Executive Summary 
The success factor of an organisation like Nestle depends on its marketing activities and its way of managing customer relationships. Between transactional marketing and relationship marketing, it will be beneficial for Nestle to include relationship marketing theories in its activities and procedures. The application of the CRM system is important for managing and maintaining a proper relationship with the customer base. It has discussed the different ways in which it adheres to its quality standards while also enumerating the nature and significance of customer relationships for leading brands like Nestle. The benefits and challenges of developing effective customer relationships have also been discussed minutely. 



























[bookmark: _Toc76224287]Introduction   
Managing customer experience is very important for the success of the recent organisation, as the switching cost of customers from one preferred organisation to another is very low. Therefore, companies must be focused on improving customer relationship management after satisfying their needs and demands. In the COVID-pandemic, the need for customer relationship management is at an all-time high. In the assignment about understanding and managing customer experience, firstly an introduction will be represented for introducing the case study organisation. Nestle is selected in the context. Firstly, some marketing theories will be represented in the report followed by customer relationship management theories. After that, the different systems and factors influencing the quality control aspects of the organisation will be highlighted. Illustration of different systems helping the quality control methods of Nestle will be represented in the report as well. Lastly, different challenges, as well as benefits of maintaining and developing effective customer relationships, will be represented in the assignment as well.   

