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[bookmark: _Toc7718804]Introduction 
Customer service and the quality in which it can be provided has come a long way, in today’s society a happy customer is a valuable asset to the organisation and an organisation that does not value its customers is sure to fail. Even today there are organisations which do not provide a good customer service and it is the most neglected aspect by management as it is known to be very challenging (Businessballs, 2018). Today a lot of organisations change their ways and implement theories and other services based on what is trending and what the population at large are immersed in. 
Organisations target certain demographics such as teenagers as they are more into technology then other demographics. Unlike before technology is targeted at a more diverse audience because technology has become more mainstream and all sorts of people have technological devices in their homes, workplace as well as on them. Technology has come a long way and it is still developing. However, this continued development has caused people to adopt technology in their day to day life to a point where people have become easily dependent on it. What this all means is that there is a huge market for technology, as data by Statistica, a statistic website, states that there are now approximately 2.71 billion people in the world that own a smartphone (Statista, 2015)This allows there to be a huge market for technology as people as always looking for new products and to fix their old ones, which is why stores which sell, buy and repair technology are getting quite popular. For an organisation to satisfy a customer they need to be able to understand what if it that the customer needs. It is only when an organisation can truly understand their customers and provide great customer service that they will be able to utilise their customers as an asset that would allow the organisation to do well in the consumer market. 
A company called Samsung has created new and innovative phones time and time again leading it to be one of the most well-known technology company in today’s society. However, a very well-known phone of theirs, Samsung galaxy note 8 had a flaw which caused the phone to explode when it was put on charge and because of this a lot of customers were injured and some even sent to the hospital (Barrat, 2016). This made a lot of long-term customers of Samsung lose trust in the company as not only were the customers lives were put at risk but also the customers families and friends. Customer satisfaction only builds up when there is trust and once trust is lost it a lot harder to gain back. This is because after the exploding scandal, Samsung’s popularity began to suffer with as every year, the reputation of the 100 most visible companies in the US is ranked with Samsung’s ranking dropping from 7th in 2016 to 49th in 2017 right after the scandal occurred (Price, 2017). However, Samsung managed to fix its public image by with its new releases topping the rankings. This highlights that customer satisfaction is important for an organisation and if customer satisfaction is lost, it is best for an organisation to develop new strategies that would allow them to gain their customer’s trust back.
[bookmark: _Toc7718805]Personal Organisation
The store I work at is called Technological Advancement. It is a business that deals with selling, repairing and buying technology. People are always breaking their gadgets and some gadgets do not have a huge life span meaning that people are either always looking to fix their gadgets or to buy newer and better ones. My organisation deals with by repairing, selling and buying gadgets that people don’t need anymore. Customer satisfaction at this organisation is crucial because people leave their personal belonging in our trust which means that if any data is lost or damaged, it may have severe consequences on the organisation’s reputation. This requires giving the customers their gadget back safely in order to maintain loyalty and trust with the customers. Technological Advancement is an old store as everything needs to be written down on the journal and managed that way. This can delay customer service and at times it can cause mismanagement where problem solving may be elongated. Therefore, I have asked for an implementation of a computer-based managing system so that workflow is easier to manage and problem solving is a lot smoother for the goal of higher quality customer experience and satisfaction. Technology has gotten quite expensive over the years as the higher the quality the more the features the greater its demand. Therefore, selling and repairing shops have prospered and there are more customers than ever before. Management is crucial for a good customer experience. 
In this essay I will consider the implementation of a customer service area and a better management system, why valuing your customers is important, the impact they have on an organisation and the different theories that are implemented for a better customer business relationship.
[bookmark: _Toc7718806]Customer Value
Customer value refers to the level of customer satisfaction that a customer gets from an organisation. This is measured through the perceived benefit that they customer sees when they buy a product (Mansfield, 2018). This means that organisation can narrow down the interest of a certain demographic that they wish to target in hopes of gaining loyal customers. This means that customers help shape a business. From the beginning of trade and marketing, it always been about pleasing the masses which allows a business to grow as attracting more customers means attracting more funding. Technology is owned by nearly everyone today and with technology improving everyday so does the desire to obtain it. In the current society technology is a must have equipment and is used in every business all over the world ranging from mobile phone to highly advanced technology like the Hubble telescope. This means that there is a large market for customers to turn to which means that customer satisfaction becomes a priority for many organisations. My organisation hopes to achieve customer satisfaction by having new smartphones in our store so that technology lovers can rely in our store when they wish to test out new gadgets. 
There are many reasons why people want new technology, some of those reasons are:
· People able to connect with other people easily 
· Allows you to get access to the newest and latest features 
· Help make commute easier- easier to get an uber/tickets 
· Social media
· Helps make work easier (Tiwari, 2017)
· In terms of medicine, it can allow better care for patients 
· Technological advancement allows an advancement in other fields too 
In 2017 1.5 billion smart phones were sold worldwide (Nair, 2018) and this has only increased and will keep increasing in the coming years. Hence the number one focus of our store has been phones. My organisation looks to provide customers with best service that it can which is why the store has a separate team that was made just for improving a customer’s experience. Because smartphones are so popular now, customer satisfaction is even more important because if the customer’s loyalty or trust is lost, they can easily turn to other organisations.
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[bookmark: _GoBack]Customer centrality refers to the fact that customers are the centre of market strategy because an organisation needs to be able to understand their customers in order to gain their support and do well. “You do not control the success of your business. Your customer does” (Potich, 2018). If there isn’t effective marketing, it might target the wrong people which in turn will lead to difficulty in meeting the customers’ needs and it may even affect the quality and price of the product. It is important to understand a customer in order to ensure that an organisation is successful. My organisation does this making sure that the store has the technology that will be most popular among the customers. For example, iPhone and Samsung are the most popular brand of smartphone which means that it is important to sell them in our store. This is because not having them could make us lose customers who only buy these smartphones in turn causing the level of customer satisfaction to drop. This is why my organisation avoids this by making sure that the newest and most popular gadgets are sold in my organisation.
[bookmark: _Toc7718808]Customer Service
Customer service refers to not only good behaviour but the effectiveness in which a problem is solved; the employee must ensure that they have solved the customer’s problem effectively and efficiently. According to a research done by Dimensional research on mid-sized companies (Hyken, 2015) customer service was the number one factor affecting vendor trust. Customers were 42% more likely to purchase more products after they experienced a good service whereas 52% were likely to stop buying altogether after a bad customer service. Fast customer experience is a must especially when the store is full of customers. People want their problem solved as quickly as possible and just because it gets solved it does not mean it was a good service. Dimensional research also showed that 72% of the customers called bad customer service in which they had to explain their problem to multiple people to get it solved and 69% people said that they had a good service since their problem got solved quickly. A good customer service is something that is expected from a business and if they get the opposite of that it can deter them from coming back to the same store and not just that a customer can talk about their experience to other people deterring them too from the business, potentially losing future customers. This bad experience is not just told to people that are close by but can be put on social media and online sites for the whole world to see as shown by Dimension research 45% of customers shared their bad experience whereas only 30% shared their good experiences. 
The main reason our store focuses on great customer service is because it has a long-lasting impact on the customers. My organisation ensures that customer service is a priority, so customer’s problems are solved quickly. One way is that customers are asked to rate the service level and their satisfaction with their they way their problem was dealt with. This helps us understand what it is that customers like or dislike about my organisation through the feedback so that the employees can look to improve on their customer service skills. 
The store is focused on:
· Customer contact: engaging in conversations to build deeper relationships with customers.
· Reviews: Better development of techniques to help customers and improve upon products and marketing ability.
· Going beyond the product and helping customers based on their preference, their life style, their situation and using that info to get the best product.
· Learn from previous problems keep them in mind.
· Employees that have good interactions with customers. 
This leads to:
· Increase in experience for better handling of a customer’s problem
· Improvement in communication between employee and customer
· An improvement in customer experience
· An increase in productivity: A happy customer also makes the employees happy
· A faster, better and efficient customer service
As employees we are often told to make contact with the customers and help them in any way possible but in reality, a lot of the time customers just want to do some window shopping and just look around. They could be looking for future purchases or are there just to look around at all the different products available, being disturbed can at times leave a bad impression on customers. Talking to customers is always good but most of the time if a customer is in need of help they will look around or call for a staff member so that they may get help, just going up to everyone is never good customer service standing by and waiting for them to ask is good customer service. A lot of businesses invest their time and resources in online customer service and because of that there has been a decrease in good face to face customer services. According to an article by Spark Pay brands in the U.S. lose up to $41 Billion dollars and 65% of consumers have never come back to the same brand after a single experience of bad customer service. There are many ways in which businesses implement customer service having a well-trained staff to talk to customers face to face is one of them. This organisation prides itself in customer service but has trouble getting staff that can talk with their customers and answer their every question.
According to Dimensional Research (Hyken, 2015) customers were more likely to tell family, friends, and others about their bad experience then their good experiences. Customers were also more likely to share their bad experiences on social platforms and online review sites then their good experiences. 
According to Nordstrom’s notorious employee handbook their number one rule states that to deal with customers: Use best judgment in all situations. There will be no additional rules.
Most people tend to voice their opinion on social media and online and these days most of the people ask questions to companies online too mostly on social platforms, so businesses have to be extra careful because if it gets on the internet it is there for the whole world to see. In this regard this business uses a one stop model. A one stop model is where all the employees are fully trained and experienced to deal with almost all problems presented by the customers resolving them without passing it on to other people. This model provides the best and quickest way to resolve a customer’s problem as the problem does not have to be passed onto someone else and can be resolved by the person that has been told about the problem. This is an effective way to deal with problems presented by the customers as it gives the best and most effective resolution as quick as possible. According to article by Jay Baer 42% people that voice their problem through social media platform to businesses expect their problem to be resolved in 60 minutes which goes to show the increasing demand of fast service from business and in that aspect Technological Advances has done a good job of creating an online team of experts to combat problems given through online.  
One of the ways in which this business has gotten ahead of their competition is through marketing and doing business online. Customers expect ease of access of products and information regarding those products and the best way to do this is through online. A website is one of the easiest and best ways of providing information which is why mu organisation uses one so that business can be more active online. This is because people prefer making transactions via the easiest way possible instead of going to a store and waiting in line to order something. Transactions online usually take about 5-10 minutes depending on the type of transaction and as soon as it is processed the customer is sent an email confirming the purchase and the timing and date on which it will be readied. Online customer service may not look like much, but it is essential for the organisation because people like to order online now rather than having to travel to a store. Also, this is where most of the young generation will look to order a product and also where they will tell others about it through link sharing and screen shots, which is why it is essential to provide a good online experience to your customers.
A few ways in which to improve online customer service is by:
1. Knowing in what way customer might need your support. A good way this organisation can better serve their customers is by adding a few more services to help customers for example using a beacon which is a support widget that helps takes customers to a suitable page to help their query. 
2. Another way customer can be helped is by not dealing with their problems yourself. This means to have self-service so that customers do not have to go to the trouble of contacting someone in order for their problem to be resolved. For instance, Technology Advancement has a tab filled with frequently asked question which could help answer questions that a customer has without the hassle of having to contact the store. However, one way my organisation can improve their self-service would be through video tutorials answering people most asked question or talking about somethings such as gadget repair which can be done even from home. 
3. Increase knowledge of products so that the employees can answer questions straight away instead of having the customers wait for a reply for more than a few hours. 
4. One of the most important things required for a great customer service is a hardworking and active team. In Technology Advancement, employees are given a course on how to interact with customers the best way in order to make them feel comfortable.  
This business also provides delivery services for almost all products, but the delivery is limited to areas close to the store as delivery is done by store employees. This service has been good and has gotten great reviews. However, the issue with this is that it takes time for the product to arrive since the store is small and not a branch. Also, the same employees that work at the store are also the ones that must deliver which means that delivery can only be done locally. This means that employees or delivering service needs to be placed in order for my organisation’s product to reach more people. Delivered items are charged an extra fee of a few pounds and depending on the number of products being delivered that can increase as most products that are delivered tend to be gadgets that are fragile, and most shocks could potentially crack them. The customers may not appreciate having to pay extra for delivery along with the price of the product which means that the website and service might need more work.
[bookmark: _Toc7718809]Theories and Strategies that should be implemented into the organisation
There are many theories that are implemented in an organisation to help improve business, to increase its revenue and to gain customers. A lot of businesses focus on theories based on customer services where implementing them can help gain customers and their loyalty. 
Customer Service Theory
The customer service theory is used not just to serve and satisfy customers but also to retain customers. This theory focuses on the satisfaction of customers whereby gaining their loyalty as loyalty is the key to gain customers. If a business wants to be successful and prosper it needs to value its customers, focusing on the needs of their customers because if that is not done the customers will go elsewhere (Durden, 2018). 
In this theory there are five factors that lead to customer satisfaction:
1.	The business must be reliable and efficient in carrying out its services.
2.	The business must always work for the needs of the customers and becoming flexible to support their needs.
3.	The business is always confident and is effectively meeting the needs of the customers and keeping their word.
4.	Businesses and employees should not only look at customer for money but treat them nice and kindly creating relationships that are real and also to make customers feel welcomed.
5.	Business must look good not just by the quality of customer service, but it must be visually appealing to the customers. This can be done by making the place bright and making it comfortable for people not just for business but also to have a place to sit down while shopping or while doing business. 
CRM Strategy 
CRM stands for Customer relationship management and it’s a system which is used to collect customer data, and have it analysed for usage to improve customer service and to use the data to retain customers (Lund, 2018). CRM helps in collecting all the data between a business and a customer, this data includes things like:
1. Business website
2. Telephone Number 
3. Live chat feed
4. Email
5. Social media profile 
CRM can also be used to gain information on a customer that is calling about a previous problem or a customer that is a regular. CRM is vital to businesses as businesses acquire a great amount of data on a daily basis and a normal human being cannot look at every single customers data and remember it hence it is necessary to have such a software which can immediately bring up a customer’s data helping employees deal with their problem as quickly and effectively as possible. If CRM is not used such as is in older businesses, people’s data and potentially valuable information can get lost in a pile of papers never to be found again. My organisation, Technology Advancement, uses CRM strategy because it’s very helpful with sorting out customer’s problems. Also, it allows data for regular customers meaning that after one visit, data for a customer is stored so that the next time they wish to purchase or repair anything, they don’t have to waste time giving us all the details. However, data of a customer is only stored if we have the approval of the customer. This means that the customer decides whether they’d like their problem to be solved through an employee or an automated system online. However, a CRM strategy may be more affective on larger corporations because Technology Advancement is a local business, so customers are easy to remember without needing such an extensive system. 
A CRM system allows for all the data to be collected and poured into a central place from where everyone in the business can access the information, so if one of the staff members were helping a customer and had their shift ended another can carry on where they left as they would have all the information they need to help resolve the customers issue (Lund, 2018). With this system it is very easy to pick up where someone else left off as all data regarding the customer is instantly available, Data in this includes:
· All previous questions/requests
· Customers preferences 
· Previous orders/services 
· Contact details 
This means that any new information will be updated with each purchase that the customer makes. Also, it’s up to the customer whether the employees update their data, keep it or get rid of it. this is useful because any employee can easily access the data and use it to help the customer. 
All of this gives the businesses data for them to use to understand their customers better and to help them retain those customers potentially giving them another chance to do business with them.
Key features CRM provides:
· Sales forecasting: Gives a better view of the upcoming sales helping businesses to better plan their sales targets and other such things.  
· Instant messaging between employees: Quick and easy way of asking other colleagues for answer relating to a problem.
· Content and file sharing: All files and data can be shared amongst colleagues. 
· Email tracking: Connecting email with CRM system allows for easier access to customer details and contacts and calendars can be accessed through all devices.
· Analytics: Customisable data provided in meaningful ways
· Contact management: All information of customer available to access and update   
In today’s society customers have more demands as they wish for high quality products with a cheaper price while still provided with excellent customer service. As mentioned above in the article (Hyken, 2015) customers believe good customer service to be part of the deal no matter what the product. If the customer was not treated well it does not matter how good the product was, the business experience as that experience will be talked about to a lot of people potentially making a business lose some customers.
Hence why businesses use SERVQUAL (Service quality gap model) a model and its aim is to:
· To identify the gaps between customers’ expectations and the actual services provided at different stages of service delivery. 
· To close this gap and improve customer service 
This model was developed by Parasuraman, Zeithalm and Berry in 1985, this model talks about five different gaps (Pena, et al., 2013):
1.	The Customer Gap: The Gap between Customer Expectations and Customer Perceptions
In this gap customers believe that a product is sometimes perceived to be better than it is. Customer may think that there should be more to the product than what is being advertised as these can be because of various factors such as lifestyle, their personality, customers other than the targeted demographic, advertising might make different people perceive the product differently. This can also be affected by information based on internet articles or other internet posts. The best way to close this type of gap is by knowing the customer and providing details on your product completely detailing its uses and benefits. For example, Technology Advancement clearly details what the customers could expect from a product so that they don’t misinterpret anything. 
2.	The Knowledge Gap: The Gap between Consumer Expectation and Management Perception
In this gap a business may be providing services that are not required by the customers and might not be focusing on services that they require. To close this gap, it is better to research the marketing of such a product to change the perception of service because knowing the customers better affectively makes an organisation understand its marketing tactics better. 
In my organisation, customers can choose what service they wish to receive online which means that the customers are immediately them taken to that service. This prevents the customers from having to waste time explaining or having to call up the store to receive a particular service.
3.	The Policy Gap: The Gap between Management Perception and Service Quality Specification
This gap is simply the wrong interpretation of the service by the management onto the employees according to expectation of the customers as they try to turn those into quality service and it does not work out. 
4.	The Delivery Gap: The Gap between Service Quality Specification and Service Delivery
The delivery gap is simple, it talks about the lack of knowledge employees might have when dealing with customer inquiries. This type of gap occurs due to businesses not training their employees to better their knowledge on the products they need to sell. Employees in my organisation get training before they can deal with customers to prevent this gap from occurring. 
5.	The Communication Gap: The Gap between Service Delivery and External Communications
At times businesses tend to exaggerate their product hence giving this false narrative of providing this amazing product which at the end turns out to be average. This is very for the disappointing customers which could make them seek other products that are similar from different companies.
[bookmark: _Toc7718810]Quality Models and Standards
ISO 9001 is an international standard for quality improvement with an organisation as it is used to specify and identify requirements for a quality management system (QMS) (Murray & Murray, 2019). Organisations use this standard quality model by trying to maintain a product/service’s quality and also to keep meeting the customer’s needs and expectations. However, the model was critiqued because people thought that it didn’t codify bad practice, so the model had revisions to add more to it. The model is important because it helps to maintain consistency in the product or service quality so that it can always remain the best. 

To counter the criticism the standards was expanded to include (Murray & Murray, 2019): 
· Customer focus
· Leadership
· Continuous improvement
· Supplier relationships.
[bookmark: _Toc7718811]The importance of quality control
“Quality is an important factor when it comes to any product or service” (Shukla, 2016). This is because people are willing to buy a product only if they think that the product quality is good and is going to last. Customer are only willing to pay for a product/service if they can be sure that what they are investing in is worth it. This is why quality is an important factor in determining how well a product or service will received by the customers as it needs to be able to meet their expectations.  This allows the business to maximise a product’s potential and prevent any waste/loss for the business. “A quality control system based on a recognized standard, such as ISO 9001 published by the International Organization for Standardization” (Shukla, 2016) which creates strong management strategies that allows an organisation to figure how best to create a product that catch customer’s attention and how best to have a product which people want to invest in. In my organisation the product we sell are dependent on what features and technology is popular with people. This is because the popularity level of a smartphone makes it easier to sell. This means that my organisation is always looking to improve on the product and service quality of our business. This means that quality control and quality assurance need to be considered so that the product or service meets the customer’s standards.
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