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Introduction 


CX or customer experience consists of everything that is related with a business or enterprise due to which feelings and perceptions of clients are impacted regarding it. It consists of clients getting involved in interactions throughout journey of the clients which are also called touch points which can ultimately have a subtle or obvious impact on loyalty of the clients. Moreover, several elements are also there due to which it is influenced like corporate social responsibility and brand recognition. Experience of customers is actually the way in which the brand is perceived by them through interactions on a whole across lifecycle of customers. In this digital and modern era, clients are hyper connected and well-informed than ever. As the number of channels of communication is growing, technological platforms are rapidly being adopted by the brands with the aim of enhancing experience of the customers across channels (Grewal et al., 2017).
Marks & Spencer is a public limited company and a major international retailer in Britain with its head office in England, London, which professionalizes in food products, home products and clothing. This particular report’s major purpose was to evaluate Marks & Spencer value proposition to its clients. Provided information regarding target clients of the enterprise along with analysing the elements due to which customer value is impacted. M&S quality process has been assessed in 2nd part of this particular report.



The factors that influence organisations ability to maximise customer value. 
Activities of the enterprise recommend that a centric approach is being applied by them towards their clients. Currently, they are running a couple of campaigns like ‘ 10 dollars for dinner of two’ and ‘wise buys campaigns’, which have ultimately achieved coverage of press and media in addition with majority of wants and needs of most of the clients.
Major goals of the enterprise is to offer food that is of higher quality due to which M & S propositions key elements are formed with value price which ultimately reflects prevailing conditions of the market. Moreover, the also consist of the capability to successfully customize the experience related to online shopping, which have been incorporated by them through online shopping website of them known as ‘shop your way’. Online facility is basically an added addition because of which the clients are enabled to leave reviews that can be seen by other clients, which proves to be customer centric and a convincing way to understand and engage experience of clients.  
There is a dedicated unit in the enterprise through which the market is scanned for key emerging trends of the clients which are quickly identified by them and needs of the clients are responded (Grewal et al., 2017).

Environmental Forces Affecting a Company’s Ability to maximize customer value.

A framework is provided through Pestle analysis to investigate those external factors of the enterprise that are non-controllable because of which the operations can be impacted. Through examining these, a better position is held by the enterprise to lower the risks that might be faced by the enterprise in future and for considering the likely implications. 

1. Political Factors
Of course there is a presence of the enterprise and it is spread in several various countries. 1300+ outlets are operated by the brand across the globe with head office in UK. Benefits that are related to trade agreement of EC have been achieved by the enterprise that has ultimately lowered the cost of sourcing. Benefits that are related to larger markets of UK can also be attained by the enterprise because the products can freely travel across several different countries without facing any kind of restrictions like taxes and tariffs. Regulations related to pricing in other countries just like whether any mechanism is there for regulating the prices for services of consumers. It is accepted by the enterprise that working closely and interacting with government Is vital for the enterprise in order to save legitimate interest of the organization. Queries related to the government are ultimately answered by them that are available publicly on website of them (Hurley, 2017). Moreover, full support is bagged by the enterprise from the government because rich historical background is there of the enterprise along with carrying out the activities of trading in fair means. Two major elements because of which the enterprise is adversely impacted consist of taxes and instability of in the political system. If taxes are raised by the government, then price ultimately raises further such as of the products of the enterprise that ultimately leads to adverse impacts on product sales (Hurley, 2017).

2. Economic Factors
A rise in the rate of inflation of an economy ultimately impacts the manners in which enterprises which are functioning in that particular economy usually price their services and goods. Economic elements consist of the pattern of the progress of the economy, rate of foreign exchange, rate of interest and rate of inflation and so on. UK is considered to be consisting of the biggest economy across the globe including the open economy as well. Monitory and fiscal strategies of UK are correctly administered because strong finances are contained by the government and the rate of inflation has been successfully kept lower in the country. A particular strategy has been opted on a whole by the enterprise that aims at offering products to the clients but only those which are of higher quality. Demand can ultimately reduce because of fiscal crisis such as for the products that are of higher quality usually offered by this particular enterprise. Due to reduced disposable income of clients the ability that is there in them to spend money on clothing and luxury is ultimately lowered as well. This prevailing crisis has ultimately adversely impacted the enterprise because 2 per cent staff’s jobs have been cut by the enterprise which amounts to 70,000 employees. Moreover, ability of the enterprise is also impacted just because of this particular crisis to offer discounts because the initial idea has been scrapped out by the enterprise of offering 20 per cent discount of Christmas (Islam, 2016).

3. Socio-Cultural Factors
Two external elements that ultimately impact the retailers consist of generation shift and varying population values, with baby boomers retiring generation, attention is required to be redirected towards X generation and millenials by the enterprise. Various generations usually bring perceptible shifts such as in client’s behaviour, the methods used by the clients for completing their shopping, mediums that are used and technology that is finally utilized by them and how they think regarding the products. Two trends are there and consideration of them is vital for the retailers such as client’s preferences such as those clients who belong to different generations for goods that are trendy and the progressing thinking related to British manufactured goods (Jain, Aagja and Bagdare, 2017).

4. Technological Factors
Programmes related to transformation in the technology have been finally announced by the enterprise that would ultimately allow the enterprise to be proved as first digital business ultimately leading to deliver diverse experience of the clients. Development of this is made sure to develop a quick, agile and a function of commercial technology through which progress will be obtained by the businesses. Concentration of the enterprise nowadays is completely towards developing an innovative technology operating model because of which the enterprise will be highly benefited in exploring technology that is new in which agile methods of the industry are also included. Consolidation and simplification is also being concentrated by the enterprise of technology supplier base of the enterprise. Role of technology have been successfully acknowledged by the enterprise in performing the functions successfully in addition with the significance of it in delivering agile, simpler and flexible products that are customer focused (Jain, Aagja and Bagdare, 2017).

5. Environmental (Ecological) Factors
The issues related with the current climate conditions, are being promoted on a regular basis on television, in magazines and in newspapers as well. Marks & Spencer have their established their own Green Policy which they now refer to as “Plan A”. It is an initiative adopted by the company to have a positive impact on the wellbeing, communities and on the planet. They work closely with Better Cotton Initiative (BCI), and have worked closely with them in order to develop practices that would support sustainable practices for procurement and processing for cotton. They have systematically acted as facilitators for bringing about a powerful change where around 75000 employees as well as 2000 suppliers of Marks & Spencer have acted as links for reducing the disparities in the society. They have worked upon a variety of areas such as removing Trans fats from the food, reducing the use of energy and promoting fair value of trade (Jin, Miao and Park, 2018).

6. Legal Factors
Ever-changing legislations take place in almost every country. Training sessions are continually conducted by the enterprise in areas where health is also included and then every year their update is also ensured so that they can be kept up-to-date in accordance with existing regulations and laws.  Public scrutiny is under what the enterprise actually falls when the blame is put on them of being unable to save their staff along with the workers from the risk that is potentially related to exposure. Outlets of the enterprise in Broad Street are finally getting re-newer in which ceiling tiles are used and material because of which cancer is caused is actually falling on the floors of the outlet. The issue on a whole has not been successfully addressed by the enterprise and a blind eye is turned towards the issue on a whole. Two charges on whole were put on them in which safety and health conditions at the place of work are also included and because proper measures were not taken by them of establishing norms related to safety and health of the staff therefore, for both these offences they were convicted and an amount of 500,000 pounds was fined on them for one single offence made by them (Lemon and Verhoef, 2016).

SWOT Analysis  
Every company’s internal capabilities and external environment of it is assessed with the help of Swot analysis. Aim of this ensuing analysis is towards looking at the threats and opportunities, and strengths and weaknesses that are faced by the enterprise.

1. Strengths
· Clear Brand Image: Position of the products of the enterprise is among those products which are considered to be of high-end value and through which only those clients are targeted who are rich. In sync with image of their brand sophisticated, trendy and sexy clothes are sold by them. Clients of the enterprise usually do not consist of any type of confusion regarding what they actually have to buy from their outlets (Robinson and Chambers, 2018).
· Private labels: Apart from selling only those brands which are considered to be premium just like Versace, Vero Moda and Louis Vuitton, several personal labels are also contained by the enterprises which are available in almost every type of category. Several of them which are taken into consideration as being popular are Classic collection, Autograph, Indigo collection, North Coast, and Per Una. Because of these products, familiarities have been successfully enhanced among the consumers such as of the name of the brand in addition with enhancing recalling of their products (Lemon and Verhoef, 2016).
· Innovations: In operations of the enterprise which are being carried out from across 150 years, the race has been led by the enterprise mostly due to the spirit that is there in them regarding innovation. There has been synonymous innovation within the enterprise through communicating with people and through creativity across levels enabling thinks that are mostly within the box and therefore ideas are suggested wherever the necessary is felt by them. 

· Diversity: Approximately 80,000 workers are there who are working within their offices and showrooms across the globe. Diversity is encouraged by the enterprise and therefore those people who belong to various genders, religions like Indian, Chinese etc. and various ethnicities. The enterprise is considered as an equal employer therefore, it is ensured by the enterprise that any type of discriminations is not taking place (Scott and Walker, 2017).
2. Weaknesses
· Inability to penetrate successfully in foreign markets: Existence of the enterprise is basically in US, United Kingdom and Europe. Apart from the outlets that have been opened by them in Middle East and Asia, success has been achieved by them in winning attention and satisfaction of clients mainly due to the non-traditional and western designs.
· Customer satisfaction: Clients of the enterprise at certain times represent lower level of satisfaction such as a lot of issues are there according to them usually regarding the policy of returning the goods in addition with the experience that they achieve while personally visiting the outlets.
· Supply Chain Scalability: Biggest weakness that has occurred in the enterprise is weaker scalability of the chain of supply. Global access is provided to the clients of their brand in several manners like the facility of outlets that are available online for the clients which ultimately target those regions that cannot be reached or those which have been missed. Though, an attempt was also made by the enterprise that Asia can be reached as well mainly due to the situations of inventory and stock that is still not sold till that particular time (Scott and Walker, 2017).





3. Opportunities
· New Segments: Fashion is basically that business which is most of the times evolving and on regular basis new segments are normally introduced. Huge demand is there in Asia especially for traditional and ethnic clothing which has still not been capitalized by the enterprise. 

· Online opportunities: There is excellent presence of the enterprise on the platform of online. However, several other brands are there which are bigger than Marks & Spencer and the enterprise is actually not closer to them in any type of circumstances (Scott and Walker, 2017).
4. Threats
Competition: Benetton United Colours, Zara, Tommy Hilfiger, Gap and Uniqlo are major rival of the enterprise.

Concept of quality at M&S and customer satisfaction 

Marks and Spencer is considered as the most identifiable names across the globe. In UK, reputation of the enterprise is as the retailer who is mostly trusted because of which it has been able to maintain a quality that is higher. Desire of the enterprise to become leader within this particular industry has differently transformed the industry. Products of the enterprise are also considered to be of high quality. Moreover, because of intense competition, the enterprise has been enabled to maintain quality of its garments such as those which are of higher quality. Involvement of the enterprise in diversification has been consistent. Garments products of the enterprise consist of a name within the marketplace especially for their spectacular quality, variety, various styles and reliability. Major quality of the enterprise is that such vital elements have never been ignored by them for the time they have occurred. Products are designed by the in accordance with preferences, needs and demands of core clients of them. Distinguished products are served by them to core clients along with those who are new. Per Una is a particular brand because of which profits were gained by the enterprise in an amount that was greater than other brands (Toms and Zhang, 2016).
A vital element of this enterprise is that ability is there in them to manage chain of supply of them in fair terms that are cheating the clients is not their belief in addition with any particular element that is linked with it. Suppliers being used by the enterprise are limited in number and they are closely worked because of which goals of the organizations are achieved by them. Definite strategy of business is followed by the enterprise with the aim of achieving standards of quality. Strategy meeting is called by the enterprise at the time when season starts and an opportunity is given to the suppliers on a whole to provide point of view of them and discuss regarding the expectations of them with the enterprise such as regarding business related areas in which the enterprise would be willing to grow itself. Management team of the enterprise is ultimately enabled because of this to provide a realistic analysis to its suppliers regarding the departments or areas in which they are willing to grow themselves. Every supplier is required to come into coordination with business strategy of the enterprise so that products that are of highest quality can be provided to the enterprise.one significant objective is only there of the enterprise which is to fulfil clients expectations and therefore few strategies are contained by them to make this happen and to develop products with new styles, innovate range of products and manufacture new one, endorse celebrities who are popular specifically for their range of products so that faith of the clients un maintained forever (Toms and Zhang, 2016).

For keeping services of the customers effective, it is significant for every enterprise to measure products quality. Therefore, certain key measures are there which are required to be established by a business so that it can acknowledge regarding its performance in quality field. Product quality can be measured by the enterprise through maintaining records, such as how many times; the products are purchased by the clients from their enterprise also referred to as repeat business. Moreover, customers can be asked by the enterprise to accomplish a survey regarding services and products quality. Whenever, the outlet is being visited by a same client for several times, then any of the representatives of the staff can ask the client that whether her/his expectations regarding the products of the enterprise are being met (Zhang et al., 2017).
Cost of Quality
Cost of quality is referred to as the cost that is linked with making sure the quality of services and goods apart from the costs that are occurred while defective items are being corrected. Cost of quality was explained in the year 2008, by Finch Byron as the cost that is linked with sustaining and maintaining services/goods that can be characterized into external and internal costs of failure, appraisal costs and prevention costs. M&S can successfully identify all such costs. The cost of external failure means the cost that occurs when the ownership is transferred to the clients at the enterprise are the returns which have been made by clients usually when anything wrong happens regarding the products that are purchased from the outlet and therefore, those products will be required to be replaced including the extra time that is taken of the employee while dealing with such products that are defective. The cost of internal failure that is the cost which might occur because of quality inadequacy before the ownership is transferred to the clients might take place at the enterprise when a defection has been noticed by the inspection staffs within a product line which ultimately have to be prevented before the floor level is reached. Overall costs that are linked with products that are defective including distribution and production costs aggregate to the costs of internal failure. Moreover, the costs of appraisal are those particular costs which are linked with meeting specifications of quality which consists of sampling, testing and inspecting. Quality cost of this particular category at the enterprise take place before distribution of the products to various outlets. Quality audits are performed through taking samples from products amounting to millions in order to make sure that specifications of quality are being met. In 2008, Finch, Byron stated that, major reason behind poor quality is basically the systems failure envisioned to maintain quality. Hence it has to be made sure by the enterprise that quality system of them is audited so that can also be made sure that requirements related to quality are being met and ultimately the cost of appraisals is being reduced. Costs that are linked with lowering the cost of appraisal can be categorized as prevention cost (Zhang et al., 2017).


The Five dimensions of service quality 
Five dimensions related to service quality are measured by SEVQUAL instrument. These five dimensions consist of tangibility, empathy, assurance, responsiveness and reliability.

Tangibles
Since services are stated as tangible, perceptions regarding quality of services are derived by the clients through comparing the tangible which is linked with such services that are offered. Moreover, it is also stated as the appearance of communication material, personnel, equipment and physical facilities.

Reliability
It is to consist of the capability of performing the services which have been promised in an accurate and dependable way. Reliability means that services, pricing and resolution to problems are delivered by the enterprises according to their promises. Clients usually strive to become a part of the business of Marks & Spencer mainly because the promises are kept by them, especially those which are regarding outcomes of services and major service attributes. Expectations of the clients regarding reliability must be known by the enterprise. Core services are actually not delivered by the enterprises such as those which are thought by the clients resulting in unconvincing the clients in several manners (Zhang et al., 2017).

Responsiveness
This is stated as the willing ness to support the clients and offer prompt services to them. Promptness and attentiveness is emphasized by this dimensions in dealing with problems, complaints, questions and requests of the clients. Responsiveness is basically communicated to the clients through length of time such as the time taken to avail the assistance, attention to problems and answers to the questions. Notion of ability and flexibility is also captured through responsiveness such as to customize services according to needs of the consumers.

Assurance
It is stated as inspiring confidence and trust. Assurance is elaborated as knowledge of courtesy of the staff & ability of the staff and the enterprise to inspire confidence and trust. This particular dimension is likely to be considered as vital for services that are perceived by the clients. Confidence and trust might be controlled in the individual by whom the enterprise and the clients are linked such as the department of marketing. Therefore, the significance is known by the staff that is of creating confidence and trust of the clients in order to achieve competitive advantage for loyalty of the consumers.

Empathy
It is referred to as the attention that is provided by the enterprise to the clients. In several countries, it is considered to be obligatory to provide attention to the consumers so that it can be represented to the clients that the enterprise is doing what is in favour of them and because of which the needs of them will be successfully satisfied. Empathy is considered to be an addition to confidence and trust of the clients and enhancement in loyalty of them. In this world which is said to be competitive, requirements of the consumers are rising on regular basis therefore; it is the responsibility of the enterprises to meet consumer’s demands (Toms and Zhang, 2016).

Total Quality Management

[bookmark: _GoBack]TQM is basically a programme which is used to make sure that services/goods which are being offered are of the most efficient quality. However, in 1986 Feigenbaum defined Total Quality Management as a system that is effective for implementing quality maintenance, quality developments and efforts towards improving the quality of several different groups within the organization in order to services/production at the level which is most economical such as through which satisfaction of clients can be gained. Everyone must be included who is within the organization in the procedure of total quality management with senior management’s full commitment. 
In 2008, Finch Byron put forward that three principles are there on which TQM relies namely: 
· Concentration of the clients
· Consistent enhancement in the processes
· Investments on a whole
With focus of the clients, quality is defined by the consumer. Distinction is therefore needed between what is referred to as internal customers, who actually are the workers performing tasks within the organization along with external clients such as those by who services/goods are bought. Well-defined customer must be contained by every worker who is working within the organization so that a relationship can be seen that is there between customer and supplier (Jain, Aagja and Bagdare, 2017).
Continual improvement in the procedures is regarding eliminating or lowering variability from processes related to quality. Outcomes from procedures are required to be predicted because if this does not happen, meeting expectations of the clients on consistent basis might become difficult. Continual improvement in the processes within the enterprise consists of lower variability. Continual improvement in the processes is actually a part of Plan A of the enterprise which is the plan related to management of quality in which set of objectives is contained through which the manner in which business will be done by the enterprise will be governed. In 2007, in the month of January, the plan initially occurred in which one hundred things have to be changed as per the commitment within a time period of 5 years. A real change is made because of plan A such as to the employees, consumers and the environment and people who are performing tasks within the organisation chain of supply. Through plan A, products have been introduced by the enterprise along with several services so that support can be given to the clients to live in a way that is sustainable, consistently making contributions in communities that are local along with additional generation of revenue being invested back within the business (Jain, Aagja and Bagdare, 2017).



Conclusion 


Quality systems and processes are basically an approach through which the enterprise becomes capable to enhance the quality consistently of its services/goods. Improved communication, products, services, goods, processes of manufacturing through various levels are offered to the clients and foe such levels, participation is required of several individuals within every particular level. The researchers have studied that, performance of the organization is optimistically impacted because of two such elements. Enhanced participation of the staff in production of the organization in addition with enhanced level of morale is mainly resulted because of enhanced processes and system related to quality. Improvements have been seen by the enterprise in its services/goods quality system because of which the occurrence of mistakes and errors have ultimately lowered and satisfaction of the clients have increased. Because of all such happenings, profitability has been increased along with monetary performance of the enterprise. Ability has been gained by the enterprise to enhance the performance of it in comparison with competitors mainly through implementing the processes and systems of quality.
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