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[bookmark: _Toc532941862]Executive Summary:
The author of this report find out the factors which help to satisfied the customer very easily and able to maximize the behavior of the customer very easily. The author is find out the support organizations quality process and provide critical understandings of the extent to which those systems are effective in meeting customer requirements. By analyzing various factor of the PRIMARK along with the various model and theory, the author will find out those factors. In order to provide a recommendation by which they will bale to attain the customer need and demand very easily, the author conduct all those things. 
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Introduction:
The business operation of any private organization is profit and customer oriented. The business success mostly depends on the customer satisfaction and value adding of the product. With the passage of the time, the competition in eh market are increasing. Most of the firm needs to make a position in the market through quality and customer satisfaction attaining. Better performance and maximization of the customer values are equally important to steer the market role. The cloth selling firm like PRIMARK has to consider those factors which increase and develop the customer values along with the maximization of it (Akao, 2014).  The author of this report is going to discuss about the factor which positively and negatively impact on the customer values creation. The author will able to discuss about the factor which maximize the value of the customer easily.  The process of the quality ensuring of the work of the PRIMARK through the various way will be explore by the author in this task. The performance and quality ensuring of the product model will be discuss in this report by the author. The effectiveness of those model will be analyze and determine by the author through the measuring of various work and operation of the PRIMARK. 


[bookmark: _Toc532941864]1. Critically analysis the factors that influence organizations ability to maximize customer value 
The customer values means the customer befit of any service of any organization. Most of the customer tries to get bets service or the best product with the lower or perfect price. On the other hand, most of the firm like PRIMARK wants to increase their profit from selling their product. But the customer satisfaction is important then the profit of the firm in order to sustain the customer. As a result, most of the firm wants to attain or maximize the customer value for making the business effective. 

[image: Image result for customer perceived value theory]
Source: Belloc, 2017
For the customer value maximization, the concern authority of the PRIMARK needs to consider the above dimension. Here the authority has to measure the befit of the customer what they actually gather from buying any product from PRIMARK. For example, a customer bought a shirt from the PRIMARK, he consider that he is befitted from the buying as the quality of the product were better and the other feature like style and cloth are better comparing  toe  the pries. Those satisfactions of the customer gather a perception which will incite them to be a regular customer of the PRIMARK. That consideration and choice are the customer value PRIMARK need to increase those values by using their working and consideration tools. Some system are given below:

Competition: PRIMARK regularly competes with the various firms as the world market is very competitive. They have almost 398 stores over the world. And they conduct their business almost 30 country of the world (Dick, et al, 2017). In the UK, the face the acquit competition with the H&M and Zara. In order sustain in that competition, they have to tackle the competition with various strategy. PRIMARK always take customer oriented strategy in order to win the competition. And they are succeeding by considering the side of the customer. That makes easier to the concern authority of the PRIMARK to move forward. 
Quality product: The concern authority of the PRIMARK always focuses on the quality product. They did not compromise with the quality (Edmunds, 2009). Most of the product of the PRIMARK are produced in different country in order to reduce the cost of the production as the production cost of the developing country are comparatively lower than the UK. PRIMARK set criteria of the product during the order to production to any country so that quality of the product is erasure very easily. They test and examine the product during the delivery and sending to their stores. That ensures 100% quality of the product. That is the key demand of the customer. And PRIMARK is able to do that very effectively. So the customer value will be maximizing if they continue it for a long time in their operation.  
Trust and brand: PRIMARK stared their business in 1969. It is a long way they passed. During that time try to sale the product at a lower price but with the perfect quality. And they are popular around the world for their lower price product. That makes them a brand of the cloth market. They attain most of the popular market of the world for their trust and brand of the product. 
Kano’s Model of customer satisfaction: That model is similar to the strategy of the PRIMARK authority. According to that model, the satisfaction and dissatisfaction of the customer is the key considering factor during the decision making or strategy setting (ELIOT, 2018). Here the need fulfillment of the customer is the key factor of the satisfaction. The customer needs a product which has a better quality and lower price of that product. 
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Source: Evans, 2015
Along with those factors, the branded product is the key element of the customer satisfaction. PRIMARK ensure all those things through the work and performance. And they ensure all kinds of cloths like mean’s were, women’s were, children cloths, new born baby’s cloths etc. those are also help the customer to meet the demand and need.   
Network: PRIMARK try maintain network with their customer along with the other stakeholder which ensure the customer value maximization. PRIMARK produce their product in many developing countries. Bangladesh is one of them. According to the ‘Emerging issues in customer behaviour in multi-cultural societies (2018)” In 2014, a firm which produce the product of the PRIMARK clasps down and around 1200 worker died. Along with the PRIMARK, they produce around 13 UK based firms product. PRIMARK give compensation to the worker but most of the firm did not attain the meeting. That work of the PRIMARK appreciated by the whole world. That cooperation and network of the PRIMARK is help to gain the affection of the customer. That affection and respect of the customer will help to maximize the value of the customer very easily.  
Patience: The concern employee of the PRIMARK is trained by the authority. Along with the foundation training, some other extra training are provide to the employee of the PRIMARK. According to the “Guidelines for drinking-water quality (2011)” That works along with the direction of the employ help the staff to be patience as that firm considers the side of the customer first. A customer has some quarry and complains regarding the store, product, employee and other factor. The concern employ and employee need to hear it seriously and must take steps regarding the soling of that problem. That helps to gain the customer preference very easily as they are prioritizes by the PRIMARK authority. That helps to gain the value of the customer very easily.  
Innovation and invention: ruing the staring of the business, PRIMARK product and operation was confined to some items. But with the demand of the customer and time, they are able to innovation their product through their partner. In 2014, they started to sale their product through the online system. But after few years, they did not run it as the cost of the shipping of the product become more which increase the price do the product (Hadjikhani and Thilenius, 2015). On other hand, they try to include new and synchronize clothes items to satisfy the customer easily.  Those feasibility works of the PRIMARK help to maximize the values of the customer easily. 
Product choice:  PRIMARK produce their product almost 20 country. For that several of the firm and production, the choice along with the design of the product will be very. That variation   will help to meet the demand of the all class of the customer very easily. That help the customer to make it a first choose of the shop selection during the buying any product. That factor ensures the trust and maximizes the values of the customer easily. 


                 Fritz Heider balance theory: Fritz Heider is an Austrian psychologist (Hodgetts, 2018). And he proposed a theory for making the operation of the organization balanced. He focuses on some basic factor f the firm in order to attain the customer value.  

Product, organization and customer are the key elements of that theory. During the product choice or the selection of the product, the concern authority of the PRIMARK need to consider that factors. When the concern authority of the PRIMARK is able to make a balance decision on it, they will able to attain the satisfaction of the customer vey easily. The customer wants lower price of product, organization wants to the profit and the product need to be qualified. That combination need to make by the authority which will help to gain the value of the customer easily. 
Deliverability: The delivery of the product depends on the PRIMARK as they set the time frame for the production. In time product will help to gather the customer satisfaction vey easily. For example; PRIMARK conduct their business in the Pakistan. During the January, the winter is come every year (Holcombe, 2010). Then they need for the winter cloths. If they did not place those cloths in their store, they customer will depend or take their product from other organization which will reduce the value of the customer. 
Better environment: Better environment is expected by eh customer in each and every store of the PRIMARK. PRIMARK consider that factor seriously as a result during the decoration they try to make the store better and proper through ensuring various facilities. In most of the store of the PRIMARK has modern equipment facility to pay their product prices, trial system, lighting, pollution free status in the stores etc. They also ensure the rest, fast food facility and feeding of the baby system in the large store (Kondalkar, 2009). Those environments of the PRIMARK gate the value of the customer easily and influence to maximize that value for that firm. 
After sale service:  After sale service is vey important for any kind of organization and customer. A customer who buy a cloth from the store of the PRIMARK, but when they reach home they did not like it or they find any fault of the product. the customer identify that the product is not fit for his body or other member here the PRIMARK creates a scope of after sale service it will be retreats back of the product or change of the product etc (Mayer, 2017). That work of the PRIMARK help to come the customer more in that firm as they have a facility of the after sale service. That will maximize the value of the customer positively. 
Necessary information:  Customer needs for the important information about the product what the customer is going to buy. PRIMARK ensure that facility to the customer very easily. They need the production country, quality of the cloths and other facility of that cloth. It has both the positive and negative side for the PRIMARK’s values attainment. When the customer inform that production of that country are done in a developing country, some customer will assume that it will be not a high quality product as they will not have modern technology. That consideration will reduce the number of customer (Scott, et al, 2018). On the contrary when eh customer is able to know the advantage and disadvantage of the product, they will eager to buy their product from the PRIMARK as they get all necessary information form that firm and product label. 
Discount and gift: The customer need for the gift and discount. The regular customer deserves that facility. PRIMARK will be popular to the regular customer if they do it. On the other hand, the new customer will disappointed to see that facility to the older one. PRIMARK need to measure all kinds of customer according to their buying rate. That will motivate both the new and older customer to increase the value toward the PRIMARK firm. 
Responsiveness: Any kind of the responsibility of the customer along with the product during the buying and selling of the product must have to take. That responsiveness and flexibility toward the customer will help to increase believe and trust of customer. That will incite the level of values maximization easily. But it sometime costs loss for the firm very easily.  
Use of social media: The concern authority of the PRIMARK can use the social media as a part of the communication with the customer. The demand and need must have to gather by using that popular way (Sheth, et al, 2018). And necessary arrangement need to ensure by the authority of the PRIMARK so that customer become more affectionate toward eh PRIMARK.  
Collect feedback: the concern authority of the PRIMARK need to collect feedback from the customer in order to address the limitation of the PRIMARK operational strategy or system. That process will help to make the service and product of the firm more customers oriented and that ensure the maximization of customer value  
[bookmark: _Toc532941865] 2. Identify the system that support organizations quality process and provide critical understandings of the extent to which you think those systems are effective in meeting customer requirements 
There are various system and model in order to support the quality process of the organization. PRIMARK has a great popularity and market over the work for their quality product and perfect prices. Most of the people of the world, address them as a trustworthy firm for the cloth and wearing. The concern authority of the PRIMARK is needed to sustain that reputation through supporting the quality process of the product and production. As they did not produce their product, they will have to maintain the system and criteria of the production through various processes. Some relevant support model of the quality process ensuring are given below along with its effectiveness of meeting the customer requirements 
Control model of Organization quality process: The control model of the organization will help to do each and every task of the firm through a qualified process or system.  That model covers all the necessary area where the PRIMARK firm needs to consider and focus. Some elements of that model re given below 
Process thinking: as the customer demand for the quality product, the concern authority of the PRIMARK needs to set the process of production to those who are associated with the work of the production. That will help to get a expected quality product for the customer. 
Effective communication: The concern authority of the PRIMARK need to communicate with the production country and firm continuously in order to remain them about the process and feature what they actually need for the quality process of the product. 
Employee commitment: The staff and employee who are working on the 398 store of the PRIMARK along with the work of marketing and other side, needed to be committed about the quality of their defined job and duty by making a proper and effective service. 
Strategic thinking: Before selecting any product or process for the customer, the concern authority of the PRIMARK need to strategic and effective (Underhill, et al, 2018). That plan and strategic decision of the product and service of the customer will easily and cost effectively will attain the desired quality of the customer very easily. 
[image: Related image]
Source: Stahlberg and Maila, 2017
Integrated system: As 98% product of the PRIMARK produced in different factor of the world, they need to integrate the production and selling of the stores. That wills helps to measure and ensure the same quality of the production and selling of their store over the world. That will reduce the chance of imbalance. 
Decision based on fact: The concern authority of the PRIMARK need to take based on fact not about the figure. That content and context based decision of the authority will help to meet the demand of the customer through their demanded feature in the product. 

Continues improvement: PRIMARK is doing well in the selling of product. But they have considered that the choice and demand of the customer are changed frequently. From that consideration, they need to focus that they have to improve continuously in the service and product. 
Effectiveness of that model of quality process: By that model, the concern authority of the PRIMARK will be able to frame the work in a Total Quality Management process. That wills help to ensure quality in each and every steps of the PRIMARK very easily. It will help the authority to think about the process rigorously (Underhill, et al, 2018). The system and operation of the PRIMARK will be continuous improvement oriented and strategy which will able to meet the demand of the customer easily. 
Checklist theory of Organization quality process: It is one of the most popular models of the quality ensuring of the process or any other sector. That is bets fitted for the cloth product selling firm like PRIMARK. When the authority of the PRIMARK took or receives their production from the firm which produces that product, the authority of the PRIMARK need to check the product one by one. And collect the data for expressing the quantity to the associated firm. 

[image: Image result for checklist system of TQM]
Source: Tjosvold, and Leung, 2014

That expression and presentation of the defect of the product will help to make more conscious about the quality of the production. The instruction giving system will be easier by that system. The quality problem will clear as a picture. 
Effectiveness of that model of quality process: That model is very effective to those which business in import oriented and the firm like PRIMARK who are depend on the production of the other firm. That will help to express the defect of the product to those firms properly. And it will help to give instruction for the quality process and ensure a better product for the PRIMARK easily (Underhill, et al, 2018)
Performance management theory of Organization quality process: Performance management theory will support the quality process of the production of the cloth product. PRIMARK can use that model in order to make their product more qualified and better. 

[image: Image result for famous models of tqm]
Source: Underhill, et al, 2018
Here the authority of the PRIMARK must set a plan in order to produce the product. That planning must have to product oriented and quality of the product. The authority of the PRIMARK will set the process of the production to the firm which will do the work of production.  And they need to make committed to the employee who are engage in eh selling process of the product. If the PRIMARK is able to make them committed about the quality of the service, they will able to meet the demand of the customer and attain the satisfaction of the customer very easily. 
Effectiveness of that model of quality process: That model is very effective for the PRIMARK to address the limitation of the ensuring quality product. By that model, authority of the PRIMARK will able to convince the produce organization along with the employee who is associated with the selling very easily. And the quality process will ensure through their better performance (Tjosvold, and Leung, 2014)
Pareto Chart model of Organization quality process:  The concern authority of the PRIMARK can use the system of the Pareto chart model in order to identify the defect of the product and making a better process of the production. The authority will able to set the ration of the defect in each and every production or importation very easily. 
[image: Image result for Pareto Charts system of TQM]
Source: Widing, et al, 2013
For example when the PRIMARK imported their product from china, they make a check in those imported product in order to make the product 100% defect free. During that check they will find defect in each and every time (Young, 2014). They can make a Pareto chart to express the rate of the defect of the product to the industry that produces that product. That will make that firm more careful about the production and care about the quality through reducing the number of defect in the production. 
Effectiveness of that model of quality process: That process or systems are very effective to the PRIMARK in order to reduce the number of defect in the production and ensure a quality product. the recommendation regarding the reducing that rate along with the consultation in order to ensure quality process in each and every sector of the production will inform to that firm. As a result quality and performance will ensure every process of the production of the cloths. 
Fish bone model of Organization quality process: Fish bone is one of the popular model of the quality ensuring in any service or the production.  Here the concern firm of the PRIMARK considers the material, process, equipment and measurement for making the process better and qualified. 

[image: Image result for cause effect diagram of TQM]
Source: Yee, 2010
Materials: PRIMARK sale various types of product like Mean, Women, Baby, and Infant etc. they need to consider the raw material of the cloth in order to make the cloth comfortable and quality. They will set the raw material so that quality of the product will ensure very easily from the firm who will produce that product for the PRIMARK. 
Process: The process of the cloth production need to know to the authority of the PRIMARK. If the process of the production is not proper to ensure quality product, the concern authority of the PRIMARK need to express their desire process for eth production to those firm.  By considering the ability and capacity of the firm, the process must be select. 

Equipment: The equipment of the cloth is many as that product will be finished and fulfill by various elements.  The instruction on the equipment will be provided by the concern authority of the PRIMARK in order to get a product which having better quality. Those factors need to add in the quality process of the cloth production. 
Measurement: The measurement of the product quality criteria of the imported product will be set during the process selection. That measurement is very important to know the actual performance off the firm who produce the cloth for the PRIMARK.
Effectiveness of that model of quality process: That model will be very effective in the ensuring quality process of the product. by that model the authority of the PRIMARK will able to set a full framework for the cloth production by which each and every stage till the handover of the of the product to the customer will be included in the production process. The process, equipment of the product, raw material of the cloth and the measurement is the full fledge of the quality process. If any defect or problem occur in the predetermine process, the concern authority need to alter that step or taking better decision and planning regarding that factors. All those activities of the quality process for the production of the PRIMARK will be succeed and effective by making the customer satisfied through perfect and quality product. 







[bookmark: _Toc532941866]Recommendation:
Quality management system should be implemented on the basis of the context of that organization. There are many quality management systems and all of them may not fit with all the organization and that’s why it should be implemented as a pilot test and if it fit with the particular organization then it should be implemented. Quality management should focus on the customer perceptions and feedback. Feedback from the customer may be taken to measure the existing quality of the organization. Customer and employee involvement is needed to make a sense of ownership and to take effective decision. Efficiency of quality management should be taken into consideration. Long term and short term quality management may be taken to achieve long term and short term organizational goals and objectives. Working environment is an important factor which affects customer value. Safe working environment is essential to improve service and product quality. Strategic planning may be made and implemented and in a incremental way to reach desired goal within a period of time. Innovation is important to create customer value. Keeping up to date with modern world and researching on market different important information of the customer should be gathered and should be made use of that information for the further improvement of quality of products and services.  
[bookmark: _Toc532941867]Conclusion: 
The author of this find out some factor which impact the operation of the PRIMARK through increasing the customer value directly and indirectly. The author also finds out the way by which the concern authority of the PRIMARK will be able to determine the factor of important element for maximizing the customer values. The area of consideration about the customer satisfaction determine by the author of this report through analyzing of various model and theory. The process of the quality ensuring in the production and service are determine by the author here. The way of ensuring the performance and quality of the product in the operation and service of the PRIMARK are disclosed by the author in this report.  The author also finds out effectiveness and implication of the performance and quality ensuring model in order to attain the customer satisfaction identify the author in this task properly. 
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