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[bookmark: _Toc100718091]Introduction
The airline industry is one of the most rapidly expanding industries all over the globe. Due to the globalization and development in information and communication technologies, people are tending more toward the tourism industry which is also fostering the development of the airline industry (Belobaba, Odoni, and Barnhart, 2020). British Airways is a big name in the overall airline industry all over the globe. Though this company has been going through sustainable developments and growth, the recent pandemic of Covid19 created a massive hindrance in its path. Various types of internal and external elements impacted massively the quality management and control for customers in this company. Both quality management and customer relationship management are significant from the organizational perspective. This is more significant for the service businesses like British Airways. Quality management is the key that assists this company in attracting customers. Customers or the passengers in the airline industry are mainly attracted through providing the highest amount of quality services. This has resulted in increasing its importance in the perspective of British Airways. Besides, Customer Relationship Management refers to the continuation of a suitable and strong connection with the existing customer base. This is beneficial for effective customer retention in businesses. A strong connection with the customer can be ensured by following various types of tactics. In this world of information and communication technology, communication has been much smoother and easier than ever before. This has resulted in the widespread use of communication technology for retaining the customer base in any type of business. The use of social media, e-mail and other communication tools is seen to be implemented by numerous companies worldwide for ensuring a good and strong connection with the customers. This is why British Airways should focus on aspects of both of these two tactics that will be much beneficial for the company. All these facts are to be assessed in this research from several aspects. This report starts with a brief introduction to British Airways and several of its features. Internal and external factors that affect British Airways and its activities are also discussed in the later portion of the report including several types of macro and micro environmental factors. Apart from these, effective methods or strategies for fighting against these factors are also discussed in the later parts of this report. Besides, the ways of maintaining both qualities of service and customer relationship are analyzed here. In the following parts, a critical understanding of the quality process is depicted followed by an evaluation of the customer experience. The final portions of this report consist of the advantages and challenges of maintaining good customer relationships. All these elements in this report are concluded in the last part with a summary and recommendation. 
[bookmark: _Toc100718092]
British Airways
British Airways is the flag carrier airline company of the UK. Based on its headquarter in London, this company is serving the people worldwide. It was founded 103 years ago in 1919. Currently, there are nearly 255 fleets in this company who have been driving towards 183 different destinations. Sean Doyle is performing as the Chairman and CEO of this company (Moyer, 2020). It is the first-ever passenger airline company to generate more than US$1 billion on a single air route in a year (from 1 April 2017, to 31 March 2018, on the New York-JFK - London-Heathrow route) (Eckel, and Singal, 2019). Apart from it, the company is also much promising in providing high-quality products and services to the passengers. British Airways has been quite successful in preserving its fame as a 4-star airline for the quality of its staff service, airport, and onboard products. This quality is a major driver behind the increment of its fame worldwide. It has been also successful in having control over its customers by providing customer-centric services and activities. However, some major factors especially at the time of the recent pandemic of Coronavirus affected these activities in British Airways.
This company can be assessed from the viewpoints of Marketing Mix containing four major marketing elements.
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[bookmark: _Toc100706098]Figure 1: 4P's of Marketing Mix (Borden, 2018)
The Marketing Mix consists of four major elements including Place, Product, Promotion, Price, and Promotion. As an airline company, it has Boeing 777s, 787s, and 747s which offer an array of inflight services (Irvine, and Davies, 2021). Its variety of flight tickets includes economy, business, premium economy, and first-class. A core aim of this company’s pricing strategies is to keep it inside the affordable range of potential passengers. The pricing varies based on the types of tickets. Besides, this company also serves 400 airports. 40% of the slots of this airline company are at the Heathrow airport (Grugulis, and Wilkinson, 2020). It also performs smooth operations in other airports in multiple countries. As the industry is hyper-competitive, British Airways has to make sure it adapts a suitable promotional tactic. Their promotional tactics are very classy and have sophistication too along with messages highlighting them. This is how this company has been reaching the peak of its success. 


[bookmark: _Toc100718093]Internal Factors Affecting British Airways
Internal factors refer to the elements or ingredients inside the organization which affects any particular action of the company. Internal elements of any business include the Management board, Employees, Processes, Financial abilities, Culture, Power, Politics, and so on (Dana, and Vignali, 2020). There are four core elements that affected the quality management and control for customers at the time of the pandemic in British Airways. These are Employee Factors, Customer Interactions, Logistic Issues, and Core Management Issues. 
Employee Factors
Employees are significant internal elements of any organization. It is also said that employees are the hearts of any organization and play a major role in implementing any types of decisions taken by the top management. 
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[bookmark: _Toc100706099]Figure 2: Number of employees in British Airways (Prokesch, 2022)
Employees are much more significant in the perspective of British Airways too. However, at the time of the pandemic, the large base of employees became a burden for this company. This is why the company had to go through a must firing of a huge number of employees. The total number of employees in this company was 42,322 in 2019 became 37, 361 in the year 2020. However, a massive drop was seen in the next years which was about 7,000 employees (Balmer, Stuart, and Greyser, 2022). A count by the end of 2021 has shown that the total number of employees in this company was only 30, 000. This was a major fact that was an obstacle in the path of operating its activities properly. It impacted the quality management and control for customers negatively. 
Customer Interactions
The number of customer interactions also decreased at the time of the pandemic. It happened due to the lower number of passengers uplifted at the time of the pandemic. The graph below depicts the total number of passengers uplifted by British Airways from 2008 to 2020. 
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[bookmark: _Toc100706100]Figure 3: Number of passengers uplifted by British Airways (Mills, 2021)
The total amount of passengers uplifted in 2008 was nearly 32 million. It followed a bullish momentum that reached a peak of nearly 45 million in 2019. However, a massive drop was seen in the following year 2020 which was only 12 million (Bruce, 2022). This resulted in a decrease in the customer interaction with the staff and officials of the business resulting in losing control over them. 
Logistic Issues
The logistic issue was another major concern for British Airways that hampered several of its activities. As mentioned earlier, this company has a large number of fleets available which provides its services in various portions of the globe. However, there is a maintenance cost of this large number of fleets that was a major concern for it. Due to the continuous lockdown, all its activities were stopped. However, the company had to continue its maintenance activities. 
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[bookmark: _Toc100706101]Figure 4: Total Aircraft Statistic of British Airways (Irvine, and Davies, 2021)
British Airways has various types of fleets including A320, 777-200, A319, A320neo, 787-9, A321, and so on. Some of these are kept in storage, and some of them are used in operations (Grundy, and Moxon, 2021). All these fleets were kept in storage due to the continuous lockdown. This internal fact was a major element that affected the quality management of the company. The quality of these fleets was also downgraded due to the issue that may result in customer dissatisfaction later. 
Management Issues at the time of Pandemic
The management team of British Airways was considered one of the most experienced and skilled management bodies among any companies worldwide. However, at the time of the pandemic, the management body was questioned from various angles. The company was in crisis struggling to cope with the huge financial impact of the Coronavirus Pandemic (O'Leary, 2022). Its relationship with the government along with the employees were deteriorated in the meanwhile. The management body of the company faced huge difficulties in managing the overall condition at that time which also resulted in worsening the connectivity with the customers. 
[bookmark: _Toc100718094]External Factors Affecting British Airways’
Apart from the internal factors, there were also some major external elements that affected the quality management and customer control of the company negatively. This includes the competitive rivalry, and overall situation due to the pandemic, economic downfall, social factors, and the condition of the global airline industry. 
Competitive Rivalry
The competitive rivalry due to the Coronavirus pandemic reached the top. Most airline companies faced huge negative issues and impacts due to the pandemic. They counted numerous losses due to the continuous lockdowns (Maneenop, and Kotcharin, 2020). This is why all of them geared up of facing the new realities after the pandemic. The competitive rivalry resulted in influenced the activities and quality management issues in British Airways. 
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[bookmark: _Toc100706102]Figure 5: Major competitors in the British Airline Industry (Bowen, 2021)
Some major competitors of this company are Virgin Atlantic, TUI Airways, Qantas, Emirates, EasyJet, Qatar Airways, and Lufthansa. Though British Airways holds the highest portion of the market share, its condition reached a vulnerable phase at the time of the pandemic. 
Overall Covid19 Pandemic
The overall impact of the Covid19 pandemic was another major influencer on British Airways. There are several aspects of the pandemic including infection rates, hospital admission rate, death amounts, vaccination stats, antibodies generation, and social distancing. These elements resulted in keeping the people apart from the air flights and so on. 
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[bookmark: _Toc100706103]Figure 6: Overall Covid19 situation in the UK (Carroll, Strenger, and Balfour-Lynn, 2022)
The governments of most of the countries imposed continuous lockdown due to the pandemic. Because of the pandemic, people were not able to go out of the room and interact with other people (Flynn, and Moy, 2020). These lockdowns also resulted in impacting the controls over the customers negatively by British Airways. 
Global Airline Industry
The overall condition of the global airline industry was another major influencer behind it. As shown in the below graph, the global airline industry has gone through huge drops due to the pandemic. The impact was more acute for giant companies like British Airways. 
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[bookmark: _Toc100706104]Figure 7: Airline industry issues at pandemic (Scotti, D. and Volta, N., 2022)
A huge drop in the number of total passengers can be seen in the graph here. It shows that the number of customers reduced by 60% from 2020 to 2019, 49% in 2021 than 2019, and 26%-31% in 2022 than 2019 in the top quarters (Scotti, and Volta, 2022). Customers were mostly detached from British Airways which resulted in losing control over them. 
Economic Condition
Apart from these overall economic condition was also out of favor for the Airline industry. Most the countries all over the globe witnessed a major drop in the economic welfare or growth which is known as GDP.
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[bookmark: _Toc100706105]Figure 8: GDP Growth rate of the UK (Barnett, Mumtaz, and Theodoridis, 2021)
The UK was also not out of this huge negative growth rate. In the year 2019, it witnessed a major drop of 9.45% than the previous year 2019. Though it was expected to rise from the beginning of the next year, the actual loss was counted in 2019 (Mitchell, 2021). People’s purchasing power was decreased resulting in losing a large portion of the passenger base for good. 



[bookmark: _Toc100718095]Effective Systems of Fighting Against the Factors
A harsh truth about the pandemic is that it was completely unexpected and unavoidable for people worldwide. No one ever expected something like that and numerous people and businesses was the sufferer of it. However, the infant businesses suffered the most due to this pandemic. Similarly, British Airways also didn’t have any control over it (Wardhani, 2019). What this business can do is forget the past and look for achieving excellence in the future to the maximum level. To do so, it can follow some distinct strategies. 
British airways can follow a decreased pricing strategies to attract the people after the pandemic. However, the company has to provide top-notch quality to keep them connected with the business. To ensure quality management, this company has to negotiate with the suppliers properly to get raw materials at a discounted price. Besides, a minimal salary deduction can also be implemented to focus on other quality management aspects. Apart from these, the social media presence of the company need also to be strengthened for ensuring a higher outcome in the future. It will result in having a stronger tie with the customers that can result in having strong control over them to the maximum level (Barrow, 2017). Various types of social media platforms can be used by this company regarding this issue. Customer relationship management has been a major concern for businesses in the modern world. By using this management tool, British Airways will be able to have strong control over its customers. Regarding this theory, BA can use social media platforms effectively.


[bookmark: _Toc100718096]Maintaining the quality of service 
During the pandemic, the world business environment was changed totally. Every business needs to find new ways for surviving or for coping up with the situation. Governmental rules and regulations were so much strict. Business customers were so much concerning with their buying decision. It can be said that customers were more concern about the buying methods than product buying. As a result, every organization needs to change their selling system or selling quality as well as product quality. Safety and security were the major problems during that time. The world is not completely out of this COVID 19 situation (Alzoubi and Ayyash, 2016). In many countries, businesses are struggling with it. British Airways also faced this problem. And they also had to think about their customer`s requirement and also governmental requirement. Customer`s first priority was safety and that’s why British Airways ensure customer`s safety for their customer. They tried to separate customer`s distance. The introduced a new idea on that time. Customer could send their luggage before their journey. It reduced the customer`s queues and ultimately customer`s contact. For reducing traditional trolley service, British Airways gave free wifi service for its customer. And by using wifi, they can order their food from their sit and unnecessary contact by the cabin-crew service was reduced. People can book their flight and complete other formalities on online. It as also for safety purpose of the customers. These all were the quality maintaining activities from British Airways during the pandemic. They also maintain the governmental rules and make sure the distance between customers while travelling by their airlines. They maintain their employee`s safety as an internal activities and customer`s safety as an external activities.

[bookmark: _Toc100718097]Maintaining Customers relationship 
The process of engaging the customer in long run and maintaining a relationship with them is the meaning of customer relationship. A good customer of an organization will purchase always from the same company. And for that reason, every company try to maintain customer relationship. As the world face the problem of COVID 19 and everyone stuck into their room but customer`s need was not finished (Dimitriadis, 2019). Good customer purchased his needed product or service from the specific company. 
British Airways company has also many good customers who are always use to buy British Airway`s service. A good customer always tries to stay with the same company. Maintaining good customer relationship is the prime way of capturing the good customers. British Airways always tries to give highest customer service. For maintaining good customer relationship, they properly collect and use customer`s data. British Airways choose the right communication strategy. They use modern technology for building communication channel. The also customize the interaction process for the specific customer. And all these activities or system help the company for maintain good customer relationship. 

[bookmark: _Toc100718098]Critical understanding of quality process 
Understanding the quality process or management is one of the biggest part for any organization. Quality process or management can also improve the customer service and also improve the profitability of the company. The identification of customers need and serving them the highest facility are also the part of quality management. Basically, maintenance the quality is begging from the workplace of any organization. Employee`s highest skill also improves the quality of service or product (Yu and Woodcock, 2018). Quality management or process run continuously for improving day by day. There are some steps of quality process which are mostly followed by every company.
Setting a vison for quality improvement.
An organization needs a vision or perspective of doing anything. Quality improvement process also has a vision. And that vision should be achievable and realistic. British Airways also has its vision for quality development process. Its vision is maintaining the quality standard always. 
Maintaining continuous assurance.
An organization should have the knowledge of their customer expectation and also the knowledge of their assurance by which they assure their customers. And by fulfilling the customer`s needs and assurance, company improve its quality. The British Airways company always maintain these assurances.
Making a plan and follow it.
After setting a vision and knowing about the assurance, organization should set a quality plan where the steps of quality process and other activities will be listed. It contains how company will develop its product or service quality, if any quality deduction incident happen how it will manage that situation and other activities are the part of this plan.
Collecting all the data and analyse those data.
An organization needs to promote its quality and for that it must have the customer`s data. Organization will analyse the data and find the appropriate ways for promoting. Communication with the customer is the another important quality improving activities of any organization (Rahman and Khan, 2020). British Airways company collect or store its customer’s data properly and evaluate those data for farther improvement.

Continuous quality check of the product.
After doing all the activities, organization does the quality check for evaluating the final quality. This quality check can be product wise or time wise. Product wise quality check helps to ensure the quality service. Time wise quality check helps to ensure the quality of the company. British Airways follows the both quality check.
All these process actually helps to ensure the customer`s better service. 
-  

[bookmark: _Toc100718099]Evaluation of customer experience 
Customer experience means the outcomes from any product or service. For making good customer relationship, organization needs to know about the customer`s experience after using their product or services. Because customer experience helps to improve the quality of product or the quality of organization. Customer`s experience gives two result primarily; one is satisfaction and another is dissatisfaction. Customers satisfaction encourage the organization for forwarding the business. There are different kinds of methods for evaluating the customer`s experiences.
Customer Feedback Through Survey
Finding the feedback by surveying customers is one of the impactful methods of customer experience evaluation (Rowley, 2019). Without any indirect source, if any organization ask its customer directly, it will be the best option for them. After getting the service, if customer will give his or her feedback, it will be more authentic. Organization can use this feedback data for their quality control activities. This data can be also used for promotional activities as customer`s feedback is one of the best way of promotion. British Airways company also can use this method for collecting their customer`s experience record. There are some ways for doing survey. Like post call survey, email survey, in apps survey and voluntary feedback survey.
Customer experience score
Customer experience score is also one of the direct method for evaluating customer experience. Organization previously set a score for different types of mood like satisfy is 5, unsatisfied is 1. And rest of the numbers are for the people who are between the satisfaction score and satisfaction score. For example, giving rating between 5 star of a specific flight by British Airways. Sometime this method can be the best option for some organization. British airways also use this method into their online platform for evaluating the customer experience.
Customer effort score
when purchasing any product or service, how much effort a customer actually gives, it creates a standard or score which is known as customer effort score method. This method is customer oriented. Customer set this score on their mind and based on their score, they suggest their friends and families. If the score was low, customer will disappoint with the service and if the service is high, customer will rate it in high. Customer always want to buy product and service with minimum effort (Jain and Bagdare 2017). Organization like British airways always tries to maintain this. 
Web Analytics
This method is works with indirect involvement with the customer. This method basically identifies the approach of using website by any customer. Customers interests, customers buying approach, traffic activity and many more things. As the rate of using website is increasing day by day, this method is used more frequently by every organization. There are some third parties who did this analysis activities on behalf of organization like BA. British Airways also uses this method.
These are some of the method of evaluating customers experience that organization uses most. 

[bookmark: _Toc100718100]Advantages of good customer relationship
Today’s business is so much concern about good customer relationship. For growing a business in this competitive market, good customer relationship is the best option for any organization. Businesses are trying to engage with more customer as much as the can and try to make a proper customer relationship with them. There are many advantages of good customer relationship. 
1.Increase the profitability
Customer relationship has the direct involvement with the profitability. As much as the organization has its loyal customers, the profitability will increase (Battor and Battor, 2020). Building good customer relationship ensure that the customer will purchase its product only. And a loyal customer is one of the biggest promoter of any organization. Because word of mouth is the highest reliable source for influencing others.
2.Minimize the cost
When an organization build a strong relationship with its customer, it will save organization`s cost. Attracting a new customer or collecting a new customer is very much expensive. But when an organization have numbers of loyal customer, it will save its cost of customer collection. By staying and also by collecting other customer, an existing customer minimizes the cost.
3.Better Marketing
The process of maintaining good customer relationship helps an organization to teach the behaviour of the customers which ultimately helps for selecting the proper marketing approaches. Word of mouth marketing method is described previously. By building good customer relationship, organization can give a positive message to its new customers. Organization can satisfy lots of customer which is a good message and a better marketing approach.
The company British Airways also can get these advantages by maintaining good customer relationship.  


[bookmark: _Toc100718101]Challenges of maintaining good customer relationship 
Good customer relationship brings advantages to any organization. With that advantages, maintaining good customer relationship has some challenges, an organization must have to face those obstacles.
Cost of maintaining good customer relationship
Maintaining a good customer relationship is pretty much expensive. Organization needs to build up a continuous communication channel with a specific customer. Organization gives different kinds of incentives to its customers. Sometime, some special offers are opened for the regular customers (Hsieh and Barnes, 2016). These activities increase the cost of the organization. Every organization needs to face this challenge.
Competitors
While maintaining a good customer relationship, organizations have to face the competitors who are always working for attracting the loyal customers. They try to give extra benefit for the customer. Competitors try to give high quality full product with exchange of low price compare to another company. And this is one of the biggest challenge for an organization`s customer relationship.
Change in the social relationship
This is the uncontrollable challenge for an organization. When any changes happen in the society, it can affect the customer’s relationship. Organization maintains its relationship with its customer on the basis of societal situation. But if the society`s behavior changes and if it effects social relationship, customer relationship automatically affected. This is one of the complex challenges for any organization.
For maintaining good customer relationship, British Airways also have to face these challenges. 
  

[bookmark: _Toc100718102]Conclusion
Each individual along with organizations suffered due to the Covid19 pandemic. However, it is time to adapt proper tactics and strategies to recover the losses. It’s better for British Airways to focus now more on quality management and customer relationship management to have better control over the customers. This will be beneficial for the company to become more successful in the future. In the meanwhile, it can follow the tactics of quality and customer relationship management properly to get the highest outcome. 
Customer relationship and quality of service is related with each other. When an organization can maintain the quality of its service or product, it can easily create good customer relationship. And maintaining quality of service in any pandemic situation is harder job for any organization. British Airways is one of the leading airlines company in United Kingdom. It has lots of loyal customers and this company needs to maintain them regularly. This company maintain its customer relationship during the pandemic. This organization also have the knowledge of quality improvement process and it follows that process. Good customer relationship is always important for every organization. And maintaining good customer relationship has many advantages and also some challenges. For getting the advantages, organizations must need to accept the challenges also. The company British Airways gets the benefit as well as compete with the challenges.   
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antibodies to COVID-19, England
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Social distancing remained low

Percentage always/often maintaining
social distancing
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