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Introduction


Business Continuity Management (BCM) is a form of holistic system of management that essentially helps to identify the various potential threats that face an organization and the kind of impact that it possesses to a business. In understanding BCM, it creates a framework within which individuals will help build resilience within the organization whereby they are able to respond effectively to crisis and threats facing the company while at the same time help to maintain the key interests of the stakeholders. It helps the business to maintain its competitive advantage in the market by remaining unmoved by the unpredictable risks and threats (Hiles, 2011). 
Due to many unforeseen events in an enterprise, businesses have come up with Business Continuity Management as part of their business planning process to help them maintain their stability in the market (Hiles, 2011). The enterprise should have a clear plan on how to handle and cope with these uncertain factors in business environment and remain unmoved negatively and rather should help the enterprise improve to achieve organizational goals. External threats may be defined as those factors outside the business environment but affects the business negatively; for example, introduction of a new competitor in the market, new business regulations and rise of a new brand product of higher quality (Blythe, 2009). 
Situations of crisis can cause adverse effect on the performance of an organization. The recovery management of a business, the recovery planning of a business as well as the continuity planning of a business has a central concern: planning with the aim of healing from an organization disruption from the normal functioning (Elliott, 2010). Business sector is facing a lot of uncertainty due to changes such as robust technological improvements, natural catastrophes, and globalization among others. The BCM has been the key in solving the impact of both the risks and threats that can be associated with these events

The world is remarkably becoming a global village. This has resulted from increased interaction and connection between people from all the corners of the world. The power of intelligent network and the internet have provided corporation leaders and CEOs with an opportunity to acquire new markets for their goods and services. The social media in particular has created operation structures which are flexible (Laye, 2002), it has improved the productivity of the employees as well as enhanced customer satisfaction. Companies and corporations have come up with marketing sites which are accessible by people from all over the world. However business operation leaders and the IT sector faces numerous challenges therefore seeking for a globalization strategy.

Industrial globalization and dependency between the supplier and the customer makes no country resistant from major events all over the world. Recent global terror actions and happenings such as cyber-crime and natural calamities have made businesses to face uncertain conditions that have affected the business directly or indirectly. Due to unpredictable impact of these unprecedented risks in the business, this has called for the need for the business to be proactive and not reactive in managing these threats. The business continuity management assists greatly in trying to solve these unexpected events that may arise and affect the business negatively. It helps to maintain the good image of the business, maintain its reliability to the customers and keep their trust. In trying to achieve the organizational goals and objectives, Business Continuity Management may help to deal with negative factors that may hinder this.

There has been a changing trend in the morality rate and migration which has influenced the relative and absolute size of urban and rural, young and old and ethnic populations of the established powers which have emerged. These demographic shifts will present economic and social opportunities for some parties while at the same time crippling others. Increase in population in a region will place an additional stretch on vital resources such as the infrastructure and services. Other demographic considerations such as age are likely to affect the economy. This could be due to the extra cost incurred in health coverage and pensions which tend to squeeze out the expenditures. On the other hand migration of population to megacities leads to over usage of resources and services hence leading to poverty.

The field of technology has become robust with great improvements. This has great influence and impact to all parts of life. New systems and programs have been developed affecting life either negatively or positively. Advancement of technology in business environment has come up with risks, threats and opportunities. BCM helps to minimize the negative impact of it and maximize on the opportunities it provides. Some of the threats that may be encountered may include insecurity; cyber-crime, high demand of technological skills to the workers and high cost to acquire the new systems and programs. 
On the other hand, when fully utilized, the technological advancement may have a great positive impact on the enterprise. Technology has made possible for the business to be able to keep a lot of data with ease. They have been able to do away with hard copies which were not reliable enough and also their bulkiness. Communication between customers, the firm, the stake holders and other clients have been improved worldwide. This has made the business to expand thus maximizing on profit. Also, good technology is a great key to help management make the right decisions for the business.
Increased connectivity may bring about risks, threats and opportunities. It has been discovered that increased connectivity has been one of the major drives for high growing economy (Regester, 2002). This has been driven by the fact that the mobile and data transactions services are growing at a high speed (Wood). This has provided many jobs because even those from rural areas can undertake knowledge applying jobs. New and great discoveries and development in information and communication technology has boosted the interaction globally due to good communication connection networks and devices. 
Through newly developed powerful computers and cell phones, customers and any other business stakeholder are well connected. The customer may enquire any information anytime while anywhere in the world due to the online transactions. The business in return can provide any advert needed by the customer and any other relevant information.
Economic Uncertainty
The business sector has been facing a lot of uncertainty due to dynamic changes that are unpredictable. For example, the stock exchange business is full of uncertainty. This is due to economic infuriation that is of great danger to the business sector. Economic impact of monetary policy is dampened when uncertainty is high. This means that high uncertainty forces monetary policy makers into a trade-off between acting decisively and acting correctly as policy must be aggressive than otherwise in order to stabilize economic activity (Aastveit). Economic uncertainty may be interpreted as a hidden occurrence in the future. It works on probability of events.

The global forces’ interdependence and complexity has brought about unpredictability of events. Future will become uncertain from the robust advancement in technology, increased globalization and increased environmental changes. These changes will bring about unexpected outcomes

Actors can use authority to subordinate their own preferences. People are persuaded to comfortably accommodate the authorities views which are normally based on the morals of the authority. Actors may be representing respected institutions such as the office of the president, respected religious leaders, Nobel Prize holders, and prominent leaders or even be representatives of NGOs. A shift in the power structure for instance, change in the constitution, and change in governance results to new regulations and policies which have a direct impact on the businesses.
Taking a look into the business operations and organization in a company, there are various methods in which BCM has come in handy. There exists an intricate relation between the quality management and the creation of customer value for a business. Anderson and Narus (2006) have suggested that customer value is an important deriver of the quality evolution process. Thus the quality concept can be effectively derived from the expectations of the customers (Anderson and Narus, 2006, pp.53-65). The ultimate goal of quality management is to ensure profitability and efficiency of the business which is majorly dependant on the need satisfaction of the customers. 
According to the work of Miller, Pawloski and Standridge (2010) most businesses aim to design their quality management process to meet the demands and requirements of the customers (Miller, Pawloski and Standridge, 2010, pp.11-32).

 The works clearly establish that the ultimate objective of the quality management processes in a business is to increase the value creation and customer satisfaction level for the business. As proposed by Lian and Van Landeghem (2007), customer value is the underlying concept that drives the values for the other entities within the business like the stakeholders and the shareholders (Lian and Van Landeghem, 2007, pp.3037-3058). Thus, the quality management processes of a business start with focusing on the expectations of the customers which ensure that subsequently the other necessary values are also created. The thoughts of Bathie and Sarkar (2002) are useful in establishing the fact that there exists major gaps between the implementation of quality management from the strategic level perspective and the focus on the creation of value for ensuring customer delight (Bathie and Sarkar, 2002, p.241-244). 

Researchers like Lindgren and Wynstra (2005) argue that there exists a major theoretical gap between the incorporation of quality management concepts like lean management and six sigma and the reflection of customer expectations and value within the company (Lindgren and Wynstra, 2005, pp.732-748). The demands and requirements of customers follow a fluctuating pattern and thus becomes a very complex concept but the quality management processes are designed so as to make the company equipped enough to adapt to the changing patterns of consumer demand levels. 
Quality management involves the implementation of concepts like Total Quality management, Kaizen, six Sigma, Lean production and Just in Time all of which have essentially been derived from the new customer expectations from a business at a particular time. In contrast to these studies, the work of Johnson and Weinstein (2004) suggests that there are many skepticisms in relation to the different quality management concepts that indicate that the quality management processes are not conceptualized by a thorough understanding of consumer behavior and the competitive structure of the market (Johnson and Weinstein, 2004, pp.59-61). 

However, these skepticisms couldn’t be strongly established as it has been understood that the concept of quality management is a philosophy that has been designed on the basic principles of focusing on the customers in order to attain standard quality-based objectives. Johnson, W.C., Weinstein, A. (2004) has proposed in their studies that quality management focuses on the creation of value and therefore, the understanding and representation of the expectations of customers is critical for driving the quality management techniques (Johnson and Weinstein, 2004, pp.97-99). 

Only when the expectations are understood, then the company is able to deliver greater value and satisfaction for the customers through introducing and implementing effective techniques within their quality management processes. The gap between quality management and customer value creation can be removed by ensuring that the quality management processes mirror the expectations of the customers from the business. The relation between customer value and quality management is shown below (Bounds, Yorks, Adams and Ranney, 1999, p.178).
According to the work proposed by Berghman, Matthyssens and Vandenbempt (2006), meeting or exceeding the expectations of the customers is critical to ensure a higher level of customer satisfaction. The proper reflection of the expectations of the consumers in the quality management processes of the business is mandatory for the creation of products and services that add to the delight of the customers. The requirements and demands of the customers are based on different criteria which influence the total quality management concepts in a business ((Folinas, 2013, page 13). 

For example, a highly demand driven business in which more fluctuation in the demand pattern of the customers is noticed, calls for the implementation of just in time mechanisms which ensure that the production levels in the quality management process are decided by the demands of the consumers. As indicated by Shah and Ward (2002) in his work, customer value encompasses the factors of customer perception and customer requirements (Shah and Ward, 2002, p.129).

 For the implementation of proper quality management concepts it’s important to understand the expectations of the customers i.e. the buyers as well as the expectations of the consumers i.e. the end-users of the products or services. The customer expectations can be context dependant and involve two different levels of abstraction. At the lower level of abstraction, factors like the characteristics of the products and services become critical for meeting or surpassing the needs of the customers. At a higher level of abstraction, more emphasis is given on the factors like the personal values and experiences of the customers. But the consideration of both the levels of abstractions required for the creation of a proper quality management process (Denton, 2013). 

The selection of the different total quality management and other operational processes is highly dependent on the customer expectations and the degree to which the business expects to meet or exceed the level of customer expectations and requirements. Customer expectations are considered to be the ideas of the customer regarding the actual experience that he is going to derive from the product or service. 
The quality management processes are incorporated by an in-depth analysis of the customer expectations from the products or services. The analysis includes the thorough understanding of the different dynamics of the customer expectations. According to the analysis of the total quality management processes of the company by Shingo and Dillion (2004), the company mirrors the expectations of the customers in its quality management processes (Singo and Dillion 2004, p.117).

 
The company implements a pull technique rather than a push technique in its quality management. The production is driven by the needs and demands of the customers rather than pushing the stocks in the market. Quality is incorporated as a factor which ensures meeting or exceeding the expectations of the customers. Toyota incorporates the lean management system and extensively focuses on building people before they build cars. According to the work of Dubois and Gadde (2002), Toyota has continuously tried to implement the lean manufacturing technology as well as many other quality management concepts to respond to the changing customer demands and has concentrated on the pull technique within the operational processes to maintain a production process that is driven by the demands of the customers (Dubois and Gadde, 2002, pp.553-560)
In crisis management, business continuity management can be viewed in a number of ways. We take reference from the Euro zone Crisis. The Euro Zone crisis had an impartiality concept in which we uncover. A question arises in this effect; are the governments under economic pressure unwilling to pay their foreign debts (De Grauwe, 2010. )? Does the difference of inequality in the income of the democratic governments make them decide not to actually honor their agreements when it comes to loans from their foreign creditors? The sovereign default system involves the temporal tradeoffs that are mainly between the immediate boost of consumption and the increase in future tax (Froyen, 1993). 
The rationale in this concept is based on the fact that the poorer voter of the euro zone member internalizes much less of the future default cost. The median in this case is poorer hence it makes the majority economy demand of the default to increase consequently (Lapavitsas, 2010). The ideological concept in this statement means that the greater the inequality income of a country the higher the default risk dispensed upon it. Signaling game is a strategic model that the sovereign selection must go through to be able to get to a default decision knot. When the level of the income inequality is on an intermediate proportion, the sovereign default is very likely.

Business Continuity Management played a key role in trying to solve the Euro Zone crisis problem. This especially being a global problem, BCM was put into effect in a huge part of helping manage both the short term and the long-term problems of the crisis. This helps us define the various benefits of BCM in the business environment, this can be categorized in several ways particularly as it helps to identify and also manage current and future threats to the business and the economy in general. This helps to create a proactive approach in managing crisis and threats to the business. Hence, it effectively solves or rather avoiding the entire threat to the business. This minimizes the kind of impact the projected threat would otherwise have to the business if BCM was not applied. 
A key reference crisis being the Euro Zone crisis whose problems were not foreseen until the crisis was already on. Business continuity management has a key and critical function in maintaining the pertinent function of the business running while at the same time helping keep the crisis at bay. It is a form of down timing the crisis while at the same time improving the rate of recovery from the crisis.
The correction of gaps between the customers’ expectations and the operational delivery can be done by successfully implementing the quality management processes within the organizational processes. BCM can help bridge this gaps that exist in between the customers and delivery. The company can close the gaps by effective monitoring techniques and ensuring the early recognition and solution of the problems. The gathering of information related to the changing customer demands is critical for closing the gap (Seymour, 2000). 
Also, improving the decision-making processes and strengthening the capabilities of the workforce would ensure that the expectations of the customers are fulfilled. Strengthening the disclosure of information through the reviews and assessments by the external auditors and quality checkers would be critical to ensure that the expectations of the customers related to safety of the automobiles. Investing more in the research and development departments would ensure that the customer expectations are properly evaluated and understood so as to design the operational processes effectively. Improving the effectiveness of the quality management processes in the manufacturing activities of the company is critical in increasing the customer satisfaction level by exceeding the expectations of the customers.

The shift in global demographics has been influenced greatly by BCM. Taking a look at public budgeting systems there has been a great change in the way budgets are managed and developed. Annual changes that occur in government budgets are basically redistributed under a specific power function. The type of data used in the article as an example portrays a form of reliability across the test of time. The fact that the data that is presented is more of a convenience sample to the political systems, a meta analysis of this particular data is done by the use of probability estimate distribution and compared against the standard data distribution (Alam, 2010). 
The quantification of collective decisions which is done to the incoming information, decision maker’s preference and the various institutions that are involved are very crucial in decision making. This is a great determinant with regard to the system with which the changes are to take place. The model of increment gives the idea with which the changes will take effect whether its application in consequential over time and place or whether there is more emphasis to incremental changes. This is a shift of priority in the public budget methods.

Conclusion

In conclusion, BCM program has a massive impact in all sectors of the business world. To ensure that there is an effective BCM program in place there are a number of factors that require to be keenly looked at. Ensuring that there is a basic form of methodology or a form of approach to handle any form of threat in future. For instance, it is imperative that there is an approach in place to ensure that the previous Euro Zone crisis does not recur again. Also ensure that there is integration of the people who are an integral part of the central program particularly on IT and the business operators. Finally, it is imperative to have a leverage toolset in which it should help in the process of facilitating the business continuity process much more effectively and efficiently.
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