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Introduction
McDonald’s company is a very big one and it is widespread throughout many countries. Talking about the MacDonald’s performance need to be taken into consideration many aspects of this big company. In this report will be given a short review of the company, the way it operates through the services offered and also through the expectations met during these years, describing the management and evaluation of the customers’ journey through many communicative channels and also giving suggestions in creating innovative marketing strategies in order to raise the awareness of the brand
First of all, McDonald's is an American fast food company, that was founded in 1940 by Richard and Maurice McDonald, in San Bernardino, California, United States. It started as a hamburger business but in 1953 it was turned into a franchised company by Ray Kroc (https://people.mcdonalds.co.uk/why-mcdonalds/our-brand/) by having purchased it from the MacDonald’s brothers. Now it is the largest chain of restaurants known mostly for its menu that includes: hamburgers, cheeseburgers, French fries, products of chicken, desserts, soft drinks, breakfast products, milkshakes and different wraps (https://people.mcdonalds.co.uk/restaurant-opportunities/customer-care-assistant/). The company has changed its menu throughout all these years by enriching it based on the customer’s tastes and also because of a bad “experience” that they faced for providing unhealthy food to their customers. By considering these facts, the company included in the menu fruits fish salads and smoothies, a menu this that seemed to be liked by the customers.
 According to statistics from BBC published in 2012 (https://www.mcdonalds.co.uk/ukhome/People/Franchising.html/), it seems that MacDonald’s is ranked the second for being the world’s largest private employer after Walmart, by having employed 1,9 million of people. Moreover, the revenues of the company come mainly from the rent, royalties, fees and sales. From 1958 that they appeared to have sold 100m hamburgers (https://www.mcdonalds.co.uk/ukhome/People/Franchising.html/why-mcdonalds.html), and up to now the chain of hamburgers seems to have reached up to 36,258 of restaurants in 119 different countries by counting in this way different proportion of revenues that each country gives in order to promote the company and also in giving profits to the shareholders. It was noticed also that the company uses over 90% renewal energy (https://corporate.mcdonalds.com/corpmcd/about-us/our-business-model.html) and the employees walk around 3000 miles every week in order to clean the environment around their restaurants. According to the MacDonald’s website’s information (https://www.mcdonalds.co.uk/ukhome/People/Franchising.html/) it is mentioned that over 100,000people work and learn in the same time at the places provided by the company, including around 40 million pounds of investment in their training.
On the other hand, from a company with less workers and less services provided, the company has come into grow as a result of improving the services and what is more important by improving and enriching the menu which varies from different countries and this is what makes it different and favorable for the customers worldwide (https://corporate.mcdonalds.com/corpmcd/about-us/our-growth-strategy.html). This is a very strong point in making a company successful, but on the other hand the décor of MacDonald’s seem to be the same worldwide, a fact this that seems to make the company even more stronger in the marketplace. The customers seem to have the tendency to go at this fast food restaurant in order to feel the same hamburger taste as it might be felt in UK or abroad. In fact, this is true because the services offered by the MacDonald’s staff seem to provide the same quality starting from food and ending with the satisfaction that the customer might feel or even with the expectations that are met.
Even though the company seem to be successful throughout many years, still the MacDonald’s was faced with a lot of criticism on the global increased number of customer’s obesity (https://corporate.mcdonalds.com/corpmcd/scale-for-good/using-our-scale-for-good.html) and also for the low payment done to the employees. This seem to have had a strong impact on the menu provided but were taken immediate actions and added items that were healthy and made possible to introduce vegan hamburgers, a touchpoint in gaining vegetarian customers (https://corporate.mcdonalds.com/corpmcd/about-us/our-business-model.html) all over the world. Also, there were taken actions to increase the employee’s wages as the services provided were mainly based on the employee’s duty (https://people.mcdonalds.co.uk/restaurant-opportunities/customer-care-assistant/).
















                      The management and the evaluation of the customer’s journey
Today’s customers expect to get an immediate personalized service, which means that the companies should do a great effort in order to meet the customers’ expectations. They should create “a difference” at their brand all the time through the service, menu and why not through the new technology to be competitive in the market place. As customer’s journey seems to be the same, according to Dibb, (Dibb, 2012) it appears to be a kind of visualization of the objectives, needs, feelings, barriers that the customer’s face in order to purchase a certain product, service or to be closer to the brand. On the other hand, according to Housden, (Housden, 2010)the needs of a certain customer are identified by marketing, a very important “channel” for a company. However, Hollis (Hollis, 2010) seem to have mentioned that if we want to have a successful management of a brand on the global stage, we should take into account the needs, values and desires of the customers in the area where the shop is located.
Based at Chisnall, (Chisnall, 1992)the phases of a customer’s journey are: awareness, consideration, purchase, retention and advocacy. So, according to Chisnall, (Chisnall, Consumer behaviour, 1995) awareness has to do with the problem recognition that in this case has to do with the way we get to know about a certain product from MacDonald’s. They get to know for it from word of mouth or from advertisement or even different shops that might encounter in a certain area and by doing some information research that includes the second phase of the customer’s journey, the customer gathers the information on MacDonald’s services, menu, décor, etc. After doing this, the customer’s reaches the third phase, that of purchasing, (Chisnall, Consumer behaviour, 1995) so evaluating all the alternatives found by the research, he decides to go at the retention phase, meaning at the purchase decision (Chisnall, Consumer behaviour, 1995) ,so to do the buying of a certain product. The last phase is advocacy (Chisnall, Consumer behaviour, 1995) that has to do with the behavior that the customer’s get after the post purchase phase, so after having bought the product, the feeling, expectation that he might get. Also, the way the customer perceives a certain product is very important in purchasing it. According to Chisnall, (Chisnall, Consumer behaviour, 1995) the way we perceive the things is strongly related with the way we see, hear, touch, taste, smell and sense the product from the internal side. In a way or another, these define the customer’s journey because based on this he might decide to continue his customer’s journey or not by taking into consideration also his needs that according to Maslow (Maslow, 1943)include the psychological side, safety, belongingness &love, the self-esteem and self-actualization for a product, scales these that in a way define his needs in purchasing. However, according to Blythe (Blythe, 2012),there exist the impulse in buying that effects in making a decision.
Moreover, in analyzing the customer’s journey, we should keep in mind that there might be a gap in analyzing it. According to Wright (Wright, 2006) the gap appears to consist of these “elements”:1. firstly, the customer’s gap that has to do with the expectations on the service and the perceived service that the customer gets
2.secondly, the provider’s gap that has to do with the way the customer’s expectations and the way a certain company perceives the expectations of their customers on the actual service provided and the standards of those services
3. thirdly, the employee training and the standards offered from the employees and the marketing gap that is very important for a company. However, in dealing with the customer’s service, it is seen that it has a strong touchpoint with the brand while the customer’s experience has to do with their feelings, emotions that they get in their whole journey starting from awareness and ending with the advocacy.
 MacDonald’s has kept for many years an active advertising campaign through media such as television radio and newspapers but also by sponsoring different sport events such as Olympic games and on the other hand organizing and annual event named as the Mc Happy Day where the sales income goes for charity, an unusual event this that promotes the company and also that helps in a way to predict the steps that the competitive company is going to take, as mentioned by Hooley (Hooley, 2012)that should be done a detailed analysis of the competitive side as well as to the consumer when doing and event.
By paying a special attention to the customer, MacDonald’s in 2017 seem to have promoted a new strategy, named as the velocity growth plan (https://corporate.mcdonalds.com/corpmcd/about-us/our-growth-strategy.html). Based on this plan, the Macdonald’s seem to retain their customers by focusing their services on the customer’s family occasions and breakfast. Also, to regain the customer’s that they lost due to the improvements that they have done to the quality or taste by converting on the same time the casual customers into more committed (https://corporate.mcdonalds.com/corpmcd/scale-for-good/using-our-scale-for-good.html) once through coffees and snacks that would be offered anytime.
On the other hand, according to the survey done by the American Express on customer’s experience (https://www.theguardian.com/business/2015/may/02/mcdonalds-a-brief-history-in-15-facts), content marketing, mobile, personalization and social as shown in figure 1, it was  noticed that the customer’s experience is a very high point and those companies that implement different strategies based on their customer’s experience seem to gain higher rates on their customer’s satisfaction a fact this that led to increased revenues and of course happy shareholders.[image: ]
Figure 1. Source: American Express’s Research
Furthermore, according to American Express’s research (https://www.theguardian.com/business/2015/may/02/mcdonalds-a-brief-history-in-15-facts)and also by the Oracle was found that40% of the customers as shown in the figure 2 below were more willing to pay more in receiving a better experience and if they get a better experience the tendency will be to have those customer’s as loyal ones, based this also at Brennan (Brennan, 2008) that seem to have paid a special attention toward customers in providing a better experience. Referring to the customer’s experience and their loyalty and on the study done by Oracle found that 74% (https://www.theguardian.com/business/2015/may/02/mcdonalds-a-brief-history-in-15-facts) of the customer’s experience have a very strong impact on the fact of choosing to be loyal to a certain brand or not. It means if the customers are happy with the brand and the way you serve to them, then is sure that they will be loyal to the brand, a fact this that is noticed from MacDonald’s and  the company seems to be trying to deliver a good service by improving, re-shaping it day by day through different plans offered like the velocity growth plan that means to ”move fast in a defined direction”, because according to Dahlen (Dahlen, 2010) the customer’s basic need to describe their experience is just to experience a fast and easy service.
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                                           Figure 2. Source: Oracle’s study
However, the customer’s experience is a fact that cannot be controlled by any company for the main reason that the customers are different in taste and are different in the way they want to be served. So, according to Housden (Housden S. C., 1996) the term customer experience management meaning how to manage the customers experience might be seemed to be difficult to be managed as the reality and the customer’s change day by day. It is sure that a company can manage other elements in the company such as: the décor, the menu, the quality of the offered service, advertising aspect, the brand icon, etc., but that company cannot “manage” their customers because they seem to give shape to their own experiences (Housden M. , 2010). According toDibb (Dibb, 2012)the customer’s management seems to have to do with the way a certain company meets the expectations that the customers have and why not to exceed those, by trying to be in the shoes of their customers or having an outside-in view way to introduce and get what their customers really need in order to make their end-to- end journey meet their expectations. 
Referring back to the MacDonald’s company (https://people.mcdonalds.co.uk/restaurant-opportunities/customer-care-assistant/), it seems that they are taking care about the services and experiences that they want to be met by the customers by paying attention to the menu, décor, standards of their employees because they think that their employees are the key in dealing and in shaping the experience of their customers. Still, it appears that they are paying a great attention on the social and environmental challenges (https://people.mcdonalds.co.uk/restaurant-opportunities/customer-care-assistant/) as these helps them as a company to be closer to their customers, shareholders and to provide new opportunities, strategies that meet the customer’s expectations and also shape their end-to-end journey from the emotional side that is very important in the customer’s experience, even though the customer’s expectations are different for every customer. 
According to McGovern (gerrymcgovern.com), in his interview, he mentioned the phrase that is: “The customer isn’t king anymore; the customer is dictator”, meaning that now the customers can bring you up many gaps and it is the duty of the company to build many ways, strategies in order to overcome those and be successful as a business. The customer dictates to the company the things that he wants, the services that he wants to be met, facts these that might be different with the way that the employee perceives that his clients want and experiences through his journey. According to McGovern, there seems to be also gaps in the promises made by the brand and the way the customers experience that brand, so the value and the benefit that is got from the customer’s value of the brand. 
On the other hand, according to Forrester (https://www.forrester.com), the journey of a customer seem to be in an infinite shape by trying to put a balance on the experiences got through “buying and owning”, two different aspects that of course have a strong impact in the company as it is shown in figure 3.
[image: ]
[bookmark: _GoBack]              Figure.3 Source: Kate Leggett (Forrester)
To add, the customer’s experience is very important in retaining the customers, so he can be a “repeated buyer” by drawn in this way his loyalty towards the brand and what is more important by giving recommendations to others through word of mouth. The customer’s journey is described as an end to end journey by many authors, a continuous process that is shown for a very long time and it can have a strong impact in the future of a certain company.







                                               Some innovative marketing strategies
As it is now known, MacDonald’s is widespread in many countries through the same décor of the restaurants, the menu that derives based on the country and the customer’s needs and also the strategies implemented. However, when it comes to the employee strategies that the company implements, there is much to be said as the employees play an important role in the services that they provide to different customers, a service that is supposed to be beneficial for the company and of course for the customer too. The ways that MacDonald’s recruit employees are only through the online application an application this that takes up to two weeks, a very long period for a company that wants to get more and more customers every day and what is more in order to complete that recruitment application, it is needed like 20minutes to an hour, such a wasting time for an applicant. The company should consider this fact and should implement another online recruitment strategy that takes ten minutes in order to apply and get an online answer if the applicant is selected or not. This will help a lot the company in gaining new staff and also will be a good strategy to not lose customers as they will lack a good service by the lack of the employees. Also, according to Hollis (Hollis, 2010), a company should create different techniques in gaining a “customer-centric-view of the brand”. By this, he seem to tell that a company should take into account many contact touchpoints that the consumer might show towards the brand, starting from their first time that they hear or see about the brand. That is very important because it shows the very first touchpoint in getting in a relationship with a new brand and I think that this should be taken into consideration by MacDonald’s as it will help in creating different and small touchpoints that would increase the level of consumers for buying their products.
On the other hand, there are many technological apparatuses used in the MacDonald’s restaurants, the main purpose of which is to help the employees in getting fast the order from the customers. My suggestion would be to provide employees distributing different leaflets in explaining the way how to order through the technological apparatuses found inside the MacDonald’s so that would be easier for a customer to order because there are different customers that might not know how to use those technological apparatuses. This will be an ease for the company in dealing with the customers in a very short period of time and in providing a very fast service to them by making them met their customer’s expectations and as a result more revenues and satisfaction for both, company and customer.
Moreover, the advertisement is a very good touchpoint when it comes to the spreading of the news. Using different TV channels, different advertisements with different slogans in order to describe every new element added in the menu will be a very helpful way to gain more customers as they will be curious to “try a new experience”, an experience this that might turn them into loyal customers for the MacDonald’s. In this way, they will reduce the cost in producing brochures and also in paying employees for distributing those, a fact this that will be helpful in maintaining happy shareholders and rising revenues.


Lastly, according to Bradley (Bradley, 2007), it seems that a company I order to be successful should take into consideration all the tools and techniques that are needed in order to create new décor, new menu, new relationship with the consumer. This can be achieved also by making an evaluation of the proposals, ideas that the consumers might leave while purchasing a product or even by commenting in the website that is used for making online ordering as well as online delivering. On the other hand, the company might create a specific staff that might deal with these ideas or proposals as it will help the company to be nearer to the needs of the consumers, and nearer to their expectations.
























Conclusion
As a conclusion, the MacDonald’s company has shown through years that is growing day by day but on the other hand has paid a lot of effort in retaining the customers and gaining new customers too by providing new menu and new strategies in different countries. Based on the review that was done and also based on different strategies and techniques in describing the way the company operates, it was shown a very strong impact in the consumer needs and expectations that should be taken into account if the MacDonald’s company wants to get a growing result and in maintaining the consumers that it actually has as well as in gaining new consumers. It was mentioned the phases towards which each consumer encounters when he purchases a certain product, a very important fact in meeting the expectations and needs that the consumer gets. It is a very important fact as it can give shape if the consumer will be loyal or if the consumer will just be a simple purchaser that will not be shown at the door of the fast food restaurant, because the first impression, the first feeling that a certain consumer might get from the first buying might shape all his journey in repeating that experience. 
As mentioned above consumers want a very simple service but that service should be fast, so it can meet his expectations for the future journey in that company. To add, it was given a very brief review on the consumer lifecycle journey by defining in the way the infinite shape of buying a certain product and in owning it, a detail this that is different in the way the consumer expects to get after the purchasing a certain product. Moreover there were given some innovative marketing suggestions in order to make the company increase and meet the consumers ‘expectations and also to increase the sales, revenues to make the shareholders happy and agree to expand the activity of the company in more other countries and in increasing the offered menu by renewing it differently for different consumers.
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