivity and process of controlling as well as managing wide customer base. 
PESTLE analysis-

Political factor-

Sudden changes related to political factors such as announcement regarding lock down may put negative impact on organization’s quality systems as well as controls for customers in term of shutting venture and due to that firm may unable to delivery products (Paurova and Gregova, 2020). Many items such as frozen food products just because of this circumstance may do not stay fresh for long that affect their quality. 
Economic factor-

Just like above factor, any change related to this one may also affect organizational activities such as customer controlling or retaining and process of quality management. For example, fluctuation in the context of unemployment concept may put positive impact on organization in term of getting more talented people at cheaper rate who may contribute to enhance products quality by using quality management approaches and tools. Furthermore, they may also support to enhance satisfactory level of customers. 
Social factor-



Emerging market trends and needs of customers may put negative impact on TESCO quality systems and controls for target market, because it may drive the attention of management towards making further including current change related goods and tactics in regard to customer retention, according to new trend and things that they expect to get from brand. The overall procedure may consume a lot of time and efforts. 
Technological factor-

Technology advancement is the best and most effective factor that contribute to enhance organizational capability to maintain products quality and service standards that retain potential customers forever with brand purchase (Capuder and et.al., 2020). For instance, emergence or existence of top machines that utilize for quality management may influence positively upon quality systems of company and allow to control each buyer appropriately. 
Legal factor-


Fluctuation regarding laws such as General Product Safety regulation 2005 may put negative impact on quality system of supermarket in term of making change in their quality management process in form adding more terms and conditions that manager and other stakeholder may should follow. 
Environmental factor-


Just like above factors, it also influences but in different manner. For example, by conducting CSR practices firm may able to enhance satisfaction level of customers and build strong brand image in market, where profitable and beneficial stakeholders in variety of terms may accessible, who may help to increase organizational productivity and profitability. 
Porter’s five forces-

Bargaining power of customers-


Degree of this force it high because of accessibility of alternative items that most of the individuals or companies may offer in cheaper rate. It may negatively influence organization's quality systems in term of driving management attention to make change in their products quality that gain the attention of new and retain existing target customers.
Bargaining power to suppliers-

Extent of this force is low because number of suppliers may exist in retail market who may tend to work with profitable brand like TESCO. It may enable manager and workers to be competitive and do not make any change in business activities like customers service, etc. they may just focus on offering everything according to buyers need.
Threat of new entrance-

Just because of capital requirement and high investment the extent of this element is low which may put positive impact on TESCO quality systems and customer services as they may concentrate on enhance service standard level invest of focusing on developing plan to beat new rivals. It may add value in the context of goods and services to gain the attention of new customers and earn profit through selling quality items. 
Threat of substitute products and services-

Degree of this force is high because of substitute items that exist in retail market and offer in cheap price. It may gain the attention of customers towards purchasing them which is not good for company success. As firm may focus on improving service and products quality that retain potential buyers forever. 
Competitive rivalry among existing organizations-

High competitive rivalry among existing players within retail industry may put negative impact on TESCO strategies related to customer services. It may drive focus of manager and leader towards improving goods quality and making essential changes in quality management systems in term of adopting new approaches such as TQM, Kaizen, etc. 
Value chain model of Buttle’s-

Primary activities-

Customer portfolio analysis-


This element of CRM model may, drive the effort and attempt of organization and its management towards forming plan to determine potential customers, which made them able to create value for them as per their needs and expectations (What is a CRM Model. 2019). 
Customer intimacy-

At this stage, firm may take initiative to determine what its target market want and expect from brand, which made it capable to be the best for them by offering require items and services that may support to add more value for them. It may contribute to increase its profitability and wider customer base.
Network development-


In term of network formation, firm may effort to drive attention of each department to work together, which enable them to create value regarding potential customers who may able to enhance organizational productivity. Collaboration between all departments may contribute to increase operational effectiveness, which in return maximize quality management process speed.
Value proposition development-


According to this element, TESCO and its management may efforts to combine their network such as supply chain management and other with services and products plan, in order to offer valuable products that help to retain customers and increase profits margin. It may enable firm to add value for people whom they target.
Manage customer life cycle-

Marketer may manage the relationship or consumer life cycle by using advance technologies to promote its venture. They may also efforts to solve customer queries regarding products quality that influence positively upon process of controlling or retaining buyers .
Supporting activities-

Leadership and culture-

TESCO may effort to create positive working environment at workplace in term of using the best leadership style, which help to drive the attention of workers towards be creative and made them capable to add value for customers by improving products quality.
Data and information technology-

In order to retain customers and enhance their satisfactory level, it is essential for brand management to use information technology, through which they may get data about current market needs, etc. and then used to add value. It can be said that information technology may support to analyze vast amount of data that help to create value proposition. 
Human resource management procedure-

HR department may take initiative to build strong workforce at workplace by developing plan related to training and development. This kind of effort may enhance capability of existing and new workforce and allow providing quality goods that add value for target market.
Procurement process-

Organization may add value for customers and retain them forever, by making relation with sustainable and trustworthy suppliers who may able to offer sustainable items that enhance target market satisfactory level. It also supports to build excellent brand image in market, which is quite tough to do so.
Organization design-


Management may focus on organizational structure where people may work together for improving goods quality and offering valuable things to them. It allows individual to be more centric towards personalize offerings that help deliver quality items and retaining individual customer. It may affect positively upon quality system in term of enhancing workers performance to do their work appropriately.
Identifying the system supporting quality process of organization to meet customer requirement in crises 

In the current scenario of business environment there are various types of factors influencing organization’s ability to meet customers’ requirement. It becomes important for the company to develop systematic methods supports its quality process to get effective products in turn customer requirements can be met. Tesco as being international organization require effectual system that can help firm to improve quality procedures. Firm achieves several advantages through implementing activities to make the products according to established. The foremost benefit firm get ability to monitor & continuously improve performance of key areas which provides assistance in eliminating errors and defects (Ponsignon, Kleinhans  and Bressolles, 2019). Tesco implement standardization system prevailing in market as it has its specification to assure the product quality. Firm operates on both domestic and global platform and due to covid 19 crises firm is taking more precautions to ensure that international standardization products are produced. For this purpose it includes six sigma, TQM, ISO, etc. that provide assistance in providing good customer service. 
Six sigma 


It is widely taken into consideration by the organization to fulfill the objective of attaining quality to get competitive advantages  in terms of customer acceptance & loyalty, etc. the particular process is concerned with  improving the performance by eliminating the defects that are becoming hurdle in getting standardize product as per the international benchmarking established for the industry (What is Six sigma? 2021). These is one of the major aspect fro improving the qualitative activities of organization which is very useful in moving towards success. This specified approach of assuring quality helps organization to identify lacking areas that are cause of hindered performance and provides guidance to employees with creating special levels. According to the six sigma any defect that does not permit organization to achieve customer satisfaction is referred as obstacles of quality. In the times of pandemic competition has increased in this specific sector as it is included in necessary service provider. It enables Tesco to get higher assurance of quality. Application of it helps in coordinating with changing circumstances if current environment to provide trustworthiness to customers that their health and safety measures are taken into process by firm through implementing international standardization.    Tesco executes to culture of quality among its employees to attain major assistance in increasing its sales revenue & profitability via building effectual customer relationship. 

Total quality Management 

It is concerned with long term success through getting customer satisfaction by making all employees to participate in the process of continuous improvement. There are various elements of TQM that helps ability to get success via implementing focus on customers, employee involvement, process orientation, integrated system,   communication, fact based decision making, continual modification, strategic & systematic approach.  The mentioned course of action is very essential for assisting Tesco to sustain in industry through having appropriate level of communication with clients. In the times of pandemic it is becoming difficult for the company to reach customers due to fear of getting threats regarding health & safety. Being an international organization firm require providing assurance to consumers that its products are delivered with high quality measures. From the initial stage to end channel till the commodities are reached to customers Tesco pay attention on making is employees engaged in its quality related activities. This assist in improving the situation containing lacking parts to build capacity to comply with prevailing quality management system. Fundamental element of TQM is to have process orientation thinking to execute suitable steps to cope up with internal as well external changes.


This helps in establishing strategic & systematic approach to in order to achieve mission, visions, and goals. It becomes possible for Tesco to compete with similar organization operating in industry as formulation of strategic plan that integrates quality as a core component can be exerted with help of TQM (Total Quality Management, 2021).  Effectual decision making by recognizing the lacking areas to apply suitable improvement action becomes essential to get attention of buyers in turn image of concern for clients’ complaint can be created. Having appropriate suitable communication helps in gaining the position to build good customer relationship in the market. There are several benefits that Tesco  gets via this specific procedure of quality improvement which includes strengthening competitive position, higher productivity, enhanced market share, better cost management,  improved customer focus and  satisfaction, inclined loyalty, retention, employee morale & stakeholder value by getting innovative processes. These advantages attracts the customer to buy the products of Tesco which ultimately build better efficiency  in  understanding feedback of clients to make proper improvement. 
International organization standard

It is another method utilized to obtain the accessibility of giving evidence of product quality to assurance regarding the quality. It is important for the organization to have ISO certificate in the present scenario as fraudulent practices are increased which carets threat for building good relationship with customers. ISO 9001 is published by specialized authority to ensure that company’s products are made with appropriate materials and resources that matching with standardization (Pambreni and et.al., 2019).  In addition to this, it gives assurance to clients in order to freely consume the product without any fear or threat to health and safety as the material utilized are investigated.  This type of practices aids in easily entering new market and get positive level of sales through getting the trust of customers.  It is one of the most crucial quality management system that provide smooth functioning to organization to gain competitiveness sin the terms of quality to attract the targeted audience.


Enterprise becomes able to get the ability to streamline operations and reduce the cost. It aids in achieving eth quality management principles like process approach, evidenced based decision formulation, relationship management, leadership, Improved customer base, engagement of people, etc. in addition to this, having an evidence regarding product superiority ids in deriving significant factors that ,make possible to formulate good customer relation, etc.  It aids in creating an improving customer satisfaction through updating that provided information by specified organization is relevant and reliable which creates good brand equity in the market 


The most important quality management system implemented for the specified organization is ISO 9001 that assist in gaining strong position in industry. In the times of covid 19 there is requirement for the company to have sufficient understanding of prevailing market trends regarding qualitative measures (What is Quality Management System? 2021). There are several factors which can influence the performance of organization in the crises period which include government regulations, health & safety standards, etc. In order to comply with these challenges firm needs to gain competitive advantages in terms of quality in turn getting customers attention can become possible. Present era, has forced companies to respect the needs of clients through providing confidence that quality requirements are fulfilled to safeguard interest of buyers. 


These mentioned systems provide guidance to large extent as in prevailing situation the most important preference of customer is get higher and standardized product.  In addition to this, firm provides become able to sever consumers in efficient manner to increase efficiency and productivity.

Benefits of developing and maintaining good customer relationship
Firm  obtains different kinds of benefits when it has good relationship which includes increase customer revenues, helps in faster conversion rate, enhances effective cross up selling of products,  specifying sales and marketing processes, increased buyer loyalty,  effective internal communication. In addition to this, facilitates optimized marketing procedure, increased collaboration & coordination, etc which provides several new opportunities for the growth to the company (Kakouris and Sfakianaki, 2018).  Once the customers start trusting the brand and have good relationship with company’s product it becomes easy for the organization to offer new types of innovative characteristics to attract new segment of clients as well. 


Competing with substitute products becomes relatively for the company when clients  has the brand awareness of the top of mind level that provides assistance in retaining customers for longer time. The mentioned benefits gives the assistance in achieving economic of scale which motivates firm to continuously work on its products and services. It become possible to get data insights and analytics for reaching the position of making new innovative products to coordinate with changing taste and preferences of customers (Nguyen and Ali, 2021). Having good customer relationship not only benefit the firm financially but in non monetary aspects as well getting support can be expected. There are various responsibilities that firm is obligated to fulfill which comprises  overcoming social corporate responsibilities having support of customer can enable organization to do welfare for the public.

On the basis of this, it can be identified that having effective relationship with customer can be developed by complying with prevailing quality management system. It can be exerted by implementing mentioned quality procedures to get guidance and support in having base for meeting imposed standards related to industry. With help of such practices firm can get merits in order to reach desirable position in the sector by overcoming obstacles coming due to the current situation of crises. 
Challenges of developing & maintaining good consumer relationships- 

It is quite difficult for any organization including chosen one to develop effective customers' relationship, because it requires time and efforts in bulk, as well as approaches. It can be said that the procedure of developing & maintaining consumer relations, bring several challenges that may put negative impact on organizational productivity and profitability. 
Lack of communication-

Without effective communication or interaction, management within TESCO may not be able to develop and maintain strong customer relationship. This challenge may put negative impact on its success and productivity as well as profitability.
Information collection and management-

It is one of those key challenges that a firm may face while taking initiatives to develop and maintain good relationship with target market, in term of bringing challenge to collect info about target people which consume a lot of time and make everything delay.
Lack of technology integration-

This challenge may decrease organizational products and performance regarding customers relationship management, because without using advance technologies, firm may unable to get data about customer and take action to retain them. 
CONCLUSION

From above analysis, it has been concluded that by using strategic marketing theories and value chain analysis as consumer relationship management theory, marketer has gained unexpected results in term of achieved set objectives and goals of supermarket. They have overcome the negative impacts some external & internal factors and obtained benefits from few of them in term of increased profitability and productivity. Furthermore, by summing up above discussion, it has been determined that management by using the key strength of company and grabbing opportunities has gained competitive edge and successfully managed its business practices especially during COVID-19. It has provided quality products that accessible in different categories to customers according to their needs, expectations and concern related to health. Organization by focusing on goods quality and quantity, has retained the potential consumers and attracted new buyers as well that are able to provide benefits to firm in term of making their loyal consumer. Usage of six Sigma, total quality management and other types of quality management approaches as systems has enabled manager and leader within supermarket to meet the requirements of target market. By using each concept, management has maintained effective and long term relationship with their customers when in time to crisis like pandemic. 
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