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1.Introduction
Within the contents of this report, we will touch on customer services, understanding of Merecedes Benz and why this brand is one of the leading and prestigious brands in the automobile world.  An excellent definition of client service is the process of providing support and advice to clients all through the process. Presale, during and after sale. In context it's all about meeting and going the extra mile for the customers' requirements at each point during the journey, from products to services offered.
Globally considered one of the biggest automobile companies worldwide. Mercedes Benz is a division of the Daimler group. A pioneer of automotive engineering.  What makes this company a brand leader in the automotive world?  Which quality models will assist in further improving their CRM?
How they entice customers to keep loyal to the brand. Marketing strategies used to stay ahead of their competitors.  A study by (Martin and Nasib 2021) found that out of 125 participants, 101 demonstrated that brand image and trust have a meaningful impact on customer retention and satisfaction.
The romance and trust between Merecedes and customer satisfaction.  
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(Mercedez Benz World,2021)


2.ai. Engaging the customer
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(Magestore,Kate 2018)
Customer touchpoints can include various moments when a customer interacts with a brand. (Abdullah,2018) research showed the primary goal should be to provide an overall global customer experience that is valuable to customers and the brand alike. This journey moves through five stages to choose the brand and stay a loyal customer. The first stage starts with awareness, consideration, decision, action and finally loyalty. Customer retention and driven sales growth are essential to their economy.  Enhancing the customer experience by building a customer journey map. As a Mercedes driver the brand has lived up to its reliability.
Mercedes Benz segments and targets all markets with their range of cars, from small family SUV vehicles to top of their range AMG lines for the prestige market. A mix of demographics, psychographics and behavioural factors play key roles. 
Mercedez Benz has always been an aggressive promoter and leads the way for competitors to follow.


There are many touchpoints to attracting the public. Below is a list of strategies.
· Social Media 
· TV
· Advertisements
· Brochure
· Invitations to exclusive events
· Websites

Social media, Facebook, Instagram,snapchat and twitter top the main communication channel Mercedes uses with advertising their vehicles. (Oliviera,2021) stated “The explosion of social media and the shift towards digitalization has created several opportunities to help brands channel and manage customer satisfaction.
Twitter out of the social media is the first choice for Mercedes posting around 5 to 7 times a day and getting an impressive level of engagement.
Celebrities like Lewis Hamilton endorsing the brand makes it a great attraction for the younger market for pending clients and build a clientele base.
Advertising at major sports events including the Grand Prix which Mercedes participates in and dominates ahead of rivals.
 Pop up adverts in social media for click bait. 
Television adverts include any special discounts, finance offers which expire after a certain period.
Brochure, delivering brochures through the post or view online brochure displaying the latest models. Offering mobility cars to through the schemes available.
Invitations to exclusive events targeting current Mercedes drivers with the prospect of upgrading their current model for the latest up-to-date technological cars.
Websites, as with brochures all the latest vehicles used and new can be viewed online, and appointments can be made to test drive. Collecting customer data such as emails and telephone numbers for marketing purposes to form a client base.  Website networks provide a straightforward link and contact between the needs of a customer and the brand they care about (Jahmani and Jawabreh, 2022).



iiCustomer Experience

Customer relationship management (CRM) is important to analyze, prioritize and build brand equity. According to (Dash et al,2020) the management of customer relations helps develop and improve the business in the automotive industry performance, especially drawing focus in the domain of brand development and after sales service.
Merecedes starts with generating brand awareness to potential customers with major advertising campaigns and anyone considering possibly purchasing a vehicle from the manufacturer is enticed. The brand can come into its own, the sales pitch is set.
Mercedes Benz Retail group strives to deliver the best customer experience possible to keep custom and promote loyalty to the brand. (Patwayati and Zaid,2021) stated Customer experience has an indirect effect on customer satisfaction which leads to customer loyalty through customer experience. Their strategy is an all-encompassing program that has been designed to propel the company forward technologically and financially, making it affordable.
Their mission statement includes delighting customers with exceptional products and services. To have a team orientated and open-minded corporate culture including involving employees through responsibility and delegations. Be mindful of our environment and to continually improve the effectiveness of their Quality Management system.
The brand has a process of Point of Sale. Starting with the sale, customers will tell them their budget and affordability. Mercedes offers the lease, which is an affordable option for many customers as they are driving a brand-new car on a three-year lease with a view to upgrading to a newer model and an option to own the vehicle at the end of the term, more energy efficient as newer models have low emissions. All cars are low mileage with a full dealer service history for customer peace of mind.
[image: ]
Testimonial by a satisfied customer (Mercedez Benz Hagerstown,2018)



3.a Sustainability
Sustainability is on the rise due to multiple factors, including climate and increased environmental awareness, as well as changing clients requests (Ferreria,2022).
Mercedes Benz has always stood for technical innovation, performance and safety. Now, sustainability has been included in their brand philosophy and policies.
 Globally everyone is aware of their carbon footprint and taking measures and precautions to reduce it in order to save our planet for future generations.
This process includes road users who are the worst offenders of polluting the atmosphere.
To combat this Mercedes have fleeted and introduced a range of Hybrid, self-charging and full electric vehicles to help reduce the emissions, greener fuel consumptions help vastly bring down the dangerous chemicals.  In turn this saves the customers money on road tax, which can be very little or even free.
In 2014 Mercedes put the first full electric B class on the road which proved to be a success for the company and has expanded from this accomplishment.
Many cities in the UK have introduced CAZ (Clean Air Zones) to help reduce pollution in the main city routes.  Polluting cars must pay a daily charge to drive through them, less polluting cars are exempt.
A core principle of the group is to create values that are sustainable and economically friendly and socially beneficial. They have set six ambitious objectives for achieving these goals.
· Climate Protection and air quality – New fleet of cars to be carbon neutral by 2039
· Resource Conservation- Decouple resource consumption from business growth
· Sustainable Urban Mobility- Offer Mobility transport to improve attributes of city life.
· Traffic Safety-Vision of accident free driving a reality, automated ,sensored driving system.
· Data-Responsible handling of personal data.
· Human Rights-Respect and sustain the human rights value chain.






3b.During ESG Conference 2022, Merecedes vowed to slash co2 emissions by more than half by 2030, By 2025 they aim to have an electric version of every model. Eventually obtaining electricity purely from renewable energy sources. (Husin and Zaki,2021), respectively stated Wind power, solar power and waterpower are all potential sources that can be used as the main sources of renewable energy.[image: ](Netcar.com,2020)

Mercedes plans to create a balance between climate protection and social equality.  the term they use is “Climate Justice”. Freedom in the future balances on life and health for future generations and the democratic majority.  Mercedez Benz will work alongside scientific experts and adjust necessary technological issues. This is the only way they can achieve their goal to reduce co2 neutrality by 2039. Government data shows that they are hoping to have polluting Diesel cars off the road by 2030 and full electric cars to cut airborne emissions in the atmosphere.
The new EQC range is made up of electric and Hybrid vehicles. The Mercedes EQS brand is not about luxury but also the innovation and convenient services that enhance your overall ownership experience.





4a. Theories and quality models
Merecedes prides itself on offering the best customer service and through feedback is always seeking to improve the customer relationship management. Mercedes Benz latest focus is to perfect the customer experience not just the car. The idea is to give every customer a true Merecedes experience, to see, hear and feel the technology and make driving safer and comfortable.
Mercedes is so confident that their vehicles and services offer more choice, more quality and added extras they offer their customers reassurance a drive with confidence.
Edward Demming was an American engineer,professor,management consultant and founder of Top-Quality Model (TQM). His knowledge and philosophy brought the world his fourteen-point Model theory. Demings fourteen points provide essential management tools to improve the effectiveness of an organization/ company (Crowe,2021).
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(Expert Program Mangment,2022)


Total Management Quality (TMQ) is a democratic politics to the issues of quality in organizations (Karim,2021)








To constantly improve customer relations within a brand, starts with employees. From the factories manufacturing the cars, through to management on the shop floor.
In general, Mercedes Benz custom made orders vehicles can take between three to six months to deliver due to being built in Germany. During the production stage it is essential that few mistakes are made which may alter the timeframes for customer delivery. Inspired by supply and demand workers need to produce quality products alongside working efficiently.
Mercedes always showcases a prototype of their latest supercar, their demographic here is the upper class. A positive and significant relationship between buyers’ awareness of a specific luxury brand's CSR-related activities and their purchase intention; however, certain demographics and gender both moderate this relationship (Cook et al,2021). A larger profit margin. On average Mercedes gross profit margin quarterly is 22.85%.
Management needs to oversee each stage to ensure quality and it is less costly to make sure everything is done right first time with less waste of materials and higher productivity. (Deming,2018) own words “It's better to get it right first time than fix at a later date”
Customers can track their Mercedes being built in real time by logging into their account and gain accessed information exclusive to them. This is impressive and makes the customer feel in charge.
Each member of staff must be up to date with the latest information. Staff training is vital, and supervisors must provide support and resources to each member of staff to encourage and improve CRM within the organization, be a coach instead of a policeman. Integrity must be anchored into all areas, supporting employees as they make decisions in order to develop their sense of individual responsibility. Organizations remember that employees who are well engaged in an organization will lead to productivity in the place of work, and this generates higher customer satisfaction and, absolutely, developments in sales and profit within the company (Chanana,2021).
From the Director to security at Mercedes Benz each person must step towards quality and transformation to offer superior service. Ethical standards ensure equal rights across genres e.g., human rights, equality, employee safety and employees are paid a fair wage. When people feel appreciated, they add value and motivation to others (Hamlin,2022).


4b. Dr Joseph Juran Trilogy Model 
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(Permana,2018)

Another theory to adopt is Dr Joseph Juran trilogy. Juran was a Romanian born American Engineer and Management consultant. He defined quality as fitness for use, this concept is universal and applies to goods and services without exception. Quality improvement dimensions of Juran's trilogy are applied and observed throughout all service areas (Baskar and Rajendran, 2021) stated in a recent study.
For an organization to be successful in customer relations management (CRM) this trilogy is a great model to follow:
Quality Planning
 The need to identify customers' external and internal needs.
Determine what the customer wants.
Develop the product features that respond to their needs, colour, interior, transmission etc...

Extending after services such as MOT, service plans and breakdown cover. Updating their Mercedes Me Connect which is controlled by downloading an APP to use the features. without breaching GDPR. This feature is complimentary for a year.
Prove process capability, that quality will not be compromised during process. With its broad portfolio of attractive premium vehicles, Mercedes has also stood for innovation in the field of driving systems. Exploration, evolution and production are the core competencies.
Control
Customers lead in taking control of custom orders, a specialist team taking orders via internet or phone. Making the process simple as possible. Your vehicle, your way.
Choice of upholstery e.g., top quality Leather, metal trims (interior) and metal (external). Met exact specifications. 
Measure actual performance of engine, emissions and quality testing. Option of manual or automatic transmission. 
Safety features activated and tested.  Newer vehicles have features such as adaptive high beam assist for night vision, this feature maximizes the cars illumination ensuring it does not create an unwanted glare for other road users. Parking assists with sensors. Reverse camera vision. SOS button should you require assistance with voice control and satellite navigation to get you to your destination at the shortest distance.  All these options are an add on to customize a customer's vehicle. Passive protection has been established by Hungarian engineer Bela Barenyi he designed structures that could absorb the shock energy called non-default cabins, utilization of the notion of programmed deformation where the outer structure (chassis) must decrease to the inside of the side wheel to create a survival cell for passengers (Bautista,2022) wrote on safety analysis of automobile safety.
Improvement
Prove the need for improvement. Giving customers the opportunity to provide testimonials and online reviews. Providing a very simple, short feedback form or survey with an incentive to complete. Responding quickly to negative feedback. Measuring customer satisfaction regularly and actively asking customers for their thoughts. Boosting Customer relations Management will   increase sales and expand the customer base. The primary goal of CRM is to enhance customer loyalty, increase customer service relationships and drive sales growth (Karpiak,2021).
Recall faulty products as soon as possible, usually notified by a letter. There is a simple online tool which enables customers to check if their vehicle is affected and to book a time and date at their convivence.




Diagnose to find the cause of default. A diagnostic check will flag any defaults in the engine.
Provide proof that improvements are effective under operating conditions. Customers are reassured that repairs are done effectively, and only genuine parts are used.
However, all vehicles must adhere to the ISO 9000 standards to ensure the quality of products and services are documented. Important records and data are archived. The basic concept of ISO 9000 that is Quality Management System, is more than three decades old. It was never anticipated that it would end up being adopted by more than one million organizations in over 180 countries when it was introduced (Kaur et al,2021).

For organizations/businesses to be successful and for customer satisfaction the Juran trilogy has shown how to benefit organizations by increasing productivity, reducing waiting times, improving safety for employees and reducing product failure rates.
















5.Conclusion
Delivering excellent customer service alongside Mercedes Benz mission and vision statement “To delight our customers in everything we do”.  Mercedes core values of passion, respect, discipline and excellence are the heart of their CRM. Every employee at the brand contributes to a respectful working environment.
Overall, driving and owning a Mercedes Benz means you are driving a reliable and safe car.  Their reliability rating is a 3 out of 5, which makes it one of the best. 
Someone driving a Benz will tend to be meticulous and has an eye for detail.  Performance and speed are less paramount, giving way to more comfort and relaxation.
The promise of more sustainable cars is in the early stages of production and product development. The company takes a holistic pathway to both co2 and resource consumption. 
Only time will tell if their ethics on stainability are upheld. Unethical conduct, abuse of authority, as well as bad governance and general mismanagement can reflect negatively upon the financial standings of the company, finding by researchers (Mazenda and Shava,2021).
Mercedes is listening to customers and moving forward with pace to deliver full electric vehicles as supply and demand increases. 
If there is one thing Mercedes Benz knows how to do, it is to build cars that are effortless to drive. Most of their drivers are Baby Boomers or Generation X. A recommendation would be to advertise more to attract all demographics e.g., Gender, income and employment, not just the wealthy and perhaps to offer complimentary insurance for loyal customers. Overall, their customer experiences exceed expectations, and they continue to lead the way with seamless and convenient luxury experiences, online and offline.










Recommendations
[bookmark: _Int_1l26f3WV]For Merecedes to remain one of the top sought after vehicle brands with affordability for customers. I recommend the following:
· For customer retention – A membership loyalty programme : to nurture customers through exclusive offers and services.
· Commitment based program-Members receive a discount on vehicle purchases in exchange for using their services and any pilot schemes they might be testing.
· Auxiliary services – Courtesy cars for when your vehicle is in for repair in the workshop. Repairs done at reasonable prices within a window timeframe.
· Campaigning more for sustainability, environmental and health issues related to emissions and co2.
Mercedes Benz is never going to decline in quality and luxury, which is why you should trust in the brand. A Leader in innovation, the brand represents not just the history of the automobile industry, but its future.
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Frank Shrewsbury reviewed Mercedes-Benz of Hagerstown — @3
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Every experience with Mercedes Benz of Hagerstown is a pleasure. From the
initial purchase, to my dealings with the service department. Is every vehicle
perfect? No, but even if there is an issue to be resolved, they always go above
and beyond to correct it. The customer service is what keeps me wanting to
come back again and again.
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Charge at home overnight
with a wall box charger

Set maximum battery
charge level to 100% to
maximise your driving range

Avoid leaving your car
fully charged or empty if
unused for a long period

Drive efficiently with ECO Assist
D Auto - ECO, E+ and MAX Range:

Use Pre-entry climate control
whenever possible

Use the EQ Optimised Navigation'
even for journeys you know well
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