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Executive Summary
    The objective of the study is to understand the influence of Covid-19 on the customer service of the organisation I have choosed.
    Customer service for any organisation plays a pivotal role to earn a competitive advantage. Every organisation earns an edge over others through satisfying customer services. Many businesses are affected due to covid-19 financially as well. However, gaining customer's trust again and winning the previous quality is challenging for firms. By changing customer mindset rapidly and winning loyalty back, firms must enlighten strategy and marketing tactics to have an edge. In addition to this, firms must use customer relationship management and techniques to deal with such crises.
   The organisation is now more customer-centric than a product. However, from the product to employee and environment organisation must oversee an experience for the organisation. Due to the current pandemic and restriction issued by the government, safety precautions are more considerate. Customers are more concerned about the health and prevent visiting the store. However, Publix is to make sure the safety of all customers and adapt the technology on a smoother level. Moreover, customers prefer online delivery more which can be a brownie point for Publix to update the instacart. 
  Publix achieved a higher index before covid-19 for performing excellent customer services. Earning those bounties back by utilising marketing strategies and theories to cater to the wider audience. Furthermore, in a time of crisis, Publix will have an advantage over competitors to make sure safety and preventions to customers. People will be more concerned about health safety and prefer the one with best marketed regarding the steps brand has taken. There would be many still shopping online, and winning the trust back will be a challenge to overcome.

1. [bookmark: _Toc59216778]Introduction

     Publix is a local chain of grocery stores in the United States. However, a decade left to century for serving the customer with pleasure (Pei, et al, 2018). Publix's slogan goes shopping with pleasure. Publix stores are only available in the seven south-eastern states of the country. Currently, the total stores of Publix are 1,136. The company has several distribution centres located in Florida and a few in Georgia. Stores producing, bakery used items, fresh foods, dairy-based products. However, Publix generates the majority of revenue from grocery and superstores. However, fresh foods, meats, seafood, dairy items are a major source of profits. In addition to this, other sources to generate revenue are personal care, hygiene products, pharmaceutical products, fragrance, and floral.
  Publix has topped all the charts for the last fourteen years for being best known for the employee and customer-centric firm (Prasath, and Newton, 2017). Moreover, Publix is an employee-made firm that cared for the employees in every possible way. However, which led the firm to rule the American index for the satisfaction of customers for consecutive fourteen years. In addition to this, the organisation has the 100 best influential firms to create a positive greenhouse effect. For being socially responsible, Publix just not only themed green but influenced the supplier to follow the same.
[bookmark: _Toc59216779]Key Factors
   Publix is working among giant competitors in the retail industry, being top for many years is the key to success(Coco, and Eckert, 2020).However, competing for such big retail businesses like South-eastern Grocers, Kroger Co, Giant Eagle to earn a competitive advantage. However, Publix needed such a strategic unique selling point for recognition. 
Customer Service: Publix's main objective is to cherish every other day a better day in the lives of customers (Ejlerskov, et al, 2018). As customers come to meet employees, there should be a better chance to experience every day. However, the Publix team is qualified and trained to interact with customers (Qi, et al, 2018). 
Quality: Publix knows to divert the attention of the customer and believe in providing quality (Moore, et al, 2018). However, providing products are labelled privately with using various house brands called "Publix" which provides a basic category of products while Publix green wise are titled for fresh, natural, and organic products. However, the third one is premium and higher prices.
Shopping Ambiance: Publix offers an aesthetic and clean environment to the customer, the bright and refreshing sight help strengthen the customer’s mood (Pei, et al, 2018). As per Publix's renovation strategy, 10% of stores are renovated every year to sustain the newness of the infrastructure.
Price and Service: As compared to the competitors, Publix offers cheaper prices than others and provide the customer with a range of promotions (Moore, et al, 2019). However, Publix offers to buy one get one offer, promotional offers on many products, and digital vouchers to gain loyalty points. 
Prime Locations: By joining hands with the real estate developers, Publix owns much of the land in shopping centres (Zeithmal, et al, 2020) However, by leasing the other locations to the shopping centre, Publix owns a store on the mainland. The main location for Publix is expanded to an area of 61,000 square feet. 
Growth: Growth in the retail industry is steady where the market is already saturated and competition is high (Pei, et al, 2016). While local brands are spread into many small and large departmental stores. Publix started expanded in-home Florida first then would go further with other states. 
Innovation and Advancement: After a previous attempt on online delivery services failed seventeen years ago (Africano, et al, 2019). However, introduced instacart again for the convenience of customers in nearby vicinities. However, by 2020 customised orders for bakery items and cakes will be made online and collected at local stores within a less frame of time. 
1. [bookmark: _Toc59216780]Key Marketing Theories

1. Two Factors Theories: As Publix intends to enhance customer service in such difficult times and organisation itself is an employee-centric firm (Tichenor, et al, 2018). However, factor theory will help increase the performance of employees which will lead to the best customer service.
Motivators: Recognising the employee’s performance, giving autonomy to employees, training, and development of employees. 
Hygiene: Shift schedules, relaxation, performance-based rewards, salary increments, job security, and a happy environment.
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(Mujtaba, and Johnson, 2016)

2. Rewards-Based Marketing: Allow customers with coupons of a certain amount and a stopwatch of time frame (Mujtaba, and Johnson, 2016). Where the customer has to run with a trolley to fill up the favourite collection within certain time limits. 
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(Dey, 2019)

3. Happy Customer Brownie: Train the employees to provide the best customer service and earn free coupons (Dey, 2019). Employee will have feedback bonus from every customer, one with a higher score will be rewarded bonuses and one with the least of the score to be fined.
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(Bravi, et al, 2019)
4. Encourage Customer Service Team: Reward and strengthen the team whichever performs the best to entertain and solve the customer’s issues (Bravi, et al, 2019). Employees with most problems solved will be rewarded with benefits. Encourage smooth and easy operation to hear out the customer’s concern regarding billing, theft, lost, and stolen problems. However, tracking the record of customer representatives will help align the right decision to reward and improve communication.
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(Bravi, et al, 2019)

5. Help Desk: Hire professionals with the right skills and communication who lookout for customers facing problems or unable to find out any item (Zimon, 2016). However, individuals will be assigned to different sections of the store if the customer cannot find any item or has issues with prices.  
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(Bravi, et al, 2019)
6. Customer Service Theory: Models regarding customer services are formulated for the purpose to attract the attention of customers (Bravi, et al, 2019). However, such models are proposed to help the business owners to engage the customers with businesses. Several loyalty plans regarding the customer are made to keep up the good care of customers to sustain the business advantage. Furthermore, it is important to understand the customer and the way of handling customers. Which will help businesses to create attractive strategies for valuable services. A business that is concern about the customer and the well-being of the customer to make them happy is successful. However, there are not many businesses that lack customer services are pay no attention to. 
[bookmark: _Toc59216781]Major Customer Service Theories:
     Customer service is a major source of doing any business which helps out to earn profitable partners which boost profitable journey. However, for building such relations and developing the business to an extent, the business must acknowledge some customer services. 
    In fact, after the completion of the first judgments customer will expect the general expectation and set out the general rules and environments (Africano, et al, 2019). Likewise, the customer will look for other services from the business doers during the pandemic of Covid-19. However, like prices, discounts and the behaviour of staff members. Customers will further notice the frankness of business presenters, how reliable their attitude towards customers is. However, that is the moment when staff can win the moment to help out a customer at best. Customers will later evaluate the environment of the business, quality, packaging, and how well they were served at the billing. 
Moreover, the customer still expects post-purchase satisfaction, for any case of return of the product and issues with sizes and refunds (Fonseca, et al, 2017). The customer later enquires the problem on customer call centre or pay a visit for return. However, the customer must be treated right and king for every possible reason. There is another chance for the business to win out loyalty by helping out the need satisfaction of the customer. Furthermore, post fulfilling the need of the customer during Covid-19 there is a gap to be loyal with the customer. Most of the customer’s concern shows up after the purchase, many of the business failed the attempt by helping out with issues. 
  However, such occasions are the winning point for any business owner. Mostly Publix greets and arm welcome customer for the first time to ensure the best service but lose the triumph while servicing the same customer for the same query. However, taking the feedback post-purchase and getting in touch with the customer will help increase loyalty. A happy customer instead of the pandemic of Covid-19 will look for the same service again and spread positive word of mouth. Indeed, a happy customer saves the cost of marketing and brings up the chain of loyalty along. Publix must save the customer relationship database of such customers to remind them of every new arrival (Mujtaba, and Johnson, 2015). Publix can make them feel priority by reminding them of every new occasion. 
1. [bookmark: _Toc59216782]Factors influencing Publix’s Quality System during Covid-19

    Quality management systems are used to gear up the quality service of Publix to enhance the best service among customers (Dey, 2019). However, customer service and quality management help Publix to retain customer’s loyalty during the COVID-19 as well. Publix uses a set of the standard by ISO 9001 which ensure the quality of staff and management in such critical times to sustain customers. However, by applying the quality management system internal factors affected like staff, culture, financial audits, processes, and training. Whereas, the performance of the internal system influences the external environment like customers, market share, and economies. 

[bookmark: _Toc59216783]How quality management helping factors
     How does Publix do, what standards are acceptable for Publix and what is not, what are the set targets, goals, and objectives for Publix and which way they can be achieved, internal and external audits, how things are being done, and are they making any influence, what are the loopholes, how to further things can be analysed and processed? What further actions can be taken to ensure the set targets are achieved (Zimon, 2016)? Should something else can be done to attain the set target?. 
Staff: Employees working in front of the customers and at the back creating strategies to enhance Publix performance must ensure the right conduct (Moore, et al, 2018). However, staff must present and exchange the Publix image to customers nicely. So, customers can carry positive word of mouth. Staff will make sure all the government assigned SOP’s are followed by the customers and safety standards are up to the mark.
Training: Certain training is provided to the staff which helps them enhance the brand image (Prasath, et al, 2018). With certain training operating procedures are the set ways, staff perform at work. For instance, how to greet customers, how to handle onboard problems, manage communication with customers. Training regarding the pandemic will ensure the customers are safe and sanitised. So, the customer feels secure coming every time.
Procedure: Starting from the arrival of the customer, how to greet and receive them, help customer to guide about the store, product descriptions and till the last goodbye (Mujtaba, and Johnson, 2016). Customer journey from the entrance to existing should be plausible. From the entrance to the existing customer must pass by all the SOP's of COVID-19 and sanitation area.
Environment: Publix's quality management system does not just only ensure the quality of the interior but the exterior as well (Dey, 2019). However, Publix's theme is entirely based on the greenhouse effect to make sure everything is based on a clean and green environment. However, no pollution is used while shipping the products. All the products and items are recycled to be used. Green colour stores show the reliability of Publix and its responsible behaviour towards the environment. Which helps the environment to be clear and take care of the well-being of customers. However, the mission is related to the intolerance of waste, and reusing every single item to protect the global environment. Management and staff during the pandemic of Covid-19 will make sure the environment around the store is safe during these times. However, customers may not be harmed by any contagious virus. Any case found will devalue the quality system of the Publix.
Rewards: There are certain key performance indicators are set for all the employees and management to achieve (Qi, et al, 2018). However, one who is set to achieve the performance by implement a quality management system will be rewarded with appraisals and performance rewards. Quality implementation of the system will be rewarded with benefits. However, such tactics help employees motivate the right use of a quality management system. Furthermore, it enhances fair practice among individuals and creates enthusiasm to implement the system well. Rewards are the source of intrinsic motivation among individuals. KPI's are easily matched by measuring the performance of employees. Employees making sure the SOP's to a customer will be rewarded.
Audit: There should be important to keep a check and balance over the practices implemented (Coco, and Eckert, 2020). However, such quality management systems are executed for the betterment of the system and increase customer service experiences. By analysing the results will help management to improve the guidelines during the pandemic of Covid-19. In addition to this, further quality management systems can be developed and executed to enhance the performance of the organisation. There should be strong inspection regarding the announced SOP's.
[bookmark: _3dy6vkm]   However, covid-19 has created a negative influence among customers, providing safety and security for customers to trust. However, a quality management system will help regain the customer’s trust to rejoice in a similar experience again. Such a system is implemented to win back the loyalty of customers. 
Customer Service Theory
  It is about the time when businesses started took place, as the history of customer service is old as well. The concept and formulation of customer service came along with business ideas. Customer services are the building block for any successful business module (Pei, et al, 2018). By following customer’s trends and pay attention to customer’s queries will help the business to gain an advantage in the pandemic of Covid-19 as well. 
  Satisfied customer and their loyalty are directly proportional and both the terminologies seem synonym to each other (Dey, 2019). Both the theories are interrelated to each other when customers are happy about the services which lead the loyalty towards the business. When a customer is highly inspired and happy with the services any business offers, customers tend to extend visits by coming multiples times. Which leads their desire to their greater satisfaction and loyalty to the business.  
Reliability: Publix must ensure the services as a bonus point to the customer are reliable. However, such bonuses must perform in a way to satisfy the customers (Qi, et al, 2018). It must work for the benefit of the customer which should be reliable and the customer can always be able to count on. 
Flexibility: Publix must understand the dynamic needs of customers and respond to changing behaviour (Harrison, et al, 2018). Hence, Publix needs to adapt to the flexibility and changing marketing needs due to the pandemic of Covid-19. However, which is only possible when frim is connected with the customers and hear out the problems which will lead to higher impact.
Trust and Integrity: Generating any sort of trust for the customer can only be certain when the customer believes the firm will continuously hear him out. When Publix consistently complete the commitments with the customer, then trust can be adapted (Tichenor, et al, 2018). However, when the customer assures that Publix will listen to him, fulfil his needs, and hear him out when needed. The way the firm handles the customer and customer’s problem solved. That’s the moment customers can repetitively do business with the firm. 
Empathy: Publix must acknowledge the effort put in by the customer and should go the extra mile to console them (Prasath, et al, 2018). However, the firm can acknowledge the efforts made by the customer and could not satisfy the need. Publix can always reach out to customers with the major concern and show empathy whether it is about pricing or discounts. Customers are the business partner with the same which bring out the profit. Provide empathy regarding such critical time of covid-19, offer services that help customers find grieved. However, along making customer safe and donate giveaways of sanitisers, masks and gloves. 
Presentation: There are several practical elements firms must practice attracting customers while doing business (Mujtaba, and Johnson, 2016). However, it includes the presentation and ambience of the outlet, what colour and arrangements are made. Hence, the colour of the logo, logo design, and font size attract the customer. Furthermore, the packing of products and presentation of service matter to the customer. Publix presents their customers also, the loyal customer believes it as their home. Furthermore, show some advertisement regarding the covid-19 in the stores so customers can be aware of the disease.  

1. [bookmark: _Toc59216784]Identifying the Systems that Support Organisations Quality Process

    Publix has various sets of quality management systems that support the organisation’s internal and external growth (Khan, and Farooquie, 2016). However, it manages document control, operation management, service management, training and control management, quality improvement management, and audit management. However, by maintaining such processes Publix needs to make sure the fair implementation and results are achieved by it (Moore, et a, 2018). Furthermore, to make sure to what extent such processes are effectively maintaining a good customer service relationship. Also, make sure all the strategies are related and connected with covid-19 which is not yet ended. Strategies must strengthen the trust of customers with Publix, that certain steps taken will help customers be safe and secure. 




[bookmark: _Toc59216785]Effective in meeting customer requirements and maintaining good customer relationships;
Operation Management: However, managing the overall Publix operations like keep the track of inventory in the store, placement of goods, inventory safely exported by the supplier. Furthermore, to make sure there is no product wasted and perfectly aligned on the shelf. However, customers can easily find the item of good quality (Fonseca, et al, 2017). Packaging and the alignment of logos on all products are perfect to be seen. From cleaning and environment in the stores are up to the mark and staff is perfectly cooperated with staff. All the operations from the staff point of view and execution of store services are smooth.
Service Management: Publix along with the products on the shelf is providing service as well, service to take care of the well-being of customers, service to help customers earn respect. Moreover, keep customers to build up a relationship with Publix as well. Providing value to customer's satisfaction will enhance loyalty and respect (Qi, et al, 2018). A quality management system during the pandemic of Covid-19 makes sure the services are delivered accurately to the customer and gaining enough results. Outcomes of services will help Publix to create satisfaction and greater values. Customer receiving services from Publix are not harmed by a virus, and help customer know that they are vising the safest zone.
[bookmark: _2s8eyo1]Training and Control Management: Staff hired at Publix is initially trained and then aligned on duties to serve the customer. However, staff interacting with the customer on the jobs are the representation of Publix which influences the loyalty of the customer. However, happy customer service will surely return to the store again (Pei, et al, 2018). Management can only provide the resources to the staff, but eventually in the end it's the staff who interact with the customer. Staff during the pandemic of Covid-19 must ensure that any help required to the customer is completed efficiently. However, the customer is greeting in a warm. Furthermore, the entire journey of the customer is presentable and memorable.
Quality Improve Management: Quality management make sure systematic management of all the components used in the management system to increase customer service (Tichenor, et al, 2018). However, all functions of the document, operations, training, and efficiently performed. Furthermore, measuring the results and outcomes of these factors will allow Publix to attain the desired result. Those components lacking the results will further be improvised. It allows management to revise the decision making regarding the system. 
Audit Management: Audit is performed to check the fair execution of all practices in Publix. However, it defines the components are fairly being performed. One that lacks the integration and results are being compromised will be further investigated until performed well. Furthermore, it investigates the outcomes of the quality management system (Prasath, et al, 2018). How documents are tracked and recorded, either operation is smooth or lacking transparency. Tracking and investigating the rewards system and employee’s performance related to customer satisfaction. Auditing performs the basic duties from training to the results. However, watch out for the careful inspection of financial operations and quality systems installed. Major areas of compliances and other aspects are inspected carefully. 

Conclusion
    It is concluded that all the marketing strategies are formulated to help increase customer services during the pandemic. However, the pandemic has spread fear among customers to visit and gain trust again. Furthermore, since the world is at a new normal phase, it is difficult for businesses to gain the faith of customers and serve them with safety. There are many factors discusses to improve the quality system of Publix during a pandemic. In addition to this, such factors will not only help Publix enhance quality management system but gain customer trust. Marketing theories will help boost customer services. Following the pandemic and consequences faced by the business are taken into consideration. Formulation of strategies will help Publix to consider the guidelines of covid-19. 
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