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Customer is regarded as the king for an organisation and the customers will rule and it is natural. The companies can do only support the customers by fulfilling the customers’ needs and wants. To demonstrate the understanding of the customers’ relevancies, M&S has been chosen. It is one of the famous retailers in the UK. Since 1885, this company has been ruling for almost 135 years. In this assignment, in the first part it has been disseminated how the mentioned company is influenced by the internal and external factors regarding the maximisation of the customer value. And on the second part, how the mentioned company maintains the quality management that has been demonstrated in details.
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An organisation is mainly dependent on the customers and to satiate the customers, the organisations need to disseminate various factors which can influence the customer value maximisation all through. In this regard, Marks & Spencer Group plc (Marksandspencer.com. , 2019) has been chosen to see how the company interacts with the customers regarding the maximisation of customer values. 
The first and foremost factor of having an impact on the organisational ability is the price of the products and services which can be considered as the economic factors of the company. If the price is not rational in line with the services the customers will not heed to these products and services and that will undoubtedly downsize the sales of the company and that will have the negative impact on the organisational ability to boost up the customer maximisation and satisfaction thoroughly. The products of the company are high quality possessed and to meet with the production costs the company determines a high cost selling price. And that is why these products are not for all walk of mass people. This company provides 30% discount on their products through the outlet stores (Richardson, 2010). Though the prices of the products of the mentioned company are costlier than the street stores it tries to ensure that this company is well convenient for the consumers and the products are long lasting and high quality. But recently, this company has made steps to lower the prices of approximately thousand products to have competitive advantages over the rivalries in the market. In this customer’s segmentation, customers are divided into four types and of them the companies should try to determine the true friends who will help to provide high potential profitability and long term projected loyalty. Like in 2008, the share price of the company got a decrease of 18% and that does not propel them to show back to the company by the customers and that showed the loyalty of the customers towards the company (Lemon and Verhoef, 2016). That made the company believe that the customers are well loyal to them and to satisfy them the company can invest a lot and there is less possibility of going into vain. And for that, the company focused on marketing and promotion mainly and more. And that helped the company to reshape their products and supplies and that helped the company to flaunt that their quality and style are back.
In 2014, this company has announced to add new iteration which is named as the 'Leading Ladies' with unique marketing features and that helped the company to increase the customers to get prone to embrace the services all through.  Thus marketing and promotion is another factor to make the organisation able to grasp the customer satisfaction and maximised value. To have the significant refulgence over the customers the companies try to innovate products and services. This company has become able to produce Fairtrade products as well as sustainable fishing engagements. Apart from that, the companies have become able to produce the environment friendly textile dyes. Moreover, this company has stepped onward to support the charity shelter by incorporating the range of food. And that makes the positive vibe on the customers and that creates value to the company. And that worked in a realistic point of view. Since the emergence and launching of online services to provide home delivery services by the mentioned company by pioneering the Tesco Plc. And to sum up both the companies are expanding speedily in line with coping with the concerned niche market.
Firm’s infrastructure is another factor which attracts the customers a lot. In this regard, the mentioned company formatted the stores in such a way that propel the companies to tackle in such a way that the customers can look this company as much as distinguished as possible and thus the company companies get the competitive advantages and maximise the customer value. Human resource management is another factor actually the most influential factor regarding the company’s structure. The mentioned company has well-structured management and that lead the company to have the best organisational flow and regarding that, the company provides proper motivation financially and mentally to feel them enthusiastic to accomplish the tasks as prolifically as possible. And by getting the proper service within their wish by the company’s human resources the customers get satisfied enough and thus this human resource is used as an indirect catalyst regarding the customer value maximisation. 
Placement is another factor which is also used as the most influential catalyst. In this regard, the mentioned company is always on the move to rehash the constant improvement to ensure convenient services. For that the company expands its business in the form of various store formats. The mentioned company focuses on expanding full time stores, food hall, hospitality outlets, home stores, outlet stores, and online services. Up to now this company has 1463 - numbers of location worldwide (Meyer and Schwager, 2017). And throughout those aforementioned forms of delivery tools and stuff the mentioned company provides the goods and services to the customers. But in this modern period, the demand of online services is ever on the wax and to cope with this common trend the company has invested more on strengthen the mobility of their website so that the customers can place the order without too much hassle. And as mentioned before this company is doing great in this regard. And to develop its online services and to strengthen its infrastructure, this company has been investing more in research and development.
Strategic analysis over customer satisfaction can also be an accelerator regarding the customer value addition. This company has found that the customers prefer the environment friendly products and for that the company launched the “Plan A” to be carbon neutral and the company tries to focus on the climate changes and wastages. Apart from that this company concentrates on making the production by using the sustainable environment friendly raw materials by maintaining a fair health partnership all through the services and products of the company.  And this makes a conviction to the customers that the company is much more aware of their health and they think that they can rely on the company and buy products from the company. And thus the strategies regarding the customers help to arise the customer satisfaction. 
Globalisation effect is also an important factor to make the companies eligible to provide the best and wished services for the consumption purposes. In this regard, the mentioned company is also blessed with the globalisation impact in that sense that because of globalisation, this company has become flexible in expanding its business and this company can shuffle its production tools from one country to another country. And because of globalisation, it has been also possible to share the technologies and other tools and techniques to strengthen the ultimate benchmark. 
The macro environment is also influential factor regarding the strategies of the company to satiate the customers. In this regard, demographic factors help the company to focus on the density, location, size of the population in terms of production. In several places, the density of the population is low like in the Latin America region, here the production emphasis is low. But in terms economic factor, the booming economy helps to uphold the business by providing the subsidies and downsizes the tax rates and that ultimately lessens the production costs and that helps the companies to sell at lower rate. And thus customers get satisfied by getting the quality products at lower costs. And apart from that, natural, political and cultural factors pay direct and indirect impact on maximising the customer value. 
Information is the most demandable thing in this modern era. The customers want the flexible flow of information to make proper decisions. The companies must ensure the free flow of related and necessary information so that the customers can get the proper information as they require so and that they can use to make any decision. And for that, the mentioned company tries to make their website well informative and apart from that they are trying to include an extra feedback option so that the customers can sense any disadvantageous facts to the company. And that makes a belief towards the customers that the company is concerned about the necessary steps to recover the odds that they have been facing, faced and has the probability of facing. And thus they get convinced to purchase the products from the company and that this helps to maximise the customer value. To ensure the customer satisfaction, the mentioned company like other companies focuses on the product quality to meet the customers’ needs and wants by experiencing more and more. 
The placement is ensured to make the convenience everywhere. The promotional factor is used to communicate to incorporate evangelism and the price factor is used to invigorate the costs regarding the exchange thoroughly. Thus those factors can also have an impact on the organisational capabilities to manipulate the concerned services to ensure the customers’ satisfaction in the end. Proper diversification is another factor to uphold customer satisfaction. Positioning can also be another function for what the mentioned company is stepping forward to satiate the customers.
Ethical issue is also mentionable in this regard. If the company does not operate the activities ethically then it will not be able to attract the customer for a long period. The customers want the sheer services but when the company starts cheating and the customers get the hint of that then the customers get dissatisfied and their loyalty vapours. And for that the companies to ensure the services with proper ethics and moral. Here, the mentioned company inaugurated a marketing campaign named ‘Look Behind the Label’ where this company has decided to ensure the ethical move to provide the customer services (Puccinelli, 2009). And this company has been doing as it was planned to. And in this regard, the customers are satisfied with the services and if they are not they get the proper feedback and proper compensation which add value to their going concern. And thus the company is all about maximising the customer value.
This company has focused on market targeting as the mentioned company’s products are confined to the posh people and the mass people do not have the capabilities to buy those products. But regarding the segmentation of marketing, this company ensures the reasonably priced products and services in line with the foods and that instigated the company to get the customer value maximisation by segmenting prolifically. And the measurement of marketing investment and proper marketing returns along with the financial performances and positive returns allure the customers to get back on their ball and that instigates the company to put more effort. And the company gets prone to produce more relatable and provide the best services and that strikes to get the customer maximisation entitlement undoubtedly. And that is how aforementioned all factors are closely interlinked with maximising the customer satisfaction.
[bookmark: _Toc17592247]2) Identification of the systems that supports organisations quality processes that are effective in meeting customer requirements.
An organisation wants to maintain the quality management by overseeing the whole activities of that organisation to meet the excellence and to have the positive customer feedback. The mentioned company is not different in this point of view. This company maintains quality management by focusing on various perspectives. First of all, the customers are mainly focused. This company believes that whatever the situation and the aftermath are that the customers must be satisfied with the products and services that they want to consume. The second emphasis goes on te leadership management. In this regard, the mentioned company structures the management framework in such a way that the mid and low level managers obey the dictation of them to accomplish the tasks. And for that the company assign some challenges to fulfil and on the basis of the fulfilment, the company motivates them. And to get motivated, the company’s senior level managers try to put their best. Like in at time of the tenure from 1884 to 1907, the then chairman named Michael Marks became able to set up the first stall in Leeds and thus the refulgence of the innovation of the products and services (Quadri-Felitti, 2012). Most importantly here relationship management is mainly maintained in the organisation to ensure the quality management. 
In this regard, various processes and models are used to show the quality management of the company and the responses regarding this management. And in line with this qualitative management, the concerned authorities of the company need to ensure the best performance and through some models and relevant theories in line with the mentioned organisation.
[bookmark: _Toc17592248]Total quality management Model
This quality management is the demonstration of a collective effort of both top level management and the mid-level and low level managers or employees to materialise the strategies effectively regarding the customer satisfaction. But in this regard, the aim of this management is not only to meet the customers’ satisfaction but also providing more than the customers want.
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[bookmark: _Toc17592765]Figure 1 TQM Model (Source: Managementmania.com)
In this model, there are three catalysts and those are teams, tools, and the systems. The teams within an organisation communicate with other teams of other organisation by maintaining the culture of that organisation and provide the services within a process set up. And in this regard, the mentioned company focuses on the behaviour with the customers like welcoming with hello and interacting with smiling face. And after the deal or even there is no deal, the customers are greeted by saying good day or good bye in the end. This company deals with the employees with humbleness which directly and indirectly helps the company to have the competitive edge ultimately and this company deems it as the golden rules of behaving ways all through. 
The company believes that if a customer is elated because of the services then there will be high possibility of coming back. For that the company focuses on 6C’s of total quality management. In this regard this company emphasises on controlling, co-operations, culture, continuous improvement, cooperation, commitment and customer focus (Robson and Pitt, 2013). There are linkages among those aforementioned catalysts. This company’s main focus is to ensure the customer satisfaction undoubtedly. And for that the company focuses on the co-operation with the employees in the organisation for proper pitching, negotiations, and accomplishments. Then the company tries to maintain the resources to control the external and internal accessories that have effect on the customers eventually. And that is how within the own culture the company can make the commitment of providing the services to the customers. And the company tries to take the feedback from the customers regarding the products and services and that demonstrate the continuous improvement. 
For proper co-operation and smooth communication with the employees of the company, it tries to provide enough stimuli and some of the incentives are almost 20% of all sold products (Rawson and Jones, 2016). Apart from that, proper opportunities to work on and pay contribution, bonuses, flexible working scope are provided to the all mothers who are working with hardship to back up their families. Moreover, this company creates internship opportunities for the graduated people and that subconsciously pay impact on the mind set up of the customers and that eventually increase the number of potential and loyal customers simultaneously. The company heeds to the customers’ needs and thoughts and add values to their wished services.  Sometimes, the company follows exceptional type of services like providing the two products at the price of one product. The employees sometimes help the employees by collecting cab whenever the customers are in need of it after their shopping is done. And the company ensures the effective and convincing refund policy if the customer can prove it better for the refund. Creativity and flexibility are welcomed as the initiative in the company and in this regard the attitude of the company is very humble and modest. As it can be given as the example that if there is the possibility of entrances of deaf people in the company, it is possible as it is also his or her right to consume the products and have the services from the company, in this regard if the deaf person enter into the storehouse or stall of the company with a list he or she would be greeted and given the best and required services (Sallis, 2014). Heeding this fact, the company ensured the proper management for the deaf and blind people too by giving training to their external and internal staff within the organisation. 
Apart from that, if a customer does not find the product what he or she needs at the moment, the company ensures that he or she will have this product on his or her next visit. This company has become able to maintain the almost same priced products in comparison with its competitors but with high quality and by maintaining the consistent increase in the market price of the company, the company has become able to grasp the attention of the customers to get stuck to this company for future move on with this company. 
The first and foremost aim of the company to ensure the flawless products to the customers of the company. To provide the smooth services, the employees monitor the queues and thank the customers for their patience. Those create psychological positive impact on the customer. The company segmented the customers for the advantages of providing the services. The older women are under the classic range. This range is mainly based on the survey that has been made to grab the penchants and tastes of the customers. And it ensures the services which do not possess that kind of havoc like blunder or complain from the customers anyhow. The middle aged customers are known as ‘Peruna’. Those customers are comparatively long lasting who seek quality products and services. This helps to maintain a bridge between the customer perceptions and customer satisfaction regarding the products and services.  The employees have stated that regarding this mentioned company price is not the determinant rather quality and the customer tackling is the main factor overall. The company apart from that concentrates on the durability and aestheticism of the products to have the conviction towards the customers thoroughly.
[bookmark: _Toc17592249]5S Model
Here, the company focuses on this model to demonstrate the structure of the company and the way the company serves the customers within the structure. Through this model, the company emphasises on the environment of the company mainly. And the procedures and the instructions are also followed. And the company can forecast and work on the abnormalities as the visibility as the accountability.
Sorting is the first segment of this model. In this regard, the company focuses on the inspection of the services in line with the proper simplification. The spacious places have recurred so that the expansion and smooth reservation and preservation can be accomplished. The company sorts those products which are needed more and more in their store in accordance with the demand of the company and regarding this the company focuses on cleaning the floor in that sense that the company possesses a clean and working friendly place. And for that, the company tries to keep the unnecessary stuff aloof from the place so that there is no too much hassle all around. The next segment is setting the items in order. It denotes making the working process easier and smoother. And in this regard the company sets the fixed places for the all necessary items so that the employees can place the order and provide the necessary products to them as soon as the customers want. Shining is another important thing for the company. 
To have a close inspection and shining whip on the equipment and others tools of the company make the workplace clean and working friendly and that putts a subconscious positive vibe on the customers’ mind as usually and naturally. Standardising helps the company’s concerned authorities to embrace the sorting, setting order and shining process in such a way that can be deemed as the standardised form of accomplishing the target. And for that, the mentioned company trains the employees to be equipped with the relevant tasks and relevant preferences mentioned in the afore-analyses. Sustaining is also synonymous to the self-disciplinary. It refers to accomplishing the tasks without being asked and told too much. It instincts the employees to be well prompt and in this company the employees are that so because they are well motivated to do the company’s work deeming as of their own and selflessly (Evans, 2012). For ensuring the sustainability, the company focuses on incorporating the continuous improvement and novelty in their products and services whenever and wherever it is possible. In this modern model, the companies also focus on the safety issues which is regarded as the 6s.It ensures that the customers must be able to avail the pure and healthy food and the best services which will not hazardous to their health. 
[bookmark: _Toc17592250]Kaizen as Continuous improvement
Kaizen is the formal form of incorporating the continuous improvement. In this regard, the company needs to go through a process which is universal. Firstly, the company needs to plan for what to do in the future. Regarding the planning, the company emphasises on the reduction of the variability and the deviation from the quality process. The predictability should be prevalent otherwise it becomes tough to track the continuous improvement all through to maintain the customer satisfaction. 
In terms of M&S, it has low variability and the continuous improvement of this mentioned company is under the Plan A. And in this plan, the company is in the mission, the company contains a set of aims and objectives how the company is wishing to run their business. Since 2007, this company is in the commitment of having the changes over the products and services of thousands year by year. This plan is composed of working on the environment and stakeholders of the company. Through the strategic supply chain, the company got to come around to satisfy the customers by sustainable way. And regrading this, the company helped the people by contributing to the community. In this regard, this company has become able to engage the almost 21 million customers of the company to cognise the plan A to the ways of doing and getting inclined to the business (Goetsch, 2014). For that, the company has stepped forward to provide training and development to embellish them with better skills and proper motivation. In terms of doing the proper movement of the plan that has been made. Relating to this plan, there is a lot of contribution to the success of the company. To check the consistency of the company’s accomplishment for the objective of the company, the top level managers of the company concentrates on making the employees adhere to the working activities and customer related behaviours perfectly and prolifically. And checking the flaws of the products and services the company stretches over the feedbacks and on the basis of those feedbacks, the company focuses on the customer satisfaction. And to make the proper continuous improvement relating to the products and services, the action must be kept on.
[bookmark: _Toc17592251]Benchmarking of the mentioned company
The phase one of the benchmarking model is planning. First of the customer’s satisfaction is to be benchmarked on the basis of the given quality management by the concerned parties of the company all through.  The comparative companies of the company are mainly TESCO, Sainsbury’s. To collect the primary data, this company used the direct method. And for that, the company makes the campaign and traces the data that are collected from various social media and by funnelling those data the company starts the journey of fulfilling the mission that the company is destined to develop and uphold its generals and uniqueness to the existing and potential customers.  In the second phase, the current performance gap is found. In this phase, relating to the company, the company finds that it has some controversial price fixing issues and that leads the company to get derailed from the current benchmark. But to some of its extent, this company ensures that it will be able to uphold the significance and the excellence of its services around the world by providing the quality services. 
And up to now, this company has become successful regarding the customer services and satisfaction here forth. In the third phase, in line with the integration, this company focuses on the benchmarking findings and gaining on the acceptance of this benchmarking. In accordance with the significant performances over the customer satisfaction and if the company goes on in this track there is less probability of the company to get out of track. The functional goal of the company is to improve more and more in line with its onward movement. In this last phase, in terms of action, the company tries to recalibrate the benchmarking by taking strategies keeping the competitive edge in mind.
Here, involvement is a must thing. And to involve the employees in the respective tasks of the company, the company gets concerned in the prevailing customer relevancies. To work on the proper placement of the customers’ needs and wants the company prefers to have a clear sheet on the attained leadership. And regarding this fact, the management of the company utilises the resources that are prevalent in the company in the form of materials, manpower, machines, environment, methods and measurement all the way (Powell,, 2015). And those are the causes to have the effect on the output that the company needs as the benchmark. In line with the input requirements and voice of process, the company inputs the suppliers and in terms of continuous improvement, the process goes on for the output in line with the output regarding the requirements for the respective output and voice of the customers. And voice of the customers is mainly preferred to improve the anomalies that are present in the organisation. And for the improvement, proper strategies are incorporated and implemented as the customers want to have the satisfaction. In line with the business process reengineering model, the company firstly determines the goals and objectives by bearing the issues of the conflict in mind  and then the structure is designed by maintaining the critical success factor and the effectiveness with efficiency. In the third stage, the instalment of the management is acquired by defining management tools with proper learning and compensation. In the last stage, the mentioned company implements and integrates the plan by managing the changes in management (Hackman, 2015). Thus the mentioned company emphasises on various models and theories to demonstrate the management activities and quality management ultimately. To show the proper improvement and customer satisfaction those relevant models are important and applicable.


[bookmark: _Toc17592252]Conclusion
Letting what it goes, grabbing what it comes is the motto to improve the strategy to uphold the customer satisfaction in an organisation. In this assignment, several techniques have been used to demonstrate how they can be used and how the company has used for the maximisation of customer satisfaction. And in the upcoming, while the company will surely thrive and this is the ocular manifestation throughout the afore-assessed assessment.
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