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[bookmark: _Toc523260021]Introduction
Customer experience
Customer experience is the result of a communication between an association and a client over the term of their relationship. A good customer implies that the person's involvement during all purposes of contact coordinates the person's expectations and needs.(Frow and Payne,2007) Customer experience it’s every client perception about an organization or brand, based on engagement, interactions and touchpoints.


Each organization nowadays is focused on a client driven procedure and looking to improve the customer experience. Be that as it may, it's difficult to do both of those without genuinely understanding everything that the client encounter envelops. At the point when the vast majority, discuss about customer experience, they consider client benefit, consumer loyalty, client achievement, client commitment or client communications.
In this case study it will be critically analysed the main factors that can have huge impact on ability to improve customer value and providing critical understanding of McGrath Group Waste Management quality procedures and their efficiency to meet customer expectations. McGrath Group is a sustainable organization with their activity in waste management industry, focusing on recycling products and services. Providing evidence of analysing and researching of McGrath group achievements regarding customer services, and the needs and expectations of customers in order to provide total clients satisfaction. Understanding the wants and needs of the customer it will be the key to successful and effective customer service and customers relationship. (mcgrathgroup.com,2018) 

[bookmark: _Toc523260022]Company description
The McGrath Group Waste Management, formed in East London in 1972 becoming one of the leading suppliers of waste management and recycling services in London and the South East.
They remain one of the leading companies in market of four decades and they have assiduously built the reputation for innovation, adopting technological advances where they increase efficiency and improve client’s services.  The main priority is to optimise the recycling process for all the materials are provided. One of the company statements is “0 to Landfill”. McGrath Group waste management focus on the importance of achieving and exceeding the needs and expectations of customers. Providing total client satisfaction is the main priority in an industry who based more on services.
          Source: Gilmeanu Sorin & McGrathGroup.com
The organization is providing resource management services which incorporate the collection, containment, recycling, supporting marketing of construction and development, commercial, industrial and public sector materials.
 One of the most innovative McGrath innovative technique is Waste to Energy (WtE) or RDF (refuse-derived fuel) takes waste and is converted into a useable form of energy such as electricity, steam and heat through incineration. The McGrath Group produces fuel for this using the residual wastes that are too small or contaminated, or impossible to be recycled and are left once all recycling processes have been finished. The main form of energy is reused waste, baled, packed and delivered thru lorries or ships in the best sustainable [image: ]way.[image: ]
[image: ]
Source: Gilmeanu Sorin & McGrath Group.com
The centre of McGrath Waste Management Administration achievement, and continued growth and development of their business, is to concentrate on offering the most astounding conceivable levels of services and products to customers.(mcgrathgroup.co.uk,2018) Always innovating company, totally engaged with customers, to guarantee they can meet the highest environmental standards to customers growing needs.
[bookmark: _GoBack]The McGrath Group is authorize to different exchange bodies and accreditations including PAS 402:2013, worldwide gauges OHSAS 18001 (wellbeing and security), IS0 9001 (quality) and ISO 14001 (environmental) and guarantees their products and services are provided securely, sustainably and consistently compatible with the requirements of the Waste Management Regulations 2011. (legislation.gov.uk,2018)

Committed on supporting the waste business in its voyage towards a genuinely manageable approach. Assuring the customer by utilizing their organization MRF (multi re-use facility or materials recycling facility) facilities in London, clients are making an unmistakable commitment to the reduction, reusing and recuperation of waste materials. Having the most professional Development and Commercial & Research teams, working continuously to identify innovative recycling technologies and end-uses for the processed materials. The organization commitment to the proceeded with proficient advancement of their staff is conveyed through projects of pro professional preparing – operational groups get committed direction in plant, equipment and transport with on-going wellbeing driving preparing programs, while customer confronting staff are given general preparing in client mind methods. The McGrath Group Waste Management is committed to ensure the health & safety of their representatives and customers in the most professional way. The organization are constantly putting resources into individuals and the most recent innovation to empower them to convey the highest quality services and products. The management believes are to build long term relationships with customers and reputation based on their long history, who is very important indicator of success.
 McGrath Waste Management recognizes the significance of accomplishing, and surpassing, the customers expectation and needs. Giving customer fulfilment is a crucial piece of providing customer excellent services and is solidly implanted into all their business actions. The organization struggle to be seen by their clients as an organization whose services, products and support reliably exceed those of competitors. (mcgrathgroup.co.uk,2018)



[bookmark: _Toc523260023]Company touchpoints
Touchpoint can be defined when the customer comes in contact or is exposed with the company, brand, product or services.(IDF,2018)
Touchpoints are followed by: 
-Interaction, when is a communication process between customer and the product, brand or company. In our case study it can be the partnership between McGrath Group and The Barking council or other big recycling organizations like Sita Suez. When it can be a good example of good communication, relationship and interaction between customer and services, brand or product.
-Engagement, commitment or promising of customer to act or the engagement of customer to make “the next step”, for example to buy a product or to show his interest about the product, or in some cases customer engagement it can be related with customer loyalty.
[image: ]

Source: Sorin Gilmeanu




McGrath Group Waste Management Touchpoints
[image: ]
Source: Gilmeanu Sorin
In our case study, McGrath Group is focused more on providing recycling and reusing services. The touchpoints I mentioned in the previous figure shows all the touch point process, from pre-purchase to post-purchase. 
The first touchpoint step in our case is how future customer can get in contact with our company and get knowledge about our high quality recycling services. It will be used well planned  advertising strategy focusing recycling and protecting the environment. One of the main touchpoint procedures in pre-purchase use by McGrath Group it will be the existing customers referencing, or the word of mouth procedure, when our company with a large history in recycling industry are using the existing customers to promote their services and products.  
After all the promoting and advertising actions, next step it will be the purchasing procedure, when the customers actually buy the product or services offered by our organization, using our call centre, website or our direct office sales centre.
The last touchpoint procedure used by customers it will be the post-purchase step, when the customers can leave feedbacks, opinions or in case of emergency problems complains, using a special complain form which can be find on our website or in our sales offices.
All three touchpoints procedures are very important for the organization, without the first contact, purchasing action or receiving feedback from our customer, it will be impossible for the company to succeed or to improve their services or final product.

[bookmark: _Toc523260024]Supply chain
Supply chain management is the process of a company to raise and improve the operations in order to provide efficiency and quality for their customers. Customers value fast services, but to maximise the speed it can be very expensive, so it’s very important for an organization to maintain a balance between speed and efficiency in order to get the best customer satisfaction. The best productive supply chains provide customers fast services and products without neglecting the quality. (Mack,2018)

McGrath Group Supply Chain Management strategy
 McGrath Group Waste Management










Source: Sorin Gilmeanu





· Managing its own logistic and distribution department for customers who cannot have the possibility to transport the waste materials or the final recycled product, instead of using partners.
· Developed fully automated self-drive weight-bridge, where the customers can get the waste data and documents by themselves thru an advanced software, becoming a fast process for the clients and less expensive for the company.
· Managing their own innovative recycling methods, so all waste materials they are provided are purely 100% recycled in the yard with no other expenses, for example costs to tip the remaining unusable waste to the landfill.
· Partnership with other companies to self-pick up final reusable and recycled materials like wood, plastic, metal, cardboard or paper, saving the transporting costs.
· 24 hours recycling services to maintain good relationship between customers and offer them flexible time table.
· Managing their own building and construction team and fitters and mechanics team, in this way the company reduces the cost of working in partnership with other companies to repair the machines or the maintenance of entire yard.
· For overseas customers it can be low cost to transport waste materials to McGrath Group, having specially designed two Wharf’s on Thames at Barking Creek, being cheaper and efficient. One barge can replace 100 lorries.

The McGrath Group organization is investing money in every new opportunity to develop and discover the newest technology or technique that will improve its supply chain, make it faster and more responsive. They also try to give some attention to production and distribution process, making the supply chain responsive to customer growing demands.


[bookmark: _Toc523260025]CRM models
[bookmark: _Hlk523137338] Customer relationship management (CRM) is a mix of processes, technology and people with a single purpose, to understand the organization’s customers. It is a combined approach, targeting the customer engagement and relationship development.
Companies that successfully implement CRM will reap the rewards in customer loyalty and long run profitability. However, successful implementation is elusive to many companies, mostly because they do not understand that CRM requires company‐wide, cross‐functional, customer‐focused business process re‐engineering. In CRM, each part must to contribute in order to receive something from opposite side. Organizations that effectively introduce CRM will receive the benefits in client reliability and long run gainfulness. Notwithstanding, effective execution is subtle to numerous organizations, for the most part since they don't understand the meaning of CRM and organization‐wide, customer‐focused business requirements. (Injazz ,2010)
McGrath Group in their long history, they always value the customer. So that’s why the relationship between the company and customers is vital. Without maintain a good relationship with customers, the company cannot exist or at least cannot compete with other recycling companies.
Technology it’s very important and have a huge impact in Customer Relationship Management. Technology maintain the connection very tight between the company and customer, and also it can maximise the process, being more efficient in customer services. McGrath Group have a special research and developing team who are working non-stop to improve the customer relationship with new and innovative technologies. Also, the company are using the standard technologized methods to interact and communicate with their future and existing customers like, internet, phone, social media. 
E-CMR (electronic customer relationship management) is based more on digital communication technologies such as special developed software or internet assessed customer service and is used to maximise the sales to the existing clients. It can offer them thru a loyalty plan personalised services or products based on their request and demands.
McGrath Group are using all possible technology devices and platforms to keep their customers loyalty and attract future customers.
Their head office has a special developed software for existing customers, sending every week special developed plans of recycling and discounts thru email, keeping them in touch with the latest news about innovative recycling systems. Another innovative method from their team of developers is the lorries tracking system, so every time client can find out the information about company lorries, for example the client can be informed thru text message, with exact hour and date of pick-up of their waste. This system making the company more reliable and efficient. The customers also can visit the McGrath Group website, being updated every day, it can be posted news about environmental, new innovative technologies and different weekly interviews with their staff. To keep-up with times, McGrath Group are using the e-CMR to keep a good relationship with customers, trying to improve the sales with current customers, sending promotional emails, personalised discount messages or phone calls in order to maintain the customer satisfaction on high level. Relationship with customers are monitored by professional managing team who are struggling to provide high quality services for the customers. Keeping up with the times, the organization is present in all the social media on internet and possible e-advertising platforms to promote the company and recycling culture.

ON-SITE Visit, The old-fashioned CRM success method 
 McGrath Group also are using the old-fashioned method like on-site visit of the existing and future customers. It seems to have a great success, in this way the customer has the opportunity to see the whole recycling process and they can interact with staff during their activities. Customer purely integrate with staff, losing themselves in the operational area, it can be similar like a fun-park or a factory, having with them all the time special trained guide to answer all their questions. Getting information about all the recycling process, how it’s made it and how they do. Using this old-fashioned method McGrath company gain a huge success, becoming more trustable for the clients. 

[bookmark: _Toc523260026]Customer satisfaction, engagement and retention

Customer satisfaction, engagement and retention is very important for a success business in these days. With a very good customer loyalty and satisfaction strategy, can have positive effect on the profitability of the company. (Rosenberg and Czepiel,1977)
Customers must to be happy when they interact and connect with company products, customer service, staff and marketing actions in order to satisfy and get their loyalty. Customer satisfaction it can be described as a full evaluation based on the total consumption and purchasing process, if the customer it’s not satisfied it means it’s something wrong with the services or the product. (Oliver,1999)
In McGrath Group case study, like I mentioned in the previous pages, the top priority of the company is customer satisfaction, engagement and retention. Analysing the market, the company must find out the customers wants and needs in order to satisfy them and gain their loyalty. The organization is offering to all the customer sustainable, flexible, reliable recycling services and products. The company can offer to their existing customers long term contracts with cheaper prices, ensuring them high quality and reliable services. Attracting the new customers and maintaining existing customers with new innovative recycling methods of their waste. One of the examples can be the recycling and reusing the “Waste Electrical disposal”, as a result of their researching and analysing team, electricals and electronic equipment are very difficult to recycle and are very harmful to the environment. The initiative come out of the Government’s consultation on the waste electrical and electronic equipment conforming (WEEE) Regulations (legislation,2013). Not every recycling company have the possibility and the proper technique to recycle electricals like microwaves, washing machines or fridges. The government are forcing all the organization to follow the WEE policies (HSE,2018).  Tipping the waste electrical it can be very expensive for some companies, spending on transport and tipping price per ton. For McGrath Group recycling WEE it’s a great opportunity to gain the customer engagement and their satisfaction. To meet the highest standards of client satisfaction in the recycling and waste market, the company must keep up with the changing times and provide the customers every time something new and innovative. For customers loyalty, the organization needs to continuously communicate with them, keeping a good relationship thru multiple touchpoints and remain the same reliable and efficient, with possibility to offer them personalised services and discounts.


[bookmark: _Toc523260027]CSR, sustainability and ethical values
CSR intent to ensure that organizations manage their business in a way that is ethical. This means to focus on their environmental, social and economic impact, and consideration of human rights. (ED,2018)
It can involve a range of activities such as:
· partnership with local communities
· establish relationships with own staff and customers
· protection of environment and sustainability
· responsibility of investments (SRI)

Some organizations have as the main objective the achievement of social or environmental goals, on the other side some business that tries to succeed financially, while neglecting any adverse impact on environment or society.
McGrath Group Corporate Social Responsibility, sustainability and ethical values
One of the examples can be the “sustainable business”, in nowadays all the companies are following the sustainable method. Everyone knows about waste management companies being as sustainable business who protects the environment, but it’s not real. Some of them are not 100% sustainable, they can recycle common materials like wood, plastic or metal and the rest of the waste goes into landfill, which is very harmful for the environment. So, the partnership with companies from other industries or with local communities must be trustable and reliable. Most of the big brands from other industries like construction or retailing who are known as sustainable business, must be provided with some proof of their sustainability and to ensure all their waste do not harm to the environment. McGrath waste management is a 100% sustainable business, according to their statement “0 to Landfill” (mcgrathgroup.co.uk,2018). Nothing is wasted, everything is recycled, reused and recovered. Their continuous growing since 1972 is based on the advanced recycling techniques who are improved frequently based on the environmental policies and customer demands. McGrath group is supporting the local community offering specially designed recycling programs to inform the population about the risk of pollution and importance of protecting the environment. Working in partnership with government and local community, committed to sustainable world, the company try to introduce the recycling culture to the community, having a positive impact to society.
Thanks to these two innovative recycling techniques like I mentioned in the previous pages, WEE and WtE (Waste electrical and equipment, waste to energy), McGrath group become one of the most sustainable recycling companies in UK, together with Veolia Group and BIFFA (veolia.co.uk,2018). With their advanced full recycling systems and supporting the local community for a better world, McGrath it can be a real example of sustainability and ethical values.

[bookmark: _Toc523260028]Potential customer recruitment and loyalty schemes
Keeping customer happy is vital for every business and developing a good loyalty scheme can be an effective and can have huge impact on company growth. (Williams,2018)
Customer loyalty is a way to reward the existing customer with a single purpose, to make him come back for more. (Hyken,2017) One of the common examples can be “Tesco Club Card” (Tesco,2018). Tesco Club Card it’s having a huge success , recruting more potential customers and get the commitment of the existing customers.
Customer recruitment and loyalty schemes is based more on technology. Future customers and existing can be reachable due multiple touchpoints. It can be tv or online advertising, word of mouth or telephone. 
For potential customers need to approach them and provide the company range of recycling facilities and present them something different than other companies, recycling on high quality standards and good prices, to make encourage them to buy the products or services. In some cases, like I mentioned in the previous pages, (on touchpoints) it can be applied the On-site visits to offer the answer to their questions regarding recycling procedures and live observing how the company can manage their “0 to Landfill” statement.
Loyalty schemes can be applied to , depends of their customer purchase history. McGrath Group staff analysing and researching the true needs and expectations of their existing customer, so they can provide them specially personalised products and services. The existing customers can be contacted thru, phone, email or personal meetings, thanks to a developed software who stores all their details. McGrath Group still have 10-20 years partnership with different companies from different backgrounds and industries thanks to their well-structured loyalty scheme.

[bookmark: _Toc523260029]Customer Perspective
Customer perspective is based on customer previous experience with the organization. (Presecan,2018) Customer point of view can have huge impact on company financial success. Satisfied  customer can influence other future customers, and it will be a powerful advertising tool. The most common touchpoints used in customer perspective is word of mouth or social media. Its very important for the company to maintain a good relationship with customers, being a powerful advertising tool, they can spread negative or positive feedback about the company, leading to serious changes. (Maechler, Neher, and Park,2016)
In order to develop effective and modern communication strategies, it’s crucial to gather the customers information and view the business from the customers perspective.  (Winters,2018)
Most of the McGrath Group customers have positive opinions about the company , advertising and promoting the company services and products due to their lots of years of partnership. Thanks to their loyalty McGrath Group receive free advertising , growing the company customers. McGrath Group knows how to understand the customer needs and listen their request in order to improve their services and quality of products.

[bookmark: _Toc523260030]Input and Output model
In our case the Input model for McGrath waste Management it will be the waste materials the company is receiving from clients. Based on complex process and advanced recycling technique, the output it will be the final, converted product such as: plastic, wood, metal, paper or WtE bales ( waste to energy bales) ready to be sold on the market. Having a wide range of converted products, production of a special amount of product depends of customer requests.
Other Input and Output model it will reflected in company-customer relationship. For example , it will be what McGrath Group can offer to customers and what customers can offer to company. McGrath Group offers to their customers high quality recycling services and products, expecting from their customers loyalty and commitment to company values, leading them to profitability. If the company provide customer with friendship, quality services and products, the customer can return the services back with his loyalty and commitment.
[bookmark: _Toc523260031]Customer expectations
[bookmark: _Hlk523252301]Customer expectations can be defined to the value or benefits that the customers are looking for, when purchasing a product or are using a service. Most of the companies are struggling to exceed the customer expectation, but some of them nearly succeed to meet their expectations. They are the result of the “customer behaviour” and can be formed very quickly because even first impressions are very important. Once established, these expectations can hold significant influence in making a decision processes and can be very difficult to change. (mbaskool.com,2018)
Recycling industry it’s a very powerful and influencing market, becoming a real competition between  recycling companies with large history in this area to attract new clients and to maintain the existing. Customer behaviour it’s very complex, some of customer can focus on price, some of them on quality or some customer can focus on both of them, quality and price. To understand the customer expectations, the company needs to know their customer, try to gather as much as possible information about customer behaviour, why they are buying, from where, how they are buying or why they need recycling services and which kind of services. (www.business.qld.gov.au,2018) 
McGrath Group are making big efforts to compete on the market, trying to meet the highest customers expectations thru their services and products. The company research team are trying to find the customer needs and after trying to meet their needs. They need to find the perfect balance between quality and price, in order satisfy both sides customers expectation, price and quality. Using highest and innovative recycling standards can attract new clients and using some discounts pricing strategies to maintain the existing customer’s happiness. Being an existing customer , they expect to be treated like a valuable person for the company and to give as much as possible attention to the customer-company relationship. With time, showing their loyalty to the company, existing customer can be treated as a partner, which is a very influencing status, making them feel important for the company. Based on this partnership, on their request or feedback company can improve their services and products.
If the company fails to meet their customers needs it will have a huge impact on company financial progress. One of the reasons of failing can be wrong training of staff who are involved in their services or wrong management activity, leading to bad quality of product. Failing it will bring negative consequences to the company, but it can be resolved if it’s analysed and investigate the real reason of fail.

[bookmark: _Toc523260032]Segmentation
Dividing a market of potential customers into groups, or segments, based on different characteristics can be defined as a market segmentation. Consumers creates the segments, who will respond to marketing strategies and who share traits as similar interests, expectations and locations. (BD,2018)
It will be divided in four basic market segmentation-strategy:
· demographic
· psychographic
· behavioural
· geographical

Source:Sorin Gilmeanu
 In the previous chart from page 18 on market segmentation, as it can be seen, McGrath Group Waste segmentation strategy is based more on Geographical segments, followed by psychographic and behavioural, last one with only 3% importance is demographic.
Focusing 52% on geographic segmentation strategy, the company it is taking the advantage of being situated in east London on the Thames River. Helped by their own developed wharf they have a lot of advantages like River boats and abroad companies with barges tipping waste, less cost of transport. Another huge opportunity for the company is the fact they are located near central London, London being a continuous growing city, with daily construction and developing projects, McGrath Group can see in this a big chance to attract new customers helped by their own logistic department. Being easier and faster for customers working with a recycling company close to their building projects, offering them reliable pick-up service. 
Psychographic segmentation strategy (25%), can be another important strategy for the company to succeed. The company are using previous or existing customers shared personality traits, beliefs, values, attitudes, interests and lifestyle to gather information and identify their wants and needs. Identifying these important factors can be a powerful way of marketing the product or service to people. McGrath Group are using special survey and research to identify people or other companies who are using sustainable business or environment friendly life style in order to approach them and offer them their eco-friendly services and products.

[bookmark: _Toc523260033]Conclusions and recommendations
Conclusion
In this case study, it was presented one of the most sustainable business, focused on relationship with their customers, offering professional customer experience. Providing real examples how they manage the customer relationship , how company understand the customer needs, offering high quality products and services. The company knows to maintain and satisfy the existing customers and how to develop approaching strategy for new customers.  Succeeding in their relationship and engagement with customers, leads the company to achieve their goals.
Recommendations
Being a success company and having a good relationship with customers, offering their high standards services and products, they need to maintain the same standards in the future in order to keep up with changing times and customer behaviour. They should never see them as winners and never neglect the customers needs and requests to remain on the top of the market. Following the same objectives, values and believes and always try to invest and develop new methods of attracting customers and promote their services and products. Always listen and take serious customers perspective in order to improve their services. Try to expand their innovative recycling methods and good customer services overseas and implement their eco-friendly culture to others.
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