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[bookmark: _Toc26199396]Introduction
A business organisation to attain proper advantages in the market must be able to identify the various requirements and demands of the customers and satisfy the same. This will help it to create higher customer value of its goods compared to its rivals. The results of the same are the company has enhanced ability to attain corporate leadership. However, to attain the same, an organisation must have the ability to identify the various aspects influencing customer value. Further, this must be incorporated in evaluating the objectives of operations and implementation of proper framework for elevating the quality of the process. This report will focus on the various determinants, which has influencing affect on the customer value. In addition, the focus will be laid on the significant systems that are used for enhancing quality processes. Along with this, the effectiveness of the same will be determined with context to the objectives of the firm.
The study to ensure higher quality will be evaluated in context to operations of Harrods. This is a retail corporation in United Kingdom, which provides the consumers with luxury and leisure products such as clothing and accessories for men and women. The corporation has almost 5000 workers and the gross profit earned by it in 2018 was £ 513 million (harrods.com, 2019).  
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[bookmark: _Toc26199398]1) Critically analyse the factors that influence your organisations ability to maximise customer value
Customer value can be defined s the satisfaction achieved by a buyer by acquiring a product at a specific price. Hall and Roelich (2016) stated that this is mainly the benefit achieved by the customers depending on the various products and services. This can be a specific product purchase, registration, or membership sign-ups. Due to the higher market competition in United Kingdom market, all retail companies aim at maximising its customer value. The major factors that enhance the ability of Harrods to elevate its customer value are:
Marketing Operations:
Customer value is highly influenced by various internal factors of the organisation. In case of Harrods, its efficiency in marketing and operation department has direct impact on its ability to deliver proper customer value. Firstly, customer value is highly dependent on the quality and pricing of a specific deliverable of the company. Further, the representation and advertising of products also has greater influence on customer value. Secondly, in Harrods, marketing department is responsible for evaluating suitable promotional strategies, distribution channels, and quality assessment. According to Neupane (2015), higher effective marketing procedures enable an organisation to ensure higher differentiation among all the other rivals in the industry. 
The chief marketing and customer officer of Harrods, Amanda Hill has been responsible for innovative implementations in marketing strategies. The focus has been laid on techniques such as visual merchandising, customer service, and media campaigns. This consumer centric approach towards marketing has elevated the company’s ability to assure higher customer value. However, absence of the same will lead to the failure of the organisation to attain its objectives. Products will not be able meet the requirements of all consumers and there will be gradual downfall in the scale of sales. The result of this will be degrading customer value and reputation of the company in the UK market. 
Pricing strategies:
United Kingdom retail market consists of major retail organisations such as Marks and Spencer and Sainsbury. Therefore, Harrods face tough challenge in the retail industry in attracting maximum consumers. This is highly influenced by the pricing strategies of the various firms. According to Yu et al. (2014), consumers before acquiring a service or product, go through extensive decision-making procedure. This includes comparison of the prices of the products delivered by the different companies. The buyers intend towards acquiring higher services at the best affordable prices. Therefore, the organisation can elevate the level of customer value by providing effective products at considerable prices. This will result in higher customer satisfaction and retention. However, absence of the same will restrict Harrods attract maximum buyers for its products. 
Customer services:
According to Rhodes and Brien (2014), customer services can be defined as the manner the buyers are treated and managed by an organisation. Further, this includes direct communication with consumers and assisting them with all the services. Effective customer services have the ability to change their behaviours towards buying new products. The target of Harrods is to meet the requirement of the consumer base. This will help it to satisfy the consumer expectations. Through proper communication, the company will be able to establish proper relationship with various buyers in the UK market. This understanding will enhance the degree of trust of all the consumers on the organisation’s deliverables and further, result into a positive impact on the value. However, in case the company fails to provide proper services, the customers will develop bad experience, which will affect the valuations in the long term. This will restrict Harrods to maximise its consumer value in the market. The result will be inability of the firm to boost its sales and attract new customers in the market. 
Potential of workforce:
It is the responsibility of the employees in various organisations to assure higher customer satisfaction. The workforce of Harrods evaluates all the activities and tasks and further, directly deals with the consumer section. Therefore, in case employees are compelled to meet the buyer demands, Harrods will be able to maximise profits scales. The organisation must focus on motivating the workforce to elevate their dedication towards work. In regards to this segment, Harrods does this by providing specific rewards and allowances. The two major types of rewards are extrinsic and intrinsic. The cash benefits and bonuses provided by the management are defined as extrinsic. On contrary, intrinsic are promotions and recognitions in the organisation. 
Further, the organisational environment also has major impact on the perspective of the working individuals. A healthy working environment has a positive impact on the workforce and they are able to align own goals with that of the organisation’s. This contributes highly to the effective services delivered by customers. On the other hand, this determines the attitude and approach of the employees towards building positive relationships with other. However, in case of a downgrading environment, the organisation will be subjected to greater scales of conflicts. This will bring a major negative approach of the employees and their attitudes towards the customers degrade. According to Ramanathan (2017), customer retention is highly dependent on the ability of the workers to build effectively relationships with all buyers in the market. Therefore, in alignment to this, the workers of Harrods aim at higher involvement of the customer section in behaviour procedures. This is done through efficient face-to-face discussions and telephonic representations. However, it is the responsibility of the management and higher authority to assure that all the working members have appropriate knowledge on the various products of the company. 
Training and Development:
From the above evaluation, it can be ascertained that customer value is highly linked to the customer services delivered by a specific company. Pantano (2014) stated customer services are greatly dependent on the abilities and potential of the employees working within it. In case of Harrods, effective contributions from all the workers will elevate the overall performance and elevate the services. However, it is the resposbility of the company to assire the ebhdbdxx However, it is the responsibility of the organisation to ensure proper development of all the workers with the aim to enhance their contributions. Further, various training programs and courses majorly do this. The potential of these programs determine the scope of developments in the abilities of all employees. 
Proper segmentation and evaluation of these training programs determine the effectiveness of all thesecourses. This must be done through proper alignment with the corporate objectives. Therefore, the trainings must have the potential to benefit the company in the end. However, in case these trainings are ineffective, then the employees will fail to understand the objectives of the organisation and further, reduce efficiency in services. This will have a negative impact on the customer segment and the firm will be unable to generate profound profits from all tasks. With this aim, Harrods have developed various training strategies such as “High Potential Programmes”, “Harrods Management Programmes”, and significant on-job trainings. 
Location of the outlets:
Physical evidence of an organisation plays a major role in customer value. In UK, almost 57 % of the consumers choose retail stores for shopping based convenient accessibility. Therefore, Harrods aims at evaluating the best possible location for its outlets based on the consumer demographics, trends, and outlets of its competitors. Therefore, it can be determined that the firm’s success can be ascertained through its accessibility to the buyers. Further, the majority of the working consumers have limited time for acquiring products for their daily needs. Therefore, they intend towards stores, which are nearby and will require less time. This has led to considerable growth of physical stores of retail companies in the UK market over the last two years. In 2016, there were almost 11644 outlets of the major nine retail companies, which were considerably high form 7010 stores in 2006 (projectblue.blob.core.windows.net, 2019). Further, the total market area coverage in 2016 was almost 12.3 % (projectblue.blob.core.windows.net, 2019). However, through this it can be determined that the market competition has been subjected to grater increase. Therefore, Harrods must evaluate a convenient location, which will evolve consumer choice in terms of ease, availability, and range. 
Online based shopping:
Retail market in United Kingdom has been subjected to greater modernisation and further, this has led to higher promotions in online shopping trends. Majority of the market leaders have implemented online web-based platforms, which allows online buying procedures. In this segment, Harrods ensures flexible buying procedures for the customers and further, efficient representations in the same. According to Varley (2014), these representations have major impacts on the customer value and the manner in which they perceive about a company’s products. Internet has provided the company with a large-scale opportunity to communicate effectively with all the consumers and reduced the geographical barriers among them. 
Through this, the organisation has been able to deliver its objectives and products to grater scale of consumer base. Proper online-based platforms provide the consumers with an opportunity to acquire products easily. This provides them with a valuable and efficient experience, which enhances the value. Moreover, with higher availability of Smartphone and mobile devices, the consumers are able to acquire or buy product at any time. This reduces the time for buying and therefore, majority of the consumers are inclined towards companies, which have proper online services. Moreover, the delivery system and time also have major impact on customer value. Therefore, if a company fails to deliver the product on time, then it may face major dissatisfaction from consumer section. Harrods, in this scenario has effective measures for distribution. This is one through the implementation of supply chain management and further, initiates the major logistics. This cost effective measure identifies the requirement of all the consumer regions and delivers them appropriately. 
Promotional mechanics:
With ever-increasing competition in the retail market, promotional strategies and approaches have been major functions to the various leading retail stores. As opined by Bruwer et al. (2014), customer value is highly affected by the brand image of the products. On other hand, brand image is directly linked to promotions and advertisements. Effective broadcasting allows a corporation to deliver its messages and features to larger scale of buyers. This results in efficient establishment of customer relationships. These promotions have the ability to yield higher benefits to Harrods. The rationale for the same can be ascertained through three segments. Firstly, these promotions are responsible for encouraging the various customers to attend and visit its outlets. Secondly, majority of leading companies are inclined towards elevating promotions through membership deals and offers. These deals allow the corporation to acquire loyal consumers for its products with considerable rise in retention policies. 
In addition, this increases scale of positive feedbacks in the market and Harrods will be able to elevate customer value to new heights. Thirdly, promotions help a corporation to increase flexibility in its ability to introduce goods and services in the market. Therefore, Harrods have a chance to implement higher innovation in its entire product manufacturing and servicing. This allows it to acquire more customer value through new introduction in the market and the same provides higher competitive advantage over its rivals. In case of Harrods, the majority of promotions are practiced through social media platforms such as Facebook and Twitter. Moreover, traditional advertisements through magazines and newspapers are also practice by the firm. 
[bookmark: _Toc26199399]2) Identify the systems that supports your organisations quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements.
System refers to a bunch of functions or procedures, which are aimed at a single target to achieve. Effective system is the fundamental need of any business organisation in terms of accomplishing their set millstones. “Harrods of London” is one of the leading British Institutions and probably the most popular as well as successful retail stores throughout the global premises. Since last 162 years, company has been offering effective services to wide range of global customers to make them satisfied. It has been focusing on improving their key brand values; British, Luxury, Innovation, sensation and services. In this process of improving key brand values and improving customer satisfaction level by meeting their requirements in accurate manner, “Harrods of London” has been following a range of systems that are as follows:
Workforce maintenance system 
Employees are the key assets of any successful business organisation those who are responsible for contributing their efforts to meet organisational targets. Keeping this in mind, “Harrods of London” has prepared an excellent workforce management system, where almost 5000-trained employees from over 86 different countries are ready to perform and offer services to up to 100,000 global customers in a day in course of peak times (harrods.com, 2019). In order to maintain an effective and balanced workforce unit, “Harrods” needs employees those eligible to meet organisational standards and ready to face of upcoming business challenges. Furthermore, company has made their workforce unit with employees those are seeking out an exciting along with rewarding long-term career with responsibility as well as prospects (Lewrick et al., 2015). 
Undoubtedly, it is challenging for the company finding out as well as retaining skilled and talented employees those could be trained and developed to become the future manager of the firm. In order to maintain quality and creativity standard within the workforce and keep the employee motivated all the while, Harrods are likely to pay well amount of salary, respect and clear career development opportunities to their employees, which alternatively motivate them largely. As a result, effective employee-employer relations could be noticed at Harrods that is positively reflecting on service excellence and customer satisfaction level.   
Effective arrangement of multiple training sessions 
Harrods believes that trained employees are more productive and able to accelerate brand reputation and profitability simultaneously. With this unique concept, company has felt the need of effective arrangement of training sessions for greater development of employee skills so that they would be able to serve better services to customers and meet their requirements accurately (Khodakarami and Chan, 2014). They purpose of building training system and provide training sessions to employees is improving employee performance to enable “Harrods of London” meeting its organisational targets and business objectives. For instance, within this Harrodstraining system, sales academy of the firm develops sales skills of employees to scale up sales figure of the company and meet sales target in a seamless manner. 
In order to improve employee motivation, Harrods also allows employees acquiring new skills and qualifications, which support employee progression. Alternatively, this practice assists company to retain effective and experienced talents within the firm to be competitive in upcoming days as well. Furthermore, company believes in workforce diversity to maintain creativity standard within the workforce unit. People from more than 86 different countries have been working in the firm, who definitely have various levels of education, experience and competency (mblanguages.com, 2019). Company provides comprehensive learning and development opportunities at different levels to employees so that they could avail to opportunities according to their needs. In course of training, employees are encouraged for learning about cultural awareness and show respect to each other for maintaining effective workplace environment within the firm. Effective workplace environment is necessary for meeting customer requirements in an accurate manner.   
Business Competency Maintenance System 
Harrods is strict regarding maintenance of business competency level across global market arena to be competitive all the time and maintain business excellence in long run. In this business competency maintenance system, Harrods has focused on four vital factors such as “working at Harrods, making things happen, impact on others and focus on improvements” to be competitive and dominate over market rivals. These four vital factors are designed to keep employees satisfied and improving customer satisfaction level through meeting their requirements in an errorless manner (Core.ac.uk, 2019). Furthermore, workshops support each business competency so that entire skills can be strengthened. “Bite-size” sessions are provided to employees to learn more significantly on a much shorter period. 
This tightly focused approach to skills development is arranged by Harrods to increase operational efficiency, standard and excellence of both new and existing employees. Apart from this, company has partnership with the London College of Fashion and run “The Harrods Fashion programme” for enable sales associates to consider the full journey of a product; from design to sales. Business competency is directly linked with sales skills of employees, which enable company to accelerate their sales revenue. Thus, Harrods a two-day programme namely, “Your theatre” for improving sales skills of employees and offering satisfying customers services to maintain business competency across global market (mblanguages.com, 2019).  
CRM system 
Harrods is customer-centric retail company that focuses on maintaining great piece of long-lasting relationship with customers through serving them required products on time. Company has been prioritising its customers since last 163 years and most probably, that should be the key success factor of its success (Core.ac.uk, 2019). Company has been following unique and effective tools and modern technologies such as call centre software, E-business, portals, help desk management, electronic commerce, supply chain automation, sales and marketing system and others. Company has been managing its relationship with its customers in an effective manner, since decades. Harrods has been using CRM tools and system as a technology for creating consistent, measurable as well as reputable outcomes. However, company uses various machineries such as electronics, computers, telephones and Offline store visit conversation technique to update customers regarding products and maintain healthy relationship.  
Talent retention system 
Talent retention is necessary for ventures such as Harrods to be competitive and meet customer needs and expectations without any fail. Unlike most of the companies, Harrods believes in developing career paths and providing greater career opportunities is a part of employee retention system within the company. In order to create differentiation from other market rivals, Harrods is likely to provide wide verity of development opportunities for entire workforce unit. This enables company to recruit as well as retain most qualified, skilled and talented managers and employees, who could assist the firm to maintain improvements in sales as well as business excellence (Ahmadi et al., 2012). 
Once in a year, managers communicate with employees to measure their progress, improvements and employee ambitions. Harrods focuses on providing clear career path for all employees, belonging from any of the background. According to company’s managers, there are three key levels in the company including senior managers, department managers and sales employees. Undoubtedly, company has made an effective system, where employee could gain benefits from different organisational development programs for building a better career (Afrifa, 2016). Furthermore, in order to keep the employees satisfied with their jobs, Harrods has been providing high salaries, facilities, and equal benefits to all the employees, which alternatively assist the company to retain most accurate talents for the company.  
Reward and incentive system 
Employee satisfaction is crucial in terms of meeting customer requirements and improving market competitiveness. In this process, Harrods has been focusing on building and maintaining “great place to work”, where employees could perform in their own rhythm towards better organisational excellence. Job satisfaction is necessary for greater customer satisfaction so that company has been putting in place a rewards and incentive system. Company is providing excellent package of staff benefits such as staff discounts, high salaries, as well as effective workplace environment to keep employees happy, which would improve customer satisfaction level automatically. Furthermore, there are sales bonuses and commission for all employee individuals within the firm so that employees could perform better towards meeting all the needs and expectations of valuable customers (Blackley et al., 2017).      
Critical understanding over significance of systems in meeting customer requirements at Harrods 
The entire systems, which are being followed by Harrods, have contributions in assisting company to meet customer requirements and maintain positive relation with customers in long run. In this process, company uses workforce maintenance system to recruit and train the most suitable and effective employees for assisting company to face off future challenges in business. They believe in the best candidates to be competitive in market and maintain business excellence. This system believes in hiring employees from different corners of the world and creating diversified workforce unit to gain further opportunities and benefits in business. These high numbers of critical operations starting from effective and skilled employees from international locations and maintaining diversified workforce unit is not so easy to complete. Due to this reason, workforce maintenance system of Harrods is not up to the mark, compared to effectiveness and contribution of other systems in meeting customer requirements. Company has to spend huge amount of time and capital in their workforce maintenance system. 
On the other hand, company is strict about maintaining effective training and development system within the firm to train all the new and existing employees for performing better to meet customer requirements. According to Yu et al. (2014), company has divided training sessions according to corresponding job roles of individual employees so that it would be easier for them to strengthen their skills and acquire new ones, required by the company to meet customer requirements. Overall, training and development system in Harrods is effective enough to assist company in meeting customer requirements. However, Business competency maintenance system of Harrods is effective divided in four quadrants and every business quadrant is supported by workshops for improving skill set of entire workforce unit. This has been increasing capability of employees and strengthening employee excellence so that they could help company in meeting company target and maintaining effective relationship with customer base. 
Undoubtedly, all the processes included in business competency system of Harrods such as “Bite Size” sessions, workshops and others are effective enough to improve employee performance and company’s business competency simultaneously. According to mblanguages.com (2019), CRM system of Harrods is undoubtedly improved and effective, as company has been managing healthy customer relationship since last 163 years. In recent days, company has added numerous digital technology and improved services such as call centre software, E-business, portals, help desk management, electronic commerce, supply chain automation, sales and marketing system and others to continue maintaining positive relation with entire customer base (Dargah and Golrokhsari, 2012). This effective CRM system with effective technologies and experienced technicians of Harrods is supporting company to meet customer requirements and build long-lasting relationship with customers. 
Talent retention system of the company is considered as the most effective contributor in making employees ready to assist Harrods to meet customer expectations and requirements in a seamless manner. As mentioned in mblanguages.com (2019), company has been offering range of career developing opportunities to improve professional excellence of employees, which alternatively assist companies to meet customer requirements. It improves relation between employer and employees. As a result, employees show more interest to stay in the company in long run. Through this effective system company retains employees, decrease employee turnover rate, and maintain workforce excellence to meet customer requirements (mblanguages.com, 2019). Furthermore, Harrods has reward and incentive system to motivate employees to extend their capabilities and serve in better manner to meet customer requirements. As opined by weforum.org. (2019), company provides excellent packages and salaries to employees, commission, sales bonuses, incentives and others to keep employees satisfied with their job and perform with their full potential to meet customer requirements. However, in order to continue this system, company has to spend a huge amount of capital as well.    


[bookmark: _Toc26199400]Conclusion
It can be summarised that successful companies such as Harrods are completely customer-centric and most of the business steps are taken by the company should be for greater satisfaction of customers and meeting their requirements. In this process, Harrods has noticed a range of factors such as marketing operations, pricing strategies, customer service, potential workforce unit, training and development, location of outlets, online based shopping, and others, which are directly or indirectly responsible for influencing organisation’s ability to maximise customer value and make customers satisfied. Furthermore, company has been using multiple effective systems such as workforce maintenance system, arrangement of multiple training sessions, Business competency maintenance system, CRM system, talent retention system, reward and incentive system and others to meet customer requirements and build long-lasting relationship.
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