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[bookmark: _Toc77274572]Introduction
Customer relationship management or CRM is considered as an activity or process which enables an organisation to understand customer needs and demands through interactions and using numerous data analysis tools. It is also beneficial for identifying customer behaviour and preferences. By application of customer relationship management, a company can understand consumer reactions and activities on a particular decision taken by the organisation. Information of the customers can be gathered from multiple sources such as websites or direct communication like mobile applications. It allows the firms to get connected and create its visibility and brand image in front of potential customers to amplify the sales growth. CRM also helps the firms to identify the target audience where the products and service demands are high. The term CRM was introduced in 1970. However, the application and popularity has been increased at a large scale after 2020 due to covid effect. In the current era, CRM is a highly advanced and developed data analysis tool which is used by every organisation worldwide. It is not just used for sale of products and services, but also getting used in various business fields like workflow process, contact management, sales management etc. It has been introduced to understand the customer behaviour with sales data and customers’ response according to the situation. It has the ability to attract more potential customers for the company through customer satisfaction in long run success. 
The following report is going to evaluate Pizza Express’s customer relationship management system and how it is affecting the consumers. Different quality models will be introduced for better understanding of CRM within the company. A model will be selected for the company which will best fit for the organisation and its benefits and challenges will be reflected.
[bookmark: _Toc77274573]Company overview
[bookmark: _Hlk77273637]Pizza Express falls under the restaurant group within the United Kingdom and owned by a group of bondholders. It was founded in 1965 by Peter Boizot. This firm has more than 470 restaurants all over the United Kingdom and estimated 100 overseas in other countries like India, Kuwait, Europe, Hong Kong, China, Saudi Arab, Singapore, The Philippines etc. The restaurant offers numerous fast-food items especially different kinds of pizzas, soft drinks etc (Pizza Express, 2021). Pizza Express has got billions of customers across the world and its ruling the fast-food industry within the United Kingdom by its quality services and foods. The headquarters of this restaurant is based in Uxbridge, UK. Millions of employees all over the world are engaged within the business operations to provide quality services to the global customers and maintain brand reputation. 







