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[bookmark: _Toc17234260][bookmark: _Toc17234271][bookmark: _Toc17234282][bookmark: _Toc17234367]Customer engagement is an ongoing process and interaction between company and customers. In this engagement, the company provide offers to the customers and chosen by the customers. It is important for both aspects, such as the company and its customers. It is an estimate of degree and depth of visitor’s interactions against the organisation goals and objectives.  It is an analysis that some customers are deeper engages with the organisation brands these customers are called loyal customers. In this essay, it describes the car rental company name Avis. It is a UK car rental company which is situated in Berkshire, England United Kingdom.  


















Factors that influence your organisation's ability to maximise customer value. 
The CEO of the company is (Larry D. Deshon.) It is investigated that it is the largest rental car company which is situated in the United Kingdom. In this essay, it explains the detailed information of customer values, their engagement, and relationship with the company. It also explains in detailed that the organisation should follow some essential methods, tools, and techniques for gaining the new customers and retain the potential customers.  
Objectives are: 
To open more airport locations and expand the business. 
The other objectives are to provide customer satisfaction with qualitative services. 
To increase productivity and make a plan for the growth of every year.  
Aims are: 
To find out the factors which includes the company for maximizes the customer’s values. 
To evaluate the systems which support the organisation quality process. 
To fulfil the customer demands and requirements. 
To provide qualitative products with reasonable prices to the customers. 
It also describes various types of factors which influence the organization ability and capabilities to increase the customer value. It also defines systems which is helpful for the organisation quality process and also evaluated that these systems are effective in the meeting needs and requirements (Alrubaiee, et. al., 2017). 
Organisational culture: Avis is the fast-growing rental company in the car rental segment and has expanded leading values and legendary customer services. Its market share is gained in each year. It rented an automobile at the airport and measured the customer satisfaction level. The company focus on providing customer satisfaction and recognise our commitment to provide the best services to the customers. It is investigated that the company provides qualitative products to its clients, and its progress is increase day by day. Its employees are hard workers and dedicated to their responsibilities (Cepeda, et. al., 2017).
It is evaluated that there are various types of factors which influence the car rental organisation ability to increase the customer value. Factors are; quality of services, corporate and leisure travellers, brand presence and favourable lending arrangements. All these are the indirect factors which affect the organization ability. 
On the other hand; some factors affect the car rental company assert management such as; prices at which buys cars, prices at which seals cars, utilization of the cars factor, optimal financial cars.
Training and performance incentives: This factor affects the organization abilities and influence to increase customers value. It is investigated that if employees attend the training session it does not mean they apply the skills into the workplace. It could be not sufficient train when working in a restaurant (Jefferies, et. al., 2016).
Performance incentives:  It refers that higher customer service performance in stores relate to how customers are happy. It is investigated that many companies provide higher customer service performance it means that customer are satisfied with the company products, and they are happy and loyal with the organization.   
Cognitive abilities: These types of abilities are those skills whereas individual persons are performing mental activities by learning and problem-solving tricks and practices. It is a brain-based activity whereas people can use their sense and utilizes their abilities into those works who are matched with their needs and requirements. 
Organizational structure: This factor also influences to the car rental company to maximizes its customers it is defined by view key components such as; organizational differences, centralization, and formality.  These factors not only influence the company to enhance the abilities but also provide chances to increase customer satisfaction and fulfill their needs (Hapsari, et. al., 2016).
Employees: They are the backbone of the organisation. The organisation can motivate to them to provide offers to the customer and understand their needs and wants. Company conduct meetings, training session and make a plan to increase customers values. These people play a supportive role within the organisation. It is evaluated that many companies train their employees to learn new things, ideas, information regarding company business, marketing, sales.  
Resources factor: This factor also influences to the Avis Company. There are many sub-factors of this component, such as; planning and management of the resources, knowledge resources, technology resources, and financial resources. It is essential for the company to pre-plan for resources to deliver qualitative products. 
Knowledge management: This factor directly affects to the company environment. It is investigated that those companies who have knowledge of the external environment of marketplace achieve success and those companies who have a lack of external knowledge fewer chances to accomplish the targets and their customer's values are decreasing. So, in these situations, it is necessary for the car rental company to emphasis the team members for enhancing external environment knowledge to gain the customer's interest and increase the customer's values (Kumar and Reinartz., 2016).
Increase sales: It is essential for the company to focus on increasing sales. It is investigated that many companies maximize their sales and provide good qualitative automobiles products to its customers. It not only increases company productivity and helps to identify better opportunities. It is evaluated that e-commerce support to the built the customers values. 
Competitive advantages: These types of advantages influence to the company it maximizes the customer values. In the current time period, it is an analysis that car rental company’s business increase continuously. It creates competition in the car market era. Competitive advantages influence the car rental company to maximize customer value (Lazov, 2017).
[bookmark: _Toc17234261][bookmark: _Toc17234272][bookmark: _Toc17234283][bookmark: _Toc17234368]CRM framework: Customer relationship management factor directly influences to the organization to increase the customer values. This approach focuses on to provide support for the company to interact with current and potential customers. This approach helps to the company to analyse the customer’s records and their history and improves the business relationship with the customer and focus on customers retention. It is necessary for the company to focus on driving sales growth. It is investigated that customers want qualitative products at low prices. So, in these situations, the company prepare a plan to offer qualitative and automobile products to the customers, which fulfill their expectation and increase customer values. By using effective CRM approach, company business learns more things, information and knowledge about the target audience and also knows how the best caters to their expectations. 
[bookmark: _Toc17234262][bookmark: _Toc17234273][bookmark: _Toc17234284][bookmark: _Toc17234369]simple technique that enterprises used to find out how satisfied its customers were with services:
There are various types of ways and techniques which is used by the enterprises to find out the reasons and helps to the customers by giving satisfaction. It is evaluated that many companies use customers satisfaction surveys, customer satisfaction score, net promoter score to analysis what their customers want. These types of techniques help to the company to identify the customer expectations towards products and services. It not only helps to the customers but also provide satisfaction to the company also. Social media monitoring technique also helpful and provide directions to the company to address the customer needs, wants and desire. It also useful to the company for reshapes the business and increases sales (Lee, et. al., 2016).
Customer satisfaction surveys: This is the easy technique for car Rental Company to conduct the surveys and identify the customer’s interest, their expectations, and needs towards the company products. By using this techniques company gain the ideas of what its strengths and what its weakness. It also shows the actual performance of the company business. By using this method company gain knowledge and information, it also gains information regarding its competitive strategy. 
Customer satisfaction score method: This method helps to the company by giving scores. CSAT method helps to the company to know what actual performance they play in the marketplace. This technique is straightforward reviews of the customers. It measures the customer satisfaction level regarding company business, purchasing power and organization engagement. It is calculated by asking the questions for example; how satisfied were customers and how their experience? It also presents the survey scale such as; 1-3, 1-5,1-10. It is an easier way to identify the customer’s expectations towards products.  It is evaluated that this method is applied by many companies (Minnema, et. al., 2018).
Customer effort score: This is the powerful metric method which is very helpful and used by many companies. It is recommended that this technique is helpful for the car rental company to improve the company business and increase customer’s values. This method defines that measure customer service satisfaction with one particular question. Services organizations create potential and loyal customers by reducing and minimizing customer efforts. It focuses on customer satisfaction. This method has its own pros and cons such as; 
Pros are:  
This method is the strongest predictor for upcoming purchase behaviour. It is highly actionable and helps to predict of referral that the ratio of customers reporting high efforts speaks negative comments about many companies. 
Cons are: 
It is evaluated that this method does not provide information about the customer’s whole relationship with the business. There is a lack of segmentation by types of customers. 
Method of measuring customer satisfaction provided the company with meaningful data.
Methods, tools, and techniques which measure the customer satisfaction provided to the company are:
Customer survey method help to the Avis Company by supporting some steps these are: 
This method is focused on outline the goals and support to the company for making plans. In the next steps, it creates customer satisfaction survey which is making by the past records and experience of the company. The third step suggests that the company choose the survey’s trigger and timing according to the needs and requirements. After its company analyse the survey data which is based on the customer’s opinions and observations.  When analyse the survey then make the adjustments and repeat the process. It is investigated that this method is helpful and used by many companies. It is an easier form to know the customer needs and requirements. This method helps to the company for measuring customer satisfaction and provide an idea which part and areas of the business need improvement and reshaping. This method provides the company with suitable and meaningful data which is helpful for improvement (Oh and Kim., 2017).
Customer scorecard method provides ideas to the company to know the real performance of the company and make improvement according to the requirements. It gives chances to increase customer satisfaction and provide opportunities to retain the potential customers of the company. 
[bookmark: _Toc17234263][bookmark: _Toc17234274][bookmark: _Toc17234285][bookmark: _Toc17234370]Enterprise use the information is collected. How did this enable the company to make improvements?
Enterprise uses the collected information by various types of methods which are; 
Before uses the information’s, the company stored the data on large servers and collect large files. Customers contact: Information of the customer’s opinions and suggestions are used by the company by contacting them on upcoming sales, new deals and important offers which is useful for their benefits.  Company managers use phone books to note their potential customers, ex-customers and new customer’s information and its support to connect with them and create a strong bond with them. 
Customer purchase information: All the purchase information which is used by the customers. In these details’ customers purchasing transactions, purchase details are saved, and the company can use these data by knowing that what customer prefer to do business. The company can use the customer’s data by knowing who use the most common methods of payments. Creating easy methods of payments is necessary for the company business by using it company can improve the payment mode, transactions of the costs and provide the facility to the customers (Rihova, et. al., 2015).
Customer’s preferences: It is important for the company to know what customers want, what is the current trend, what type of expectations is expected by the customers with the company. It not only helps to the company to improve the collected information’s uses. It is investigated that many companies do race and competition with each other. It creates cut-throat competition between them. It is analysis that in now day’s car rental business competition is increasing day by day and it is tough for the company to set their position in the marketplace. It is challenging and tough situation for the company (Verhoef and Lemon., 2015).
Demographics: It is essential for the company to target the right candidates for marketing campaigns about demographics when storing the customer’s data. Collecting information which is used by the company such as; marketing departments by collecting the information for each and every client’s details and use the information to create advertising. Company purposes are to provide great services to the customers by using the customer’s data to market that could purchase. Proper and effective marketing improve the company sales and company take the responsibility to not disclose the customer’s information in front of marketers. 
[bookmark: _Toc17234264][bookmark: _Toc17234275][bookmark: _Toc17234286][bookmark: _Toc17234371]Recommended questions that a supermarket garage or other service organization might ask its customers in order to improve customer satisfaction rate. 
There are various types of questions which are coming in the company manager’s mindset, so they are a little bit confusion towards it. After analysis the investigation it is suggested that the company should ask for its customers for improving the customer satisfaction rate.
 Questions are put in front of the customers are: 
1. Were customers issues resolved their satisfaction?
This question asks with the customers in quick answers such as; yes or no tells. It describes how the company customers services team do their performance. It provides the idea of to handle the situations in a different way.  

2. How professional were services customers have received?
It is an important question for the company to ask with the customers because it is essential for the organization to know the customer satisfaction level. It provides depth information about how employees are perceived. Matrix field method allows the customers to give quick response rates of whole experiences.  These customer experiences lead the company to consider additional training for its employees and employee’s evaluations.  

3. How beneficial was company customer services rep?
It is essential for the company to ask specific reps and can learn if employees going on the right way and solve the customer’s issues via calls and chats. 

4. Is there is any requirement for changes and add on the company products?
This question is also important to ask with the customers. This question gives two types of possibilities such as; good or bad. In the survey, it is necessary for the company to end with this question because it will give ideas which part needs improvements and which part the strength of the company is. 




5. Relate with the services customers received, how customers will suggest the products to the others?
This question sounds like stock customer satisfaction, but it is an important question for the company. It is investigated that when customers recommended to the company to something after with the firm team, it gives a positive sign that they want to engage and remain loyal with the company brand (Schwepker Jr and Ingram., 2016).
These questions are suggested to the organization to ask with the customers because of these questions clear all the doubts of the company high authority and provide ideas to choose the right decision and make plans according to it. Questions provide directions to the company to which areas are strengthened and which areas are weakest. So, it is essential for the company to improve the weakest areas and make the strengths points into opportunities.   


[bookmark: _Toc17234265][bookmark: _Toc17234276][bookmark: _Toc17234287][bookmark: _Toc17234372]Systems that support your organisations quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements.
Systems play an important role in the organization. Effective systems support to the company quality process and give directions to the company to meet with the customer’s needs and provide qualitative products and services to them.  Systems help to the organization by giving the right directions and give a suitable path to run the business. 
There are various types of systems which support to the car rental company quality process and provide benefits to the company to meet the customer requirements. Company systems are; technological factor, CRM process, customer’s field services systems, customer services systems. All these are important factors to improve the quality process of the organization.  It is investigated that there are various types of software solutions which is used by car rental companies such as; rent centric, provable, smart car, hire mate and spotting rides. All these software solutions are useful and utilizes by many car rental companies.  Systems of the organization are:
The technology factor:  Company use effective software for marketing the products and describe the products features and its description. It supports to the company in an easier way and provides detailed information about the products. Use of effective and advanced technology helps to the company quality process to become easier and provide directions to the firm to do focus on the customer’s needs and requirements (Sheehan and Bruni-Bossio., 2015).
E-commerce:  It is the online transaction services between the suppliers and the clients. The company uses internet and web for transit the business. Customers are impressed if they got the mails, calls and log in the company websites and want to know the details of the products and services. E-commerce delivers various types of benefits to the company retailers and merchants. It provides benefits to the company for purchasing and sells the products and services.  The company uses this system by computer networks, software’s and via the internet. The company uses business to business, business to consumer. This method reduces the chances of geographical limitations; reduce the risk of conflicts, fraud and lengthy process. It provides chances to the company to gain the new customers quickly, interact with them easily with the search engines. It is available for 24 hours in a day so customers can easily assess the company websites.   
CRM process:  Company uses the CRM process for attracts to the new customers and retains to the existing ones. This process helps to the company to create a bond of the buyer-seller relationship. This system provides support to the company to focus on the quality process and improve the needed business parts.  This process helps to identify the relationship partners, develop the connections, maintenance it and re-evaluation of the connection or termination. By using this system company manage its current customers and future customers. It uses are; organize the technology, automate it and synchronize, effective use of customer services and support to the technical team to provide better products.  
Customer field services: These services are used by the company to manufacture, technicians dispatched for preventative, maintenance, manage and repair the products.  Customer field services require such as; customer expectations, safety, cost, services to sales, dynamic environment, data and technology. It is an analysis that customers expect that the company products fulfill their needs and requirements and provide qualitative products at reasonable prices. 
All the above systems are effective to meet with the customer requirements and needs. Advanced technology and e-commerce facility provide support to the organization by giving directions on how to improve business and retain the best employees within the company. It is investigated that there are various types of systems which support to the organizations to increase customer interest and make a plan for using the advanced technology. These systems help to build a strong customer relationship and provide directions to manage it according to the requirements and needs (Wu and Li., 2018).
All the above systems help to the car rental company to provide new offers, effective services, free trials, present effective presentation of the products and their services to clear the doubts of the customers. These systems help to the company to identify the actual performance of the company and address the parts which require improvements.  It not only helps to the company business but also guides the employees, workers, and team members to enhance their skills and abilities. These systems help to the company to make plans for future success and address the weak points and improve it. 


[bookmark: _Toc17234266][bookmark: _Toc17234277][bookmark: _Toc17234288][bookmark: _Toc17234373]Difference between training and development
To explain the systems, it is essential for the car rental company to train its employees and enhance for development of the employees and retain the best team members. For effective systems, Avis car Rental Company focuses on to provide training and enhance the employee’s abilities to contribute their efforts to increase new customers.  Company conduct programs to provide training for those employees for the purposes of teaching the new skills, abilities, new trends and business skills. It helps to the employees to gain knowledge of advanced skills and utilizes the skills for company progress.     
Company conduct development programs for those employees to use great skills in the right place.  Development refers that it is conducted by companies for existing employees to develop and polish their abilities and increase company productivity by giving customer satisfaction. It is evaluated that many companies conduct development programs for their existing employees. It makes a strong relationship with the company-employee relationship (Zhang, et. al., 2016).
	Training 
	Development 

	It is designed for non-managers and managers. 
	It involves managerial personnel. 

	It is a short-term process. 
	It is a long-term process. 

	Purposes are specific and job-related. 
	Purposes are a broader overview 

	It means learning new things and refreshes the old ones. 
	Development means to implement the learned sessions and find new ones. 

	Managerial functions learn the technical knowledge. 
	It uses the conceptual and theoretical knowledge. 



Importance of developing employees
There are various types of importance and benefits of developing the employees such as;
It helps to the company to use advanced technologies and contribute their efforts for company progress. It not only helps to the company to build a relationship with the employees but also provides satisfaction to the customers.   
[bookmark: _Toc17234267][bookmark: _Toc17234278][bookmark: _Toc17234289][bookmark: _Toc17234374] Methods by which Harrods ensure it recruits and retains its employees.
Harrods is the development department which is focused on providing customers satisfaction and work according to the customer’s needs and expectations. 
It is analysis that recruitment process at Harrods finds out the key components which help and support to designing it for the purposes of attracting to the new candidates. They should t focus on the correct methods and approaches for sales, customer, and decision making to help the theatre of retail. It is recommended that Harrods learning and development department should focus on changing and reshape the customer’s needs and requirements.  
For example; Harrods require to train its employees for which includes; Harrods brand values and theatre for sell.  Harrods conduct programs for two days. The purpose of the program is to a higher level of customer service and advanced sales abilities. This program runs in partnership with London College. Harrods sales degree provides higher-level abilities and organization requirements. 
 Employee’s development is essential for not only for individuals but also for company progress. It is evaluated that this development enhances the employee’s skills and provide chances to retain the best employees within the company.  
 Training and leads career progression at Harrods. 
Training and leading careers progress at Harrods offer to the people to build and learn the new things regarding sales and gain the knowledge of effective sales, marketing, and business. It not only provides extra knowledge but also provide information which is helpful for the organization.        
In the above-mentioned training and development, the importance of developing employees, Harrods departments examples and its training and development shows that it is essential for the company to conduct training and development programs for its employees because these programmes help to the company to build a strong connection with employees. It is an analysis that training, and development programs play an important role within the organisation.    
All the above systems which are used by the company are effective and help to meet the customer’s requirements. Customer’s requirements are those which are expected by the customers towards the company. It is investigated that these systems such as; advanced technology, CRM process, customer services, their facilities. The company focus on providing find out the weak areas and make improvements to reduce the risk of falls. Car Rental Company also focuses on customer satisfaction and continuously 

[bookmark: _Toc17234268][bookmark: _Toc17234279][bookmark: _Toc17234290][bookmark: _Toc17234375]Conclusion:
It is concluded that this essay presents customer engagement with the company. Customer and particular Company is core-related with each other. It is investigated that those companies who provide the best products and services to the customers are increase customer values. In this essay, it defines all the factors which influence the organisation abilities to increase the customer’s values. It is referred that customer’s values are that perception which assumes that what product or service is suitable for customers versus possible options.  These values increase if the company fulfill their expectations and hopes and provide qualitative products. In the essay, it also describes systems which support to the organisation quality process and provide to the company to meet with the customer requirements. These systems are very effective and useful to connect with customer requirements. In this essay, it describes the car rental company, which is awarded in 2006. The company name is an Avis which is founded in the United Kingdom. In this essay, it describes that there are various types of factors which influence to the Avis company ability to maximises the customer values and increase productivity. The company focus on providing qualitative products to the customers and fulfill their demands and needs by focusing on offering qualitative products to the customers.   
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