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[bookmark: _Toc456901515][bookmark: _Toc108993591]Understanding and engaging in the customer experience – production and manufacturing

This report is a written document discussing in detail the concepts of customer value. Looking at the inner components of values in customers and the value in customer – consumer relationships related to the manufacturing and production industry of electrical goods.
Discussed throughout are the different quality management systems that enable a clear seeing into avenues where customer value can be created. Establishing the importance of building good customer relationships that benefit toward successful deliverance of experience to the customer.
Identifying areas that that can impact on the organisations ability to create customer value as well as looking at value drivers that help influence customer value and promote growth.

[bookmark: _Toc108993592]Organisational Background
Panasonic Corporation is a Japanese multinational Electronics corporation It is one of the largest consumer electronics companies in the world with its leading competitors being LG Electronics and Sharp. Laricchia. (2022).
Panasonic operate with the philosophy of giving their customers value for money, ensuring product safety and satisfaction. Bhasin. (2019).

[bookmark: _Toc108993593]Customer Value
A company’s job is to create superior customer value in the mind of the customer, being aware that the customers sense of value will differ from the Companies or the consumers sense of value. Kotler.P.(2018). The customer value to a business owner is perceived in what they can accommodate the customer to, in monetary terms. Anything that involves finances or currency is classed as monetary (Pahwa. A, (2021). This is known as Consumer value and is a concept that attempts to analyse the satisfaction received by a customer from a purchase. So, a company can monitor its success rate and so forth.

Value is not primarily about the cost. Value to a customer can be perceived as both monetary and non – monetary.
Non - monetary value is having a beneficial impact on the customer rather than holding cost as a consideration, for example time saved and/or increased productivity. William. K (2022). Meaning the overall benefit of the service or product will out way the price that was paid for the product/service.
A recognised equation that is used to show this process is shown below.
Customer value = Benefits – Cost. (CV=B-C).


[bookmark: _Toc108993594]Diagram to show customer values and value drivers
[image: Timeline
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Wonder share Edrawmind (2022).
Tallyfy, (2014 -2021).

The values of a customer can be broken down into four components. These components are value drivers they are what promote a customer to engage in the purchasing process. See Diagram on page 4 – Customer Values and value drivers.

[bookmark: _Toc108993595]The importance of Customer Experience
If you have satisfied customers, you are providing them with an overall good experience Customers begin to reflect over their purchasing experience, discerning how they feel and is the product value for money, holding a comparative against other products, brands, and companies (Fontanilla, C. (2020). Customers tend to judge the whole experience from the moment of placing orders, payment processes, delivery time to product packaging and product quality. If the whole process was somewhat difficult or experienced any problems the perceived perception of the overall experience from the customer and the value or sense of worth, they hold wouldn’t be that great.
[bookmark: _Hlk76743959]In an online journal article titled ‘understand the customer experience throughout the customer journey’, Most executives state that their priorities lay on improving customer experience and this is the main driving force to success. Within the same article it is said that it is not just the purchasing of a product that influence customers and their buying experience but the overall cohesion of ordering purchasing and receiving of the product. (Page 70, ‘understanding the customer experience throughout the customer journey’. Lemon, N, K., Verhoef, C, P. (2016).
Five years on and according to online blogger Jacqueline Bulao, customer experience is still the key factor to make a business successful. Jacqueline states and I quote “Customer experience (CX) has become the thing that drives business growth and increases business revenue in 2022”. Bulao. J, (2022).  Evidence shows value to a customer can be created or sustained by providing them with a good overall buying experience. 
If a customer is satisfied with the service, they’ve received they will continue to buy from that business, and that’s what a consumer looks at. The customer must be profitable to them. By means of continuously buying their product and or service. In order to provide the best ‘customer experience, engagement with customers is the primary key, in order to improve in customer value, it is important to understand their needs and accommodate to be able to deliver what is expected 
Customer experience is the whole interaction process that takes place between a consumer and a customer. If you want to better the customer value, the first approach would be to look at is your customer experience. (See Customer experience mind map below).
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To gain an understanding in what the customers want, what they need and what they are influenced by a customer experience strategy can be created. When building a customer experience (CX) Strategy. four key factors are necessary but not limited to for the strategy to work. Research into these factors will help identify the scope in order to gain an understanding establishing a route to success. It also gives an awareness to the other leading competitors to see what you are up against and will help measure possible successes and possible failures.

Competitive insight – Look at leading competitors, brands, product types. How they market and advertise. style specs the lot!
Consumer research – Consumer liaisons. look at business relationships identify popularity growth. product release etc 
Marketplace data – product sales and net worth
Mission & vision – Be clear with mission stay align with the message you want to relay the mission statement. 
In the 2014 global sustainability report Panasonic state their philosophy towards management has been to and I quote “contribute toward society through its products and services whilst always placing the customer first “. Continuously improving our various systems and mechanisms to raise quality and ensure safety for all our products. Constantly looking to improve through innovation and improve on quality, maintaining product safety and enhance customer satisfaction. Panasonic.com (2022).





[bookmark: _Toc108993596]Understanding the organisation – Internal and external factors 

A swot table was created and was a good method to use first establishing a foundation by understanding first the internal factors and external factors.
By identifying the strengths and weaknesses of the company will help to establish problem areas where prioritization is needed in order to meet customer and consumer demands. As well as looking for opportunities of growth as well as possible threats.  Adapting and applying strategies accordingly in order to improve market position. MBA Skool Team. (2020).

SWOT Table used to identify the strengths, weaknesses and to see opportunities and potential threats relating to the manufacturing company - Panasonic



[bookmark: _Toc108993597]Quality Management and the kano model
[image: Diagram

Description automatically generated]The kano model. Kano.N. (1984) is a popular theory-based framework that has been adapted over time and has been used in different areas like marketing, quality and operations management. It has also recently been incorporated into product development. Madzik. (2018).  The kano model is a framework used for prioritization  and is a freamwork used when looking to add extra features to products or creating a completley new product altogether .There are many adapted versions of the kano model framework  . Showing below is an example of what is know as the quality loop is probably the simplest framework and most basic . This diagram was taken from a casestudy titled ‘Increasing accuracy of the kano model’. written by Peter Madzik . Madzik (2018).


The Benefits vs. Cost Model, is also relevant and will use customer satisfaction among its scoring criteria but might also use it for increased revenue, but research suggests and evidence is pointing towards the kano model, as the key consideration when applying this method  to or for any new feature is how much it will satisfy the customer. In order to promote customer satisfaction, you need to deliver a good customer experience. Product plan. (2022).
Quality in manufacturing consist of the following factors showing in the diagram on the right. These factors contribute to the whole manufacturing production process. QMS Gurus. (2021). 
Quality control and assurance is there to deliver a service meeting standards and insuring safety these needs are the required needs that need to be met regardless.

There are three key requirements to meet these needs in manufacturing these are 
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· Ensure products comply with customer requirements with as little defect as possible.
· Reduced operating costs by reducing cost of quality.
· [image: Diagram

Description automatically generated]Ensure that legislative requirements are met.

Once these requirements are met. the first foundation has been created to ensure customer satisfaction. The first point of vision should be delivering a product that is expected by the customer. 




[bookmark: _Toc108993598]Marketing strategies to influence customer value

Organisations often set increasing customer satisfaction as their main marketing aim. Marketing is all about understanding customer value and. Customers perceived value is defined as an internal perception, their thoughts and feelings, point of view and or opinion are other ways it can be described. Each customer will hold an individual sense of value toward a particular product or service that is being provided, which can mean they may hold different expectations also. (Hirmukhe, J. (2012).
Customer value is a key component of marketing. With the right understanding of customer value, marketers can optimize their strategies to increase revenue promote business growth and create loyal customers. Williams. K. (2022).


Increasing customer value is critical for marketers. (J. Brock Smith Ph.D.(2014), (Mark Colgate Ph.D.(2014). By generating more customers, you can generate more sales and more sales gives a business an upper hand against other leading competitive. 
[bookmark: _Hlk77339310][bookmark: _Hlk77365265]For customer value to increase, good quality management systems need to be in place integrating these methods and following process flows can improve a customer’s experience. Remembering how important these strategies are and the need for integration is priority. (Stec, C. (2021). 
[bookmark: _Toc456901517]


[bookmark: _Toc108993599]Customer relationships management 

 Good strong customer relationships management. (CRM). Is finding a way and working effectively and efficiently to strengthen customer loyalty and bonds that grow in value of trust.  Customer relationships management systems store and manage all customers data, and then be used in the future for business insights, used to automate marketing and sales processes and forecast future sales.
Having a customer relationship management system brings benefits to the company such as 

Centralize Customer Data
All data is centralized which means its all-in-one place and is accessible as and when or if it is needed. A central database that all stake holders can see and monitor. Platforms can automate task which save time and monitor customers buying behaviours.
Identify leads and generate more leads 
Having a customer relationship management system in place to centralize customer data helps to identify and generate leads, you can begin to understand and monitor customers behaviour and purchasing choices by looking at the data. One way to visually understand customers behaviour is recording the data in graph format or for example a scatter diagram.
Increase Customer Retention Rates
By understanding a customer’s buying behaviour will identify the areas of influence that can be used to retain a customer’s attention. Learning to retain more and more customers everyday will increase retention rates.
Make decisions based off data only 
Important decisions should be made only from physical data collected. seeing and establish the data gives certainty that the right decision or choice is made.
Automating basic duties
By automating basic duties helps to lessen errors and keep attending to the tasks that have more priority and need careful attention. Automating the boring stuff will keep attention toward that, that holds more priority and attention.


Increase revenue and profitability
By attracting customers influencing their buying decision, improving customer retention will help make more money.
[bookmark: _Hlk108992101]Davis.L & Bortorff.C. (2021).


[bookmark: _Toc108993600]Customer service

If any defects happen customer service department are there to accommodate to the customers’ needs offering advice and general guidance to whatever the customer may question.
Engaging with customers Regularly, will help to understand their needs. Meeting customer needs is more demanding every day and will continue to be, if people are spending money and other business competitive exist. (Hirmukhe, J, (2021).
With consumer – customer and customer – consumer interactions. All communications within society today are done mostly over media channels and social platforms. Lemon, N, K and Verhoef, P, C. (2016). Communication between parties can prove difficult, posing a risk of messages getting mixed up or lost altogether. The customer service is a service to customers within the service provided by the whole customer experience.







[bookmark: _Toc108993601]Conclusion
[bookmark: _Toc456901523]The overall objective for Panasonic is to become the No. 1 Green innovation Company in the Electronics Industry. Company considers environment as its heart in all the businesses and ensure to secure a sustainable society along with the business growth by promoting green life innovation helping by trying to reduce the environmental impact from the business activities. UKEssays. (2019). With global warming and go green the likelihood of people knowing this will influence them to purchase. The whole process of the buying experience reflects onto the business. The customer may not always be right, but you need to keep the customers happy. 
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Panasonic SWOT Analysis



STRENGTHS
Leader in technological innovations and product development
Leading market position garnered on strongbrand equity
Strong workforce, Strong advertising 
One of the largest Japanese electronics producers


WEAKNESSES
High leverage combined with revenues and profits decline
Face  intense competition from leaders
Face trouble from fake replicas


THREATS 
Intense competition
Rapid technological changes
Competition with black market, parallel import and smuggled goods
Things like recession, travels restrictions and new governmaent laws



OPPORTUNITIES
Business exspansion
Liasing with other countries
Growth in semi conductor market  



QUALITY MANGEMENT 


QUALITY CONTROL


QUALITY ASSIURANCE 


COST OF QUALITY


CAPA
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