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Introduction
The objective of this report is to critically analyse the customer, why they are important for the organization and why they have impact on every organization’s success or failure. In addition, to what is customer service and its importance and how it can affect the behaviour of  customer towards the organization and it affects its loyalty to the company, and how a good quality of customer service is the best way of showing customers that they are valued. In addition, this reports also discuss how the business rely to the customers  for profit, growth and continuous function. Moreover, how the customer service can affect the business image and the customers perception towards the organization and why employees plays a significant role for delivering customer service and how they can affect in keeping customers and meeting customers satisfaction. This report also shows the analysis of the different ways of my organization to maximize the value of their customers, in what way or what types of strategy the company is doing to value their customers, in addition, this report also have critically analysis of different methods  or theory being applied by my organization regarding customer, what are the ways this models are being applied to my organization and how it affects or helps the process of delivering good quality of service to the customers. Moreover, this report provide analyzation to the important of latest technology and how it makes the function of organization easier and how technology helps the business cope up with challenges like competitions, the segmentation of customer’s, easier communications between organizations and the customers. Furthermore, this report also includes my conclusions and my own insights about my critical assessment about the customer, their importance, customer service, the customer value in my organization and the different models applied in my organization and how they are applied.

The Background of my Organization
Sainsbury’s was founded by John James Sainsbury’s and his wife Mary Ann Sainsburys on 1869. Its first shop was at 173 Drury Lane, Holborn. For 150 years Sainsbury’s has been continuously giving good service and selling quality products to its customers, in addition, it is one of the top retailers in the UK and just behind Tesco and Asda on the top ten retailers. According to the company’s website www.about.sainsbuys.co.uk, the company’s logo “Live well for less” is the company’s commitment to help make customers lives better and easier everyday by serving the customers with healthy options of the company’s own products without spending too much. In addition, the company’s vision is to be the most trusted retailer, where people love to work and shop. The company’s proving this by putting the customers at the heart of everything by investing in the stores and colleagues to be able to provide the best possible shopping experience. The emerge of Sainsburys, Argos and Habitat is just a sign that the company wants to provide its customers an easy and convenient shopping experience by creating all easy access for the customers whatever and whenever they need it all in one go. The company’s have values too and these are the following: to help customers eat healthy, to reassure customers where and how the products are sourced, to care about the planet and environment, to be a good neighbour to its community and to make employees happy and motivated. Furthermore, as the company value its customers, a good quality service is what the company aiming to provide for its customers.

The Customers and Why They are Important 
According to Friesner (2019), a customer is a person or company who purchase goods and services. The customers are the foundation of every business, without customers the business won’t work. They are the main focused of the business and the ones who sustain the business with the money they bring to the organization which are being used to run the business, pays the wages of the employees and any expansion of the organizations. In addition, a business can’t survive without customer’s alone. Buying and selling need to be done by two parties in which the sellers are the organization and buyers are the customers. Customers can be in different backgrounds, shapes, genders, and age in which each one has different level of wants and needs depending on their situation in life. A customer has a big impact in the organization, and its in their hands what would be the future of the business so for this matter it is very crucial to have good relationship with the customers and to keep their loyalty. Furthermore, customers have the important role regarding the success or failure of the business so it is very crucial that the organization put extra effort on knowing the customer and how to meet their needs. Giving value to the customers and listening to their continuous and changeable demands are significant for any organization success.
As the customers are very crucial to any business. It is very relevant to know and understand their importance to the business. Rosenbrook (2019) wrote 5 reasons why customers are very important in his article and these are the following: 
1. A customer’s perception is their reality – As the saying goes “the customer is always right”, this might not be always true as there are moments customers get things wrong. However, the customers are always the key to your business success so it is very important to be responsible how to make a good perception of your business.
2. It is easier to keep your original customers that to attract new ones – You spent so much money to attract new customers. Keeping your original ones can stop you to spent more and reduce to acquire more.
3. Complaints can spread like wildfire on the internet – A word of mouth can turn into a bad press for your business. A one person shared about bad experience in a business can spread through social media and which can highlight the poor service to millions of people. This can have a big impact on your business.
4. Without customers there will be no business – A business can’t even functions without customers. A producer and consumer activities are needed to make the business work.
5. Brands win or lose by how well they wow customer – Always put yourself in the customers shoes and to understand the factors of customer focused. A good place to get this right is to have customer segmentation wherein you understand the different type of customers, in addition, once you know the customers you can now have ideas or information on how to make them happy and satisfied.

Customer Service and its Importance
Customer service is the act of taking care of the customers needs by providing and delivering helpful, high quality service and assistance before, during and after the customers requirements are met.  (Mckinney, 2019). To meet the demands of the customers and to give them satisfaction for the services they received from the business is very important for business growth and profit. It is the service that customers mainly based the decision whether to become a loyal customer or change to another that is why it is very important for every organizations to have a high standard quality of customer service. Moreover, it is very important part of keeping a strong relationship between the organization and the customers. As the customers demands are changing from time to time and with the tough competition between each companies, many companies now are working hard to level up their customer service for the customers satisfaction.
Employees who work as customer service assistant are mainly the face of the business. They are the one who delivers the service by interacting with customers, communicating and delivering the service to meet the needs. Furthermore, it is very important that these employees have proper knowledge, skills and well enough trained on how to deal the customers, in addition, a proper treatment of the employees and in which they feel valued makes a happy employee’s. Furthermore, it is mainly base on the employee’s attitudes and services they give to the customers depend the customers loyalty based on their experience. As Sir Richard Branson said, “I have always believed that the way you treat your employees is the way they will treat your customers, and that people will flourish when they are praised. 
Honesty and Integrity is one of the best attributes when it comes to customer service. How we value the customers always shows on how we treat them. When we serve customers with honesty and integrity there is always smile in our face, patience, appreciation to them for being a customer and a way of good way of communicating with them. In addition, the importance of customer service cannot be neglected. Naylor (2014) gave the 4 reasons why customer service is important and these are the following:
1. It is what the customer will remember- customers will always remember the customer service they received from the employees representing the company whether its good or bad. Customers might be after for the products or services the company are selling or offering, however, the employee’s treatment to the customers, the way he or she interact, communicate to the customers are the one that the customers will always remember. Moreover, it is very important that the person who represents the company how to a deliver a good customer service.
2. It reflects the heavily on your entire business – customer service reflects entirely the company. A good customer service naturally assumed people that your company have the best products and services. Bad customer service can give assumptions to people that the company is bad.
3. It shows customers you care – Being courteous and effective in dealing to customer complaints or issues shows that you care for them. Being genuine and to the customers are literally is an important in business.
4. It is a great marketing angle – A good customer service is a great marketing angle which can lead to a good advertisement for the business. Costumers always wants to hear or see a top notch customer service. A word of mouth from your customers can help to promote the business by bringing more new customers.

Factors that Influence my Organization to Maximize Customer Value
As the customers being the most important asset of every organization, it is very important to maximize their value to keep them as loyal customers. In Sainsburys, where I work as a customer service assistant, understanding customer value is very important as its mainly on the service that I or my colleague give to the customers have impact on the business. A good interaction or service from the employees to the customers can have benefits for the company. It can result to customer retention, loyal customers can also bring new or attract new customers and can drive sales for the company. According to Beckerman (2015), customer value is the result of a conversation between a sales person and a customer, wherein the sales person is able to determine the customer’s needs and goals and explain how a given product or services can create value by satisfying those requirements while generating the benefits for the customer. Employees who are value-oriented are big assets for they can give a positive image for the company.
Sainsbury’s being a big organization value their customers, it might not be in perfect way, however, the company is striving hard, investing and putting more effort to make their customers feel valued. As according to Mike Coupe, Sainsburys Group Chief Executive, “Customers are the heart of our business and our success and future growth is based on being able to anticipate and deliver what they need. Sainsbury’s continues to evolve and invest to cope up with the different demands and expectations of the customers to make customers life easier and more convenient as according to the company’s website www.about.sainsburys.com, the company is aiming to deliver a convenience, speed and flexibility by selling multiple products via multiple channels so customer can shop whenever and wherever they want as well as selling top quality and fairly priced foods.
The following are the factors that maximize the customer value:
· Nectar loyal card – you get points for pounds you spend which you can redeem.
· Giving vouchers to the customers – same as nectar, every time you buy to the Sainsbury’s they give vouchers in which you can get discounts, however, there is deadline on when you can only use it and which items it can be use.
· Reduced prices – Sainsbury’s normally reduce prices for their customers especially if its on their sale season. Mostly, at night they reduce prices to the products which needed to be consumed.
· Special offers like buy one take one – In my workplace, there are times that they offer buy one take one to the customers.
· Good customer service – The most important factor of all. Employees are required to give value customer and to consider that every pound spend by customers are ours and by putting ourselves to our customers shoes we understand their value, in addition, by giving proper training, benefits and a good atmosphere in the workplace all contributed to a good customer service.
· Honesty and integrity – Being honest and genuine to the customers can make customers feel value, however, not all employees have this attribute. Some employees are not honest to the customers.
· The self check - out machine – the self – check out machines does make the paying system more easy and quicker for the customers. No need to queue for a long time when its very busy, however, it needs assistance for the people who don’t know how to use, in addition it can delays when some machines are broken.
· Providing customers with healthy options of foods – Sainsburys has been coping with the challenges about the health of their customers. Sainsbury has been providing products now which are gluten free, allergy free and even reducing sugars to their cereals and other products.
· Giving rewards to their loyal customers – Through Sainsbury’s bank its now easy access for loyal customers to get a reward.
· Access in the company’s websites – For customers who are wants to know more about the business, services and its products.

 Customer Service Models Applied in the Organization
Each organization have different models or theories being used in running their business as it is very important to keep the customers and attract new ones. In my critical analyzation of the organization where I work too and based on my observation. The following are the Models being used in my organization:
· CRM (Customer Relation Management) –According to Lohrey (2019). A Customer Relationship Management or CRM is a business strategy that focuses on customer knowledge, satisfaction and retention. It is a strategy in doing business which each terms its own important. A CRM is about the relationship of the business and its customers where each party contributes and expects something from the relationship. As customer wants value of their money and a lower price, the company expect money, profitable customers and a certain degree of loyalty in exchange of goods and services. Organizations have different perspective about CRM and as the organizations always wants to create a positive experience thereby retaining existing and loyal customers which can be expanded like friends and family members, in addition, another goal of  the organization is to keep customers and dissuade them from acting in ways that may lead to unprofitable relationships and lost of the business so tracking the activities of the customer is vital for every business to have information and  knowing better the customers to know which area they can persuade the customers to spend money to the business. According to Connick (2019), one common type of CRM strategy is the rewards card program that many supermarkets offers. In this case, the store gave its customers a free card that grants them access to special deals and discounts and when they swipe their rewards card during check out. However, that cards can register and tracks everything the customer buys. This allow the company to create an extremely detailed customer profile based on the purchasing habits of the customer. Furthermore, will all the information gathered, the store can then offer its customers targeted coupons as well as other programs that end up motivating customers to buy more products from the company

In CRM programs which use database management Segmentation plays a significant role in marketing customers and creating customer profile. According to Frenz (2019), Segmentation is the set of customers grouped together according to numbers of criteria like purchasing habits, needs, lifestyle, age and interest along with demographics and the consumers general location. In segmentation a post purchase promotions may be personalized. Segmentation gives more information and deeper knowledge about the customers. Touchpoints is very important in segmenting customers in different group and knowing types of customer’s which are customers who bring money and revenue to the organization or seldom buyer customers, in addition, it has significant role of gathering customers experience, reviews and suggestions which is significant for organizations growth and developing customer service. Furthermore, touchpoints can be through email, chats, phone calls and face to face interaction.

In today’s work where there is advance technology, CRM is now done is advance way thanks to involvement of advance technologies. CRM is now done on through electronics. E-CRM or Electronic Customer Relationship Management is an integrated online sales marketing and service strategy that is used to identify, attract and retain customers. It provides information, developed and expand the communication between the company and customers through the advance technologies, making it an important tool for all big, small and medium organization (Diksha, 2019). Moreover, through E-CRM system it enables organization to gathered processes, provide sales, marketing and more satisfaction from customers. In addition, the result allows the organization to build a more profitable customer relationships and decrease operating cost.

In my organization, The CRM that is being used is the nectar loyalty cards where in you scan it in the machine and it collects points from the money you spend and get a reward. The points can be use as a way to pay the purchase or as discount card, however, its all depends on the points that is in your card. Nectar card can also be in different companies like Sainsburys, argos, asos, virgin train, expedia, ebay and many more. In addition, according to the website www.netimperative.com (2018), Sainsburys uses voice response system called Interactive Voice (IVR) system in 2015 to boost CRM which fully  integrated Sainsburys system and customers to get answer they are looking for without speaking to a customer service representative saving time both for customers and instore staff.
· SERVQUAL –According to the website www.mbabrief.com, SERVQUAL (Service Quality) also knows as GAP Model is an empiric model by Zeithaml, Parasuraman and Berry to compare service quality performance with customer service quality needs. It is used to do a gap analysis of an organization’s service quality performance against the service quality needs of its customers. In SERVQUAL, the quality of the product and services that the customers received is the main objective. As the customer is the main core of every business, it is very important to deliver and continue to improve the service quality to please the customers and to satisfy them to keep them as customers and to attract new ones through good reviews and word of mouth. There are five attributes of SERVQUAL and these are the following:
· Reliability – refers to the physical facilities, equipment and appearance of personnel
· Assurance – is the firms ability to perform the promise service accurately and dependably
· Empathy- is the firms willingness to help customer and provide prompt service
· Assurance – is the knowledge and courtesy of employees and their ability to inspire trust and confidence
· Empathy – is caring and individualized attention paid to customers.
These attributes are big factors for delivering quality service to the customers for it shows that your company highly value the customers, however, since every individual has its own standard of service quality, it still depend on the type of client or customers needed the service and the organizations transparency to its customers for being honest on what kind of services the organization is providing. Moreover, since it is very important for any organization to cope up with the customers expectation and perception of  the service versus what is the reality, in addition, since SERVQUAL is all about quality service it can be done through satisfaction survey where respondents can be asked about their expectations of the service firm and after asked about the service quality delivery of the said firm. (www.marketing studyguide.com). In addition, there are some online companies too who have impact on service quality of a company and one of this is the TripAdvisor, where it provides reviews to about service quality of hotels, restaurants and even supermarkets which can affect the organizations image.

Although SERVQUAL is more on about services like hotels, restaurants and any firms that offers services, however, this model also apply in my organization where customer service is highly valued by customers. Sainsburys, also have surveys about the service that customers received, customers are also have freedom to make complains either face to face, letter or online. TripAdvisor does also have reviews Sainsburys where customers can check reviews about various matters like foods to service. Although, Sainsburys have sis using self check-out machine customer assistant is still needed and most of the time we get complains from customers not just about the employee, however, about the machines too.

Enterprise Management System -According to the website www.itpro.co.uk, Enterprise Management System or also known as Enterprise System (ES) are enterprise-scale application software packages which addresses the different software needs of large organizations. They allow IT teams to support and manage large, complex and sometimes geographically-dispersed IT infrastructure and applications. Most of EMS solutions will include core business functions like financial processing, HR management, customer relationship management (CRM), budgeting, sales activity and logistics and supply chain management. Enterprise Management can be very useful for big organization to have security control especially when it is about the privacy of data of the customers and even the organizations. Furthermore, EMS covers all the business necessary functions of information’s to another is fast and accurate. Enterprise Management Systems is able to monitor competitors, used real time advanced data analytics to suggest new market areas and ways of engaging customers and keep track of the external relationships of an organization, in addition, its applications use information already available in an organizations data base, allowing businesses to be much more efficient with their use of data and although, Enterprise Management System is good for identifying risk and opportunities for the organization and easy understanding of the probability impact of the risk and opportunities, in addition, actively select and focus on which one should be strategically managed. However, it has its downsides too, it can be so expensive to hire IT experts to maintain the EMS of the organization and since it will cost a lot it might not be suitable for small organizations.

Enterprise Management Theory is also applied by Sainsbury’s for the reason that it’s a big company and employed thousands of people and customers and has thousands of shops across UK a good IT service is very essential to the company. As a company where a good service of logistic for products delivery is very essential and sales records, customers data and even employee’s records are big factors for the company. In addition, the competitions and other risk that the company might face good enterprise management is a big help for achieving its goal. Moreover, Sainsbury’s are now using or adapting technologies to improve the business functions. Below is a chart of summary of the models being used in my organization, its components and its evidences:

	     MODELS/THEORY
	      COMPONENTS
	         EVIDENCE

	CRM (Customer Relationship Program)
	Segmentation
E-CRM
Touchpoints
	Nectar loyal Cards
Using Interactive Voice System

	SERVQUAL (Service Quality Model)
	Quality Service
SERVQUAL Attributes
	Surveys, Comments and Suggestions Regarding Quality Service

	Enterprise Management System
	IT Efficiency
Data
	Adapting new technologies for logistics



Conclusions
In conclusion, maximizing the customer value is very essential for organizations success and having in depth knowledge about customers like knowing what are  customer’s demands, wants and needs are vital in creating a deep relationship with them. It is also a great strategy for keeping their loyalty as customer and to attract new one through the word of mouth and good reviews through online setting. Giving rewards, offers and discounts are also a great way of showing the customers that they are appreciated and valued. However, the best way of showing that the customers are valued is through the good quality of service delivered by the organization as the experience they received is what the customers will always remember and what the image of the company would be according to the customers. In addition, the customer service is what makes the customer feel that they are the most important factor in the organization. For them to be heard by the organization when there are complains or suggestions for development of the business, to receive immediate responds to any inquiries and for them to receive a friendly and genuine treatment from the employees are very relevant, and to receive a service that will make their life easier is vital to a company’s success. In addition, with the help of touchpoints and E-CRM which help to make communication between organization and customers easier than ever, it makes customers feel valued. Moreover, it is also very important that the people who interact with customers are well trained and have proper knowledge in dealing with customers and just customers, employees are also as important as customers.
As the saying goes, “the employees are the backbone of every organization success”, it is very important that employees are well look after, happy and motivated to work to deliver a good quality of service to the customers. They are the face of the company and company’s image rely to the employees, so it is very important that they are valued as much as the organization valued the customers. It is also important that they are treated well, paid well and received the right benefits, well trained and being supported by the organizations in terms of development and be understood by their own personal circumstances.
As the world evolves, so is the customer demands and needs change, in addition to the competition getting tougher between businesses, it is important for the organization to plan, develop and execute new strategies to cope up with these challenges and with the help of advanced technologies this makes easier for any organization to keep up with the game. New advanced technologies contributes a   help for every organization to keep data and knowing their customers in deeper level and through the loyal cards who take details of the customers when they registered, it gave the organizations the chance to tract the intensity of their shopping activities, their  backgrounds in life and  classifies the types of products or services they buy or use. Organizations especially the big ones are investing a lot of money for this using these technologies to make it easier for there customers, however, it caused issues to the customers who are not used of using technologies especially and if the new technology is just introduced and can be complicated for other people to use. However, with good customer service or good assistant from sale representative this can be resolved.
Lastly, in doing this report which give me insights how my organization maximize the values of its customers through loyalty cards, good customer service, discounts, rewards and many more. However, based on my observation, I think the customers deserved more than what they offer. There are still complaints from loyal customer’s that they don’t get a satisfying rewards from the organization and even suggested that they should consider giving loyal customers more than what they give now for the reason that they feel like it is nothing because they still need to spend more to get a good rewards or discounts. Furthermore, since the customers are the one whose responsible for making the business succeed, they should offer more rewards to their customers. To keep them and to attract more customers, in addition, with the help of technologies who tract the records of shoppers intensity , keep the records which helps with the segmentation of customers to be able to know how to target and advertise the customers to buy and spend money to the organization. However, it is very important how to do actions regarding the security of those data gathered for customers and even organizations safety. 
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