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Understanding and Engaging in the Customer Experience 
Organisation’s quality systems and customer relationship management


Executive Summary
This report is based upon a critical understanding of the quality process in the workplace along with analysing the experience of customers in an organisation. In this regard, the influence of internal and external factors including COVID-19 and its impact on systems and controls for customers will be assessed. Changes in the external environment cause certain reactions in the enterprise, which strives to improve the production structure adequately to external changes, improves the organizational structure of management and at the same time makes adjustments to the strategic development of the enterprise. When a new competitor enters the industry, Nando’s will respond with new services, expanding the range of menus and lowering its pricing policy. Therefore, the threat is medium. Since Nando’s is not unique in its specificity of service, and not the only one in the UK, it has competitors in this area. Nando's has been providing coupons to many companies for several years, which these companies use as part of their employee benefit and loyalty programs. These vouchers are now also offered as an incentive for call centres. Nando’s management chooses exactly how transactions are configured, and who has system privileges to change the path of their passage, whether this requires special permission. Automating customer relationships requires setting up additional levels of security that do not allow you to transfer their customer base to competitors.
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	This report is based upon a critical understanding of the quality process in the workplace along with analysing the experience of customers in an organisation. In this regard, the influence of internal and external factors including COVID-19 and its impact on systems and controls for customers will be assessed. For this purpose, the organisation that I have chosen is Nando’s. This is because I have spent over 14 years in this company and I have experienced growth from Griller to a first assistant.
Nando's was founded in 1987 in Johannesburg, South Africa by Portuguese businessman Fernando Duarte and his friend Robbie Brozin. The two buy Chicken land, the restaurant where they first got a taste of Portuguese chicken marinated in peri-peri sauce, which shaped Nando's concept before it spread around the world (Fuseini et al., 2017). Peri-Peri was introduced to the Portuguese settlers by Africans in Mozambique. Nando currently has subsidiaries in South Africa and Nando’s Group Holdings is based in London.
	Nando's operates through a chain of restaurants in the UK. The company sells products such as grilled chicken, pizza, puddings, yogurt, snacks, appetizers, snacks, hamburgers, muffins, salads, chicken wings, and alcoholic beverages (Fuseini et al., 2017). Nando's serves customers in the UK. Today there are over 450 Nando restaurants in the UK and Ireland, but our story begins long before the first British restaurants opened here in the west London suburb of Ealing. It is a story of discovery, passion and ambition.
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SWOT analysis is a method of analysis that is aimed at an initial assessment of the current situation to identify the strongest and weakest sides of the company, as well as threats to it from the outside and opening opportunities (Igumbor et al., 2012). The abbreviation SWOT stands for S - Strengths, W - Weaknesses, O - Opportunities, T - Threats. The first two concepts of SWOT analysis mean strengths and weaknesses, respectively. The third is the company's capabilities, and the fourth is the threats.
· Strengths: When we have chosen the object of research, for example, whether to put a new type of product on the market, we need to collect in the upper left field all the advantages of the company (enhanced advertising, long life cycle, USP (unique selling proposition), high-quality equipment, qualified personnel, location, low cost, cooperation with intermediaries, etc.) (Igumbor et al., 2012). 
· Weaknesses: This includes the remaining aspects that were not included in the first group. That is, if you did not indicate information about the high quality of the product in the merits, then, most likely, this is a minus for the company. It also includes the high cost of delivery to the shelves, the presence of many intermediaries in the distribution channels, the low return on advertising campaigns (Jones and Comfort, 2017). It is in this column that you should not embellish and wave your hand at the company's weak points. Every little thing is important, as, in principle, in the whole analysis. 
· Opportunities: In fact, these are promising areas of enterprise development. Here again, compare yourself to your competitors (Jones and Comfort, 2017). 
· Threats: Risks must always be considered in great detail and down to the smallest particles. It is important to know if a new competitor is going to enter the market if the current ones also want to introduce a new product (Jones and Comfort, 2017). They may have advantages for poaching your specialists. There is always a risk, but, as they say, whoever is forewarned is armed. Therefore, you need to know exactly what to do if your competitor decides to make a similar product.
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	Strengths
(Internal factors)
· Practical work experience, knowledge of the catering market (Mylan, 2018)
· The novelty of a business idea, its insufficiently widespread distribution in the market (Mylan, 2018)
· Worked out business relationships with suppliers and partners
· The thoughtfulness of the project details, understanding of its logic (Mylan, 2018)
· The motivated and qualified project team at Nando’s
· Range of services, high-level service, meeting the needs of target customers at Nando’s
· There are sources of funding for Nando’s
· Other positive factors that distinguish Nando’s from competitors (Mylan, 2018)
	Weaknesses
(Internal factors)
· The relatively high volume of required funding (Roberts-Lombard, 2009)
· Lack of a well-coordinated team (qualified personnel)
· High dependence of profitability on the choice of location (Roberts-Lombard, 2009)
· Increased need for working capital
· Other negative factors that reduce Nando’s competitiveness 

	Opportunities
(External Factors)
· Increased prosperity and solvency of clients,
· selected as targets (Shrestha et al., 2020)
· Sustainable development prospects catering market in the city
· The increase in the needs of residents and visitors to the region in food outside the home
· Increase customer base through well-thought-out marketing campaign (Shrestha et al., 2020)
· Increase market share at the expense of demand for additional services can be provided to the catering sector
· Government support for business, tax cuts, mitigation of administrative barriers to business expansion (Shrestha et al., 2020)
· Opportunities for organizing related catering services for corporate clients
· Other external factors that open up additional
· opportunities for Nando’s
	Threats
(External Factors)
· Decrease in the level of clients' incomes
· A shift in the priorities of the population towards a decrease in the share of spending on meals outside the home
· Increased competition, a change in preferences in favour of catering enterprises focused on mass service
· Unfavourable changes in economic and tax legislation, toughening of administrative barriers in obtaining permits and control of catering (Stewart, 2010)
· Force majeure factors (fire, accidents, political risks)
· Possibility of disruption of obligations on the part of partners (Stewart, 2010)
· Lack of qualified personnel in the catering sector
· The general growth of costs for organizing and maintaining a business (Stewart, 2010)
· Other external threats to Nando’s
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Changes in the external environment cause certain reactions in the enterprise, which strives to improve the production structure adequately to external changes, improves the organizational structure of management and at the same time makes adjustments to the strategic development of the enterprise (Shrestha et al., 2020). The enterprise environment is rapidly changing, with a large number of competitors growing aggressively to capture markets. Market growth is associated with the growth of a large number of consumers. Thus, the industry is characterized by a low barrier to entry with low capital requirements, which means the rapid growth of competitors.
	

	Analysed Forces
	

	The threat of the emergence of new organizations
	It is determined by the height of entry barriers to the industry, which are understood as the obstacles that an organization must overcome to start a new activity for it. In the case of high entry barriers, determined by many economic, technical, organizational factors, the new organization must have a large number of resources to overcome these barriers (Stewart, 2010). With low barriers to entry into the industry, a new organization, penetrating the industry, can significantly change the existing competitive situation in the industry, affect the volumes, demand and prices of goods and services produced by the industry. The level of capital required to enter a new industry and the high risks associated with the production of new goods and services significantly limit the penetration of new organizations (Stewart, 2010). Therefore, the threat is small. The strength of the reaction of an existing company to the entry of a new competitor. When a new competitor enters the industry, Nando’s will respond with new services, expanding the range of menus and lowering its pricing policy. Therefore, the threat is medium.
Since Nando’s is not unique in its specificity of service, and not the only one in the UK, it has competitors in this area.

	
	
	

	The threat of the emergence of substitute products
	There are no substitute products as such for Peri-Peri chicken. Nando's Peri-Peri chicken is unique in its specificity of service and the atmosphere of the institution, but in its turn, various catering establishments (cafes, restaurants) can act as substitutes for such a criterion as cuisine (Urban and Hobbs, 2015). The presence of substitute products, the propensity of consumers to which may increase due to an increase in prices (elasticity of demand) will lead to an outflow of consumers of the company's services. Substitutes in this industry can be home cooking, catering establishments such as restaurants, cafes

	Bargaining power of buyers
	Consumers have a significant impact on the restaurant we are considering, as customer satisfaction is an ideological component for a successful business in the catering industry (Urban and Hobbs, 2015). Restaurants in the UK distinguishes two categories of consumers. The first category includes consumers of the traditional type of restaurant service, and the second category includes customers seeking a thrill and unique experience of eating in the dark. But it should be noted that the most significant disadvantage, this restaurant, for many visitors is a kind of attraction, that is, a place for a single visit, to experience extraordinary sensations, without causing a desire to return or become a regular customer, which in turn is not favourable affects the image and financial condition of the company as a whole (Wöcke et al., 2007).

	Bargaining power of suppliers
	To ensure its activities, Nando’s is forced to purchase the necessary raw materials, materials, components, equipment, etc. The power of suppliers can have a significant impact on the organization's operations and the quality of the services provided (Wöcke et al., 2007). Therefore, Nando’s uses the available opportunities to narrow the power space of the suppliers. Quality control of all supplied goods is carried out on an ongoing basis.

	The level of intensity of competition between existing organizations
	Nando’s is exceptional in atmosphere and service, then the competitors (Wöcke et al., 2007).
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Nando's sales peaked at more than £1 billion in the fiscal year ending February 23, 2020, following an upward trend over the past decade (Roe et al., 2021). The Group reported that sales were driven by organic growth in key markets and an increase in sales as a result of the franchise acquisition (Yen et al., 2018). As the group continued to invest in new restaurants, the expansion again hurt Nando's earnings with a pre-tax loss of £ 99 million in 2020, despite restrictions on dining in theatres due to the pandemic.
In the wake of recent coronavirus (COVID-19) events, Nando has taken more steps to reduce risks for everyone. Nando’s want to encourage their customers to partner with them to make health and hygiene a priority (Loomba et al., 2021). During this period, our detailed hygiene protocols will be further strengthened through improved disinfection of our devices, tools, and work surfaces. Frequent hand sanitization according to WHO standards are standard practice for all employees, and all of our restaurants are equipped with sinks and soap for the convenience of our customers. Nando's will continue to monitor the situation closely, as the well-being of our customers and employees always comes first (Loomba et al., 2021).
The national blockade of Covid-19 and SA has hit the restaurant sector hard. Nando’s was clear that he would not return to his normal activities, even after the closure (He and Harris, 2020). So, like Nando’s, smart creativity has brought new ways of bringing people peri-peri closer. There are always opportunities for innovation and a changing environment doesn't necessarily change our wishes, just the way we make them come true (He and Harris, 2020). Nando’s took every opportunity to bring ideas to life that otherwise would not have been a priority in the pre-pandemic era. From detention level 5, when all the restaurants had to be closed, the Peri-Peri house wasted no time (Branley-Bell and Talbot, 2020). The Nando app has been adapted to allow people to purchase Nando coupons, which can be redeemed as soon as restaurants reopen.
The innovation didn't stop there, as Nando's sought to make the contactless dining experience even better (Branley-Bell and Talbot, 2020). Menus can be downloaded using a QR code and free Wi-Fi in Nando's restaurants. Customers could navigate the menu on their smartphone instead of touching the paper menus shared by other customers or changing tables. While Nando's has traditionally been a consumer-focused company, the brand has innovatively identified a need in another market (Branley-Bell and Talbot, 2020). Segment created by this pandemic. “Traditionally, many companies have a subsidized wellness program and meals for their employees in their cafeteria. Since the entire workforce now works from home, many employees no longer have these benefits. This has led employers to look for other ways to meet this need (Armstrong and Reynolds, 2020). "
Nando's has been providing coupons to many companies for several years, which these companies use as part of their employee benefit and loyalty programs. These vouchers are now also offered as an incentive for call centres (Brown et al., 2021). Most recently, Discovery Business Insurance and the Avis Safe Drive program rewarded customers with Nando's offers, unlocking behaviour-based rewards for good driving. Nando's offers standard coupons and a coupon system for companies that want to reward their employees based on certain parameters.
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Nando’s is directly dependent on ethical standards and principles of relationship with the client. Nando’s needs to be able to attract customers, build loyalty, and motivate them to spend on their services (He and Harris, 2020). In the future, Nando’s will increasingly focus on attracting repeat customers, and stimulate additional costs on their part, offering a wide range of food and drinks and a high culture of service, which in the highly competitive market of restaurant services is an important factor in the development of the restaurant business.
The "CRM" approach is focused on the fact that the relationship with the consumer is managed by the company (Hubbard, 2004). Nando’s conducts business more conveniently and profitably for itself, the client is subordinate to the actions of Nando's, experiences a constant feeling of pressure, coercion to certain actions. The concept is related to goods and services. The “CMR” approach is focused on the customer driving the relationship. It allows the client to communicate what is important to him. The client is endowed with some authority and authority (Hubbard, 2004). The concept is related to customers and their needs. Any consumer wants to influence the development of the service sector and the activities of Nando’s.
Nando’s have a CMR approach. Based on this, Nando’s employees should not only be an example of culture himself but also influence its formation among others (Isakjee and Carroll, 2021). The ethical culture of service is based on interpersonal interaction, which presupposes the observance of ethical standards. Since the waiter is the most representative employee of all the serving staff of the restaurant, who is entrusted with a huge responsibility for the client's first impression of the restaurant, for getting a pleasant time in the restaurant and for the client's desire to visit this establishment as often as possible, he needs to simply comply with the basic norms service ethics (Isakjee and Carroll, 2021). The main standards of business ethics that should be inherent in the waiter at Nando’s are:
· attentiveness, politeness;
· endurance, patience, self-control;
· good manners and culture of speech;
· the ability to avoid conflict situations, and if they arise, to successfully resolve them, respecting the interests of both parties;
· courtesy, courtesy;
· hospitality, benevolence;
· tact, restraint;
· self-criticism towards oneself; 
· readiness to respond quickly, keeping several people in the area of attention or different operations that are carried out in the process of service;
· the ability to keep calm and friendly even after serving a capricious client or a busy shift;
· respect the right of every person to rest and leisure;
· protect your professional reputation;
· take fair claims to their activities;
· friendly and attentive attitude to consumer complaints;
This is because the image in the service sector is of particular importance. The restaurant business market is a certain social space in which consumers are widely aware of the quality of the services of Italian restaurants, as they use them quite often (Keogh-Brown et al., 2020). The very nature of the restaurant's service makes it possible for a wide exchange of information between clients since they can assess all aspects of the production process of this service.
In addition, the service market is prone to information saturation, which creates obvious advantages in the direction of the formation of the company's image - the factors favourable to improving the image are assessed by the market in a short time (Loomba et al., 2021). Particular attention should be paid to public relations (PR) when promoting the corporate image of the restaurant.
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Implementation of CRM Systems at Nando’s
CRM or Customer Relationship Management is an integral part of the work of every modern enterprise that actively manages customer relationships. They have been introduced and successfully work in the oil sector, in trade, at enterprises of any form of ownership and working in various spheres and sectors of the economy (Opoku et al., 2007). Customer Relationship Management CRM is a flexible solution that allows you to build interaction with individual customers and entire market sectors. Implementation of CRM based on 1C solves the problem of integrating the system with working accounting management products. She effectively interacts with corporate clients and retail customers.

How do modern CRM systems work?
The offered 1C program for trade and customer relationship management CRM at Nando’s provides the following functionality (Roe et al., 2021):
· storing customer data, while it is possible to enter data about both the company and the employee. Information about preferences, reactions to marketing campaigns, activity, the accuracy of payments, the level of profit received from it by the company is stored;
· planning of events - meetings, negotiations;
· business process management;
· sales planning;
· management of loyalty systems, the introduction of more favourable conditions for certain customers, analysis of the effectiveness of loyalty systems;
· marketing process management;
· support for the execution and execution of transactions;
· analysis of transactions, their profitability for the company;
· customer claims management;
· control over the timeliness of payments, sending notifications about them.
Information is entered into the program in several modes manually by employees, from 1C databases and from the IP telephony system, which is integrated with the CRM system (Roe et al., 2021).

How relationships with clients are built
The result of the implementation will be the solution of the set business goals, among which the most often set are:
· increase in the processing of customer requests per unit of time;
· control of the sales funnel. It shows at what stage of interaction, from the first lead to signing a contract, the client changes his decision to make a purchase;
· reducing the number of complaints received in connection with delays or incorrect ordering;
· debugging payment discipline.
To solve these and similar tasks, the program includes the functionality to support the execution and execution of transactions. It is the key event based on which other groups of relationships are built (Armstrong and Reynolds, 2020). The software mechanism allows you to track the process of conducting each transaction from the moment of the initial registration of the client in the system until the completion of the shipment of goods from the warehouse. The program provides for the following stages of working with transactions:
· setting parameters for conducting a transaction;
· registration in the database;
· direct transaction management;
· closing (completion);
· analysis.
The analysis can show not only how profitable the work for the company with a specific client but also assess the quality of the manager's or department's work (Brown et al., 2021). The success of an employee is determined by how many deals are lost - the client has abandoned a purchase, are in progress, or won - completed. The program can rigidly define the types of transactions:
· a typical solution, when the manager's powers to manage the deal are minimized by the program and he should go through all the stages;
· manual setting. The employee is not obliged to go through each stage and chooses the algorithm for the transaction;
· out-of-process transactions. They are started outside the process of a specific sale and allow Nando’s to register individual stages of interaction in the course of a long-term relationship with a regular customer.
Nando’s management chooses exactly how transactions are configured, and who has system privileges to change the path of their passage, whether this requires special permission. Automating customer relationships requires setting up additional levels of security that do not allow you to transfer their customer base to competitors (Brown et al., 2021). Interaction with clients in the program allows Nando’s to use the best modern management practices. The manager gets the opportunity to set up systemic connections with the client, understands his needs and business specifics, based on the analysis of activity, he gets the opportunity to push to buy. The program allows Nando’s to build and control interactions with clients:
· meetings. 1C sales and customer relationship management allows you to make appointments and make a brief analysis of the event;
· planned interaction. As part of this option, the manager sets his strategy for communicating with the buyer;
· calls. All calls made are recorded and analysed in the database. Data from the office telephony system goes to the program, when you call, you can set up automatic opening of the buyer's card;
· e-mail correspondence. The data from the mail client is incorporated into his card.
Building strategies for customer relationships within the program is a flexible and creative process that allows you to increase the efficiency of the company by tens of per cent (Keogh-Brown et al., 2020). The ability to customize a monitoring system for unworked customer relationships helps to assess the quality of an employee's work.
An interesting solution is setting up relationships between customers. Nando’s can identify and take into account their joint deals and decisions and use this data to plan their business activities (Keogh-Brown et al., 2020). It is also possible to analyze individuals, managers or employees of buyers to determine which of them is best able to succeed in negotiations.

Implementation Stages
When deciding on the implementation of a CRM customer relationship management system, Nando’s needs to be prepared for the fact that the attempt will be successful only if the customer and the contractor go through the entire sequence of implementation stages together (Keogh-Brown et al., 2020):
· preparation, budgeting;
· choice of format - cloud or box solution;
· collection of information from departments to those options that they want to see in the system;
· installation;
· testing and revision;
· operation and support.
Collecting information from employees is necessary when the system is customized for the client. In addition, the interest of managers encourages them to more actively contribute information to the system (Keogh-Brown et al., 2020).

Benefits
The main advantages of implementing a CRM system for trade and customer relationship management based on 1C 8 are:
· integration with 1C products: Accounting, Warehouse, Enterprise management;
· no need to retrain employees accustomed to the 1C interface;
· the flexibility of installation options - there are cloud and out-of-the-box solutions;
· the ability to configure differentiated access for employees of different ranks;
· the possibility of revision to the needs of the client and reliable technical support.
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The Internet is a powerful tool for creating a positive image of a restaurant and, if properly managed, can significantly increase its attendance. It is planned to create the possibility of ordering certain services for the restaurant - for example, table reservations. However, the internet requires constant involvement (Opoku et al., 2007). Being an independent branch of business, it obeys its laws, failure to comply with them leads to loss of funds. Here you need to pay attention to the fact that the restaurant staff has information about the functioning of the site.
More attention should be paid to the PR department of Nando’s. Since there is insufficient coverage in the press and on the official website, all changes taking place in Nando’s (Opoku et al., 2007). It is necessary to conduct more advertising campaigns so that a new circle of visitors is recognized about the offers. It is necessary to constantly display information about all news in specialized publications.
In addition, it should also be noted the insufficiently effective work of the personnel department in the selection of personnel. Nando’s personnel department does not yet have a special person who would conduct interviews, identify the suitability of the applicant for the future position. It should also be noted that the number of hotel employees with specialized education is very small. However, in this direction, some improvements are outlined (Isakjee and Carroll, 2021). This includes the development of a training centre in which training is periodically held to improve the educational level of employees. In general, the management of Nando's should pay more attention to the human resources department, since in the hospitality industry the human factor plays almost the most important role.
Work with clients can also be carried out in writing, by processing information and publishing it in appropriate publications. It will publish messages about restaurant programs, the most important events that can interest a certain circle of consumers of restaurant services. Within the framework of the PR program for establishing contacts with customers, discount systems provided to regular customers have a good effect (Isakjee and Carroll, 2021). In addition, the following can be suggested as recommendations for increasing the competitiveness of restaurant services:
· elaboration of the general strategic concept of the restaurant's activities;
· organize and maintain a marketing information system in the restaurant;
· to establish and maintain a system of in-house communications;
· creation of new and improvement of products, taking into account the results of marketing research, optimization of the assortment following the requests of customers of the restaurant complex (even adhering to traditional dishes, due to worn-out kitchen equipment, you can update the menu by modernizing the ingredients);
· the allocation of funds for the continuous improvement of the educational level of personnel who are in direct contact with clients.
Further penetration and rooting of the social component of the restaurant market in the foundation of regional development is possible only in the situation of creating an integrated infrastructure and an appropriate system of state preferences as necessary conditions for its evolution (He and Harris, 2020). The content of preferences should be focused on:
· building an effective mechanism to promote the development of regional clusters in the supply of high-quality domestic products and specialized equipment for restaurants;
· systematization of modern requirements of supervisory authorities to ensure fire and sanitary and hygienic safety;
· building mechanisms for integration with the hotel and tourism sector in the context of mutually beneficial cooperation, taking into account the complementarity of the restaurant market concerning the tourism sector;
· formation of a system for training specialists in the restaurant business of a full cycle
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