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Introduction
Customer experience is a key business objective that focuses on making customers happy and meeting the customers’ expectations. An organization makes more profit when its customers are happy. A good customer experience enables a business to make more revenue and reduce churns hence higher profits. An organization should focus on the factors such as customer satisfaction and customer loyalty in order to maximize customer value (Meyer & Schwager, 2007).  Customers, who visit a given organization frequently, perceive the organization as having high customer value. The fact that people rate the same items differently based on their prices means that the customer experience is more important than the item itself...This article focuses on supermarket service sector, Westmart Supermarket.
Westmart Supermarket
Westmart Supermarket offers a wide variety of food, beverages and household products.  It has the availability of a broad selection of goods under a single roof, at relatively low prices. It is situated near a residential area in order to be convenient to customers. The supermarket also provides ease of parking with a large underground parking area. The shopping hours are also convenient for the customers as they extend into the evening and even 24 hours of the day.
Westmart Supermarket Products
Westmart Supermarket deals with a great variety of items among many brands and sizes including electrical products such as light bulbs, extension cords, CDs, audio cassettes, DVDs and videos. Confections such as candy, sweet pastries, cakes, sugar candies, candied nuts, chocolates, chewing gum, bubble gum and chocolate confections. Cosmetics such as lotion, lipstick, mascara, eye shadow, foundation, blush, and bronzer, skin cleansers, body lotions, shampoo and conditioner, hairstyling products, gel, hair spray, perfume and cologne. Baking needs such as bread, cakes, layer cakes, cupcakes, snack cakes, chocolate confections, cookies, custard, frosting, Icings, frozen desserts. Dried foods such as; legumes, floor and rice. Other products include cigarette and tobacco products, dairy products, eggs, books, newspapers and magazines. Financial services and products such as; mortgages, credit cards, savings accounts and wire transfers. Frozen foods and crushed ice, fresh produce, fruits and vegetables. Greeting cards, House-cleaning products, house wares such as dishware and cooking utensils. Laundry products including detergents and fabric softeners. Food products such as meats, fish and seafood. Medicines and first aid items and nonalcoholic beverages such as soft drinks, juices, freshly squeezed juices, smoothies and bottled water.  Personal hygiene and grooming products, pet foods and products, seasonal items and decorations, snack foods and beverages such as tea and coffee. 
Westmart Supermarket Customers and Customer Service
At westmart there are more than 180, 000 dedicated colleagues serving more than 20 million customers who shop in our stores every day. Westmart lowers its prices for the products so that customers can afford it, while thinking about the profitability at the same time. Westmart Supermarket improves customer service performance by providing a climate for service. A climate for service ensures good service performance is valued, facilitated, and rewarded. Employees are also able to thrive in this climate and thus provide better services to the customers. Westmart customers include:
Supercentres: Supercentres are the largest customers westmart offers extended goods ranging from food to non-food products. Westmart also offers services such as food service offers, banks services, hairdressers and dry cleaners to supercentres. 
Superstores: Superstores are also common customers of westmart supermarket.
Supermarkets: Westmart also offers goods and services to other smaller supermarkets across the country. Westmart offers both food and non-food products.
Westmart Living: These are customers that deal with fashion and general merchandise. Westmart provide relevant goods and services to these customers.
Petrol Filling Stations: Petrol filling stations get their products such as lubricants from Westmart stores. Some vehicle spare parts are available in the supermarket. 	
Factors that influence Westmart Supermarket’s ability to maximize customer value
The factors that influence customer experience in this supermarket can either be individual-level factors, which are influenced by individual employees, or organization-level factors, which are influenced by the supermarket’s climate. Supermarket climate is an important factor in providing a better customer experience (Meyer & Schwager, 2007).  Customer experience is formed by the unique interaction between the customer and the employee. Employees try to accommodate customers’ wishes because they know that when a customer feels happy, they will spend more money.
1. Extraversion
Extraversion is one of the most important personality traits. Extraverted people are very sociable, assertive, talkative and active. They also have a higher desire to excel (Lemon et al, 2016).  Extraverts are said to perform better in service and sales jobs compared to people with other personalities. Extraverted individuals have higher customer service performance compared to introverts.


2. Conscientiousness
Conscientiousness is also another important personality trait associated with superior customer service performance. Conscientious people are dependable, responsible, work hard, and strive for achievements. Besides being related to superior customer service, conscientiousness is also related to superior job performance in general. The three other big-five personality traits that is, openness, agreeableness, and neuroticism were not associated with superior customer service performance (Meyer & Schwager, 2007).
3. Cognitive abilities
Another indicator of better customer satisfaction is an employee’s cogniti ive ability. Employees with a higher cognitive ability (often measured in IQ) tend to provide better customer service (Ployhart et al., 2011). People with greater cognitive abilities will learn faster, absorb more information and generalize knowledge more effectively. Cognitive ability is, therefore, our third customer service performance metric. A fairly accurate proxy for this metric could be the employee education level.
4. Employee training
Training increases the speed at which employees learn specific knowledge (Hatch & Dyer, 2004). Training is aimed to improve the employee’s skills. More skilled employees tend to provide better service (Ployhart et al., 2011). However, this does not hold true for all jobs. Employees with less complex service jobs (like waiting shelves) seem to benefit less from training compared to employees with more complicated service jobs (e.g. working in a high-end supermarket).


5. On the job experience
On the job experience is another customer service performance metric, as more experienced employees are better equipped for their job and thus provide better service. For example, a rookie mistake, such as a waiter who fails to balance his/her tray and spills a drink on a customer, can lower the customer service experience and produce less satisfied customers (Homburg et al, 2017).  
6. Store service climate
The organization’s climate is an important factor that impacts employee behavior. When an organization has a climate of excellent service, employees know that creating a great customer experience is desired, expected, and rewarded. Such a climate helps employees provide better service. Store service climate has been proven to impact service quality and customer satisfaction. It can be easily measured by asking employees to rate the climate using a short scale. An example item for this scale is: “The supermarket measure and track the quality of work and service” (Lemon et al, 2016).
7. Local competition
Local competition influences how customers rate a store’s customer service performance. Local competition can be defined as the number of restaurants within a c ertain distance. When local competition is higher, customer satisfaction and ratings on service quality where higher, and customers came back more often.An explanation for this is that when local competition is fierce, establishments push their service level higher to compete effectively.


8. Individual customer service performance
Individual customer service performance is a metric that indicates the level of service performance of an employee. A common way to measure this is by asking “how likely are you to recommend [person]’s service to a friend or colleague?”, or by measuring it through a 360-degree feedback form, in which the client is asked to rate the employee’s service level.
9. Team-level customer service performance
Team or store-level customer service performance is a metric influenced by individual customer service performance. A study by Liao & Chang (2014) found that when individual customer service performance (8) was above average, that specific store outperformed the other stores in the sample. In other words: there is a bottom-up effect of individual customer service performance to team-level customer service performance.
10. Customer satisfaction
Customer satisfaction is one of the most important customer service performance metrics. All previous metrics are antecedents of higher customer satisfaction. Customer satisfaction can be measured in different ways (Lemon et al, 2016).  An increasingly common way to do this is by rating the service with a smiley face or thumbs up/down via a computer.
11. Customer loyalty
Customer loyalty represents the likelihood that a customer will return, and will recommend the establishment to others. Customer loyalty is closely related to a financial outcome as returning customers will spend more than customers who only visit once. Customer loyalty can easily be measured by keeping a record of customer purchases in a (reservation) system. An additional benefit of these systems is that they can help to provide a better customer service experience. For example, most sun studios record a customer’s previous tanning intensity and session duration to provide better tanning advice based on their history. An alternative could be a (scannable) customer loyalty card.
Steps To Analyze Factors That Maximize Customer Value
Step 1:  Understand what drives value for the customers
Capture data to understand what is important to the customers and opportunities for them. This is done by talking to the customers, watching their reactions and surveying them (Lemon et al, 2016).
Step 2:  Understand the value proposition
The value customers receive is equal to the benefits of a product or service minus its costs.  What value does your product or service create for them? What does it cost them–in terms of price plus any ancillary costs of ownership or usage (e.g., how much of their time do they have to devote to buying or using your product or service?)
Step 3:  Identify the customers and segments where are you can create more value relative to competitors
Different customers will have varying perceptions of your value relative to your competitors, based on geographic proximity, for example, or a product attribute that one segment may find particularly attractive.
Step 4:  Create a win-win price
Set a price that makes it clear that customers are receiving value but also maximizes your “take.” Satisfied customers that perceive a lot of value in your offering are usually willing to pay more, while unsatisfied customers will leave, even at a low price. Using “cost-plus” pricing (i.e., pricing at some fixed multiple of product costs) often results in giving away margin unnecessarily to some customers while losing incremental profits from others.

Step 5:  Focus investments on your most valuable customers
Disproportionately allocate your sales force, marketing dollars, and R&D investments toward the customers and segments that you can best serve and will provide the greatest value in return. Also, allocate your growth capital toward new products and solutions that serve your best customers or can attract more customers that are similar to your best customers (Lemon et al, 2016).  Your customers are the lifeblood of your business. They are the source of current profits and the foundation of future growth. These steps will help you find more ways to grow your business by better serving your best customers.
Westmart Human Resource Management
Human Resource Management activities are designed to enhance the effectiveness of the supermarket’s work-force to achieve organizational goals. The activities of Human Resource Management include:
· Equal employment opportunity compliance.
· Employee recruitment, selection, motivation and orientation.
· Performance evaluation and compensation.
· Training and develop skills.
· Development and evaluation.
· Safety, health and wellness, etc.
Recruitment and selection:
The success of an organization depends on having the right number of staff, with the right skills and abilities. Recruitment involves the utilization of organizational practices to influence the number and types of individuals who are willing to apply for job vacancies. 
Westmart has always tried to keep it as simple as possible but they’re a big company and want to be sure that application is seen by the right person. Step one: At First westmart score submitted application. Westmart has a specific jobs advertisement on the website. Step two: The application process of online will usually include some verbal, numerical and personality tests, as well as an application form. Step three:  westmart’s employer may ask applicant to attend an interview.
Objectives Of recruitment and selection:
1. The objectives of the recruitment and selection process of human resource management are given below:
2. To acquire, retain and develop the best talent and skills.
3. Keep the expenditure of selection down.
4. Make certain that the applicant selected will desire the job and stick at Westmart.
5. To obtain the number and quality of employees that can be selected in order to help Westmart to achieve its goals and objectives.
6. To identify the most appropriate candidate to fill each post.
Achievement of recruitment and selection:
Westmart always look for a candidate with solid experience and new ideas and a fresh perspective. Applications may be completed online or visiting an Westmart store and getting an application form. Westmart is determining for present and future manpower requirements to coordinate with planning and job analysis activities.
Training and developing skills: Training is a planned process to modify attitude, knowledge or skill behavior through theoretical models of human resource management. Human Resource Management is generally performance or behaviour based. There are different types of theoretical Models of Human Resource Management.
Customer Relationship Management
Customer relationship management (CRM) is the combination of practices, strategies and technologies that companies use to manage and analyze customer interactions and data throughout the customer lifecycle, with the goal of improving customer service relationships and assisting in customer retention and driving sales growth. CRM systems compile customer data across different channels, or points of contact between the customer and the company, which could include the company's website, telephone, live chat, direct mail, marketing materials and social media. CRM systems can also give customer-facing staff detailed information on customers' personal information, purchase history, buying preferences and concerns.
Components of CRM
At the most basic level, CRM software consolidates customer information and documents into a single CRM database so business users can more easily access and manage it (Lemon et al, 2016). Over time, many additional functions have been added to CRM systems to make them more useful. Some of these functions include recording various customer interactions over email, phone, social media or other channels; depending on system capabilities, automating various workflow automation processes, such as tasks, calendars and alerts; and giving managers the ability to track performance and productivity based on information logged within the system.
Marketing automation: CRM tools with marketing automation capabilities can automate repetitive tasks to enhance marketing efforts at different points in the lifecycle. For example, as sales prospects come into the system, it might automatically send the prospects marketing materials, typically via email or social media, with the goal of turning a sales lead into a full-fledged customer.
Sales force automation: Sales force automation tools track customer interactions and automate certain business functions of the sales cycle that are necessary to follow leads and attract and obtain new customers.
Contact center automation: Designed to reduce tedious aspects of a contact center agent's job, contact center automation might include prerecorded audio that assists in customer problem-solving and information dissemination. Various software tools that integrate with the agent's desktop tools can handle customer requests in order to cut down on the time of calls and to simplify customer service processes.
Geolocation technology, or location-based services: Some CRM systems include technology that can create geographic marketing campaigns based on customers' physical locations, sometimes integrating with popular location-based GPS apps. Geolocation technology can also be used as a networking or contact management tool in order to find sales prospects based on a location. CRM tools specifically for social media platforms help companies foster customer relationships and monitor customer sentiments around their brands.
Workflow automation: CRM systems help businesses optimize processes by streamlining mundane workloads, enabling employees to focus on creative and more high-level tasks.
Lead management: Sales leads can be tracked through CRM, enabling sales teams to input, track and analyze data for leads in one place.
Human resource management (HRM): CRM systems help track employee information, such as contact information, performance reviews and benefits within a company. This enables the human resource department to more effectively manage the internal workforce.
Analytics: Analytics in CRM help create better customer satisfaction rates by analyzing user data and helping create targeted marketing campaigns.
AI: Artificial intelligence (AI) technologies, such as Sales force Einstein, have been built into CRM platforms to automate repetitive tasks, identify customer buying patterns to predict future customer behaviors and more.
Types of CRM technology
The four main vendors of CRM systems are Sales force, Microsoft, SAP and Oracle. Other providers are popular among small to midmarket businesses, but these four tend to be the choice for large corporations. The types of CRM technology offered are as follows:
On-premises CRM: This system puts the onus of administration, control, security and maintenance of the database and information on the company using the CRM software. With this approach, the company purchases licenses upfront instead of buying yearly subscriptions from a cloud CRM provider. The software resides on the company's own servers and the user assumes the cost of any upgrades. It also usually requires a prolonged installation process to fully integrate a company's data. Companies with complex CRM needs might benefit from an on-premises deployment.
Cloud-based CRM: With cloud-based CRM, also known as SaaS (software as a service) or on-demand CRM, data is stored on an external, remote network that employees can access anytime, anywhere there is an internet connection, sometimes with a third-party service provider overseeing installation and maintenance. The cloud's quick, relatively easy deployment capabilities appeal to companies with limited technological expertise or resources. Companies might consider cloud CRM as a more cost-effective option. Vendors such as Sales force charge by the user on a subscription basis and offer the option of monthly or yearly payments.
Data security is a primary concern for companies using cloud-based systems, as the company doesn't physically control the storage and maintenance of its data. If the cloud provider goes out of business or is acquired by another company, an enterprise's data can be compromised or lost (Homburg et al, 2017).   Compatibility issues can also arise when data is initially migrated from a company's internal system to the cloud. Finally, cost may be a concern, since paying subscription fees for software can be more costly over time than on-premises models.
Open source CRM: An open source CRM system make source code available to the public, enabling companies to make alterations at no cost to the company employing the system. Open source CRM systems also enable the addition and customization of data links on social media channels, assisting companies looking to improve social CRM practices.
Open Source CRM platforms such as OroCRM, SuiteCRM and SugarCRM offer alternatives to the proprietary platforms from Salesforce, Microsoft and other vendors. Adoption of any of these CRM deployment methods depends on a company's business needs, resources and goals, as each has different costs associated with it.
Quality Management System
A quality management system (QMS) is focused on consistently meeting customer requirements and enhancing their satisfaction. It is aligned with an organization's purpose and strategic direction. It is expressed as the business goals and aspirations, policies, processes, and resources required by the busines.  The quality processes at Westmart Supermarket are supported by the quality management system (QMS). The system documents processes, procedures, and responsibilities for achieving quality policies and objectives for the supermarket. It helps coordinate and direct the supermarket’s activities to meet customer needs and regulatory requirements and improve its effectiveness on a regular basis. The international standard specifying requirements for quality management systems is the most used approach to quality management systems in Westmart Supermarket.
Quality Management System redefines quality by changing focus from merely adhering to product specifications and requirements to meeting customers’ expectations and satisfaction. This management revolution diverts from a product or service-centered approach to a customer-centric style. In the end, the quality of a product is all about whether or not it meets customer requirements. The purposes of the quality management systems include improving processes in the supermarket, reducing wastes product and lowering production costs. The system also facilitates and identifies training opportunities for the supermarket staff, engaging the staff and setting the organization-wide direction.
Effectiveness of Quality Management Systems
Implementing a quality management system affects every aspect of the organization's performance (Meyer & Schwager, 2007).  Quality management systems offer benefits such as helping to communicate a readiness to produce consistent results, preventing mistakes, reducing costs, ensuring that processes are defined and controlled, and continually improving the organization's offerings. The benefits can either be effective in meeting customer requirements or meeting the organization requirements.



Effectiveness of quality management systems in meeting customer requirements
Quality management focuses on certain factors in order to meet customer requirements. This helps to instill confidence in the organization, which in turn leads to more customers, more sales, and more repeat business.  The following factors influence the effectiveness of quality management systems. 
1. Business Continuance:  For a business to survive for long, it should ensure customer satisfaction. This is the key determinant for a business’ continuity.
2. Increase in Revenue: Customer satisfaction ensures that customers buy more often in the supermarket in larger quantities. This in turn leads to higher profits for the business. 
3. Advertisement: A business is mostly promoted through the word of mouth. This is best done by the customers who are satisfied by the business services. They will encourage potential customers to shop in the supermarket.
Customer satisfaction can also be improved through the use of quality performance indicator. The indicator helps in achieving a customer-focused Quality Management System, Establishment of the key performance indicators (KPI) keep the business on track and helps ensure the quality of products and services provided by the business are as per what the customer requires. Key performance indicators also help a business to measure its metrics and are the basis to know if objectives of the business are achieved within a specific timeframe.
Quality management system’s role is to ensure that customer-focused organizations better identify and address core customer needs. Companies are reliant on their customers for their existence and well-being and should therefore recognize all existing and potential customer needs, meet customer requirements and strive to surpass customer expectations by following total quality management processes across the organization. Steps in applying these processes include the following:
Understanding customer needs and expectations- this is an important aspect in the supermarket business. The needs include design and development of the products, product pricing, after sales services and the delivery of the products to the customers. These have a great impact in the business relationship with the customer. Providing these needs to the customers will make them satisfied and even refer other potential customers. This in turn leads to the business growth and prosperity. The business should therefore adapt to suit customers’ needs and requirements and improve quality of service and ensure quality management for maximum customer value.
Balance the approach between customers and other stakeholders – other business stakeholders such as the owners, suppliers, employees, business partners, shareholders, local community, regulators and the government also play an important role in the business activities and achievements. The business should understand the stakeholders needs as well and balance them with the customers’ needs. This will ensure a better approach to customer expectations and better quality service and give a clear understanding on areas for improvement.
Communicate customer needs and expectations throughout the company – the needs of the customers should be communicated to the employees throughout the company. This will ensure that the employees fully understand the expectations and requirements of the customer. The employees will therefore be committed to meeting these needs and requirements. This in turn ensures effective quality management process in the business.
Monitor customer reactions and respond effectively – this is an important feedback on the customer satisfaction which is very imperative to the business. The business should monitor both positive and negative feedback of the customer carefully. The business should then act on the results appropriately to make the customers know that they value their input. The feedback should be used to make continuous improvement in the business and should be addressed efficiently.
Manage customer relations – this is the most important aspect of a business that is customer-focused. This helps in maintaining and growing the relationship with customers and stakeholders. The business should be honest and fair to the customers at all times (Meyer & Schwager, 2007).  Quality should also be maintained at all times for sustainability. 

SWOT Analysis of Westmart Supermarket
Swot Analysis is used to evaluate the Strengths, Weaknesses, Opportunities, and Threats in a business (Meyer & Schwager, 2007).  Strengths show the positive things about the company that helps gaining its goals.
Strengths of westmart are:
1. Better understanding of customers buying behavior.
2. They offshore their business to partners and suppliers
3. Having the updated knowledge of the competitors
4. Keeping the companies information up to date
5. Claiming to have the lowest prices for the goods
6. Better cost cutting measures.
Weaknesses shows what obstacles are in the organization which will not let business achieve its goals.

Weaknesses of westmart are:
1. Not making much profit because of its lowest price campaign.
2. Operating profit has decreased by 40 million pounds from 2010 comparison.
3. Often long queues in the store
4. Westmart does not have smaller supermarkets such as other large supermarkets.
Opportunities show what external sources can help the company.
Opportunities of westmart:
1. Can attract customers as its stores are located widely
2. It has maintained its good quality products with lower prices.
3. Westmart can learn and improve on their strategies by adopting strategies from other supermarkets that are doing good to improve on their performance.
Threats are the sources that are harmful to the company’s objectives.
Threats to westmart:
1. Stiff competition from other supermarkets
2. Recession is not helping customer’s buying behavior
3. No availability of space for big box stores 
4. Depreciation is increasing year by year for the supermarket
Conclusion
This article focused on customer value and ways of improving customer experience such as having good employee- customer relationship and aiming at meeting customer expectations at all times. A business organization such as westmart supermarket should a have a good customer relationship management in order to ensure customer satisfaction (Meyer & Schwager, 2007). A quality management system helps in ensuring that customer requirements are effectively met. A key performance indicator may be used in implementing a philosophy of continual business improvement is necessary.
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