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KFC is a fast food company that opened its first franchised in the United States in a city called Utah in the year 1952 (Biography, 2019).
KFC was established by a man called Colonel Harland Sanders, He started selling chicken from his hometown restaurant in Corbin (En.wikipedia.org, 2019).
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Colonel Harland Sanders was born in the year 1890 on 9th September in Henryville Indiana. Colonel was very young, 6 years old, when his father passed away. Colonel then had much larger responsibilities, to look after his younger siblings.
Around the age of 10 years, Colonel had many jobs, these included in being a farmer to becoming a streetcar conductor as well as an insurance company salesman, also as a fireman.
When Colonel was 40 years old he had already been running a Kentucky at a service station, as a good gesture he used to give food to the hungry walking by. In 1964, there were 600 different outlets between Canada and the United States (Biography, 2019).
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Sanders would travel to different KFC stores around the world, representing his businesses. The business now has more than 13 thousand restaurants over 80 different regional countries. Sadly, passed away in Louisville, at the age of 90, on the 6th of December 1980 due to the illness of leukaemia (gulam21gaus, 2019).
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Like many businesses, KFC also required a huge amount of money to start a business. In July 2015, KFC charged its operation an $45,000 franchise fee.
During the end of the year 2018, there were 23,000 KFC franchises in 119 different Countries across the world.

Colonel Harland Sanders also wanted to cut down the time on cooking chicken as he thought 30 minutes is quite a long time. Colonel then decided to use a pressure cooker which managed to reduce the cooking time with a perfect crispy chicken on the outside & soft chicken on the inside.
As I mentioned previously, Kentucky Fried Chicken opened the first branch in Utah in south Salt Lake, by a business man called Pete Harman, this also became the first franchise with 
Colonel Harland Sanders (Biography, 2019).

There has been another change in 1957, by Pete Harman, where another idea arose from a salesman who had some buckets but was unsure what to do with them. Pete Harman then thought of advertising the buckets filled with goods which sold at a price of $3.50.
In 1991, the name of the store was changed to a shorter version, KFC instead of Kentucky Fried Chicken. Using Kentucky as the company name means there would be a licence fee to pay therefore Colonel then saved money with other trades and not having to pay this fee. With an outstanding result, KFC has doubled its number of locations roughly every 3.9 years.

KFC is a fast food brand that serves delicious chicken which has a mouth-watering fragrance. 
It is also known that KFC is the world’s second largest Restaurant chain after Mc Donald’s.
Measured by sales, KFC has its own flavoured chicken which includes 11 herbs and spices,
from chicken burgers to chicken strips, crispy wings and many more on the menu, available to serve (Biography, 2019). 
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KFC has a variety number of products available for the consumers. There are over 30 different products, from breakfast menus to lunch, snack boxes, desserts, family meals and much more. KFC is known for its famous, tender, chicken and it has opened many branches to meet the needs of customers, all over the world (Heart of Codes, 2019).
KFC offers free home delivery from a food delivery company called ‘Uber Eats’. This is where customers will not need to come to it, but the chicken will go to them. This allows better service as more availability of the service and easier for the consumers.

KFC has followed marketing techniques such as Niche Marketing and Society Marketing.
KFC uses a geographic market to segment its products. These areas include; America, Asia, Middle East, Europe etc. the menu in each area is based on the needs of customers and it is accustomed to their regional favourites (Heart of Codes, 2019).
KFC’s marketing targets on various customers including vegetarian and non-vegetarian meals.  The three factors which they involve whilst marketing is; 
The size and growth of the segment, the structural attraction, the resources and company’s aims, these all help the strategy of the business and help to improve the sales. 
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The man that’s smiling on the KFC logo is the world’s greatest and the largest food chain globe is COLONEL SANDERS. The logo was made in the year 1952 and remains the same.
Colonel’s logo represents his KFC businesses, which is ongoing for many years (Anon, 2019).
The colour of the logo was a vibrant red colour, to give that eye catching appearance.
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Managing customer expectations can be difficult when you are a large leading restaurant, having to meet the needs of a large population, can be difficult. KFC have food products which are available for everyone; from kid’s meals, to family buckets, sides, snacks, variety box meals, beverages, desserts and much more. A variety of chicken products as well as other treats, catch the eyes of consumers. KFC is ready for their customers at any time of day; whether it is breakfast, lunch or supper. 
They recently created an app for smart phones, called ‘Colonel’s Club’ to connect with the ‘KFC COMMUNITY’ where everyone is able to share their views on the promotional meals and their opinions in general. This app allows for people to connect from all over the world, allowing KFC restaurants to read reviews and understand the expectations of customers. They can review the comments and create a better scene with the information. 

KFC is always looking for ways to complete customer satisfaction, therefore by spending £3 on anything in KFC allows you to collect stamps on the app, KFC are giving away free food and snacks as well as money off from certain meals. This is a bonus for the customers and many have returned more than twice for these offers. 

KFC analyse the food which consumers enjoy the most, whether it is a promotional product or not, and try and re-create it with other products. For example, KFC is an eye catcher for many people such as young children, teens, large families due to providing breakfast, lunch, and also dinner. It’s always looking out for customer’s satisfaction, they analyse what type of food customers like most. KFC also like to introduce a variety of new products to customers.
[bookmark: _Toc7730238]CUSTOMER VALUE

When building a business, the customer is always the main priority, as without them, the company will not succeed. They are the subjects which influence the way companies and businesses are run. Good management is essential also, knowledge on how to interest and interact customers effectively is important, this will allow to achieve profits and goals. 
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[bookmark: _Toc7730240]CRM	
A customer relationship Management is focusing on the customers’ needs as well as focusing on a relationship to manage the service. This is where customers are loyal within the service and they build a relationship based on the service or the people (employees of the company). As customers are an asset to the company, they are the main focus and changes are made around them to help benefit them as this will make a profile for the service/ business. If there is more demand of the business, it will usually be due to customers and this will then allow the business to understand what to manage and how this will benefit both parties. Information such as surveys and polls are used to predict and acknowledge the client’s behaviours, this can allow for recognising what needs to change and what should remain the same (Ott-inc.com, 2019).

CRM is there to ensure the customers are interacting with the service and are loyal to the business. An example for this would be the Colonel’s Club Card. Here this virtual app is something attracts the customers and makes them want to return. This is a technique used to understand the consumers and what they want as the company is able to see which order are more frequent, to keep on the permanent menu’s, which will allow consumers access to it all the time. This is a non-variable, new change which will allow the interaction of consumers.
CRM also needs to include training for staff, changing management when necessary, budgeting, providing new technology to help better the services for the benefit of the customers, staff and company/ franchise. There are also variable changes being made, to influence the relationships amongst customers and the company (Ott-inc.com, 2019). 
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The market is very competitive; therefore, the buyer needs to meet certain requirements in this relationship in order for the seller to agree to do business with them. They must have a strong connection while doing business with them. The buyer is the company who buys products from the suppliers (whom is the seller) and they are those who manufacture the materials for the buyer to sell in their retail. The relationship between the two can be long term or short term, where some businesses stay on for long term as they need to make regular purchases. There are both advantages and disadvantages in this relationship amongst the two; the short term agreements are those where the suppliers can be changed, as they may no longer require them, whereas long term agreements are due to the purchases need to be made, for both initial businesses to go far and prevent bankruptcy (Business Management, 2019). 

An example of this is; KFC being the buyer and their suppliers include over 2,000 farms, where they manufacture the chicken. They ensure the chicken us up to standards, following the Western Europe sourcing code of practice; this is where policies are included on the welfare of the chicken; which is done from the suppliers, to allow for the relationships between the two; to remain. Therefore, this will allow a continuation of the agreements, to benefit both businesses (KFC, 2019). 

Whilst in agreement to dealing with customers, it is important you meet the standards for customer expectations. This is to deliver the products on a positive insight and be able to keep the customer happy (McGovern, 2019). 
There are roughly 5 ways to manage customer expectations; this includes; 1. providing the consumer with more solutions; this will allow agreements to be more successful and finding ways to prevent issues. There will always be an issue arising when meeting the customer’s expectations and having solutions will be a fast way to overcome problems. 2. Be more reasonable, having values and procedures; this step will allow for more options for the customers when there is trust among the two organisations. Procedures allow for things to go the correct way, for the company, for its customers, the way the company would like things to go to plan. 3. Having clear timelines, this allows for everything to go in order, for the benefit of both companies. If there are errors which arise with the manufacturer, it is important for them to be truthful to the consumers; with honestly on when things will go back to normal. 4. Being realistic and positive; this allows for the consumers to be happy, in terms of their services, which will draw more attention and may lead to other potential customers. This will help the current clients as well as future ones when notifying them of when the problem will resolve.  5. Follow up; at this stage, observation and following up on what is taking place in the company is crucial. Clients will understand when businesses follow up on their experience, this shows the organisation cares, they want to ensure everything is going well and looking up to their standards (McGovern, 2019).  
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Every business needs to be practicing quality control. Being able to maintain the quality of work is very hard in a business because not every day is the same, there is always something different occurring and this is something which cannot be controlled as various customers come into the organisation every day, therefore the experiences will be different. The quality of the customer service amongst the customers can vary, as every staff may not excel the same experience (Business Research Guide, 2019). On the other hand, the products being sold in the business needs to meet the standards of the consumers otherwise there will be a loss. Quality control is a process which does not end at any time, this includes procedures from the manufacturing of the products to the selling of items. In order to keep consumers happy, attention to detail needs to be followed, this will ensure happy customers and returning customers as well. I will give an example of the business I have chosen for this report, KFC. KFC is known worldwide for their famous chicken. The chicken has specific 11 different herbs and spices added into them to make them as crispy and as delicious as it can be (Business Research Guide, 2019).

Quality control Management is very important in any business field, it is a key to a successful business and it is used to ensure a strong foundation for the company. Leadership is important in order to manage the business and the leader will then ensure there is a control technique standing, to help the organisation. This includes hiring qualified staff, in the field necessary to help benefit the business. There are the standard quality procedures which allows staff to recognise how to complete their daily tasks accurately. The benefits to having this, allows for the adaption of the employers and the employees to be able to manage the business, following procedures to maintain quality, as quality is definitely more important than quantity (Business Research Guide, 2019). 

Quality control is important whilst building a successful business, as well as maintaining one. The quality control methods help to meet customer expectations and allow for a smooth running of a business, this includes high productivity level (Smallbusiness.chron.com, 2019).

In addition, consistency is key in both big and small businesses; as if there are changes made within the products, it may not appeal to the customers, as it did before the change. Also, some people do not like change and if the organisation does make the changes, this will affect the business as a whole. An example of this in KFC is the change of the menu’s; firstly, the favourite original items on the menu changing, will have an impact on the customer volume, this may result in less customers, more complaints and angry customers who do not get what they come for. This will be the opposite of satisfaction and will not make profit. Having promotion items on the menu is however, good as this will make some customers eager to try new items of food, for example the Zinger Stacker burger; this promotion line was very famous and this lead to customers wanting more after the time of promotion was over.

Quality control is there to ensure safety as well as repetitive profits and earnings, this is done to keep the industry flowing. Cheaper deals available allows for more customers to enter and although the prices are low, they buy more than just the ‘offer’ item. In KFC they used to have the £5.99 bucket on Tuesdays for a certain period of time; this bucket consists of 9 pieces of chicken for a decent price. Their cheapest regular bucket in KFC is £9.99 where it has 6 pieces of chicken with four regular fries; therefore, the Tuesday deal is much better as it consists of more chicken for a cheaper price, this is a promotional offer (Mishra, 2019). Promotions are there to sell the products to the customers, showing the benefits of the company; attracting more customers as well as new customers (for those who have not tried the food in KFC), gain more profit, raise awareness, support the branding, in this case it is KFC (Mishra, 2019). Quality management focuses on quality planning; for inspections of the work, the progress of the work and stock transferring. 
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Reducing the wastage of products including food. When it comes to wastage, food is usually the first to go, depending on the time, day and season, it is still affected. Food need to be kept within certain temperature in order for it to remain fresh. Fast food is named this for that reason; for it to sell fast as well as for the consumers to eat it as soon as, while it is fresh. When the food has been cooked for a while, it will not remain fresh and it then needs to be thrown away (Wrap.org.uk, 2019).

KFC have come up with a solution for this, to decrease the wastage of food such as the chicken. In the year 2014, KFC had an approach to launch a donation scheme where their chicken; which was cooked; however, it was not used; is given to donation or to the local charity centres where people are able to eat. The food is not bad, but it is perfectly fine to eat. Due to certain standards; the food cooked needs to meet customer standards and the company realised, after it is cooked, there is a certain period of time until it cannot be sold as then it would not meet the needs of the customers. This is then gone into a waste box and at the end of the day; given to the local homeless shelters and other places; where people are in need of food.  In 2015, statistics show that the waste amount will reduce from 2.5% to 1.6% by the end of the year 2017 (Wrap.org.uk, 2019). On their website; they also have a link which says; ‘If you work with a local charity that might benefit from the KFC food donation programme, please contact us here’ with the contact information as shown in the image below. This will benefit the organisation as well as the people who are in need and reducing wastage of food, most of all. This will then not make the staff and organisation feel guilty of throwing away perfectly good food; as they know they are doing something much better which is something they can be proud of.
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(Image: (Wrap.org.uk, 2019))

KFC has regular checks carried out on the restaurant to meet the high standard for distinction in the need for customers. They also provide Colonel’s club card where customers can collect points which will be visual after 24hours of the purchase so they can use those points to get discount on food. These are included in the quality standards as they apply to the customers; they are focusing on the quality of the food as well as the service. Meeting the needs of the customers allow for more reviews, branding, promotions and other benefits (KFC, 2019).
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Many businesses follow similar methods to find out how their customers feel about them. This is usually done through surveys, these allow for consumers to give feedback about the company and it allows the business to better themselves, where necessary.  Surveys allow for the customers to fill in the pros and cons; and this would not be bias as it is open to the public, and not just a specific area of locality (KFC, 2019). 
Feedback is important, this is where clients can see certain flaws, the staff cannot and this will then allow them to fix and prevent for the next time the consumers enter the business. Surveys also allow for the people to give their opinions on what they feel is best and what is not. This would allow for more options and bring in ideas from the company, this benefits the needs of customers, staff and managers.

Recognition boards for staff, whether it is on display in the staff room, or the restaurant; it allows for the staff to feel proud of the effort they are putting into their work; this also includes being recognised for their hard work. Some businesses; customers give feedback or mention to the managers of how well the staff is and how they loved the service; this would lead to better things for the staff and the team in general as they will get good reviews online and feedback at the particular setting which will then lead to more customers (De Franzo, 2019). 
There can be another board where customers can write the staff name which will allow for better non bias information. This standard is there to motivate the staff and make others aware that they do have potential and not look down on staff; as some people do (De Franzo, 2019). 

[bookmark: _Toc7730246]Conclusion
This report shows how businesses incorporate with services in order to communicate with customers and the public. Engaging with customers allows for the business to grow, as understanding customers allows for the business to satisfy the consumers wants and needs. The report explains and portrays how feedback and complaints do have a positive role in the business; as it can allow for the staff to understand the service users. In addition; managing quality and having quality control within the organisation is very important; and it is part of the standards of the company. KFC is a fast moving business with millions of customers all over the world, they aim to keep all their customers happy as well as keep to their standards by following procedures and understanding complains; in order to rectify their mistakes. KFC as an organisation has their own charity scheme; which helps to prevent wastage of stock and keep others happy; to benefit those who are in need. This scheme is amazing as it helps more than just the company being in profit, it also unites the community as a whole. In addition; the customer relationship management method allows for the organisation and management to realise what the customers want and helps the relationship allows communication between the clients and establishment.  Understanding of the public and customers in a business will help the business to progress and achieve further. In higher achievement; there will be more profit and benefits for the establishment. This also allows to form a community within the public; which will lead to having loyal customers, increased sales and better advertisement through people and not just through the media.
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