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[bookmark: _Toc7026591]Introduction 

In a modern business, there is always  an intense competition everywhere. With The organisation that  mainly focus on the customers needs and expectations are more key to be profitable within  this business environments. For any of these reasons, most modern business that are putting all of their maximum effort into understanding the customers needs and engaging within the customer's experiences for example with the products and services (Miller, 2019). 
Within this report, I had understand the different types of customers expectation, needs, wants, demands, and there main / mainly interest are. Therefore, the main theories regarding customer satisfaction, loyalty, customer experience, customers engagement with the organisation is thoroughly described. Within this regard, the supply chain management, value chain, customer relationship management, enterprise systems, and the factors that mainly relies on customer satisfaction are also briefly discussed within my report (Clark,2019). 
Therefore, I had to critically evaluate the operations and steps into meeting customer requirements based on a known organisation like Azzi’s Cupcakes. The organisation will supply a large range of dessert items for a range of people from all different ages, races, and ethnicity of (oca) online cash analysis within the community. The organisation is within the era of digital technology that is widely used in e-commerce. Therefore, it has been used to find out the factors  of e-commerce and how e-commerce can be helpful for the organisation in creating and to find out how to use a better ways into maintaining customer experiences. In the context of the organisation, it also has been used to strategy this better. This is what has  made the organisation more successful and to show what strategy the organisation needs to follow in order to gain a competitive advantage within the markets (Cambel, 2010). Finally, it has been used to make some recommendations for the organisation for further improvement within the near future in order to compete within the market more successfully.








[bookmark: _Toc7026592]Company Background/ Overview of Service

Customers are always the most important criterion for any type of organisation for measuring effectiveness and efficiency as a broader sense (Clark, 2019).  The organisation now a day are found to be  more focused on this and that there have a little bit more experience and knowledge, understanding and concerns in regarding to the needs and expectation of customers since customers are the most important factors within the prosperity of any organisation . 
The organisation of Azzi’s Cupcakes is one of the leading role into having a good organisation essentially where they will be providing cake, dessert, and other sweet food items for the convenience of there customers within Brixton, Camberwell and Streatham area. Azzi’s Cupcakes primarily provide dessert items for all different classes of people that they been able to provide a service for considering the different ages, races, genders, and ethnicity within cultural traditions and other demographic characteristics. The business has been established in 2007 by myself Leanne Lawrence. Initially my mission was just to sell cupcakes not cakes within Black communities within Brixton, Stockwell, Streatham and Peckham Areas  by  this I’ve noticed that I have been maintaining customer satisfaction level very well.
The vision of the company is to become a leading and well established business and organisation within  the market of Brixton. The aims of the organisation it to be able  to make the business profitable enough from  early on within  the business. By me doing this it would allow me to satisfying the expectation and its needs for the customer. The objectives for the organisations is  to provide quality products, services and good food according to the needs, wants and interest of customers. Other than the traditional practices, this organisation mainly focuses a lot more on its customer oriented. By doing this we are able to have an arrangement where we can encourage a feedback systems for the  customers. The organisation is operating within a motto to be a part of a great extent within the market of sweet foods and dessert items especially within the market of London.







[bookmark: _Toc7026593]Factors Affecting the Organisation
The target customers of the organisation primarily are all from different classes or they can be an individual within different ages, races, gender, and different ethnicity’s. As I have mentioned earlier the customers are the most vita factor to which has a direct impact on the success and failure of the organisation. It is proven that due to the perception of the customers the market position of the organisation varies. When the customer seems to be happy with the products and services that  the organisation provides to where they are supposed to be more loyal and create positive attitudes towards the organisation. On the other hand, a negative impression of the customer can be very much detrimental and cause most of the current and potential customers (Cambel, 2010).
[bookmark: _GoBack]In order to have / make the customer more loyal to the organisation you must be able to require a better understanding of the needs, expectations, wants and preferences of the customers needs. The needs  means the basic requirements in order to survive the existence and wants that are the needs which are backed by the buying power of the customers. For example, within  the case of Azzi’s  cupcakes, the needs of the customers can be the meliorate quality for dessert items within the shortest possible time. Therefore, the expectations of the customers can be an instant response to the order and complaint of the customers and the goods and favorable behavior of the employees (Devid, 2019). In the service sector, the main customer expectation mostly relies on the direct services the personnel renders to the customers. A good Organisational value is also crucial here in order to make customer loyalty and to permanent one of the organisation. Hence, the organisation  particularly with customer services policies which may be developed and design by the appropriate authority as mention below-
1) Specify the ingredients- in case of dessert business lie within Azzi’s cupcakes, the organisation need to list the ingredients used to prepare the products. This method will definitely help the customers to understand the products and their harmful effect well.
2) Code of duties and responsibilities- Therefore, the organisation is required to specify the duties and responsibilities both for the employees and the customers in case of trading and purchasing the goods and services.
3) Payments Procedure- organisation needed to mention the payments system well. Therefore, it is needed to mention the date of production and expired date as far as practicable for the organisation. All the policies must go according to the rules of local constitutions.
To analyse the customer easily and finding out the factors that have a direct impact on the organisation and to increase the customer value to the organisation it is required to understand the ethical sourcing and the factors that impact the buyer decision most. To elaborate broadly ethical sourcing means to build up ethical morale in the mindset of the customers which must be consistent with the organisation ethical practices.in the organisation buyer decision mainly depends on different variables such as- the earning capacity, number of consumers, demographic characteristics, comparative market position etc (Clark, 2019). 
Customer experience refers to the previous feeling, attitudes, and belief of the customers by using ta particular products and services (Cambel, 2010). Another issue that also determines the customer value is a complete supply chain management which basically is the suppliers and the customers together in a rope. Supply chain management includes a chain of networks where the different parties such as the suppliers, producers, and customers are interlinked together. A good supply chain is a precondition of providing quality products to the customers. Therefore, the factors that influence customer engagement are mentioned below-
· Products quality and services
· Data security and privacy
· Issues on online buying
· Better price and faster services
· Better maintenance of touch points.
· Initiative to make customer loyal
· Evaluation Broad Range of target customers-
In the case of Azzi’s Cupcakes, the range of customers are people from all different ages, races and backgrounds and income levels. In order to fulfill the needs and expectations of the customers within the organisation mainly designs different products according to the desire of the customers. The products of Azzi’s Cupcakes, is mostly customised by the preferences of the customers. The organisation has a governing body who are responsible for the improvement of customer services considering the feedback provided by the customers. Products are found in a wide ray of colors, designs, shapes, and taste (Cambel, 2010). Therefore, the organisation is much more concern on employee engagement by providing an adequate arrangement and creating with feeling among them. The organisation donates a particular amount for the welfare of the society and thus it becomes helpful for the development of the country as well. Therefore, there are adequate customer beneficiary initiatives which also help a great extent to make and create the customer more loyal to the organisation.






[bookmark: _Toc7026594]Achieving Operational Excellence in CRM
Customer relationship management (CRM) is the process by which the organisation maintains a friendly, reliable, guaranteed and profitable relationship with the customers. For example, the customer usually expects ower price and better services within the shortest possible time. When the organisation is willing and able to provide them within the effort of the customer then it will be said to have a good customer relationship among them.
[bookmark: _Toc7026595]Ways to Create Sustained CRM
In order to create and maintain a good customer relationship management, the organisation often need to follow some procedure to form and create sustained CRM. As the personnel of the organisation is the most vital part of maintaining good customer relationship within the organisation hence the needs to recruit the most capable and innovative people for the organisation. The organisation also needs to develop a customer-focused culture by considering the value of the customers. Therefore, the employees are needed to provide adequate training, facilities, and tool for exploring their full potential. Another method that the organisation can adapt it to create and invest more in maintaining a good customer relationship in the organisation. For example,  Azzi’s Cupcakes can increase the investments on improving the services, facilities, and improve the Organisational environment as a whole (Mathews, 2019).
The organisation needs to reduce the operating costs in other different sectors because of the costs for the organisation will be more able to provide the best products to the customers at a cheaper cost and price (Gata, 2019).  Reduction of costs in other sectors also will increase the overall profitability of the organisation. Finally, the sustained CRM process can be mention as below-
Right People to the Right Place



Causal Analysis


Providing Appropriate Facilities



Organizational Rules and Policies


Sills improvement facilities



Compensation Management


  Figure- Sustained CRM Improvement Process
The organisation is needed to focus more and give priority concern above their own interest in making good customer relationship management in the organisation. The steps to achieve the sustained CRM in an organisation are briefly describe below-
Right People to the Right Place- in order to create and maintain a sustained customer relationship management the organisation is needed to design the adequate facilities for hiring the right people in the right place (Devid, 2019). To do so the Organisation is required to be more cautious from the very begging stages of the recruitment process. The more skilled and capable personnel are in the organisation the betterment they can bring to the profitability and the customer relationship for the organisation. Moreover, the organisation can adopt different training and other facilities for improvement (Miller, 2019).  For instance, the  Azzi’s Cupcakes provide training to its employees after the three-month interval and there are also enough policies for job rotation which also very much helpful for gathering the experiences necessary for the organisation (Cambel, 2010).
[bookmark: _Toc7026596]Causal Analysis- 
Azzi’s Cupcakes very much focused on the causa analysis which many relies on the cause and effect relationship. The organisation tries its best to find out the most possible cause that hinders good customer relationship management in the organisation . Moreover, there is a separate cell for research and development. The organisation is also very much popular among the vendors due to the quick response in order to solve the problem of the customers in a broader sense (Clark, 2019). 
[bookmark: _Toc7026597]Providing Appropriate Facilities-
In Azzi’s Cupcakes, there are also adequate facilities that are provided by the organisations for the improvement of skills and abilities of the personnel. Therefore, the decision makers do a right initiative to provide the different scope of improving creativity among the employees. Moreover, the organisation is very much rich and blessed with advanced modern facilities and equipment which play a crucial rule for developing and maintain a sustainable customer relationship.
[bookmark: _Toc7026598]Organisational Rules and Policies-
The rules and policies of the organisation design and maintain according to considering the expectation of the customers. Within Azzi’s Cupcakes, there an adequate arrangement for the customers to keep the information more secret and maintain privacy. Hence there is a particular provision of e-commerce and other online business vendors by the oca authority. The decision makers are heartedly in the effort to practice in reality to serve the best interest of customers (Mathews, 2019).
[bookmark: _Toc7026599]Sills improvement facilities-
Business who are skilled enough see more capable to serve the customer well. Considering this issue the organisation is very much concern to arrange different training, seminars, conferences etc for the improvement of knowledge for the employees. One of the most crucial and effective initiative that the organisation has taken so far is ob rotation. Employees are rated from one responsibility to another in order to gain better experiences within different sectors. Therefore, Azzi’s Cupcakes, has provide training on improving good communication skills with the clients for how to better deal with Clients / customers and how to manage stress, and how total decision on crucial moments and on how to manage the customers as a whole.
[bookmark: _Toc7026600]Compensation Management-
In order to create and sustain customer relationship management within the organisation, there are required to have a right practice of compensation management. The term that deals with compensation management often refers that there should be an adequate measure to evaluate the performance of the personnel and the employees are to be awarded regular and adequate incentives for their performance. Managing Pepe in the workplace is not an easy task to do. Hence, the human resource manager is required to design the right incentives and compensation to make the subordinates more motivated workforce (Clark,  2019). 
[bookmark: _Toc7026601]Critical Evaluation of Quality and Effectiveness
For a critical evaluation of the understanding of the organisations quality system, we need to focus more on the operations of the organisation. It is also required to identify and explore how the organisation is rendering services by understanding the needs and expectations of the customers within the organisation limited resources. The customer experience map hence this it can be a vita too for the organisation to evaluate any of these issues. The customer experience map is as mention as below-
Understanding Customer Tasks and Actions



Explore Customer Thinking and Needs

Maintain Customer Touch Point




Setting the Stages



Figure- Customer Experience Map
Sources- (Gata, 2019). 
There are four steps in the experience map for determining the expectations of the customers and they are described below-
a) Understanding Customer tasks and Actions- the first and foremost duty that the organisation needs to do is to understand the customer needs and wants the property. In the case of Azzi’s Cupcakes, the authority use different format of customer feedback and the research and development he is responsible for the implication of that feedback. For example, the variety of color of products, shapes, sizes, taste, and fragrance of cup cases are designed for the convenience of the customers ( Wisee, 2019). 
b) Explore customer thinking-
Besides the customer feedback, the organisation also consider changing customer psychology. The executives are very much concern about determining and to now the expectations in a broader sense. This is more crucial because the organisation needed to be more up to date in case of habit, fashion and color changes of the customers (Aswin, 2007).
c) Maintain customer touch point-
An organisation such as Azzi’s Cupcakes, do not have the customer after only having a transaction, rather the decision makers want to maintain long term customer relationships to make and create a loyal customer for the organisation. For example, Azzi’s Cupcakes maintain the detailed information of the customer in their internal record. Such as customer email, Dob, mobile number, and other information (Miller, 2019).  The organisation uses this information for further communication and et them now and then regarding their new offer.
Customer Journey Model
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Figure- Customer Journey Model
Source-(Aswin, 2007)
The customer buying decision mainly depends on the customer journey mode which represents how the organisation made the customer purchase particular products and services and ensure customer engagement (Devid, 2019). From advocacy, the journey of purchasing a products starts and after the purchase, the main focus of the organisation is to engage the customer and make them loyal one for the organisation. Because the more  loyal the customer are the more the organisation will be successful within the market competitions (Clark,  2019). 


d) Setting the stages
In the final steps, the organisation usually took different initiatives for redesigning the services and overcome the pitfalls it already went through. In the redesign of the operations, the organisation usually considers the criterion that is directly eaten to the satisfaction of the customers.
[bookmark: _Toc7026602]Customer Touch Points and Opportunities
In the customer experience map, the customer touch point is a vital too for the decision gamers to keep the customer in touch. A customer touchpoint is crucial in the sense that it basically interim the organisation with the customers. Hereby, it should be notified that the customer touch point refers to aiming and keeping the relevant information of the customer which also helps the organisation to a great extent, such as-
1) It facilitates a way of communication with the customers
2) Facilities the loyal customer for the organisation 
3) Improve customer satisfaction by an adequate amount of information to render their desired products and services in Azzi’s cupcakes.
4) Heps in decision making by understanding the needs and expectation of the customers ( Gata, 2019). 
5) Customer touchpoint help the organisation to know their customer base and redesign its operation accordingly
6) Customer touchpoint can also bring lots of prospects in the sense that it provides vital information regarding the customer.
7) The information and regular communication with the customers helps to increase customer engagement within the organisation  (Aswin, 2007).


[bookmark: _Toc7026603]Digital Technology to Maximise The Business Opportunity
Different techniques can be used to optimise business opportunities in an organisation. Various technology such as marketing, auditing, accounting, and personnel management software can be successfully used in the organisation to maximise the business prospects.
[image: ]
Figure- Digital technology for CRM
Sources-(P. Mathews, 2019)
The digital technology used within maintaining customer relationships management can be helpful for the decision making within meny various ways. Modern technology helps the organisation to be maintained and keepa large amount of data of the customers. Therefore, the word of the organisation is also reduced as the use of newer technology reduces the total amount of effort to a great extent. The person of the organisation also can provide the necessary information and communicate with the customers more effectively. The use of modern technology also reduces the amount of time spent on online shopping to a great extent. Therefore, it is a better cost saver for the customers. Customers can order via modern technology and the orders can be made possible to be possessed within the shortest possible time. Via, the use of modern communication and technology reveal a new horizon for the organisation and createa large customer base (Wisee, 2019). 
[bookmark: _Toc7026604]Digital technology and Customer experience
Customer experience is the term that is used to refer the interim between the customer and the organisation in which the organisation used to use the products, and unique experiences to the customers which are distinct from customers services (Aswin, 2007). For example, the Azzi’s Cupcakes usually prefer to maintain a brand with intensive care for the customer needs and interest. Thus the organisation is much more able to obtain operating excellence. The different dimension of customer experience within the customer satisfaction, service eve, customers value measures, supply chain management, awareness, discovery, advocacy, providing relevant information etc ( Mathews, 2019).
In the contest of Azzi’s Cupcakes, the decision maker can utilize digital technology for maintaining a direct relationship with the customers. The organisation can now use email, SMS, use of operations within marketing software, database management system for the organisation to handle the customer for example, Azzi,s cupcakes, within maintain a larger customer database in order to understand the customer / needs from this we are now the trend of the market within orders to survive within the competition.
[bookmark: _Toc7026605]Advantages and Disadvantages of CRM
Advantages- there are specific advantages to maintaining customer relationship management. Some of the advantages are as mentioned below-
· The organisation can easily maintain good communication with the customers
· The organisation can create a large customer base (Aswin, 2007)
· Create customers experiences through the products and services
Disadvantages- to maintain customer relationship management is not free from the negative aspects which are mentioned below- 
· Maintaining the customer relationship is much more costly
· The organisation becomes more complex for the decision makers due to the implication of CRM
· The organisation often need to open a new vendor and employee extra personnel for this purpose (Gata, 2019). 
[bookmark: _Toc7026606]Customer services Strategies
The different organisation that uses different customer service strategies for developing and creating customer experience within the organisations. for example,  Azzi’s Cupcakes use the low pricing strategies and the fast mover strategies in order to hold, create and retain the customer for the organisation. Within the low price strategy, the organisation usually provide the services at a cheaper cost and within the fast moving strategy the organisation innovate the newer products and services that will enable the competitors to capture a larger customer base. For example, Azzi’s Cupcakes provide up to 25% discount on special occasions and loyalty cards for returning customer with a reward for every time you shop with them ( Gata, 2019). 
Customer strategy can create the customer experience to a great extent by motivating, inspire, and satisfy the customer as a whole. The fast mover strategy can is designed in order to meet the customer needs and expectations by innovating and designing the new goods and services for the organisations. thus the application of new strategy can be created and maintained by customer experience by providing the goods according to the needs and expectations of the customers and making the customers happier within the organisation (Devid, 2019).
[bookmark: _Toc7026607]Recommendations 

For the improvements of the organisation performance, for Azzi’s Cupcakes can follow the following recommendation for the improvements for the overall service to insure that they satisfy the customer needs and expectations. Some of the recommendations are as below-
1) The organisation needs to provide its employee with adequate training and development initiatives (Mathews, 2019)
2) The organisation required to form and maintain a separate case for research and development and innovation of newer products and services.
3) Customers should be given prime concern eventually above the profits of the organisations .
4) The more advancement in modern technology should be adapted
5) There needed is for more capable personnel for operating and maintain the core technology for the organisation .
6) Customer feedback should be properly considered at the time of decision making.
















[bookmark: _Toc7026608]Conclusion

The use of modern technology has made the organisation more complex and it has made it more easier for when it comes to decision makers / making. Hence the executive is also required to focus on the factor that is for the years for the success of the organisation. Nailing the most successful organisations it has been finding out that the organisation that has. Been giving most of its priority to its customers they are more likely to be able to successfully sustaining within the market competitions (Wisee, 2019). For this reason, the customer has become so much important to understand properly. For making a profitable customer relationship the organisation needed to understand the customer we providing the necessaries according to their need and expectations. To ensure the fun engagement of the customer's organisation such as Azzi’s Cupcakes is required to reform the operation and provide an environment to create an environment where the customer fee to have the organisation as their own (Devid, 2019). For the improvements of the organisation performance, the Azzi’s Cupcakes can follow the following recommendation for the improvements of the overall service to satisfy the customer needs and expectations. The organisation needs to provide its employee with adequate training and development initiatives.
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