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[bookmark: _Toc123318375]Executive summary 
CRM uses customer knowledge about products and services to develop potential customer relationships. encourage the growth of loyalty and ownership (Antonila, 2022). To stop a consumer from receiving a subpar product, TQM requires all employees to be concerned with product quality. The objective of this article is to provide an overview of the most current advancements in quality management practices for small and medium-sized businesses. Also made very obvious where the quality assurance frameworks that were founded on the needs, requirements, and expectations of the customer, as well as the ways in which these frameworks differed from the original quality-management concept in adopting best practices, quality control, and auditing. Additionally, some recommendations have been provided at the conclusion of this study.

[bookmark: _Toc123318376]Introduction
In addition to ensuring that customers always get what they want, TQM also provides a system for dealing with unhappy customers, fixing problems, and avoiding them in the future (Tuan, 2021). Discover the tools your business needs to implement TQM. Take a look at Quality Assurance Department Products
EasyJet, a low-cost airline based in the United Kingdom, flies both domestically and internationally. The UK's London Luton airport serves as the location of its headquarters. The business was founded in 1995. The company is present in more than 30 countries via its associated airlines, which include EasyJet Switzerland, EasyJet UK, and EasyJet Europe. EasyJet carried 96 million passengers as of September 2019 over 159 airports and 159 countries while running more than 1000 itineraries and operating a fleet of more than 331 Airbus aircraft. The aircraft is now the foremost low-cost airline in Europe as well as the 7th largest carrier worldwide based on passenger traffic. Early 2020 figures show that the company had 15000 employees (Tommas, 2020).
In the UK, France, and Switzerland, EasyJet ranks top or second in terms of brand popularity. People on local contracts from seven different European nations are employed there. In addition to that, EasyJet is involved in the lease and exchange of aircraft. This low-cost airline based in the United Kingdom is included in the FTSE 100 Index and has a listing on the London Stock Exchange. Numerous regional charities are supported, and it collaborates with UNICEF on behalf of disadvantaged children. EasyJet is launching a new business unit named easyJet Holidays in time for the peak travel season in the summer of 2020. This corporation forecasts that it will make more revenue from the 97% of recreational customers who make their reservations at other establishments (Thomas, 2021). The unique selling proposition of the company is that it is able to provide high-frequency, point-to-point flights linking major airports in Europe to passengers traveling for either business or pleasure. The airline was given this honor at the 2019 World travel awards World Airlines Awards, taking home the trophy for Best Low-Cost European airline. The mission statement of EasyJet is as follows: "to provide our customers with safe, cheap, point-to-point flying services." The purpose of this project is to execute and supply across a range of European destinations a consistent, reliable product and prices that attract recreational and commercial clients. The goal statement for EasyJet is as follows: "Becoming Europe's preferred short-haul airline."

[bookmark: _Toc123318377]Company context 
Task 1
PESTLE Analysis of EasyJet
The airline industry promotes the growth of national economies while feigning to have a vital role in globalization. Here is a study of other outside factors and how they affect the aviation industry, with a heavy emphasis on the EasyJet company. The financial crisis, fleet groundings due to COVID-19, and growing oil prices are just a few notable factors that have affected the aviation industry as a whole.
A framework for understanding how external factors impact the macroenvironment that impacts EasyJet's operations is provided by the PESTLE study report. EasyJet's marketing strategy, growth trajectory, economic case, and marketing strategy can all be examined using the PESTLE study, a useful method for assessing the effects of current external variables that are political, economic, social, technological, legal, and environmental (Swink, 2017).
Macroeconomic, geopolitical, and legal weaknesses might have an impact on the aviation industry. Political instability, the uncertainty brought on by Brexit, supply and demand imbalances, changes in broad economic trends (inflation rates, foreign exchange rates, interest rates, currency rates, taxes, etc.), and rising fuel prices are just a few of the pertinent political and economic factors that can affect EasyJet's financial performance.
Technology has a significant impact on the aviation industry; as a consequence, the business must adjust to the evolving technological aspects in order to take advantage of challenges and transform them into profitable opportunities. Automation, biometric, blockchain-based, integrating 5G networks, robots, sustainability, and improved systems for air traffic control are just a few of the various technological advancements to watch in 2020. (Thomas, 2021). The effects of the aviation industry's activities on the environment are quite detrimental. EasyJet is aware of how its business operations affect the environment because it is a responsible company. As of right now, it is the first major airline around the world to operate carbon-neutral flights. It also focuses on addressing other environmental issues such as maintaining air quality, reducing plastic use, litter, and noise from aircraft, and addressing climate change.
The results of the PESTLE study for EasyJet Plc are summarized in the following table, which is followed by the analysis report in its entirety.
[image: ]
Figure: PESTLE Analysis
Source: (Swink, 2017)
Political Factors
EasyJet's ability to operate profitably in a given territory is directly correlated to the political stability of that region.
Opportunities: The government authorizes the acquisition of new aircraft. Government direction and support are offered to the travel and tourism industries. European nations' Political stability in the EU is a result of cooperation and excellent relationships. This stability presents a significant opportunity for growth for EasyJet.
Threats: The government has stated that the Environment Agency would punish airlines that violate stringent carbon emission limitations. Wednesday, March 4, 2009, on BBC (Tuan, 2021). Government regulations require airlines to use costly technical methods to identify terrorists for passenger security.
Economical Factor
Easyjet remains profitable despite the global economic slump. Easyjet managed to offset the consequences of a 50% increase in fuel costs by generating pre-tax earnings of £123 million. In a recession, clients are more price sensitive. The low-fare strategy employed by Easyjet capitalizes on consumer demands for more cheap travel. Exchange rates might affect a company's economy, but EasyJet is profiting from the recent decline in the US dollar's value in relation to the European (Tommas, 2020).
Social And Demographic
In recent years, there has been a tremendous change in peoples' lifestyles. More individuals now travel for both jobs and pleasure. The emergence of low-cost aircraft and their business models have caused several transformations in the travel and tourism industries. They are also having a big impact on how individuals act when they travel (Thomas, 2021). The expansion of several airlines is positively impacted by this rise in travel. This reality is reflected in how the tourist sector has evolved in recent years, particularly in Europe. The way people fly is changing, which will help EasyJet expand.
Technological Factor
The rapid development of technology might have a significant effect on the day-to-day operations and future growth of the business. The use of the internet makes company operations more efficient and gives customers more ways to learn about other destinations and holiday spots. Notwithstanding Online reservation strict implementation of market pricing transparent, e-commerce development permitted 95% of Easyjet's customers to buy tickets online, making Easyjet the leading online seller of airline tickets in Europe (Tuan, 2021). The company just introduced Check'N'Go, a self-service check service, for the convenience of its customers. EasyJet must keep up with technological developments in the realms of e-commerce and aircraft manufacturing to preserve a competitive edge.
Legal factors 
There is a robust regulatory framework, with 3 European airline regulations and fluctuations in the European airplane supply managed by ATC. Additionally, there are three regulatory bodies that oversee European air traffic control. Additionally, there are modifications in the European aircraft supply. Additionally, bribery scandals engulfed Airbus and EasyJet, the airline founders.
Environmental Factor
[bookmark: _Toc123318378]One of the biggest concerns right now is global warnings. The aviation sector contributes 3% of the total emissions of carbon dioxide in the 27-member EU. The EU's aviation carbon trading scheme will go into operation on January 1, 2012. (Sahhar, 2021). This will be put into effect as a component of the EU-wide initiative to reduce aviation emissions. The Scheme for Emissions Trading ETS may make it more difficult for the sector to compete in global markets.
Model Review 
Task 2 
Value Chain Model of EasyJet
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Figure: Value Chain Model of CRM
Source: (Pretorius et al., 2020)
EasyJet Aviation is a low-cost airline that offers flight travel at incredibly affordable rates. The value chain model refers to a set of actions that are part of their business process and provide value to their goods and services. It provides supplementary competitive advantages over rivals and lowers the danger of substitutes. There are two stages to their activities:
· Primary Activities
· Support Activities
Primary Activities: Attaining operational effectiveness should be the major focus of any firm, and for EasyJet to accomplish this goal, all of the primary activities should be the organization's primary priority.
Inbound logistics: 
Routes: EasyJet is now operating its business across 600 itineraries in 30 different countries.
Passenger Service: They are providing service to more than 60 million travelers daily.
Pricing: They give the lowest price possible to maintain their status as a low-cost carrier and keep their place at the top of the list of airlines. They provide services to airlines while carrying an equivalent only of 62 pounds for each passenger.
Fuel: To provide services to its millions of clients, it spent approximately 1251 million euros on gasoline. Recently, they have begun to work on becoming more fuel-efficient to save money and protect the environment by lightening the weight of couches and other furnishings (Tommas, 2020). Additionally, they are employing nanotechnology in their weight-loss artwork.
Operations:
Flights and Staff Scheduling: Companies are scheduling a record 500 flights every day, and more than 4500 crew members are working and available at all times to assist passengers.
Ticket Counters: Customers may locate ticket counters in every location that Easyjet serves.
Safety Service: Assuring the security of the passengers and employees always comes first, they continue to provide top-level guidance to crew top management throughout the network.
Ground Operation: They guarantee that their personnel is always there at the appropriate time and location. Daily operations are meticulously managed, including weather monitoring, traffic management, and a flight management (Sahhar, 2021).
Onboard facility: While traveling, there is no free food provided; however, there is a Buy on Board customer experience where consumers may purchase their favorite delicacies and do shopping. For instance: gadgets, clothing, accessories, and many more. As magazines don't travel far, they don't broadcast movies or films, thus they are the sole form of amusement or a way to pass the time.
Outbound Logistics:
All travelers are permitted to bring a sole cabin bag with helms and grips, however, holders of the Easyjet Plus or Flexi Fare Cards are also permitted to check an additional compact bag beneath the seat. They offer rental automobile services from airports to various locations following clients' requests. Customers who rent automobiles have a variety of alternatives, including long-term rentals, one-way rentals, and many more. Additionally, they offer incentives and luxury automobile services in response to consumer requests (Oakland, 2019). Through Easyjet, one may reserve hotels, condos, resorts, and villas for residential care. Customers can choose from a wide range of price points.
Marketing and Sales: 
Promotion: Search engines and websites that compare flights allow access to the Easyjet website. However, since the price is so low relative to the quality of the service, consumers are their biggest advocates, which helps Easyjet indirectly. They employ aggressive tactics, such as continuously providing clients with discounts, especially during busy times (Swink, 2017). For instance, while the Euro 2016 Criteria are taking place, they could be offering discounts on travel to Europe.
Advertising: Additionally, they are very aggressive in their advertising. Easyjet features a captivating tagline like "The web's favorite airlines" and a vibrant and energetic hue (orange). They have painted them on their gorgeous planes. The internet is their primary advertising medium. Their website has all the information. YouTube, also features a series on its airlines.
They have adopted environmentally friendly measures and are working with UNICEF on philanthropic endeavors as part of their commitment to corporate social responsibility. They are employing nanotechnology to make their airliners lighter and more fuel-efficient, and they have raised over 2.1 million euros for the welfare of mothers and children (Williams, 2019).
Electronic Tickets: EasyJet offers the option of online priority boarding so that clients don't need to print out credentials on paper. This allows EasyJet to sell tickets online while maintaining the security of all personal data and saving consumers significant time. So that clients could conveniently access, buy tickets, and get whatever information they wanted to know about EasyJet, they released official mobile applications (McDaniel et al., 2018).
Service:
· Method for ensuring the happiness of customers.
· Sales via the internet and by phone, in addition to no compensation for missing flights.
· Payments and acknowledgment are made via a six-character booking reference number.
· There is no pre-assigned seating; guests are seated in the order in which they arrive.
· Travelers, business owners, and managers of smaller companies are some of the target demographics.
· Fill in as many seats as possible.
· Use of a lottery method.
· Be on time for every event.
Support Activities: It provides support to main activities, which aids in the process of achieving a competitive edge over rival businesses.
Firm Infrastructure: Easyjet enjoys high brand recognition and a positive image, particularly in Europe, and this reputation is growing daily as the airline expands into new areas like Morocco and Egypt (Oakland, 2019). This enhances the prestige of its brand name. Its approach is built on a low-cost one that prioritizes cost-effectiveness. The only drawback for them would be the perception of low-cost services as being of inferior quality.
Human Resources: Easyjet hires mostly youthful individuals. To support the Easyjet company culture, they must be in casual attire. Online applications are accepted for jobs. They value diversity and see their employees as a significant factor in their success. To boost employee engagement and teamwork commitment, it is therefore important to spend significantly on personal development. Training programs, coaching, and mentoring help employees continuously develop their knowledge and abilities (Mathiyas, 2020). Some clients are dissatisfied because they feel the employees could perform better.
Technology: Utilizing cutting-edge new technology and always enhancing its IT business strategy allows it to provide services of a higher caliber and operate at a higher level. Today, 95% of reservations are done online because of improvements made by Easyjet to its online service since 1998. This demonstrates the usefulness of this channel. Given that its website is regarded as the most appealing of all airline websites, Easyjet is currently seen as one of Europe's most cutting-edge carriers (Pretorius et al., 2020). Right Now Service was introduced by Easyjet to improve online customer support. Customers may use the technology to ask queries in their native tongues and receive responses right away. To make it simple for clients to access and use, they have also released mobile apps. They are employing various nanotechnologies to lighten the airliners and increase their fuel efficiency.
Procurement: EasyJet relies heavily on its suppliers, Boeing and Airbus. To maintain its IT business model, EasyJet also works with outside firms like Sopra and Microsoft. Additionally, EasyJet has introduced several initiatives to strengthen relationships with suppliers. To make its beliefs, mission, and expectations clear to subcontractors, it has conducted role-reversal exercises, periodic seminars, and simulations. Additionally, they developed a novel approach to gauge and assess supplier performance and motivate them to become more active, proactive, and productive, which in turn improves product quality, which is the primary issue for procurement (Oakland, 2019).
IDIC model of CRM
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Figure: IDIC model of CRM
Source: (McDaniel et al., 2018)
Swink (2017) asserts that several thorough CRM models, including the IDIC framework, the QC design, the Gartner Competency model, the CRM model,  Payne's five processes model of CRM, and many more, have been established. On the other hand, Porter's general strategy and background, which includes the value Disciplines model, are more significant versions of the same notion, according to Swink (2017). Additionally, the framework for the generic strategy is crucial since it drives the firm toward gaining a competitive advantage. While the IDIC model can propose that system of government, such as banks or airlines, it the necessity to take only quatern actions to develop a closer one-to-one relationship with its customers, a competitive edge can grow principally out of the value that a company can provide for producing their consumers, which surpasses the cost of the firm for creating it (Manuel, 2017). These four additional activities are:
Identifying: recognizing each of their consumers as a participant and giving them the impression that the company has an in-depth familiarity with those individuals.
Differentiating them: In addition to classifying consumers according to the importance they place on a certain company's products or services, a business may also categorize clients based on the requirements they have for its products or services (Jorden, 2018).
Interacting with them: The company is able to communicate with its customers in a manner that takes into account the priorities and requirements of those consumers.
Customizing: The goods and services provided by the Company are tailored to meet the requirements outlined by the clients. In this regard, it has been made clear from a variety of Easy-jet publications and company reports that the company, in order to increase the levels of customer satisfaction, has complied with the legislation of customization and personalization of the service in accordance with customer preference. This was done with the goal of increasing customer satisfaction levels. The corporation made the decision to implement the policy in the hope that it would result in an increase in the number of return customers for the organization (Sahhar, 2021).
Benefits and challenges of CRM 
Benefits of CRM
Better knowledge of customers: EasyJet is able to get to know who their clients and leads are because of the collection of company data that is made possible by CRM systems, which is one of the most significant advantages of these systems (Manuel, 2017). First and foremost, a customer relationship management system is an effective marketing tool since it puts all of the information that a company needs about its customers (or potential customers) right at its fingertips. The customer relationship management system (CRM) is responsible for the collection and organization of data pertaining to customers and prospects. This information may include contact data such as a customer's name, address, and mobile number, along with demographic data and transactional data. This makes it simple to personalize contacts with clients by gaining an idea of what they are, what they desire, and any problems that they may have had in the past with your services or products.
Better segmentation of data: Drilling down into client data and segmenting it to personalize a business's communications with customers is one of CRM's most potent features. A strong CRM makes it simple to categorize all the data a firm has collected into lists that may be used for certain advertising campaigns or customer support assistance (Addis, 2020). Targeting people that one knows aren't interested in a certain good or service is a waste of time and money. To get the greatest outcomes, Easy Jet can instead concentrate its attention and resources on a few select listings.
Better customer retention: With a CRM, Easy Jet client service representatives have access to every encounter a client has had with the organization, allowing them to handle complaints more efficiently or foresee problems and find solutions before they become significant problems for the company. Customers will be appreciative that they don't have to repeatedly describe their issues because all the data is readily available in one location. If you can successfully use a CRM to solve their problems, you're likely to profit from this customer loyalty as up to 94% of consumers look to buy from the identical source they did previously. CRMs are believed to increase client retention by up to 27%. (Jorden, 2018).
Better anticipation of needs: By forecasting what a consumer is most likely to react to best whether cross-selling or upselling, Easy Jet may leverage a CRM to develop a more successful sales process. The data, which includes what consumers have previously purchased, when they purchased it, and what other goods were in their basket, allows the firm to correctly anticipate what items they're most likely to acquire.
Better communication: Customers anticipate a prompt answer when they contact a company. 48% of customers need a 24-hour turnaround on social media queries and complaints, and they demand the same high standard of customer service across all means of contact. Easy Jet can swiftly reply to initial client inquiries by using templates that are configurable thanks to a CRM. It enhances team communication as well as how quickly it can interact with clients thanks to a CRM (Ferrell, 2022). In order to work together on their jobs, such as marketing automation or enhancing customer response times, sales, marketing, and customer service all have exposure to the same current data.
Better data protection: A CRM makes sure that Easy Jet's client data collection complies with GDPR. By manually gathering and keeping data, a corporation runs the risk of doing anything incorrectly, which might lead to large fines. However, a CRM system will gather and retain consumer data in a secure manner that complies with GDPR regulations. Additionally, it enables safer data storage, so Easy Jet can wave goodbye to password-unprotected spreadsheets of client information and piles of paper with crucial information on them (Manuel, 2017).
Improved reporting: A CRM's comprehensive data collection results in robust reports containing crucial sales and marketing KPIs. Any reliable CRM will produce reports that give you a thorough insight into how your company is doing, allowing you to immediately identify any areas that want work, procedures that need to be adjusted, as well as success factors.
Disadvantages of CRM
Team wariness: It is understandable why a company's workforce could be reluctant to use a CRM at first given the unfamiliar technology and the abundance of data. Staff employees are more inclined to utilize and profit from the tool if they have the proper training and have access to smartphone CRM and virtualized CRMs that are accessible from anywhere. The significance of making the product simple to use for the team's members is shown by research showing that teams utilizing mobile Cloud solutions are roughly three times more successful at meeting sales quotas than teams using regular CRM systems (Ferrell, 2022).
Dehumanizing the sales process: Some conventional sales teams contend that CRMs eliminate the human element of selling and replace it with technology. The use of a CRM allows for the personalization of every encounter, making it simpler to connect with the appropriate parties at the appropriate times.
Five force analysis of Easy Jet 
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Figure: five force analysis
Source: (Jorden, 2018)
	Bargaining power of customers
	High

	Competitive rivalry within an industry
	High

	The threat of new entrants
	Low

	Treat of Substitute
	Medium

	Bargaining power of suppliers
	Medium


Because of EasyJet and the current downturn in economic activity, the threat posed by new rivals is quite modest. Given the current state of the economy and the huge financial investment that is required to enter the airline industry, it seems extremely unlikely that this will occur in the near future.
High-speed trains and improvements in European road infrastructure pose a moderate threat to alternatives (Thomas, 2021). The improved convenience and flexibility of locomotives or vehicles typically pale in comparison to the time and financial advantages of low-cost carriers. With the possible exception of the Euro Star, which connects London and Paris, distances on international routes are typically too vast for a vehicle or rail to be a viable option for air travel.
There are some significant players as well as some smaller ones in the airline industry, which is quite expansive and has a widespread presence.  Easyjet is up against several low-cost carriers, and passengers may easily change from one aircraft to another (Oakland, 2019). It implies that in order to gain market share, Easyjet will need to maintain competitive rates. Due to their increased price sensitivity, clients will therefore have a strong negotiating position.
Easyjet benefits from the suppliers' moderate bargaining strength. Only two commercial aircraft manufacturers were responsible for the production of 90% of aircraft (Airbus, Boeing). Because of shifts in the economy or conditions in the market, such as the premium of fuel oil, which is closely associated with the oil prices and is something about which EasyJet has virtually no control, airline companies may decide to move away from providing shipping companies to defense airlines, or they might choose to have a distinct buyer or limited supply aircraft. Alternatively, EasyJet may choose to reduce its supply of aircraft. However, easyJet and Airbus have a delivery agreement for 120 aircraft starting in September 2003 and lasting for five years (Antonila, 2022). Although relying only on manufacturers for spare parts might be dangerous, EasyJet will ultimately have greater control over its suppliers as it grows.
Competition in the LCC sector is quite fierce. There are an excessive number of service providers available in the domestic as well as the international market. Ryanair and EasyJet are two of the most well-known new low-cost carriers, but there are also Virgin Express, KLMuk, Debonair, and Air One (McDaniel et al., 2018). While it is relatively strong inside each group, the rivalry between those two groups remains low. Low levels of the current competition, however, persist between Ryanair and the two big low-cost carriers since they have chosen to service separate routes, avoiding direct head-to-head competition. Price pressure will be intense if any business decides to compete on the same terms as Ryanair. EasyJet operates in a very competitive market, and this fact is discussed in more detail in the following parts. The level of competition is quite high.
SWOT analysis of Easy Jet 
On March 30, 2020, EasyJet was forced to halt all of its planes because of the COVID-19 pandemic. The airline did, however, declare in June 2020 that it will resume flights to a huge number of summertime locations. Passengers and personnel will be required to wear masks during this restart, which will also involve extra aircraft cleaning and disinfection.
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Figure: SWOT analysis of Easy Jet
Source: (McDaniel et al., 2018)
EasyJet is getting ready to return with the company's largest summer sale ever. More than a million flights to vacation locations all across Europe are scheduled for the enticing price of just £29.99. This travel deal is anticipated to be available from July 1 to October 31, 2020. (Tuan, 2021).
The firm may implement further such strategic priorities, which SWOT tools assist in identifying, in order to maintain an edge over the competition. EasyJet can clearly see its strengths thanks to the SWOT analysis, allowing it to build on them and meet its corporate goals. It highlights potential internal and external hazards that might be reduced or avoided by capturing the upcoming opportunities.
Its strong brand value, proximity to even more than 150 aircraft destinations, unrivaled network, low-cost corporate strategy, operational excellence, brand loyalty, and development through acquisitions and mergers are among EasyJet's most valuable assets (Sahhar, 2021).
Europe is EasyJet's main market, however, it doesn't currently fly to many places. EasyJet can help compensate for this deficit and improve the recognition of its brand by making use of the opportunity to expand its services across all of Europe. The same goal might be reached by mergers and acquisitions, enticing travel offers to bring in new customers, providing superior services to competitors in the market, etc. The vulnerabilities that exist outside of EasyJet include fierce competition, fluctuating energy costs, digital upheaval, unforeseen accidents, and catastrophes, to name a few.
The EasyJet Plc SWOT Analysis is shown below in a matrix, followed by a thorough analysis:
	Strengths
	Weaknesses

	· Robust financial standing, brand recognition, and public image.
· A picture that is beneficial to the environment.
· Interactive data utilization 
· A Stable Base of Customers
· Strong market-sensing skills (package deals)
	· There are not many ways outside of the EU.
· Does not appeal to businesses or senior citizens as consumers.
· An ever-increasing difficulty in differentiating one offering from another based-on price and efficiency (competitors catching up).
· Reliance on collaborative endeavors.

	Opportunities
	Threats

	· There has been a rise in the demand from customers for discounted fares.
· Full-service airlines may scale up their operations and concentrate solely on long-distance travel.
· The market for weekend "getaways" is experiencing substantial growth.
· The expansion of both the railroad network and the services it offers.
· Increased global recognition of the brand and the opening of new markets beyond the EU.
	· The market has reached its saturation point, and competition has increased
· Vendors (Airbus) have monopolistic power over important components.
· Uncertainty on the political front, together with swift social and technical advancements.
· Fuel price
· o Globalisation


 

[bookmark: _Toc123318379]Recommendations
Easy Jet must focus on preserving its established market dominance. According to Miles and Snow's notion of the "Four Business Strategies," Easy Jet should go from being a "Prospector" to an "Analyser."
Easy Jet should aim to enter fresh marketing channels, focusing especially on television broadcasting, in order to increase their market strength over the long and short terms.
Easy Jet must always develop new strategies for expanding its expertise and activating its large workforce base. Easy Jet has to think more about this and fostering such other aspects of the business, will assist to preserve another crucial part that yet, other competitors fail to understand.
Easy Jet should continue using its current clientele to support its new advertising campaign. That will make it simpler for Easy Jet to identify the brand-loyal clients and leverage them in their advertising by making special deals and discounts available to them.

[bookmark: _Toc123318380]Conclusion 
From the information presented above, it is possible to conclude that efficiency and quality of work play the most important role in the improvement of the current environment and that an organization's primary focus should be on providing quality service to its customers and ensuring their satisfaction because these two factors are the most important drivers of competitive advantage (Addis, 2020). In addition, this study clarifies the critical variables that must be present in order to enhance the overall quality of the services, as well as the elements that play a role in the formation of the organization. This study presents an improved image of the organization and covers its many aspects.
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