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[bookmark: _Toc98862438]Introduction
Customer Experience plays an important part in making certain that the company is able to successfully gain profit in the marketplace. The company needs to make certain that the consumers are provided with a user-friendly experience to ensure the satisfaction among the clients. The satisfaction among the clients regarding the offering of the services and products offered by the organisation aids in making certain that the company is able to successfully gain profit and penetrate the marketplace. The report will comprise the different aspects related to the consumer experience and the importance of consumer experience in the smartphone market.  The current themes in the market of smartphones will be explained and analysed. The impact of the current theme in the experience of the consumer will also be provided. As the benefits provided to the consumers through the means of the products affect the buying behaviour of the consumer in a great way the different important aspects related to the buying behaviour will also be provided. The counsure touchpoints will be explained with the way in which it affects the purchasing of a service, or a product. The quality models associated with customer relationship management and the concept of quality will also be discussed in a detailed view. The different ways in which the quality of the service or the product will aid in improving the relationship between the consumers and the company will be explained in a critical discussion. 



[bookmark: _Toc98862439]“Investigate the current themes of Apple (Smart Phone) Company and how it impacts on customer experience.”

“Customer Touch points”: A Consumer touch point refers to the interaction with the clients by the company. The interaction of the company and the clients makes certain that the clients are provided with the necessary details regarding the different ways in which the needs and requirements of the consumer are fulfilled by the servicer or the product offered by the organisation. In terms of Apple, the consumer touch points have aided the organisation in further enhancing the consumer experience. The enhanced consumer satisfaction further has resulted in an increase in the consumers’ reaction towards the services and products offered by the company Apple (Bascur et al., 2018). The increased attraction of the consumers has resulted in an increase in the profitability earned by the organisation in the marketplace. As if the consumers are satisfied with the organisation, then the company will be able to successfully generate sales in the marketplace. This also has aided by providing the organisation with the support on meeting the organisational goal. The development of the “consumer touch points” makes certain that the company is able to successfully get a better understanding of the buying behaviour of the clients. The understanding of the buying behaviours of the clients aids in the development of different strategies which can help the company in making certain that the organisation Apple is able to successfully attract and retain consumers. Retaining of the consumers is also highly supported by the consumer touch points which are very important as it helps in the creation of a loyal consumer base. The p[rwesece of a loyal consumer base aids in making sure that the company is able to successfully gain profit in the marketplace as there is a mindset among the consumers of a better brand in comparison to others (De Keyser et al., 2020). The company Apple has also been able to successfully satisfy the needs and requirements of the consumers for a long period of time which has also actively supported the creation of a loyal consumer base which makes certain that the organisation is able to successfully develop and meet the organisational goal. 
“Customer Experience and Brand Experience”: Customer and Brand Experience plays an important role in the effective functioning of the organisation in the market. Customer experience refers to the level of satisfaction or the fulfilment of the needs of the consumers through their means of the product or service provided by the organisation. If the consumers have a good user experience with the product of the service, this will make certain that the consumers are attracted towards the other offerings of the consumers as due to the creation of a loyal consumer base. In the case of Apple, the company has successfully provided the best user experience to the clients in comparison to the other smartphone companies (Lee et al., 2018). The company has also actively participated in providing the consumers with the best security of the data regarding the privacy of the data stored by the clients in the smartphone. The data security provided by the company Apple has also aided the company in further enhancing the brand experience among the consumers. The security of the data provided by the company Apple has aided the company in successfully attracting clients toward the services and products supplied by the company. The satisfaction and successful attraction to the consumers have aided in making certain that the company is able to successfully develop and grow according to the need of meeting the organisational goal. If the consumers are attracted towards the company, then the number of potential consumers for the organisation also increases. The number of potential consumers for the company Apple has been successfully increased with the enhanced user experience and the unique feature provided by the organisation to the clients (Zha et al., 2020). The increase in the number of potential consumers has resulted in a rise in the sales generated by the organisation Apple in the market. The increased customer satisfaction further has created an opportunity for the organisation to develop and increase its operations. The further development of the organisation and its operations can further make certain that the company will be able to successfully generate profit in the market which also increases the chances of development of the organisation. 

“Discuss CRM policies of Apple and how it impacts customers”
 Apple has been providing clients with different benefits through the means of the products and services offered by the organisation. The benefits provided to consumers results in an increase in satisfaction among the clients. The satisfaction of the clients makes certain that the company is able to successfully attract and retain the clients. The company has been providing the consumer with smartphones that provide the best security of the client’s data. All the other smartphones also provide the feature but in comparison, the quality of the security provided by Apple is better than the other companies in the marketplace. The uniqueness highlighted by the product of the company Apple has made sure that the company is able to successfully attract consumers. The attraction of the clients in the organisation has ensured that the company is able to successfully gain profit in the market (Sibyd George, 2022). Though the company operates with a high pricing strategy the focus of the company is on the high-priced market segment. The company needs to successfully show the various benefits offered by the products of the company. The main reason for the sale of the smartphone offered by the company is the security it provides and the quality of the product. The product offered by the company Apple is of high quality which ensures satisfaction among the clients. If the quality of the services and products does not meet the expectations of the clients, then it could result in dissatisfaction among the clients. The price of dissatisfaction among the clients will result in a decrease in the attraction of the clients. The decreased attraction of the clients towards the services and products offered means that the company will not be able to successfully gain profit in the marketplace. As the company will fail to generate sales in the market the overall functional capability of the organisation will be decreased. As there are many replacements in the market which provide other better features in comparison to the company Apple (Baker and Donthu, 2021). The uniqueness offered by the organisation regarding the safety and security of the data of the clients has also acted as the best attraction from the clients. The successful attractions of the clients have ensured the profitability of the company but if the consumers are not satisfied by the organisation the overall profit earned by the organisation in the marketplace will be decreased. The decrease in the profitability earned by the company in the marketplace will further decree the functional efficiency of the organisation in the marketplace which further can result in the decline of sales and profitability earned by the company in the marketplace. The decline in the quality of the product will also result in an impact on the brand image of the company Apple which has been built over time since the Apple company has been functioning in the marketplace. 
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“First discuss what quality is and its components”
The satisfaction of the consumers is an important aspect in the efficient functioning of the business. As the consumers need to pay a price for the services and products, they are made available from the company. The consumers need to be satisfied by the product and services as they pay the price for the offering of the organisation. As the company Apple operates in the high pricing segment of the marketplace the company needs to provide the consumers with the best quality of products and services due to the high competition in the smart phone market in the present market (Jeddi et al., 2020). As there are many companies which currently operate with smartphones in the marketplace. The company Apple news to be able to successfully present the ways in which the product and offering of the company is superior in comparison to the other products that are available in the marketplace. The components of the quality in context to the business can further be divided into several categories (Lie et al., 2019). Quality Planning, Quality Assurance, Quality Improvement, and Quality control. The effective fulfilment of the different categories results in a significant increase in the satisfaction of the clients as the quality of the product is maintained. The increased quality of the product aids in successfully boosting satisfaction among the clients. 
“Critically analyse two quality models / theories that may assist in improving the customer relationship management (CRM) of an organisation”
The consumer relationship can be managed with the use of various models. The model provides support in getting a better understanding of the different aspects related to the improvement of the relationship it refers to the process between the clients and the organisation. The two models which can make certain that there is betterment in the relationship between the clients and the organisation are the IDIC model and the QCI model. 
IDIC Model
The IDIC model of management of the consumer relationship mainly comprises the four different aspects: Identification, Differentiation, Interaction, and Customisation. 
Identification: it refers to the process of identifying the requirements and needs of the consumers. The identification of the different needs and requirements of the clients’ aids in making certain that the organisation or the company is capable of successfully providing satisfaction to the clients by making sure that the products are in accordance with the specifications of the clients (Nicolescu, 2022).
Differentiation: it refers to the process of distinguishing the clients on a different basis. The differentiation aids in making certain that the number of loyal consumers is identified in an effective manner. The identification of loyal consumers helps in making sure that the organisation is provided with different opportunities which also increases the efficiency as well as the performance of the organisation.
Interaction: Interaction with the consumer's is an important aspect in successfully satisfying the needs and requirements of the clients. The interaction makes certain that the different problems faced by the clients are resolved in an effective manner. The introduction of the service provider and the clients also makes certain that the clients are provided with the necessary support and also that the demands of the clients are fulfilled (Davydov et al., 2020). These further aids in making sure that the clients are satisfied with the services and products of the organisation. 
Customisation: it refers to the change in the product for the necessary headings in regard to the needs identified by the consumers. The change or the customisation of the product in accordance with the needs and requirements of the clients makes certain that the organisation is able to successfully fulfil the Expectations of the clients.
QCI model
The model mainly states that the consumers can be retained as well as required in accordance with the functioning of the business and also satisfaction of the consumers. The model mainly focuses on the effective management of the clients. The model consists of eight elements: analysis and planning, proposition, information technology, process management, consumer experience, measurement of effect and people and organisation. 
Planning and Analysis: This refers to the analysis done for understanding consumer behaviour. The understanding of consumer behaviour helps in the creation of the value of the organisation (Head et al., 2018). Further, the strategies are formulated according to the consumer behaviour in the necessity of the company to gain.
Information technology: this further includes the process of retrieving the data of the consumers. Technology further assists in successfully delivering critical information regarding the consumers’ data.
Proposition: this refers to the process that can attract new consumers in accordance with the identification of the needs and requirements of the consumers. The process further aids in increasing the consumer's experience. The increased consumer experience then helps in successfully attracting the consumers towards the products offered by the company.
Organisation and people: this refers to the relationships of the service providers and the clients. This further involves the process of managing the request of the consumer's different problems. The process further increases the efficiency of the information gained regarding the needs of the consumers.
Process management: process management refers to the process of managing the different aspects in between the buying and selling process. Different aspects include marketing, support services and sales. Functioning of the different aspects in an effective manner will make certain that the organisation is able to successfully satisfy the clients.
Customer management activities: these activities include the process from targeting to the retention of the clients. The company successfully needs to target the custom customers according to the identified needs of the consumers (Miremadi and Ghanadiof, 2021). The organisation needs to show the different ways in which the product successfully fulfils the needs and requirements of the clients. The organisation also needs to provide the clients with a sufficient amount of satisfaction for the retention of the clients.
Customer experience: it refers to the process of the measurement of the satisfaction level of the clients.
Measurement of effect: this further includes the process of managing the consumers in an effective manner. The measurement of the satisfaction of the clients helps in the continuous development of the process involved.


[bookmark: _Toc98862441]Conclusions
The report revolves around the different aspects related to the consumer experience and the importance of providing better consumer experience. The different benefits enjoyed by the organisation by providing the appropriate consumer experience has also been provided. The sustainability practices in the organisation aids in making certain that the company is able to successfully provide the consumers with the benefits regarding the price paid by the consumer for the service or the product offered by the company. The satisfaction of the clients results in an increase in the overall profitability earned by the company in the marketplace. The satisfaction of the clients also results in the betterment of the relationship between the clients and the service providers. The betterment in the relation of the service providers and the clients results in an increase in the brand image of the organisation. This further helps the company in making certain that the company is able to successfully gain profit in the market by generating maximum sales. 


[bookmark: _Toc98862442]Recommendations
To successfully make sure that there is a presence of continuous development or betterment in the relation of the service provider and the clients the company needs to make certain that the clients are provided with the high quality of products and services. The quality of the services and products offered by the company plays an important role in determining the profitability of the company. As if the clients are satisfied by the services and products provided by the organisation then the relation between the clients and the consumers is automatically increased. The company needs to make certain that the company successfully provides the offerings according to the price paid by the clients for the service or product that is offered by the organisation. For the further improvement of the relation of the company and the clients the company Apple can further increase the efficiency of the security provided by the organisation to the data of the clients. The fulfilment of the needs and requirements of the clients will aid in making sure that the company Apple is able to successfully develop a relationship of trust between the clients and the organisation. The company can also increase the interactions with the consumers for the betterment of the relations of the company and its clients. The presence of interaction between the clients and the service providers will aid in making sure that the company is able to successfully provide the clients with the services and the products according to their needs and requirements. The interaction with the clients also makes certain that the organisation is able to successfully provide support to the clients on the aspect where the client faces difficulties. This further aids in increasing the satisfaction among the clients. 
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