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The success of the company is totally dependent over the performance of the company and the ability 0of the company to satisfy the consumer. This is majorly because of the fact that the consumer is treated as the king of the market and if the consumer will not be satisfied then the product and services of the company will not be liked by the consumers. Thus, the present report outlined that fact that managing consumer experience is the most important strategy for Toyota in dealing with the problem of quality of the product. This is majorly because of the fact that if the quality will be good then the consumer will be attracted towards the company and this will increase the profitability of company. The present report highlighted the different factor which hampers the experience of consumer and these are like quality of product, high competition and many others. 
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INTRODUCTION
The consumers are treated as the king of the market and because of this reason the company has to keep a special check over the needs and requirement of the consumer to a great extent. This is majorly because of the reason that if the consumer will not be satisfied by the product and services of the company then they will not be buying the goods and services (Lemon and Verhoef, 2016). Thus, managing the customer experience is the most important thing for the company to get successful. Thus, the present report is based over the company Toyota and the case study of the quality issue which was faced by the consumer relating to the quality of the goods and services. The Toyota is a Japanese multinational manufacturer of automotive industry which was founded by Kiichiro Toyoda in the year 1937. The present report will discuss about the factors which influences the ability of the company to maximise the consumer value. Also it will discuss about the different system which will support the company in managing the quality process and to provide an understanding of the extent up to which the system of managing quality and consumers 
[bookmark: _Toc41257938]MAIN BODY
Overview of Case study
Toyota is automobile producing and manufacturing firm and seen good amount of the success in the initial and long period of time for the quality of the product which are produced by the company in the long run. This is not the case in the recent time, as it has seen that organization has seen good sort of customer complaint in the market due to degrading quality of the company product. This has impacted the customer value for the company in the long run and also has created good sort of the impact on the operation of the business as organization has called good amount of the car back to the organization to have a quality check of all the product of the company before presenting them to customer in the market.
[bookmark: _Toc41257939]Critically analyse the factors that influence your organisations ability to maximise customer value.
For the company to be successful in this highly competitive world it is very essential for the companies to keep the consumer of company fully satisfied and happy (Melero, Sese and Verhoef, 2016). This is majorly because of the reason that if the consumer will not be happy then the company will not be able to earn a good amount of profit and increase the market share. This is majorly due to the fact that if the consumer will not be satisfied with the product and services of the company then they will not purchase it. When the consumer will not purchase it then the sales of the company will decrease and thus this will result in the decrease in the profitability of the company and the position within the highly competitive market. Thus, it is very essential for the company to keep the consumer satisfied and happy with the services of company. But in this path there are some of the factors which affect the company in managing the experience and value of the consumer towards the company and its product and services. There are many different factors which have contributed very positively in reducing the amount of the customer value in the organization. Some of the factor are as follows:
Quality of the product: It is the first and foremost thing which has contributed very adversely in the organization, as it has been analysed that quality of the product has been reduced or the there was no proper application through which organization was checking the quality of the product in the market, this has eventually impacted the customer value of the company in the long run (Schilling and Neubauer, 2017). There were many sub aspect of the quality which has contributed very positively some of them are as follows:
· Safety: It is the first thing in the quality which was not adopted by the different customer in the market, as it was found that all the customer in the market was having the problem with the safety of the company product, as it was find out that the Air bag and the assecories which was there in the car was not that up to the mark, this has eventually created the variety of the problem for the company in managing good customer value in the organization. Reason behind same is that all the consumer generally used to check the safety aspect of the prduct before deciding the to have a product of company.
· Comfort level: It is another aspect of the company product which was not up to the mark in the organization, as it has been find out that quality of the seats or comfort level which is provided by the company is not up to the mark this has created the variety of the issue for the organization in context of maintaining the customer value by the product which is being offer by the company in the market. As all the customer always look for the comfortable seat at the time of making up their mind to purchase any car or automobile vehicle.
Customer Care: It is another aspect which has reduced the amount of the customer value in the organization, as it has been seen that all the consumer in the market always look for the solution of the different issue which is being faced by them with the product of the company. For the same reason all the customer generally look for the customer care provider of the company but it is the aspect which is that great of the company as customer care department of the company is not able to satisfy all the need of the consumer in the market, this has eventually created a variety of the uncertainty in the mind of the consumer as a result all the company started looking at the other company option which are available in front of them (Mitra, 2016). As it was found that Toyota was having very less customer care store and also customer care executive was not that trained to solve the variety of the issue which is being faced by the company in the long run this has eventually created the variety of the issue for the company in retaining the good amount of the customer value in the organization. There are many different toll free number which used to provide good amount of customer service but in the case of the automobile vehicle all the customer generally preferred a practical demo. So lack of employee training in regards of the same and also not using good sort of the CRM software in the organization has created the variety of the issue and given rise to the problem of reducing the amount of the customer value in the long run of organizational operation (Kumar and Reinartz, 2016).
	Competition: It is another reason which has contributed very positively toward reducing the amount of the customer value in the organization. As it has been identified that there are many different type of the organization who used to offer the variety of different type of the product with new feature in the same, this has eventually resulted in reducing the customer interest toward the product as all the customer are more attracted toward the product of the competitor in the organization , this has eventually reduced the amount of the customer value in the market. As it has been seen that in the initial stage of organization incorporation there were many less number of the car producer in the market, it has eventually help the company in attracting the customer and retaining the customer value by providing good value product to them in the market (Sheth, 2019). This is not the same in the current scenario as there are many different type of the car manufacturer in the market who used to provide the variety of the different type of product and also used to provide the innovative product in the market, this eventually used to create the variety of the issue in context of maintaining the customer value in the market. As it has been find out that there are less number of innovative product of the company to attract the consumer toward the same. 
After sales service: this is also an important factor which affects the working of the company in order to attract and satisfy the consumers to a great extent (Zhang and et.al., 2017). This is majorly because of the reason that after sale service is the facility which is being provided by the company to the consumer in order to solve the entire problem which the consumer faces after the buying of the product. When the consumer purchases the vehicle then there are some or the other thing which the consumer may face in order to use the product or the service. Thus, for this reason the after sales service facility by the company is used by the consumer in order to get their query solved to a great extent. This is also a major factor in decreasing the value of the consumer as when the after sale service is not good by the company then the consumer are not satisfied by the product and service of the company. Thus, this discourages the consumer to not purchase the goods and services of the company, also, when the consumer is dissatisfied then the consumer also suggest the other people as well to not buy the product and services of the company. Thus, because of this the number of consumer is decreased of the company to a great extent and the profitability for the company is also affected to a great extent. 
Hence, if Toyota wants to increase the number of consumer and the value of consumer then they have to provide for better after sales service (Yohn, 2016). This is majorly because of the reason that this will attract the consumer and they will buy the goods and services of the company in large numbers. Thus, this will result in the increase in the sales and the income of the company which will resultantly increase the profitability and productivity of the company to a great extent. 
Less amount of Innovation: this is another major important factor which reduces the customer value to a great extent. This is majorly because of the reason that if the innovation and creativity is not there in the product and services of the company then the consumer will not get attracted towards the goods and services of the company. Hence, this will result in the decrease in the value of the consumer and as well as the number of the consumers. This is majorly because of the fact that if the company does not produce the goods and services in accordance with the latest trends and requirement and demand of the consumer then the consumer wills not like this and they will not use the goods and services of the company to a great extent. Thus, this will reduce the image of the company in the eyes of the consumers and they will not prefer the product and services of the company with great ease (Grewal and et.al., 2017). This is majorly because of the fact that the current world is dynamic and full of frequent changes in the environment and the trends going among the consumer and within the society. Thus, for getting success it is very essential for Toyota to take into consideration all these latest changes and trends. Thus, because of this reason only the company bring back all its vehicles from the market when they come to know that there is some issue in the quality of the goods and services of the company (Jain, Aagja and Bagdare, 2017). Thus, for this reason it is very essential for company to continuously study for the changes taking place in the dynamic environment. Hence this will assist the company to understand the requirement of the consumer to a great extent and this will help the company in growing the business to a great extent. Thus, the innovation and creativity is a key which assist the company in attracting more of the consumer and this will increase the value among the consumer for the company and its product and services. Thus, for indulging in innovation and creativity the most important thing is to conduct the time to time market research and this will help the company in attaining high success. This is majorly because of the fact that when the company will conduct the market research then the company will come to know that what are the latest things going in the market and what the consumer are requiring or demanding. Thus, this will help the company in knowing that in which technology they have to invest the money and how it will be converted in the innovation and creativity to attract more of the consumer. 
[bookmark: _Toc41257940]Various system which support quality process and extent to which these system are effective in meeting consumer requirement
From the above discussion it is clear that it is very essential for the company to invest in techniques and methods which assist in increasing and enhancing the experience of the consumer with the company. This is majorly because of the fact that if the consumer will not be satisfied then the company will not be able to manage the business of the company and this will affect the profitability and productivity of the company to a great extent. Also the competition within this highly competitive market is very high and it is very essential for Toyota to manage and fact the high and intense competition. 
This is due to the fact that there are many different companies which deal in same or identical business and because of this the consumer has many different options and choices to select from and to be the best it is necessary that the company satisfies the need and demand of each and every consumer to a great extent. Thus, in this the major thing to be focused is the quality of the goods and services (Homburg, Jozić and Kuehnl, 2017). This is majorly because of the fact that when there are many different companies dealing in same product then the only differentiating basis is the quality of the product and this need to be focused with great importance. Hence, for this there are many different system for managing the quality of goods and services by Toyota and these are as follows-
Total quality management- the total quality management is a system which assists the company in managing the quality of the goods and services and the whole process of the company through which goods and services are prepared (Kandampully, Zhang and Jaakkola, 2018). This is a technique which is mainly consumer focused and aims at involving all the employees within the process of continuous improvement of the product and services. This is a technique which includes eight different principles of managing of the quality and these are consumer focused, complete involvement of employees, process centred, integrated system, strategic and systematic approach of work, continuous improvement, fact and information based decision making and the effective communication. If all these things will be included in the process of quality management then the company will be successful in managing the quality as per the requirement of the consumers.  All the eight principles make sure that the overall business is taken into consideration for the overall development of the company. Thus, this will assist Toyota in managing the quality of the company as the quality improvement will attract the consumer in more effective and efficient manner. This is majorly because of the reason that with help of technique of TQM all the different aspect of the company are included in the development and growth of the company and this will assist the consumer in getting more attracted towards the company as the whole company has increased its performance and quality standards. 
Continuous improvement process- this is yet another important measure which is being used by Toyota in order to manage the quality of the company and the goods and services being produced by the company. Under this method or system the company continuously makes the plan for the changes taking place in the dynamic and frequently changing business environment. This is majorly because of the reason that when the company takes into consideration all the latest changes then the consumer are more attracted and influenced to make the use of those goods and services (Lo, 2020). Thus, this will help the company in looking for the latest changes in the trends and preference of the consumer and then to implement those in the production process of cars. Thus, this was the only system through which the company get to know that the quality of the cars was not appropriate and this resulted in company taking back all the cars from the market. Then in accordance with the latest methods and techniques going on in the market the quality of the cars are improved and then again marketed in the highly competitive market. Also, for this the use of another technology that is digital marketing technology was used in order to improve the market of the company among the consumers (Lipkin, 2016). 
Benchmarking- this is yet another major important technique which is very much helpful in managing the quality and related aspect of the company and the goods and services of the company. This is majorly because of the reason that benchmarking is a technique in which the company compares the performance of the company with either the other company or with its past performance only. This is a good technique for the company in order to manage the quality and the performance of the company. This is majorly because of the reason that when Toyota will compare the performance of the company with that of the competitors within the industry then the company will come to know that where the company is standing in the highly competitive market (He and et.al., 2016). Also, with this comparison Toyota will come to know about the strategies of competitors and the reason that why they are successful. Thus, this will be very beneficial for the company as they will come to know that what corrective actions they can take in order to manage the quality and performance and productivity of the company in comparison with the other competitors. Thus, this will help the company in assessing their position in the highly competitive market. Also, this technique can also be used by the company in order to compare its own performance with the past records and performance. This is basically because of the reason that if the company is having good performance in past then the company can currently also use those strategies and try to improve the performance of the company in the company in the current business world. Also, the company will get to know about the current position in comparison with the past performance and this will assist the company in regaining its original quality and performance level to a great extent. 
Performance review- this is another major practice of improving the quality of the product and services of the company. Under this technique the company will make use of the reviews which they will take from the workers and employees working within the company. This is majorly because of the reason that the employees and workers of the company are the one who actually work on the company and its production process (Bilgihan, Kandampully and Zhang, 2016). Thus, if they will find any issue or problem in the production process then they provide their review to the company and the top management so that these changes can be implemented within the company. Thus, this will assist the company in gaining the knowledge of the changes which are required to be made in the company and this will improve the performance of the company to a great extent (McLean, 2017). Thus, this will assist the company in managing the business in good and effective manner so that the company will improve the working of the company is improved in managing the quality of the company. 
Consumer feedback- this is another major important technique in order to manage the performance and quality of the goods and services of the company. This is majorly because of the reason that the consumers are the people who actually uses or consumes the goods and services of the company. Thus, if the consumer will not like the goods of the company then the company will not be able to grab the value of the consumers and their importance. This is so when the thing is consumed then only the flaws and the problem in it can be analysed by the users. Thus, the consumers are the only people who can actually access that what are the issues within the cars and other vehicles of the company (Sigala, 2018). Thus, this is a great tool in managing the quality of the company. This is so because when the consumer shares the views and experience of themselves with the company then only the company will come to know that in which areas they are facing problem and then the company can try to rectify the problem of the consumers. Thus, this will assist the company in developing the different strategies which will assist the company in making or addressing the problems being faced and shared by the consumer to a great extent. 
	Hence the use of all these system and techniques of assessing the quality and performance of the company are very helpful for the company. All these techniques are very effective for Toyota as this will assist the company in managing the product and service of the company in good and attractive manner. Thus, all these different methods are very much effective as first thing which is good is that the goodwill of the company will increase. This is majorly because of the reason that when the company will take steps in satisfying the need of the consumer and make them happy then this will increase the goodwill of the company to a great extent. Thus, this will also result in the increase in the market share of the company (Adhikari and Bhattacharya, 2016). As a result of this the the profits and revenue of the company will also increase which in turn will increase the overall development of the company. In the same manner it can be said that all these different system of managing quality are very helpful of the company in managing it position within the highly competitive market. 
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From all the above discussion it is clear that the managing and increasing the experience of the consumer is very essential for the company as this will increase the position of the company to a great extent. This is majorly due to the fact that when the consumer will not be satisfied then the company will not be able to manage its market position and increase the sales and revenue of the company. The present study stated that there are many different factors which hamper the company in attaining the values of consumer which are like quality, innovation and creativity, after sales services and many others. In addition to this the report also listed out some of the system which can help the company in increasing its performance which are like TQM, consumer feedback, benchmarking and many other system. 
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