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    Introduction:
    External factors surviving in business environment are huge threats to performances and growth of numerous firms that must be controlled by forming various strategies. Currently, Covid-19 outbreak has totally changed the scenario of living lives and affected several businesses that are serving customers from long time. The foundations of strong positioned businesses have been impacted due to pandemic that has eliminated the direct contact with customers. The virus has disturbed society and business styles and constantly giving economic disturbances which should be reduced with creative ideas. This pandemic has unplaced all kinds of businesses and people by becoming an external factor that cannot be controlled until proper vaccinations.
[bookmark: _Toc57327669]      Due to this, Debenhams in UK has been impacted as its sales and profits have declined after the pandemic hit’s country. However, businesses now have become customer centric by fulfilling the preferences to live normal life. Serving customer experience was very limited before the pandemic but now CRM systems has been applied in many firms to serve best customer experience so that the sales can be managed high in post pandemic conditions. It has given fair understanding that businesses now must connect with customers on emotional grounds, rather than becoming profit minded business. Besides, there are various external and internal aspects that give negative impact to operations and performances that will be tested with various models to know actual situation of Debenhams. Even the report will describe several quality systems and its impact on business goals, to serve best customer experience. It will suggest various frameworks that can be applied for forming the good relationships with customer







[bookmark: _Toc57327670]Discussion:
          Organisation Background  
         Debenhams is popular as British multinational retailer that functions with departmental stores, across Denmark and UK and even has franchise outlets situated in other countries. It was started in 1778 by William Debenham which is currently operating at 178 locations. It has household items, furniture and clothing collection that include fashionable clothes, toys, cosmetics, shoes, electrical, accessories, furniture and home goods, gifts etc. It yearly collects revenue of £2277 million and operates with 25000 employees. It has highest number of stores and outlets in UK that is serving customers with daily and different needs. However, its performance has come to an impact from the day pandemic hits global countries that not only lowered its sales but also created risk for future to survive with same speed (Lemon and Verhoef, 2016). There are number of retail businesses which have been impacted from Covid-19 and due to its external nature business must comply with its guidelines and protocols. 
      Pandemic has disturbed living and working plans of humans, in which they have come to know that necessities must be satisfied first and others later. Such mentality and force from the pandemic have reduced sales from low needed products. The major delays for retail businesses was started when government started imposing lockdowns. That has affected sales as people are not allowed to move outside and firms and stores must remain closed, to lower the impact from infection. Due to this, Debenhams got shock as the situation has risen to cut 2500 jobs due to low sales that were recorded after pandemic. It has bought situation to cut jobs as business was not in condition to pay people and even cannot manage profits in pandemic due to country shutdown (Zhang, et.al, 2017). 
[image: ]
[bookmark: _Toc57327677]                       Figure 1: Impact of lockdown in Debenhams
                       (Source: Debenhams to Cut Jobs, 2020) 
[bookmark: _Toc57327671]       Further, based on history of 240 years it has been noticed that lockdowns have bought issues that has forced Debenhams to shut down almost 50 outlets that gave shock to the records. It has been further noticed that purchase for clothing got limited and people started online methods to purchase essential products and services. The people got interested in buying essential goods and services that has eliminated purchasing of customers from Debenhams stores. This has created the need to improve performance in coming post pandemic situation as linking with customer’s emotional feeling was majorly required instead of attractive promotions and latest services. For this, giving strong customer experience was become major need so that impact of Covid 19 can be eliminated in future. Besides, there are reasons that might give negative impact to business after pandemic that must be identified within specific timeframe (Mosquera, et.al, 2017). 
      Impact of External and Internal Factors 
      Performance of business is affected from various reasons that are present outside and inside the organisation. The external factors are just not controllable like pandemic and internal can be managed by forming various strategies. Similarly, Debenhams besides pandemic has got poor impact from various factors that will surely impact future performance too. Future, it is essential to analyse factors that should be improved including Covid-19 pandemic to increase its sales and profits in coming post pandemic time. So, it can be accessed using swot and pestle that will aid in improving its conditions by listing factors to develop. 
      PESTLE  
      The model will ensure to identify factors that are suitable for Debenhams to operate in based on which future can be generated (Jain, et.al, 2017). It will analyse reasons which can be controlled and cannot be controlled by authorities of business that will suggest areas to develop in post pandemic. 
 Political – Just like government regulations for lockdown came within UK and other nations, impact of Brexit is another external impact that Debenhams is constantly facing. It brings lower sales that affect productivity and profits of departmental stores. Before some time, the tax for corporation was minimised that positively impacted business but now there are chances that various nations can impose high corporation taxes that might become global barrier for business.           This might affect the upcoming time that can be very depressive than pandemic. 
  Economical – The economy has got worst hit from pandemic, that has affected living and survival standards of people at global level. People have started to buy vital things as the spending abilities are constantly getting lower due to shaken economy. Even constant fluctuations in currency in UK and other countries can pose serious threat in external form that might affect business for sustained time (Lipkin, 2016). To deal with inflation, strategies must be developed soon for eliminating negative impact on economy. 
   Social – It is vital for business to serve methods using which society can be benefitted in tough times. As Debenhams does not sells essential items it has caused social impact on serious manner. For this, it needs to strengthen its online platform by increasing users so that higher sales can be driven in coming future. Also, pandemic has shown that things that are essential for living life is food and house which should be focused by business in post pandemic soon. Due to this, sales of organisation have been affected that is shown in graph below (Grewal, et.al, 2017). 
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[bookmark: _Toc57327678]                             Figure 2: Impact on sales from Covid-19
                             (Source: Lisa Byfield-Green, 2020) 
Technological – pandemic has given hint that business with online platforms and the websites has higher chances for achieving objectives and profits in coming future. Even latest technology is required to be installed at stores that can detect people with chances of infection (Flavián, et.al, 2019). Even compliance with tablet devices has become important for Debenhams for boosting customer facing time as above graph shows that organisational products do not fall under essential list that can cause tough impact in post pandemic. 
Legal – Following the laws created by country’s government is vital need that should be fulfilled by organisation. The laws coming from Brexit side are not appropriate that might affect Debenhams in coming future. Also, it is vital for business to comply with legal authorities that will help in coming time to commence business without any restrictions and disturbances. It can be serious factor if organisation ignores such laws to save human era. 
Environmental – The best way Debenhams can attract customers is by protecting natural resources ignoring which can affect its market image. It is important for using sustained practises that can bring success in lowering emissions of CO2 (Zolkiewski, et.al, 2017). Even the business must adopt methods that can generate better energy within country and various nations to lower the impact from external factors. Accordingly, securing environment has become major need for business to eliminate pandemic impact in future. 

SWOT
     The model will help to know internal factors that can be improved within Debenhams by adding customer services that will strengthen relations after pandemic gets over. It includes: 
Strengths - The Debenhams is managing strategic progression that has helped in achieving business goals. 
It even has sound and strong financial performance. 
Promoted digital growth and created strong channels of partnership (Walden, 2017). 
Weaknesses - The market of UK has got weak due to which earnings of people have got affected. 
Even the brand is involved in sales using in-store method that has limited the growth methods. 
Limited online platforms and no availability of essential items made tough for it. 
Opportunities – Debenhams can target new geographies and various segments for boosting its sales after post pandemic. 
It can indulge in different alliances and partnerships for boosting market share. 
The business can follow fresh policies for restructuring that will help in successful expansion (Manthiou, 2020). 
Threats – The stiff competition in retail sector can vanish organisation in coming years. 
Higher product cost will not attract customers and stores will get close soon affecting its sales and profits. 
[bookmark: _Toc57327672]There are high chances of cybercrime due to weak online infrastructure that can affect sales and profits of business (McColl-Kennedy, et.al, 2019). 
    Need of Quality Systems in Debenhams 
     Covid-19 has affected numerous businesses in which Debenhams is also found to be victim. The global countries are dealing with various methods so that business and economy can be managed again. It mentioned that strong relations with customer in current time is only way to survive in coming future. Debenhams is not available essential products that have given another negative point to its sales and profits graph. Now, the basic improvement and strategy that needs to be focused on is to engage customers in products through different modes with affordable rates as people are now left with low spending capacities. Customer want quality in best rates that shows business can strengthen relations by serving quality goods to customers that is only possible through quality control systems that has to be implemented in Debenhams (Hassen and Kirka, 2018). It will create image of customer centric organisation that will positively bring higher profits and sales. 
     Quality systems refer to method, policies, etc which initiates new ideas or strategies with motive of boosting high customer base by giving their expectations. Consequently, goods of business can be improved over quality checks and controls that will surely attract customers in high numbers. However, it is further important that reasons which affect or destroy qualities in product, or the service must be identified. It includes information related to machines should be effectively given to employees so that products can be framed according to customer needs. Even forming new goods for new market should be managed rightly with affordable rates ignorance can impact quality in negative manner (Kang, et.al, 2018). The constant appreciation in form of financial and non-financial way should be given to workers like incentives, rewards etc that will maintain high quality standards. 
        In addition, using latest machines is best but at same time competent staff plays major role in setting quality to products and services. For this, training and development needs to be planned on regular terms. Also, better working structure and environment is responsible for products quality as people with motivation and support will achieve desired quality list to gain higher sales and profits. Choosing appropriate raw materials for production is vital that can manage the quality aspects in pandemic situation. Overhead reasons must be kept in mind in Debenhams to add quality with better rates to boost revenues and sales in post pandemic (Godina and Matias, 2018). 
    Techniques for Quality Systems 
    Quality of goods and services needs to be improved by applying various methods that helps to get competitive edge and customer base. For this, various models should be initiated by Debenhams that will improve quality standards for products and services. After pandemic, it will become easy for business to understand preferences and expectations of buyers which have been used in mid pandemic. The below methods must be complied with for engaging buyers within business such as: 
       Regular Internal Auditing 
    In situation of post pandemic, auditing at internal level will play beneficial role in attracting the global customers (Klochkov, et.al, 2017). It will clearly show objectives that have to be achieved by organisation and the ways and resources will be enlisted to know actual quality and functioning that will take place. It will discuss about plan that will manage risks, governing part and production criteria that will play significant role to bring improvement for long time. Auditing on regular basis will help business to know improvement areas, reasons that bring low coordination and conflicts, about staff members and duties, list of suppliers etc. The teams created for audit should cover various aspects such as finding best ways to lower waste handling and should try to use low prices ways to produce goods for attracting people. 
[image: ]
[bookmark: _Toc57327679]                       Figure 3: Positive sides of auditing
                        (Source: David Dunkelberger, 2019) 
    Further, auditors will ensure that efficiencies are being made within operational work to boost production and allotment of correct resources to employees. For increasing work morale, the auditor can suggest that description for corporate structure will make easy for people to work with confidence and interest (Gremyr, et.al, 2019). Even the team will cover areas that are major reason for conflicts and issues. 
   Debenhams can maintain quality in existing and new product category in the future by trimestral or yearly audits. 
    Net Promoter Value 
    It is criteria that are used by businesses for knowing customer experiences that has been gained, from products that helps to estimate upcoming success. It is best way to enhance growth and sustainability to business. In this, scale is arranged with ten digits that work as rank for certain service or product. In this, 0-6 is detractors, 7-8 are known as passives and 9-10 are promoters within scale. The promoters are people that ensure that brand will be recommended and used in future, critics are marked as people that are not satisfied from brand and passives, are people that can change anytime when prices from other brands goes down. 
After pandemic, this can be the best method to check the quality of products and services that will even generate high customer engagement in Debenhams (Haycock and Schandl, 2017). For example – the company asking question like “How you liked our delivery services?”
[image: ]
[bookmark: _Toc57327680]                 Figure 4: Constituents of NPS 
[bookmark: _Toc57327673]               (Source: Product Metrics, 2019) 
    Quality System Consequences on Organisational Objectives 
    Pandemic impact was to worse on outlets of Debenhams, as it does, not contain list of essential goods and services that shows tough barriers while connecting with customer’s emotional and mental needs. Even after numerous stores at global level it could not survive lockdowns due to which 50 stores was completely shut down and 2500 jobs was totally removed that shows weak side of business. In such situation, it could have lowered its prices or started partnerships with other firms to serve and deliver essential product need to survive and perform effectively in the market. But the websites and apps created for phone were being used by customers in the limited form as home decor, furniture and accessories are only products with it that was last priority for customers. Consequently, it currently needs to give quality experience to customers to retain its image across market (Foroudi, et.al, 2018). For this, different ideas have been suggested for checking quality within business that will give positive impact after Covid-19. 
    For engaging and attracting customers towards the brand, Debenhams must comply with above quality systems by ensuring that overall goals of business will get accomplished soon with it. The idea of managing quality at workplace with low product rates will restart the functioning of business that will help in gaining competitive edge. Her most crucial objectives that should be achieved by business include satisfying society, boosting profits and shares within market. So, the quality systems that have been suggested should be applied in Debenhams to fulfil goals such as: 
      Becoming Market Leader 
    Every business wants to become market leader and Debenhams that has been affected from the pandemic needs to strengthen its image and position again in competitive market (Pashootanizadeh and Khalilian, 2018). The business is involved in fashion clothing too but cannot make expected growth in lockdowns. The second most priority after food for customer is clothes that should be aimed by Debenhams in coming time of post pandemic. The objective is to enhance its market share and image within this field or section. The below graph has discussed about position in clothing section that is low in front of other strong brands. In such situation, becoming market leader in clothing department gets little tougher. However, it has made place within top ten that shows its capability to perform in stiff and competitive markets. Thus, boosting effective growth and success is vital for business after post pandemic to take position of market leader in any field. 
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[bookmark: _Toc57327681]        Figure 5: Sales of Debenhams
        (Source: Tugba Sabanoglu, 2020) 
       Growth of Revenues and Profits 
     The business profits are vital to earn for managing its long-time survival and revenues helps to make investment easier for business anytime. Debenhams is performing in UK and other nations that have helped in gaining competitive edge and better profits. The actual performance in UK is immensely better than Denmark, Ireland and other areas which show that its domestic and national presence is appropriate and profitable for long time (Ullal and Hawaldar, 2018). The below graph mentions that from 2014 to 2018 it was constantly growing its revenue too high from other nations but when UK is in front, it shows that after 2016, revenues in UK was starts declining. The rest of issue touched when pandemic came and affected its performance with low market share and revenues in 2020. 
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[bookmark: _Toc57327682]      Figure 6: Revenue growth of Debenhams in UK
      (Source: Tugba Sabanoglu, 2020) 
     Impact on Society 
    The business is performing at global level and now not able to manage its position in national and international levels due to Covid-19 which has affected economy and spending capacities of people. It deals in various products but could not have product category that fulfils basic needs of human such as medicines, food etc (Lee, et.al, 2018). 
In pandemic, people have come to know that store which is providing food and living essentials will be the brand that will surely grow in coming future. It has also given estimation that online shopping channels have now become major need to deliver products to customers easily if lockdown situation arises. Recently, in August it has closed 50 stores and now in year 2021 it is planning to close 28 more due to loss. Consequently, it shows that the business, that positively impacts society ignoring profit side has higher chances of survival. Accordingly, it will be hard for Debenhams to achieve future growth if it does not comply with society needs. 
[bookmark: _Toc57327674]   Therefore, the leftover stores can be managed by using quality control systems in which goods will be given to customers in low amounts (Constantinovits and Zhang, 2018). Even the existing range of products can be tested by NPS and regular auditing to find weak areas which can be improved for performing for the long time. Auditing plays major role in developing quality and tries to lower cost of production that will help business to survive in post pandemic and it can redevelop itself by complying with the buyer needs and feedbacks. Also, NPS is suitable for knowing brand recommendation level to add quality in future if it continues to operate.
      Framework for Better Customer Relationships  
    To manage work and profits within and after pandemics businesses must comply with various type of customer relationships that should be strengthened effectively within certain timeframe. The business is performing at global level but now due to non-availability of essential goods this has been affected business performance and market reputation. The strong relations will help departmental store to flourish after posting pandemic situations that can be improved by adding quality and nominal rates which will attract customers from global level (ABDELKADER and RABIE, 2019). It is important for the firms to utilise quality control methods that can add growth and sustainability to coming future. 
Following, are methods which can be initiated for strengthening relations with the buyers in effective manner that includes: 
      System of Customer Relationship Management 
    It can be used for handling relations with customer that helps to achieve business goals. There is various software such as Nimble etc which can be applied by firms to comply with change that will surely hit business. As the pandemic has affected business growth it even impacted sales and profits of business to constant levels. 
       AIDA Model 
    The model is used by marketing departments that focuses on four key areas desire, interest, awareness, and action. Even it helps to communicate with people around that help to make work easy by motivating employees at global level. It helps to strengthen relations effectively that helps to gain competitive edge and better benefits. The brand awareness for Debenhams will play major role in achieving business goals as people will come to know about brand name and its related products. Even interest will be created, and desire will be achieved by giving them goods that are required by them. Even action for customer services play significant role in achieving business goals (Poyraz and Çetintürk, 2017). 
   The methods are beneficial for developing relations with customer after pandemic that will bring higher benefits in coming future.
Conclusion:
    After adding up discussion above, it has been concluded that external factors play major role in affecting business activities in positive or negative manner that helps to gain competitive edge and strong performances. As pandemic has affected global businesses, various firms have started using customer centric method by applying various systems and techniques that provides higher customer experience. It has lowered market shares and profits of businesses and suggested that online platforms are suitable in case of such pandemics. For this, Debenhams has considered in report that also got negative impact from pandemic due to which its sales and performance in UK and Denmark has been declined with rapid speed. No contact sales got tough in lockdowns that showed that the strong relations and emotional attachment with customer is only way to crack the profits and constant survival in upcoming future. 
      For developing better understanding for customer experience for best performance in future, the other internal and external factors have been analysed that can affect functioning of Debenhams. It has suggested various methods for managing quality within goods that helps to accomplish the objectives planned by organisation. At last, it dispensed various techniques to maintain effective customer relationships to form strong mental and emotional connection that will positively impact business in post pandemic era.
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