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[bookmark: _Toc18430889]                            INTRODUCTION

This report will be looking at factors that influence organisation ability to maximise customer value, it will discuss factors such as customer service, communication, and quality products. It will seek to critically analyse these factors and how they are relevant in the chosen organisation, it will also look at problems in the company and how they can be resolved.
It will also focus on how to make customers feel valued and the importance of customer loyalty, as well as evaluate the benefits and challenges of developing and maintaining customer relationships.
The report will also look to provide an understanding of an organisation quality process/system and its effectiveness of meeting customer requirements.

 Eliza’s kitchen is a small restaurant and catering business that specialize in Caribbean food, beverages, and medicinal herbs it prides itself on its quality products, value and excellent customer service, the restaurant is situated in a busy mall with a lot of foot traffic creating a good flow of customers. There are regular customers that come daily to sit and have a meal and those who just want a quick take away. At eliza’s kitchen the customer is always put first and endeavour to satisfy their needs
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Customer service is the help and support that is offered to customers/clients both before and after they purchase and use the products or services, this insures they have a simple enjoyable experience with your company, offering an outstanding customer service is important in retaining customers and for the growth of a business. (Alison.Doyle, 2018) The reputation of Eliza’s kitchen is not solely based on the great food, beverages, and produce that are offered; but also based on the great customer service that is provided. The employees make every effort to ensure their customers have a comfortable, welcoming and valuable experience.
Word of mouth is a great alliance to have on your side, what customers say to others about your brand could have a positive on negative effect on your business, once the best service is provided individuals will remember and talk about the experience they had and recommend your business to others. Problems continuously arise in any business regardless of how hard they are tried to be avoided, while you can’t maintain an ideal business with ideal customers, it’s important that problems are dealt with before they become an issue (johns, 2017), for example; there was a small problem at ELIZA‘s kitchen where a customer had made an order and was to collect the item the following day, when the customer returned to pick up the item it was not available, the employee that took the order had not written it down, and did not communicate this with the other members of staff, the customer was not happy and demanded answers, one of the staff members handled the situation tactfully by talking calmly and apologising for this error, and offered the customer a free meal while they waited for the problem to be rectified, the customer left feeling reassured and in a much better mood then they came in with. A staff meeting was called to discuss the problem that occurred and what can be put in place to reduce these mishaps from happing in the future.
One clear impact of providing remarkable customer service is increased profit, a 2008 better business bureau found that one in five of individuals studied referred that good customer service was essential to their trust in an organisation, little things like a welcoming warm greeting, mark down coupons/discounts and thank you notes can go far toward building dependable and beneficial connections; on the other hand, if a customer had an unpleasant experience with a company; Harvard university found that a despondent customer will become a reoccurring customer 80 percent of the time if the situation is quickly resolved to the individual’s satisfaction (Kerr., nd).

The hypothesis of the customer service depends on recognising and fulfilling the customer’s needs and surpassing their expectations. An organisation must be dedicated to constantly deliver a high standard of service to gain and retain customer loyalty (Darling, nd) , customer service is relatively synonymous with customer loyalty and customer satisfaction, they connect in a more extensive chain, customer service is what creates consumer satisfaction, thus creates customer loyalty. (Jhonson, 2017) 

From experience the hypothesis proves true, at Eliza’s kitchen we pride ourselves on the quality of customer service we deliver to our customers, we make sure to build good relationships with our clients which gains trust and creates loyalty, they feel comfortable to ask questions about services and products be it online or face to face. It is important for us to know how we are doing and where improvements can be made, we gather this information through short surveys and online feedback this helps us to keep improving our service.  
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Communication is a transmission, translation or trade of data from one individual or individuals to another, the person sending the message is known as the the sender, while the other person receiving the message is alluded to as the recipient. There are numerous methods of communicating, the three primary forms are, verbal, non-verbal and written communication, technology is also hugely used as a form of communication (Haworth, 2010)
 Effective communication is a vital ability in any situation with human interactions. Nevertheless, with regards to the working environment, good communication is a necessary component to business achievement. In the working environment, communication isn't just about relieving strife (although that is an important advantage of imparting adequately). Effective communication is additionally an essential factor in customer connections, benefit, group viability, and worker commitment. (Bosworth, 2018).

Working at eliza’s kitchen there were some issues with miscommunication among the employees, there were times when orders where not correctly filed or communicated with other staff, dates for catering events where not properly logged’ there were staff that were not fully sure what they were doing but didn’t say, these issues caused some confusion which lead to frustration and affected productivity within the company, there is now a system by way of a chart, “small but very effective” in place so these issues are no longer a problem,  there is a training programme that will help employees feel more confident in their roles, also a new database has been created where appointments and events are booked which employees can access, this eliminates a lot of confusion, and regular staff meetings help employees and employers  communicate and rectify any misunderstandings.

Having effective communication within an organisation is an essential tool, it maintains strong working relationships at all levels of the company, employers who put time and vitality in to conveying clear lines of communication will rapidly construct trust among workers leading to an increase in productivity, output, and general moral. Meantime effective communication between colleagues, managers and customers are constantly valuable to an organisation.
Managers are usually responsible for relationship building, delegation of task, motivation and conflict management, these tasks are easer dealt with when there is strong communication (Fieldind, 2006)

        
[bookmark: _Toc18430893]QUALITY PRODUCTS

Managing quality is significant for small organisations, quality items help to keep up customer loyalty and reliability and reduce the cost of having to replace goods that are faulty, companies build a good reputation when they offer quality goods. Customers expect quality when they are buying goods from an organisation, it is vital that customers are satisfied with the product, if not they will quickly search for other options, quality is basic for fulfilling customers needs and holding their loyalty, so they will continue to return. A solid reputation for quality can make a huge difference in markets that are extremely competitive. Low quality of products can create negative publicity and damage an organisations reputation. (Linton, 2018).
eliza’s kitchen strives to deliver quality products to their customers a majority of the produce used are organic and grown on an allotment specially used for eliza’s kitchen, this creates a sustainable environment, products are always fresh and vibrant, some of the products used are sourced from overseas, maintaining a good relationship with suppliers ensures the delivery of quality goods.
Customers always return when they receive good quality items, regardless of wether the cost is high. quality goods generate constant customer loyalty. when customers discover an item, they trust, they repeatedly return and recommend the service or product to others (Alton, 2016). 
 
Advantages of quality products
· Reputation- quality products increases reputation
· Profit- return of investment 
· Promotions- others will promote quality products 
· Satisfaction- customers are satisfied with the quality of the product and will want to return 
The only disadvantage of offering quality goods is that it can be costly, few people will choose to by inexpensive products despite the fact that it is of low quality, they can buy it cheaper than those more expensive high-quality products. (S.London, 2006)
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Customer loyalty can be characterized in several diverse ways, fundamentally customer loyalty is the point at which a person interacts with a brand or purchases particular goods or services on a regularly basis; however, loyalty can come in different structures:

· Psychological – a customer may develop a sense of loyalty to a certain person working at the company

· Economic – in business-to-business markets it may be possible that customer loyalty comes from the fact that switching to another company would lead to the company facing economic disadvantages, in this case loyalty is based on economic grounds
 
· Contractual – a contractual reason for loyalty is if a customer is bound to a company for a certain period- of- time due to a contract or agreement (cite)

Customer loyalty at eliza’s kitchen is established by the way they interact with their customers, customers are made to feel special and believe they are getting a personal service, Building a good relationship with their customers makes them feel involved, also giving their customers special offers, promotions and discounts even little things, like remembering names and knowing what they want before they ask crates loyalty and makes the customer feel valued and want to return to the restaurant.

There is no doubt that a company product itself has got to be competitive, at the right price and deliver quality value. Beyond the product itself there are some factors that make the difference in a much sought-after customer:

· Convenience – loyal customers may not stay if the product or service the company provided is no longer available or the quality is not the same

· Personal relationship – The way customers are treated can make or break customer loyalty

· Rewards -customers like some recognition or consideration for their continuous business with your organisation, offering promotions and discounts show them special attention Which will not only keep them from going somewhere else but could be the reason for recommendations to others

· Expectations- item should always live up to the customers expectations in every way, not only to deliver on its brand promise, but to remain relevant on its price, availability and value must continue to be reliable.

Customer loyalty is a decision customers make day to day, fortunately most of them would prefer not to share, as is tedious and full of anxiety, it is much easier and much more comfortable to stay put with the brand they know and trust. (Michael. houlihan, n.d.) .  eliza’s kitchen gets a lot of its customer feedback from instore customers as well as online, such as face book and google, and are now in collaboration with Deliveroo and ubereats, this enables us to reach out via delivery to new and existing customers, the apps allow customers to give their feedback on their experiences.           
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A quality management process is a formalised system that documents processes and responsibilities for achieving quality policies and objectives. 
Quality management system help coordinate and organise activities to meet customer needs and regulatory requirement, and improve its effectiveness and efficiency on a continuous basis, quality management systems are put in place to serve many purposes including:

· Reducing waste

· Lowering cost

· Facilitating and identifying training opportunities

· Setting organisational direction

Two comprehensive benefits to design and information of reported quality management system include:

· Meeting the needs of the customer which helps ingrained trust in the organisation thusly promoting more customers, more sales, and more repeat business.

· Meeting the requirements of the organisation which guarantees compliance with regulations and provision of products and services in the most cost and resource-efficient way creating room for expansion, growth and profit (Wallace, 2017)

Here are a few management quality systems in place at Eliza’s kitchen:

Staff training

it is important for all staff working at the restaurant to have training, despite extra cost, training staff to be considered as a genuine investment, building customer status and providing the business energy, numerous restaurants utilise a learning on the job approach, however this can regularly leave staff feeling unsupported, and uncertain of how to address knowledge gaps this may result in discontentment and a higher turnover meaning more time and exertion is spent on recruitment. Eliza’s kitchen believes that training their employees will equip them to deliver excellent customer experience (Barone, 2019)

Food hygiene is a necessary at the restaurant, food safety laws require organisations to provide employees handling food with adequate food hygiene training, this gives them the knowledge of how to apply appropriate food handling, cleaning, and storage techniques. These good practices avert consumers from contracting allergic reaction or food poisoning, reduce food waste and boost workplace productivity (Wallace, 2017)

First aid is essential in any sort of business The security of customers and employees must be on the priority list the restaurant is no exception, actually it ought to be essential to everyone in the organisation to have their staff in role onto a first aide training course, having first aid Knowledge definitely proved to be a useful tool, particularly in life-threatening situations, if a customer happens to have an emergency at the restaurant, employees must be able to assist with the required skills or treat them with the necessary medication. (Amin_lss, 2015) . some companies have quality management system software put in place which can be used to:

· Control documentation
· Automate business process
· Manage customizable workflows
· Streamline training management 
· Manage internal and external audits and ensure implementation of critical industry regulations in real-time

As a small business, Elizas kitchen does not have this software in place, management processes are done manually by manager and staff but will be beneficial for future expansion.
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 Quality control is the procedure that enables you to guarantee the similarity of your products or services, its utilized to look and test an item or service to ensure it meets the right particulars and quality benchmarks. Through quality control testing a qualified individual or team can inspect the products or item to make sure the quality is of the right standard (cite). The success or failure of a restaurant or catering service is attached to the quality of its environment and services clients /customers always want and expect food that is fresh and tastefully prepared, excellent customer service from proficient  staff who are knowledgeable about what is provided and an environment that is clean, comfortable and welcoming (Cindy.phillps, 2019). 
At eliza’s kitchen these are qualities that must always be upheld in order to keep its good reputation, management and staff are responsible for ensuring that the produce are always fresh and well kept, food storage are to be kept at the right temperature at all times, and cheeked daily, food is containers are labelled with contents and dated, staff should be clean and dressed accordingly, eliza’s kitchen believe that  taste consistency is key, so  its very important that all kitchen staff and chefs adhere to the same cooking and food preparation guidelines to ensure the quality of each dish is near enough the same.
All food and drink  businesses have to comply with the food standard agency (FSA) who are an independent Government department that work across England, wales, and northern Ireland, their purpose is to protect public health, to make sur that food is safe and it is what it says it is, they work together with local authorities  checking thousands of businesses from Michelin styled restaurants to your local takeaway. The FSA set regulations that businesses are obliged to follow and inspect them along with local authorities are responsible for giving businesses food hygiene ratings which allows the public to make good choices about where they want to eat (FSA, 2018).
All staff at eliza’s kitchen have to be trained according to the FSA guidelines, there are manuals and posters placed around the kitchen for staff to check if they are unsure of anything, there is also a 4-star rating placed in the restaurant for the public to see. It is very important that quality and standards are always upheld as authorities make random checks and will lower the star ratings or close the business if things aren’t up to scratch. Eliza’s kitchen is always trying to improve their efficiency in order to get a five-star rating.
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Buyer and seller relationships are very important in most businesses, the buyer is the individual or team that goods from the supplier the buyer may be a producer acquiring raw materials or a customer purchasing a complete item from a retailer, the connection between buyer and seller can either be a one off or low responsibility buy or a long term purchase that my include a contract, both long term and short term buyer seller relationships have their advantages and disadvantages. Short term relationships can be valuable when a level of flexibility is required; for instance short term agreements may give the buyer the chance to switch providers for their next buy , they can likewise be valuable in business sectors  where costs of goods are unstable (Martha, 2003).
The ever rising level of competition to win short term contracts can also give opportunities for price discounts and special offers to be made; on the other-hand short term arrangements can have their weaknesses, generally do not give much scope for flexibility; for example a supplier on a short term contract will want a definite order and payment straight away, thus there is little trust built up between both parties (Rohini, 2017).
Long term buyer seller relationship have a greater advantage , it creates a bond between buyer and seller over a period of time, there is a greater commitment from both parties this creates more reliability when it comes to payments and orders, and also over  time there may  be an extent for discounts once a relationship has been established, once trust has been formed between buyer and seller this allows for the sharing of information, knowledge, forecast and customers between buyer and seller, never the less long term buyer seller relationship include a large amount of work and commitment to preserve. When entering into long term contracts it is crucial to have exact estimate about future executions and requirements of both organisations. (Rohini, 2017). Eliza’s kitchen has both long term and short term buyer seller relationships, the business benefits from both, as a Caribbean restaurant  they do have suppliers overseas, so having a good relationship with them creates trust and reliability, good communication is vital, there had been some issues with a couple of their long term suppliers, one of them had decided that they were going to close their business because of how the brexit would have an effect on their company, the other, the quality of their products had changed so the restaurant could not use them anymore, this left Eliza’s kitchen having to use short term suppliers until they could find other suppliers to create a long term contracts with, this proved to be costly period for the restaurant. 
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In conclusion; having excellent customer service will always be beneficial to your organisation it will ensure that customers will want to use your services again and tell others about their experience they had, this report also shows the importance of  communication  with staff and customers and what can possibly go wrong when communication is lacking.
Most customers expect quality items or services, they want to be satisfied with what they are spending their money on, if they don’t get the quality they expect or the quality of the product they declines they may look elsewhere and/or give negative feed back the product or service they had received, this could be detrimental to organisations reputation.
Customer loyalty is vey important in business, having that loyalty from customers will ensure repeat business from them, customers like to special so building a good relationship with your customers makes them feel valued, although some customers when given this attention will expect beyond that the business can give so creating boundaries is crucial. 
As stated Eliza’s kitchen is a small business, which is very customer focused they do aim to please their customers with great food and services, going forward Eliza’s kitchen would benefit from a larger environment  or more  resturants, a few pop up shops in different areas would be great for the business as this was mentioned in one of the customers feedback.
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