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[bookmark: _Toc134282267]Critically analyse the factors that impact on your organisations ability to maximise customer value. 
Criticality is to be able to describe an argument with evidence by analysing and evaluating the evidence and using that to build your argument about an issue. This report discusses why you should critically understand customer value and how this will help make a customer feel satisfied. This is by using different models and approaches to be able to meet the needs of the customer.
 
[bookmark: _Toc134282268]What is customer value? 
Customer value is the satisfaction the customer experiences. Customer value is in the price paid for the product usually when it is a competitive price, the value of the product it has to offer the customer and the value in the quality of the product. It is about the customer feeling like they have the best deal. It is also about how satisfied the customer feels after buying a product or service. Harry Mcdivitt talks about how value is important because “it forces attention away from product specification to the real needs of the customers, it focuses our thinking on innovation and creativity” (Macdivitt, H. 2010, August 10).  
Desired value is what the customer wants and hopes to get from the product they purchase, and perceived value is what the customers wants, like the benefits after purchasing their product and what they received from the product or service. This can be by having a warranty in place in case there is any manufacturing problems within the first couple of years, usually the company will send out a replacement if it cannot be fixed. 
[bookmark: _Toc134282269]What factors influence customer value? 
Factors that influence customer value are the quality of the product, excellent customer service and experience offered to the customer from the company, brand reputation and competitive prices. If the brand has a good reputation customers will trust that they are getting a good product or service at a good price and would most likely feel confident and return in future. 
Customers assess value differently, so it is important for a company to take this into consideration. 

For example, the value of eating in a restaurant with friends is much more of value than having a takeaway. Customer value is different for different people and may not be the same for everyone, there are different things to consider when assessing value for example, the image of the product, if the item that is produced is one colour, but the colour scheme does not meet the needs of the customer this is reducing the value of the product and demand which will be a loss for the company. It is important to assess this and have a range of colours to meet the demand of people and be diverse during the creativity and planning stage. Product quality will build trust with customers because they will feel that the product is reliable, and it will last a long time and that it is a good value for money where they feel satisfaction. This usually leads to brand awareness where they may tell others about the quality of their product. Whereas if the quality is not of good quality and they cannot use it for a long period of time they will have to dispose the product and may never talk about this to anyone. This will lead to the reputation of the company to be negative, and awareness of the brand is unlikely to be spread. 
 
[bookmark: _Toc134282270]What maximises customer value? 
CRM Customer relationship management is a process many businesses use to be able to understand their customers and be able to respond to their needs quickly. The focus is customer retention, which is important for keeping customer's long term. This brings in regular income and benefits to the company which increases their sale growth, brand awareness, loyalty and maximises customer value. 
“Identifying the right set of customers who create value for the firm can be useful in trying to maximize profits.” (Kumar et al., 1999) looking after long term or regular customers will maximise profit as you know that you will be selling to those customers frequently these customers usually have built trust with the customer and will most likely purchase more products these customers are customer lifetime value (CLV). 
Offering a memorable customer service will help to maximise customer value as this will help the customer remember how they felt during their purchase or interaction with their service. This will make the customer want to return and pay for the service because they felt satisfied. Some people shop in certain shops even if they pay a slightly higher price because they are happy with the service.  
[bookmark: _Toc134282271]Creating Loyalty 
Creating a loyalty programme to help maximise customer value because they will feel like every time they shop, they are given rewards because of their loyalty. Boots offer points for customers every time they shop in their stores or online and you can claim this back as the points are converted into money. Some companies offer promotions which help to appeal to customers which makes them feel interested in coming back by having members only promotions or 3 for 2 discounts. The mobile network three always has offers which are competitive with their prices, when your contract is due for renewal the company will call you with offers and promotions to existing customers, this helps build relationships with the network provider as they try offering the best deals to keep the customer which leads to the customer staying with the same network. 
Asking for feedback from your customers and improving on those weaknesses will help to improve services and products which will help the customers feel satisfied that their needs are getting met and they are being listened to which will help build relationships with the brand and the customer. It is important to communicate the benefits with the customer so they can see the value which will appeal to them. 

[bookmark: _Toc134282272]Building a community.
Building a community will help maximise customer value, for example Apple uses their technology to build a community by only allowing them to have certain apps that you can download through apple store that are not available on android software's. When Apple released their iPhones, the only way to have handsfree is to purchase iPods to talk and listen to music wirelessly. Wireless headphones or ear pods were not popular before Apple teamed with Dr Dre and Jimmy Lovine to offer free wireless headphones or speakers with certain Apple purchases. This turned into a craze and had all Apple fans queueing up outside their stores to make a purchase. Apple focused on targeting the younger generation and targeted schools to offer them iPads which will help with their learning. This helped iPads be “an effective learning tool for schools and colleges” “with the world becoming increasingly digitalized, children are the quickest to adapt to these technological changes” (Kumar et al., 1999) 

[bookmark: _Toc134282273]Apple.
Apple offers many apps that schools use to help with their education as well as iBooks, making videos and taking pictures, this is Apples way of engaging with their customers and building a community that stay loyal for a long time. Once someone purchases an iPhone it usually leads to them purchasing an Apple watch, which then leads to purchasing a Mac book to help with studies. Apples customer segments are product buyers, service subscribers and App developers like music producers where people can sell their apps and music to the customer user base. Apple value their customers by creating innovate products to benefit the experience of their customers. This is a reason why building a community helps maximise customer value because it builds connection with customers, and they feel part of the family. Customers who feel like they are connected to a brand or feel a belongingness are likely to remain loyal. Apple’s Mission Statement is: “To bring the best user experience to customers through innovative hardware, software, and services.” (Pereira, 2023)
Many brands have platforms where you can express ideas or share feedback of the products they have purchased, giving feedback helps the company to improve and meet the needs of the customers by being innovative and Apple have this in place.

[bookmark: _Toc134282274]Why should organisations understand and predict customer habits? 
It is important that businesses should understand and predict customer habits to improve the satisfaction of the customers which increase sales. If you can understand what customers want and when they want it businesses will be able to meet their customers' needs by tailoring to them and using marketing strategies to meet their demands. This helps businesses to plan accordingly. This benefits the organisation by understanding and predicting customer habits by increasing customer loyalty and satisfaction which leads to customers repeatedly making a purchase and having positive thoughts about the company which leads to word-of-mouth advertising. By understanding this it will help the company to avoid over production which will to more profit and save costs.  
Identifying habits or loyalty. 

People buy products impulsively without thinking this is usually out of habit as they feel like they need to purchase something when they go to a store. Customers that are loyal usually think rationally, take their time to make the decision then make the decisions based on a rational process, this usually leads to loyal customers as impulsive buyers often forget about the product they bought as it was made without thinking too much into their decisions and because they forget about the emotional side to making the decision they forget about the product as it doesn’t have an emotion attachment to them.  

Heuristics are shortcuts people make to make their decisions quickly as mentioned above usually made quickly. This is usually made from past experiences and intuition. Whereas systematic decision-making is the opposite, this involves an analytical approach and making the decision on purpose. This involves weighing the pros and cons of the product or service the customer requires and considering all available options. Systematic decisions making is usually more reliable as the thought of purchase has been thought about more thoroughly.  

[bookmark: _Toc134282275]Negative factors that impact customer experience.
Factors that can make customers have bad experiences are when there are poor processes and systems in place. There are certain websites such as energy companies where it is hard to contact them directly and the only way to do this is through filling a form online with your name, email address and information about your issue and they usually contact you back withing a few days. For some people this is frustrating because they need help or information promptly and waiting a few days is not what they want to do. Also, sometimes the correct or updated phone numbers for the offices is incorrect which is then difficult to get hold of the company you require, sometimes the company might have changed their name, but this is not advertised on their website or social media. 
Many people don’t like to focus on the inconvenience of customers and negative feedback as they don’t want to make the time to deal with this as they may say “is not my job.” “The rules of the company look at the convenience of the company and not the convenience of the customer.” (Mahajan, 2016) It is important that there is easy access to the company in case of any issues and the customer needs it dealt with. This requires the company to have regular meetings and interventions on how they can help meet the needs of the customers. 

For example, the student has had their tumble dryer for over eight years now and pays for insurance every month. Every time a cycle was on to dry the clothes it wouldn’t dry so the company was called to arrange a day for the technician to come out and have a look, the company was called out on four occasions as they couldn’t fix it the first few times. The policy states if it can't be fixed, they will replace it, on the fourth time they came out and they managed to find the fault. The student was not happy with the service because their technician may not have been trained enough to diagnose the problem, it was a hassle to keep calling up to make an appointment as that was time consuming and they only had appointments during the day not any in the evening or weekend. This was an inconvenience as the student had work during the day so taking time off multiple times would have been a problem so would have to wait for the holidays or annual leave. For this reason, the dryer took months to get sorted and they could have just replaced the dryer after attempting to fix it that many times, then the student would have been a happy customer and feel less stressed knowing that they can wash and dry the clothes instantly especially when they have a big family.  

Another example was when the student purchased a vacuum from Shark for his wife within a year the suction was not as strong as it was when it was new. The student called the care line and explained that everything was done to clean the vacuum but wasn’t sure why this is still not resolved. They sent a box to return the faulty item and replaced it with a brand-new item within a week. The student felt satisfied and valued as a customer with how quick it was to get sorted and didn’t have to wait months with a faulty product. Because the customer was satisfied with the service the student purchased more products from the company. When customers feel appreciated and valued, they stay loyal. They leave if they feel neglected, not looked after or heard. This is the reason why it is important for companies to provide excellent customer service and create positives experiences for the customer, this can be from a range of things like being able to help if not making sure they are passed to the right department and are the needs of the customer are met and solved. 
[bookmark: _Toc134282276]W. Edwards Deming. 

Deming developed the Deming cycle also known as the plan do check act PDC a psycho he was a quality management expert. Damning thought that quality should be the most important and priority in organisations and it should be in every stage of the production process. He thought by being creative and innovative was important for the continuous improvement of the quality and process. Demin believes that quality should be measured by the satisfaction of customers rather than the number of faults or sales. The meaning has a quality theory which is known as the 14 points for management this is about improving quality and productivity within businesses. The 14 points can be put in place by organisations to implement quality management. 
Some of the points are “Create constancy of purpose toward improvement of product and service, ... Cease dependence on inspection to achieve quality... End the practice of awarding business on the basis of price tag. Instead, minimize total cost. Move toward a single supplier for any one item, on a long-term relationship of loyalty and trust... Improve constantly and forever the system of production and service, to improve quality and productivity, and thus constantly decrease costs.” (Deming, 2023) 
[bookmark: _Toc134282277]Where does your own organisation fit in? 

The student worked many years for a company called Redrow Homes, he received adequate training for two years as an apprentice before becoming qualified, the supervisor ensured that after the student observed each task, he would put his skill into practice by working on new build homes. After the student completed each task, the supervisor would review it to see if the job was of good quality as customers need to be 100% satisfied and not call up complaining after a few weeks or months. After two years and learning all the skills the student became a qualified plumber and worked many years on site during the building process on new build houses.  
There are many factors the student must take into consideration before starting a job. Planning is the most important part, being told in advance which plot the student will be working at and which site so they can find out what jobs need doing so they know what tools are required for the job and the duration of the commute. 

Improvements are needed for the tradesmen and planning on what jobs are required rather than them going into the office every morning to find out as this causes delays in starting the tasks. If they know in advance, they can start earlier giving them enough time to complete all jobs in that day, otherwise they fall behind and find it hard to complete some jobs in one day. 
Communication can sometimes be unclear if there are last-minute changes, this maybe be due to emergencies such as a leak which can cause a delay in other jobs that needed to be completed in that day.

Going into people's houses where the job is complete but they have issues or need maintenance, you will need to meet their satisfaction with being polite and attentive, also take into consideration that you must remove your shoes as you don’t want to ruin their carpet, cleaning up after yourself and removing any mess keeps the customers happy and will call you back or recommend you because they are happy with the service. Customers want someone reliable, punctual, friendly and tidy.

The students' customers are homeowners or potential homeowners, or people looking to rent their mission statement is “Our purpose is to create a better way for people to live. A high-quality lifestyle for our customers that delivers growing returns for our shareholders.” (www.redrow.com) 
The company uses social media and many housing websites to advertise and promote and billboards, they also give a warranty to all new builds so if there are any issues a tradesman will go in a fix the problem and the customer does not need to pay for this service. 

Quality control in the organisation is managed with checks during each stage of building the home from the external work to internal work, this is done by highly qualified managers in each area and the completed by the council to make sure that regulations are met. If there are any issues it will need to be resolved before the house is ready for customers to move into and this is certified by the council. If this is not done there could be many problems the customer might face in the house and may not be safe for them to live in the property. Customers want a home to live in where they can feel stress free and enjoy the home without any issues arising. If the organisation does not value this and deliver what the customers want, then they will make a loss because people would not purchase new build homes and word of mouth will spread that there are too many problems to deal with in new builds. 

Quality systems that are in place for plumbers are Water safe schemes, this is to promote the best practice in the plumbing industry and to make sure that the plumbing work delivered meets the requirements and standards. Quality systems Redrow have in place is to make sure that they reach a minimum of B energy efficiency rate. Also, quality insulation, boiler and ventilation systems that is how they put their customers first by providing the best systems. 
There is also the chartered institution of plumbing and heating engineering which is a professional body for plumbing and heating engineers that provide training and support to their members. Training and targets must be met before becoming qualified, also you can obtain a diploma with local colleges where you will learn the theory of pluming where you will receive certificates from. This ensures that the plumbers that are qualified or registered are going to provide a quality job for their customers. Redrow homes offer an apprenticeship program which is what the student done after achieving the diploma in college, where the student got paid whilst training as well as completing their level 3 by attending college once a week through their programme.  

The company provide all equipment, tools and safety clothing such as protective books, t shirts, trousers, hi vis jackets etc. The company usually only hires two students per year through apprenticeship programme to ensure that they have the best training and usually they are teamed with qualified plumbers to gain the best knowledge and skill set. The process during the interview stage is usually asking how serious the student is and how dedicated they are to learn and chosen through that as they don’t want to hire someone who is not committed as this will be a waste of time for them because they want someone reliable who will turn up every day ready to learn. This process is important as the company needs to hire the best person for the job as it included planning on who will train that individual. “We are always seeking talented individuals to join the Redrow team, and we are especially proud of our development programmes for young people. All our apprentices, trainees, graduates, and sponsored degree students go through structured bespoke programmes. Everyone is supported in their role through ongoing training which encourages professional development, whilst also promoting wellbeing through excellent support systems and wellbeing resources.” (www.redrow.com)
 
“Redrow was recognised as an organisation that had most successfully deployed technology as part of an overall strategy to improve its customer service and satisfaction offering. These awards are testament to the company’s continued efforts in rolling out initiatives, including: Online Homeowner Support portal... Award-winning teams... Leaders in the industry...” (www.redrow.com) 
The home support portal is an online platform where customers interact and with the company and this helps the company empathise with their customers and deal with queries, the company think it is important to keep connected with their customers so that they feel satisfied. This portal also helps them get advice from other homeowners that have purchased a new home, it gives videos on household issues, there is an area where they can log issues that arise as well as customer journey and virtual home tours. 
The company have had recognition and awards for their customer service and from this the employees are given a bonus as a recognition. This makes the employees feel valued and appreciated. 
 
[bookmark: _Toc134282278]Conclusion.
The importance of critically understanding the needs of the customers will help your business excel as customers will shop from your company and build trust within the company. If the customer doesn’t receive the quality service and quality product, then they will not have faith in the company. It is important for businesses to be creativity and innovative and be able to keep up with trends and customer demand to stay relevant and known for their brand. They should follow models that will help guide them on the steps to follow to achieve their goals, this will help towards customer service, teamwork and everyone feeling valued.
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