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 	Introduction.

In this Report, we will focus on the company Apply, and its customer services. We will analyse how Apple has implemented Customer relationship Management, strategies to enhance customer satisfaction, and how the company has utilized Service Quality and Total Quality Management to achieve excellent customer experience. Apple is known for its high-quality products and excellent customer experience and how Apple has managed to leverage its customer-centric approach to drive growth and profitability. Overall, this report aims to provide a comprehensive overview of Apple’s customer services, highlighting the company’s strategies, tools, and best practices that made it a leader in customer experience.
Company context.

Apple is a multinational technology company that designs, develops, and sells a wide range of consumer electronics, software, and services. The company is known for its innovative and cutting-edge products, including the iPhone, iPad, Mac, and Apple Watch, as well as its popular software and services such as iTunes, the App Store, and Apple Music.
Apple was founded in 1976 by Steve Jobs, Steve Wozniak, and Ronald Wayne, and was originally focused on developing personal computers. Over the years, the company expanded its product line to include other consumer electronics, such as the iPod and iPhone, as well as software and services. Today, Apple is one of the world’s largest technology companies, with operations in over 40 countries and a global workforce of over 130.000 employees.
	Is known for its commitment to innovation and design, and the company’s products are widely recognized for their sleek and intuitive design, user-friendly interfaces, and advanced features. Apple has also been a leader in the technology industry in terms of its environmental sustainability initiatives, and the company has made significant investments in renewable energy and green manufacturing processes.
	In addition to its hardware products, Apple offers a range of software and services, including the popular iOS operating system, iCloud storage service, and the App Store. The company has also made significant investments in developing new technologies, such as artificial intelligence and augmented reality, that have the potential to transform the way we interact with technology in the future.
	Overall, Apple is a company that is dedicated and innovation, design, and delivering high-quality products and services to its customers. Its commitment to excellence has helped it become one of the most successful and recognizable brands in the world today.
	Apple has encountered challenges in developing a good Customer Relationship Management system despite being known for its exceptional customer services. One of the main issues that Apple has faced is managing customer data across different channels and touchpoints. Apple’s vast range of products and services means that customers interact with the company through various channels such as online, in-store, or over the phone. However, it can be challenging to create a unified view of the customer and deliver personalized experiences at every touchpoint.
	One of the internal factors that have contributed to the Customer Relationship Management problem is the company’s culture of secrecy and privacy. Apple has a reputation for strict control over its products and services and is reluctant to share customer data with third-party providers or other departments within the organization. This makes it challenging to leverage customer insights and data analytics to improve the customer experience.
	Another internal factor is the complex organizational structure of Apple, which includes multiple product lines, departments, and business units. This can lead to silos, making it difficult to share customer data and insights across the organization, as a result, the company may miss opportunities to improve the customer experience by failing to leverage customer data effectively.
· Corporate culture: Apple’s corporate culture is known for emphasizing excellence, 
with innovation, and this culture has had a significant impact on the company’s approach to quality systems and controls. The company’s culture of continuous improvement and commitment to customer satisfaction has helped Apple develop a robust quality management system that ensures the quality of its products and services.
· Organizational structure: Apple’s organizational structure, which is highly focused on 
collaboration and teamwork, has also played a significant role in shaping the company’s quality systems and controls. This structure enables the company to quickly adapt to changing customer’s needs and market conditions, which is essential for delivering a 24-hours customer service.
· Technology: Apple’s emphasis on technology and innovation has enabled the 
company to develop sophisticated quality controls systems that enable it to identify and address potential quality issues before they impact customers. For example, Apple’s use of machine learning algorithms to detect potential product defects has helped the company maintain high levels of product quality and customer satisfaction.
Externally, Apple has faced increasing competition in the technology industry from companies such as Samsung and Google, who offer similar products and services. This has put pressure on Apple to differentiate itself from its competitors by delivering exceptional customer experience.
Another external factor that has contributed to the Customer Relationship Management problem is the rapidly evolving technology landscape, which requires companies to adapt to changing customer preferences and behaviours. For example, customers now expect personalized experiences across all channels and touchpoints, making it imperative for Apple to create a unified view of the customer.
· Customer expectations: Customers today expect today fast and reliable customer. 
service, 24 hours a day. This has driven Apple to develop efficient quality systems and controls that enable the company to quickly respond to customer concerns, no matter what time of day it is.
· Industry competition: The technology industry is highly competitive, and companies. 
that can deliver 24-hour customer service have a significant advantage. Apple’s commitment to delivering high-quality products and services has helped the company maintain its competitive edge, even in a crowded market.
· Global market: As a global company, Apple must be able to provide customer service. 
around the clock, no matter where in the world its customers are located. This has driven the company to develop global quality systems and controls that ensure consistency and reliability in its products and services, regardless of location.
	Overall, both internal and external factors have influenced Apple’s quality systems and controls for delivering a 24-hour customer service. The company culture of excellence and commitment to customer satisfaction, its highly collaborative organizational structure, and its focus on technology and innovation have all played a significant role in shaping its approach to quality management. At the same time, external factors such as customer expectations, industry competition, and the global market have given Apple to develop efficient and effective quality systems and controls that enable the company to deliver reliable customer service 24 hours a day, seven days a week.
To provide more specific examples, let’s take a closer look at how these internal and external factors have influenced Apple’s approach to quality systems and controls:
Corporate culture: 
Apple’s corporate culture emphasizes innovation and excellence, and this culture has driven the company to focus on delivering high-quality products and services. To achieve this, Apple has developed a comprehensive quality management system that includes processes for product design and development, supplier selection and management, and quality control and assurance. The company’s culture of continuous improvement also drives it to regularly evaluate and update its quality systems and controls, ensuring that they remain effective and efficient.
Organizational structure:
Apple’s highly collaborative organizational structure enables the company to quickly respond to customer needs and market conditions. This structure promotes cross-functional collaboration and teamwork, enabling the company to quickly identify and address potential quality issues. It also enables Apple to integrate quality systems and controls across its various departments and teams, ensuring consistency and reliability in its products and services.
	Technology:
	Apple’s focus on technology and innovation has enabled the company to develop sophisticated quality control systems that support its 24-hour customer service. For example, Apple uses machine learning algorithms to identify potential product defects before they impact customers, and it uses real-time data analytics to monitor and improve its products and services.
Addressing the Customer Relationship Management problem can bring several benefits to Apple, including increased customer satisfaction, loyalty, and retention. By creating a unified view of the customer and delivering personalized experiences, Apple can enhance the overall customer experience and build long-term relationship with its customers. This can drive revenue growth and profitability, as satisfied customers are more likely to buy additional products and services and recommend Apple to others.
Additionally, by leveraging customers insights and data analytics, Apple can improve its products and services and gain a competitive advantage in the market. For example, the company can identify customer pain points and preferences to create more personalized products and services that meet the evolving needs of its customers.
The Apple’s Customers Relationship Management problem can be attributed to several internal and external factors, including its culture of secrecy and privacy, complex organizational structure, increasing competition, and rapidly evolving technology landscape. By addressing these challenges and implementing an effective system. Apple can enhance the overall customer experiences, build long-term relationships with its customers, and gain a competitive advantage in the market.
Marketing Mix: 
The Marketing Mix, also known as the 4 P’s (product, price, place, promotion), is a framework that helps marketers develop and implement effective marketing strategies by considering the key elements of a product or service. It is a widely used and accepted marketing theory that helps companies identify and satisfy customer needs and wants.
Ansoff Matrix:
The Ansoff Matrix is a strategic planning tool that helps businesses determine their product and market growth strategy. The matrix considers two main factors: products and markets. By combining these factors, the matrix identifies four growth strategies: market penetration, product development, market development, and diversification.
Communication Mix:
The Communication Mix is a theory that helps marketers design an effective communication strategy to promote a product or service. It includes a range of communication channels, such as advertising, public relations, personal selling, and sales promotion, that can be used to reach the target audience and achieve marketing objectives.
Stakeholder Map:
The Stakeholder Map is a tool that helps businesses identify and prioritize their stakeholders. It is used to map out the stakeholders’ interests and levels of influence, which can then be used to develop an effective stakeholder engagement strategy.
Porter’s 5 Forces: 
Porter’s 5 Forces is a framework that helps businesses analyse the competitive forces in their industry. The framework considers five main forces: the threat of new entrants, the bargaining power of buyers, the bargaining power of suppliers, the threat of substitute products or services, and the intensity of competitive rivalry. By analysing these forces, businesses can determine their competitive position and develop strategies to improve it.
In this critical review, we will analyse two Customer Relationship Management models, the Relationship Marketing Model and the Customer Value Management Model and assess their relevance and effectiveness for Apple.
Relationship Marketing Model:
The Relationship Marketing Model emphasizes building long-relationships with customers by creating value for them. Apple has a strong customer base, and their products and services are known for their high quality and user-friendly design. The strengths and weaknesses of this model for Apple are as follows: 
Strengths:
· Apple’s customer-centric approach has been a significant driver of their success, and 
the Relationship Marketing Model emphasizes understanding customer needs and preferences to create customized solutions.
· By building long-term relationship with customers, Apple can enhance customer,
loyalty and retentions, leading to repeat business and positive word-of-mouth marketing.
· Apple has a strong brand image, and the Relationship Marketing Model can help,
reinforce and build upon this image by creating a sense of community and shared values among its customers.
	Weaknesses:
· Apple may struggle to implement the Relationship Marketing Model on a large scale,
due to the significant resources required to personalize solutions for each customer.
· Measuring the effectiveness of a relationship marketing strategy can be challenging, 
particularly for larger organizations like Apple.
	One example of the successful application of the Relationship Marketing Model at Apple is the Apple Store. The Apple Store provides customers with a unique shopping experience, which emphasizes personalised service and creating a sense of community among its customers. Apple Store employees are trained to provide personalized service, and the store’s design encourages customers to engage with the products and each other. This approach has helped build a loyal customer base, with Apple Store customers spending more on average than customers of other electronics retailers.
	Customer Value Management Model:
	The Customer Value Management Model focuses on creating value for customers by delivering high-quality products and services that meets their needs and preferences. Apple is known for its user-friendly products and exceptional customer service. The strengths and weaknesses of this model for Apple are as follows:
Strengths:
· Apple’s focus on delivering high-quality products and services aligns with the principles 
of the Customer Value Management Model, which can enhance customer satisfaction and loyalty.
· By using customer data and insights, Apple can develop customized solutions and 
improve the customer experience. 
· The data- driven approach of the Customer Value Management Model can help Apple 
measure the effectiveness of its Customer Relationship Management strategy and make data-driven decisions.
	Weaknesses: 
· The Customer Value Management Model May not focus enough on building long-term 
relationships with customers, which is a significant driver of Apple’s success.
· The model may not be effective for organizations that do not have access to customer 
data and insights.
	One example of the successful application of the Customer Value Management Model at Apple is the use of customer data to improve the customer experience. Apple uses data to personalize the customer experience, for recommending products to improving the user interface of its products based on customer feedback. Apple’s use of data has helped improve customer satisfaction and loyalty, with customers praising the ease of use and user-friendly design of Apple products.
	Both the Relationship Marketing Model and the Customer Value Management Model have strengths and weaknesses, and their relevance and effectiveness depend on the organization’s specific circumstances. For Apple, the Relationship Marketing Model is more relevant due to the company’s emphasis on building long-term relationships with customers and creating a sense of community among its customer bases. However, the Customer Value Management Model is also important for Apple, as it enables the company to use customer data to improve the customer experience and make data-driven decisions. By combining elements of both models, Apple can create a Customer Relationship Management strategy that delivers value to its customers and helps drive the company’s continued success.
	 One Customer Relationship Management Model that could be applied to Apple’s problem of maintaining customer relationship 24/7/365 is the Social Costumer Relationship Management. This model emphasizes the use of social media platforms to engage with customers and build long-term relationships.
	Relevance:
The Social Costumers Relationship Management Model is particularly relevant for Apple as the company has a significant presence on social media platforms like Twitter, Facebook and Instagram. These platforms provide an opportunity for Apple to engage with customers in real-time, respond to inquiries and complaints, and promote its products and services.
Potential Benefits:
The Social Costumers Relationship Management Model can provide several benefits for Apple, including:
· Increased customer engagement: By using social media platforms, Apple can interact 
with customers in real-time, respond to their inquiring and concerns, and create a sense of community among its customers.
· Improve customer service: social media provides an opportunity for Apple to quickly 
respond to customer complaints and provide solutions, improving overall customer satisfaction.
·  Enhanced customer loyalty: By engaging with customers on social media, Apple can 
build stronger relationship and increase customer loyalty, leading to repeat business and positive word-of-mouth marketing.
· Better insights into customer preferences: Social Media platforms provide a wealth of 
data on customer preferences and behaviour, which Apple can use to develop customized solutions and improve the customer experience.
	Challenges: 
While the Social Costumers Relationship Management Model offers significant potential benefits, it also presents some challenges, including:
· Maintaining consistency across social media platforms: Apple must ensure that its 
messaging and branding remain consistent across all social media platforms to avoid confusion and maintain a strong brand image.
· Handling negative feedback: social media provides a forum for customers to voice, 
complaints and criticisms, which can be challenging to manage effectively. Apple must be prepared to respond to negative feedback quickly and appropriately to minimize damage to its brand reputation.
· Balancing automation and personalization: while automation can improve efficiency and 
consistency, it can also lead to impersonal communication. Apple must strike a balance between automated responses and personalized interactions to maintain a strong customer relationship.
	The Social Costumers Relationship Management Model is highly relevant to Apple’s problem on maintaining customer relationship 24/7/365. The model provides a range of potential benefits, including increased customer engagement, improved customer service, enhanced customer loyalty, and better insights into customer preferences. However, the Social Costumers Relationship Management Model also presents some challenges, such as maintaining consistency across social media platforms and handling negative feedback. By implementing the Social Costumers Relationship Management Model effectively, Apple can build stronger relationships with its customers and maintain its position as a leader in the technology industry.
The marketing theories of 7P’s and Communication mix can improve the efficiency in improving Apple’s Customer Relationship Management by providing a structured framework for managing the customer experience and ensuring that communication with customers is consistent, targeted and effective.
The 7P’s of marketing, also known as the marketing mix, provide a comprehensive framework for managing the customer experience. By focusing on product, price, place, promotion, people, process, and physical evidence. Apple can ensure that its offering is tailored to customer needs and that every interaction with the company is positive and engaging. For example, by developing high-quality products that meet customer needs and expectations. Apple can build strong brand loyalty and customer satisfaction. By ensuring that products are priced appropriately and available in the right places, Apple can improve accessibility and convenience for customers. By investing in customer service training and improving internal processes, Apple can ensure that every interaction with customers is efficient and effective.
1 Product: Apple’s products are known for their quality, design, and innovation. To improve Customer Relationship Management, Apple ca focus on developing products that are tailored to customer needs and preferences, and that provide a seamless experience across all touchpoints. For example, Apple could use customer feedback to identify areas for improvement and develop new features and functionalities that address customer pain points.
2. Price: Apple’s pricing strategy is premium, but customers are willing to pay a premium for the quality and design of its products. To improve Customer Relationship Management, Apple could consider offering more flexible pricing options, such as instalment plans or loyalty discounts, to reward customers for their loyalty and make its products more accessible.
3. Place: Apple’s products are sold through its own retail stores, online store, and through authorized resellers. To improve Customer Relationship Management, Apple could focus on improving the in-store experience, by training employees to provide exceptional customer service and personalizing the experience for each customer. Apple could also consider expanding its presence in emerging markets, where it can reach new customers and build stronger relationship.
4. Promotion: Apple’s marketing is known for its creativity and impact. To improve Customer Relationship Management, Apple could focus on creating targeted campaigns that resonate with its core audience and reinforce its brand identity. Apple could also leverage social media platforms and other digital channels to engage with customers in real-time and build a community around its products.
5. People: Apple’s employees are critical to its success, as they care the face of the company and interact with customers every day. To improve Customer Relationship Management, Apple could invest in training and developing programs to empower employees to provide exceptional service and build strong relationship with customers. Apple could also consider hiring more staff to ensure that customer inquiries are handled quickly and efficiently.
6. Process: Apple’s internal processes are designed to ensure that its products are of the highest quality and that customers are satisfied with their purchase. To improve Customer Relationship Management, Apple could focus on streamlining its processes to reduce wait times and improve the overall customer experience. Apple could also invest in technology solutions that enable customers to track their orders and receive real-time updates on their delivery.
7. Physical Evidence: Apple’s retail stores are designed to create a unique and immersive shopping experience. To improve Customer Relationship Management, Apple could focus on enhancing its physical evidence, such as by creating more interactive displays or offering personalized product recommendations based on customer data. Apple could also consider expanding its physical presence in key markets, to provide customers with more convenient access to its products and services.
The 7P’s of marketing can be applied in Apple’s Customer Relationship Management strategy to improve customer satisfaction, build stronger relationship, and drive long-term loyalty. By focusing on the key elements that matter most to customers, such as product quality, customer service, and accessibility, Apple can differentiate itself from competitors and continue to be a leader in the technology industry.
The communication mix is a set of tools and tactics used to communicate with customers and build relationships. The communication mix includes advertising, personal selling, sales promotion, public relations, and direct marketing. By using these tools effectively, Apple can reach its target audience, build brand awareness, and create a positive image in the minds of customers. For example, through advertising, Apple can engage with customers directly and provide tailored solutions to their needs. Through public relations, Apple can manage its reputation and build trust with customers. Through sales promotions and direct marketing, Apple can incentivize customers to make purchases and build loyalty.
The communication mix is a set of communication tools and tactics that a company can use to reach and engage with its customers. For Apple, the communication mic can be used to improve its Customer Relationship Management efforts by ensuring that it communicates effectively and consistently with its customers across all touchpoints. Here are some examples of how the different elements of the communication mix can be used by Apple to improve Customer Relationship Management:
1.Advertising: Apple is known for its innovative and impactful advertising campaigns, which often focus on the product itself and its unique features. To improve Customer Relationship Management, Apple can use advertising to create emotional connections with its customers, by highlighting the benefits and value of its products and services. Apple could also use advertising to reinforce its brand identity and messaging, and to reach new customers in different markets.
2.Sales Promotion: Apple offers a variety of sales promotions throughout the year, such as discounts, free accessories, or trade-in-offers. To improve Customer Relationship Management, Apple could use sales promotions to reward its loyal customers and encourage repeat purchases. Apple could also create personalized offers and promotions based on customer data, such as offering discounts on accessories or services that are relevant to their purchase history or interests.
3. Personal Selling: Apple’s retail stores and online support channels are staffed with knowledgeable and friendly salespeople who can provide advice and assistance to customers. To improve Customer Relationship Management, Apple can invest in training and development programs for its sales staff, to ensure that they have the skills and knowledge needed to provide exceptional service and build strong relationships with customers. Apple could also use data analytics to provide personalized recommendations and advice to customers, based on their browsing and purchase history. 
4. Public Relations: Apple has strong public relations strategy, which includes media relations, events, and sponsorships. To improve Customer Relationship Management, Apple can use public relations to build trust and credibility with its customers, by sharing stories and news that showcase its commitment to innovation, quality, and customer satisfaction. Apple could also use public relations to engage with customers in a more informal and personal way, such as by sharing behind-the-scenes content or inviting them to participate in events or activities.
5. Direct Marketing: Apple uses email, push notifications, and other direct marketing tactics to communicate with its customers and promote its products and services. To improve Customer Relationship Management, Apple could use direct marketing to provide personalized and relevant information to customers, such as product updates, new releases, or exclusive offers. Apple could also use direct marketing to encourage feedback and engagement from customers, by inviting them to participate in surveys or provide reviews and ratings.
6 Digital Marketing: Apple uses digital marketing tactics such as search engine marketing, social media advertising, and mobile marketing to reach and engage with customers online. To improve Customer Relationship Management, Apple could use digital marketing to provide a seamless and consistent experience across all digital touchpoints, such as by ensuring that its messaging and visuals are consistent across different platforms and devices, Apple could also use digital marketing to create targeted and personalized campaigns that resonate with its core audience and drive engagement and loyalty.
The Communication Mix is a critical component of Apple’s Customer Relationship Management strategy, as it enables the company to communicate effectively and consistently with its customers across all touchpoints. By using a variety of communications tools and tactics, such as advertising, sales promotion, personal selling, public relations, direct marketing, and digital marketing, Apple can improve customer satisfaction, build stronger relationships, and drive long-term loyalty.
Based on the analysis and application of Marketing theories and Customer Relationship Management models, the following recommendations can be practically applied to resolve Apple’s Customer Relationship Management problem of maintaining customer relationship 24/7/365:
1. Use of customer data: Apple can use customer data to gain insights into customer 
behaviour, preferences, and needs, and to provide personalized recommendations and experiences. By collecting and analysing customer data from various touchpoints, such as website traffic, social media activity, and purchase history, Apple can create a comprehensive customer profile and tailor its products and services to meet their individual needs.
2. Emphasize customer service: Apple can improve its Customer Relationship 
Management by prioritizing customer service and support. This can be achieved by investing in training and development programs for its sales staff, providing prompt and effective customer support, and offering personalized solutions to customer problems. Apple can also use chatbots and other automation tools to provide 24/7 customer support, ensuring that customers can reach out for help at any time.
3. Consistent communication: Apple can improve its Customer Relationship 
Management by ensuring that its communication with customers is consistent across all touchpoints. This can be achieved by creating a unified messaging strategy that reinforces its brand identity and values, and by using a variety of communication tools and tactics to reach and engage with customers. Apple can also use social media to create a more informal and personal connection with its customers, responding to comments and feedback in real-time and showing a human side of the company.
4. Innovate products and services: Apple can improve its Customer Relationship 
Management by constantly innovating and improving its products and services, to need the changing needs and preferences of its customers. This can be achieved by investing in research and development, listening to customer feedback and suggestions, and collaborating with external partners and experts to create new and innovate solutions.
By implementing these recommendations, Apple can improve its Customer Relationship Management efforts and maintain strong relationships with its customers 24/7/365, ultimately driving customer satisfaction, loyalty, and long-term business success. 

By using the 7P’s and Communication mix together, Apple can create a comprehensive approach to managing the customer experience and building strong customer relationships. For example, by ensuring that its products are high quality and priced appropriately (product and price), Apple can build brand loyalty and customer satisfaction. By investing in customer service training (people and process), Apple can ensure that every interaction with customers is positive and efficient. By using advertising and personal selling (promotion), Apple can incentivize customers to make purchases and build loyalty.
In conclusion, the marketing theories of 7P’s and communication mix can improve the efficiency of improving Apple’s Customer Relationship Management by providing a structured framework for managing the customer experience and ensuring that communication with customers is consistent, targeted, and effective. By using these theories effectively, Apple can build strong customer relationships and maintain its position as a leader in the technology industry. 
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