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[bookmark: _Toc5819734]INTRODUCTION

In this competitive era where the customer is always treated with priority, we all know that customer is the king so the satisfaction of the customer is pivotal and should be looked after properly. Customers influence the way that companies work in any industry. Customers are in continuously changing, becoming more demanding and more informed about their rights (Ansett and McManamy, 1989). A satisfied customer will bring much more new customers for the business and also help in achieving the visionary and missionary goals of the organization and so customer service is required for engaging customers to the new age business organizations properly. In this report, I am going to discuss the organizational structure of the renowned two star restaurant that is- Restaurant Nathan Outlaw which is owned by Nathan Outlaw which primarily deals in sea food. The aim of the restaurant is to serve its customers with the best quality products cooked by the best chefs at a reasonable price. In these  I will describe and delve with the understanding and engaging in the customer experience.











[bookmark: _Toc5819735]IDENTIFYING VALUE AND NEEDS, WANTS, AND PREFERENCES OF TARGET CUSTOMERS IN THE SERVICE SECTOR INDUSTRY

Target customers are a group of customers who will want our services or products (Anderson and Kerr, 2002). Therefore, target customers are the priority to be understood because of the fact that the business will flourish only when the required market for the product is available among them. So, the knowledge of the target market is the most important factor and should be analysed carefully in order to achieve the desired results. The marketing definition deals with three important words merely need wants and demands. These terms should be assessed properly in order to make strategic decisions carefully. These all are inter-related and arise on the basis of ability and requirement from organization and forms with the help of socio, economic and demographic aspects. In my organisation, I prefer focusing the target group’s needs and wants and offer them the food accordingly.
[bookmark: _Toc5819736]THE NEEDS, WANTS, AND PREFERENCES OF TARGET AUDIENCE
There are many different approaches that can be used while determining the needs and wants of the target audience. The choice of the best approach can be done by the selection of that approach that best suit my organization. The main factor that I have taken into consideration is that the relationship with my target audience should be based on the emotional facts. At the Nathan Outlaw, my management follows the following steps from my experience in order to understand the needs and wants of the target audience.
LISTEN MORE THAN YOU SPEAK: The major factor that influences customer opinion about the organization. I have learnt that I should listen to the customer’s requirement by making it a foremost important factor. I should also understand the needs and wants properly by listening more and speaking less. This will work in case of both the present and prospective clients. Listening ability should be good enough that the customer need not explain the things again and again and they should get the best results for their wants. Good service quality will make the customer frequently visit the restaurant again and again (Lewis, 1992).

IF YOU WANT TO KNOW SOMETHING, ASK: In order to understand the needs and wants of the customer in a better way, their needs should be assessed properly and exactly. For that, the employees should have the ability to ask questions for the information that will enhance the customer’s experience. At our restaurant, my employees ask each and every detail about preparing the order which will enhance the customer’s experience.

[bookmark: _Toc5819737]THE NECESSITY FOF THE IMPLEMENTATION OF POLCIIES OF CUSTOMER SERVICE
Any policy is the linkage between the employees of the organization, organization’s goals and its daily operations (Christopher and Wills, 1974). The same is the case with the customer service policies which are essential in order to build a relationship between the customer and the organization. At my workplace, I follow customer service policies for the following reasons:
· The customer service policies give a stable competitive advantage over others in the same field of operation which helps in building the strong competitor base.
· It also promotes a good working environmental condition.
· It also increases the cost efficiency for an organization in a way that customer’s needs, wants and preferences are taken into prior consideration.
· These policies when good enough or not can affect organizational identity, because these policies can make or mar an organization’s identity.
· Also, customer will pay more for better service experience. So, the policies should be formed properly and provide a good customer service experience.
[bookmark: _Toc5819738]SUSTAINABILITY AND BUYER’S DECISION 
Buyers are the king of the market. Without a satisfied buyer, an organization is not able to achieve its visionary and missionary goals and remain a sustainable business in the process. So, identifying the needs of buyers and the way they make the selection for the products needs to be identified certainly. It requires five principles to be worked on like transparency, fairness, humanity, social responsibility and needs of potential buyers to positively influence buyer’s decisions. All good organizations opine that fair trade should not be a special term. All businesses should be fair enough to satisfy customers’ needs and wants. In Nathan Outlaw, I follow the customer’s-oriented approach and issues of sustainability should always be at priority.
[bookmark: _Toc5819739]ETHICAL SOURCING
Ethical sourcing is the act by which the products that are saleable are obtained in a much responsive and effective manner like the employees merged in making them have their safety measures properly and should be treated in a fair manner and that legal and socio-cultural impacts are taken into due considerations during this process of sourcing (Thametheram, 2001).It is the correct option for the environment, for the long term, the correct choice for their businesses and their bottom lines. At my restaurant, I always believe in supplying a good quality sea food. I made various efforts in order to cater to a wide range of customers by serving the local quality sea food and I succeeded a lot in that. In case I failed to get a good quality fish to run my restaurant, I will be making my restaurant menu a pure vegetarian menu because I am having an access to good quality vegetarian food near my place. Ethical sourcing includes the following key areas:
· Seasonal usage of the products 
· Low environmental impact by deforestation
· The welfare of the animals
· Lowering the usage of non-renewable resources
· Fair trading practices
· Viability for farmers and producers
· Reduction of wastage
· Supporting biodiversity and provide immunity to the ecosystem
· Sourcing of products at the local level.

[bookmark: _Toc5819740]FACTORS OF SUPPLY CHAIN MANAGEMENT AND CUSTOMER EXPERIENCE
The customer experience should be notable one in order to maintain and repeat their visit at the workplace. Customer’s experience should be based on the type of product, its price, brand, conformance to requirements, its value addition, the building of relationships and customer experiences (Wilburn, 2007). On the other hand, supply chain management is the process of managing the supply of a product in such a way that it should meet the demand of the customers without being oversupplied or undersupplied SCM strategy determined by the product types or services offered by the organization (Stadtler, Kilger and Meyr, 2015). Global supply chain management is a crucial piece of international franchising success. At Nathan, I follow customer oriented strategies for supply chain management. The strategies should be based at customer centered approach. SCM strategy should also include managing the designs, warehousing, distribution, and logistics. From my experience from Nathan Outlaw, customer experience should follow the given steps-
1. Creating a separate image for the brand.
2. Delivering an experience through channels which must be in a seamless flow.
3. Caring about the old and potential customers and their outcomes.
4. Measuring what is of utmost importance to the customers.
5. Trying to achieve operational excellence in the organization.
6. Valuing the crucial time of the customer.
7. Placing information, requirements, and needs of the customer at the topmost priority.
8. The ability to change the policies of the organization on the basis of customer’s requirement should be followed too.
[bookmark: _Toc5819741]INFLUENCIAL DRIVERS OF CUSTOMER ENGAGEMENT OF DIFFERENT TARGET CUSTOMER GROUPS
On boarding new customers involve listening to the customer’s needs and wants. The working of organization should be much smoother if the customer’s requirements are accessed properly. It should also include the effective service level approach. Typical measures should be used to quantify the company’s market performance. It basically relates to the will power to satisfy a customer. For the customer satisfaction, surveys should be conducted from time to time and other measures regarding customer loyalty should be performed. At my workplace Nathan Outlaw, I am following the given factors that drive and influence customer engagement:
1. The social factors are the driving force introduced to how social relationships influence cognition, emotions, and behaviours of a customer with regard to the organization. A number of studies have used this approach as a pathway to examine the customer’s participation and continued use of the product in achieving the goals of an organization.
2. The technological factors can be defined as the degree to which a communication technology provides the framework of an environment where individuals can exchange direct messages and set up a communication process with each other. It helps the customer to create content, share their buying experiences with the other people and all the details regarding their orders should be made available quickly.
3. The motivational factors require a deep understanding of the fact that what are the factors that influence the customer to shop. It may relate to the satisfaction of their cultural, economic or their consumption needs.
4. The moderator is a research variable that affects the direction or even the strength of the relationship between an independent and dependent variable. The moderators used in customer engagement research can be described as social factors and customer characteristics. This occurs specifically when the customer’s expectations are high.
[bookmark: _Toc5819742]OPERATIONAL EXCELLENCE IN CUSTOMER RELATIONSHIP MANAGEMENT
Achieving operational excellence is the base for a satisfied customer. Customer relationship management is a process of knowing the customer and the ways the customers interact with the organization (Cunningham, 2002). The CRM systems should be such that they have the capacity to capture, integrate customer data from all over the organization, consolidate, analyze and communicate the information to various systems across the enterprise. It should provide an individual enterprise sight of the customers.
The software with regard to CRM should be a complete package of tools to cover all the needs of an organization. The more comprehensive packages have a module for PRM, ERM, SFA, Customer Service and Marketing. The operational CRM is the customer-facing application, sales force automation, call centres, and customer service support. At the Nathan Outlaw, I have implied various enterprise systems to achieve operational excellence in CRM.
[bookmark: _Toc5819743]CREATING A SUSTAINED CRM
In order to create a good CRM, an organization needs to recruit and keep the right people at the right job by providing them constantly with the right tools, training, and motivation. This involves delivering both the tactical and strategic customer service approach. The main principle is that it is simpler to provide a good service to a first-time customer to the business rather than servicing an unhappy customer who received the bad service for the first time. The tactical approach includes training the frontline staff with right motivation, tools, and equipment to provide a satisfied service to the customer by answering at least 90% of the inquiries of the customers quickly. On the other hand, it can be defined as the fact that the employees must have the channel for communicating their experiences to ensure that the processes can be improved by imparting the right training to the staff.
In order to create a sustained CRM investment on CSR should be encouraged because of the fact that the employees are the first person who is in contact with customers. They should possess the required skills to satisfy the customers and handle their complaints effectively. CSRs are not always viewed as skilled employees who can derive strategies, but as a cost centre where no additional investment is required. It is seen as a part of the service strategy while Underpaid and improperly trained staff damages customer loyalty. When the customer is not satisfied it destroys the brand image of the product which ultimately lowers down the profits of the organization. At Nathan Outlaw following activities should be taken care of if a sustained CRM is to be maintained.
1. The hiring of the right people at the right job as per his skills is pivotal (Kelly, 1955). People who have a positive approach towards work prove highly beneficial for the organization. For this, I prefer proper interviews and selection procedures should be followed. Employee attitudes can be improved when staff skills are matched to the workload because the improper staffing can demotivate the employees who ultimately decline the profits of the organization.
2. The provisioning of the right tools and techniques to the employees is essential. They should be given the complete information that is needed by the company to provide the right answer to the customers. Because, when the staff is not able to answer the customer’s inquiry they will move on to the other organization where the same product with little variations is available. It is based on the customer’s history, their habitual wants and needs, a range of actions and steps they can take to resolve the queries and this can be stated in the manual. Once an employee has a complete set of information which helps the consumer in making the right decision, they can serve the customers in a better way and upgrades the image of the organization in the eyes of general public. There should also exist a system of feedback from the customer.
3. Offering the right training to the staff is also very essential because it develops the required skill in the employee’s results in a financial up gradation of an organization. The training can be of 4 types. Initial, remedial, developmental and ongoing training. The initial training is mostly for the new entrants. This may include classroom training and practical training. The general overview of the organization, its products, and services is given. The use of various equipment of the organization is taught in this training level. The importance of soft skills like communication, listening, problem-solving, an emotional and angry customer cannot be ignored. The remedial training helps CSR’s when they have failed significantly in answering the queries of the customer correctly for the very first time so that they can deal with it in future. It can be judged by conducting the performance reviews of employees from time to time and exploring the areas which need improvement. It may involve practicing skills and changing behaviour and knowledge in specific areas. The development training involves the up gradation of CSR for new responsibility like cross-selling or launching new products. The training in regard to this should include the perceptions of the employees regarding their future. The ongoing training includes old material and some new information to develop expertise in customer’s skills. It can be done by giving the right motivation, good supervisory conditions, excellent evaluations capturing the areas that help to build a proper system to achieve the goals and objectives of the organization. The recognition criteria also play an important role in creating a sustained Customer relationship management. 
[bookmark: _Toc5819744]CUSTOMER EXPERIENCE MAP FOR ORGANIZATIONS IN THE SERVICE SECTOR
As we know that customer is the biggest asset of the company, Customer experience is the process of discovering how the old and the future customers feel about the organization as they are in touch with the product or service’s sales funnel touch points (Kumar and Reinartz, 2018). It can be possible only with the help of proper research which will help an organization to prepare and analyze, a journey of sorts from the beginning to the end of the potential customer’s engagement within the organization. Using the step by step approach to experience mapping can help an organization to find in sites and reduce friction in order to take the necessary adjustments to showcase a wonderful experience to the customers which ultimately help an organization to achieve their missionary and visionary goals and objectives. Moreover, this process will make the organization understand that all of our customer’s touch points function holistically in a positive manner. Regardless of the fact that how many departments or products our organization is offering, it must create customer-focused mission if the organization is thinking about having control over customer’s experience. It is possible only after understanding the needs and wants of the customer. For this, we initiate by mapping out each and every process that the customer follows during an engagement with the services or products but one has to make sure that the individual is including their actions and tasks properly. It can be done by knowing their entire user experience through personas, interviews, observations, and service. This can be completed by interviewing the present customers or researching the potential markets with the people who sets between target profile but have not yet ordered anything. This can even include the old customers and the interviews or surveys on the product pages where people put an end to the usage of the products of the organization. If the conduction of interviews is not possible then we should opt for an alternate way out to schedule a meeting with our customer to have knowledge of their actions and tasks the organization needs to take care of and change their processes and systems as per the need of an hour. It can be done only by critical thinking of needs and wants of customers and ultimate satisfaction with the product of an organization.
[bookmark: _Toc5819745]MEETING CUSTOMER’S REQUIREMENTS THROUGH ORGANIZATION QUALITY SYSTEMS
The organizations quality systems should be effective enough to meet the customer’s requirement completely. These principles are based on various quality management standards that higher management should think for the betterment of organization which is basically focused on the leadership, engagement of people, improvements in the process and relative evidence-based decision making. In order to fulfil the customer’s needs. An organization must follow some principles like provide good quality work for the very first time to the customer. Focus on the customer’s needs and wants should be a priority. It can be possible by using a strategic approach to improvement by critically analysing the performance of employees and having a proper redressal system for measuring the performance of employees. At Nathan Outlaw I have figured out the fact that customer satisfaction has a direct impact on the bottom line. It means if the quality of the systems and the product is up to the mark for the customer then it will gather a good quality market and helps the organization to succeed. For this various type of quality management systems are enforced such as documentation controls, variability controls, organizational and operational risk management, supplier management, equipment and asset management, CAPA management, policy management, and internal control. The process approach is all about finding the correctness and easiness of the processes. It is also about consistent efforts and a complete understanding of the fact that efficient processes also speed up the activities which ultimately reduce the costs, improve consistency, and eliminate waste from the production by promoting continuous improvements along with the efficiency of the management systems. It can be related to the theory of zero defects which is a concept based on doing it correctly at the very first instance to avoid costly and time-consuming fixes in the future in the project management process. Zero defects theory is an four elementary based theories for implementing the same within the organization. Product shortfalls may be defined as attributes of a medicinal product which may be affecting the quality, safety or efficacy of the product which is not in connection with the approved product authorization.
[bookmark: _Toc5819746]CUSTOMER EXPERIENCE AND CREATION OF BUSINESS OPPORTUNITIES
Customers came with the expectation of good quality, competitive price and, much quicker service. While competing in the market force the mere basis of competition is quality, price and time. The more flourished companies compete only on one of these criteria’s except few companies. On the other hand, competing on two or three factors by remaining economically viable is also seen. At the Nathan Outlaw, we have based the price criteria a competitive base along with the various data security and privacy concerns of the customer of an organization. There should exist some touch points within the whole process of buying and selling of the product of an organization. The touch points basically are the points of contracts between a customer and an organization. It can be done with the help of face to face meeting, call or fax or email etc. Some examples of touch points regarding pre-purchase are advertisement, email, news, social media and word of mouth. The touch points regarding purchase are a salesperson, website, retail and packaging events. While explaining the post-purchase touch points, we came to know about the supporting, forums and service. With the colossal upsurge in the technology in the last two decades, there have been an unprecedented technological advance. Traditional systems are not in force in today’s competitive world. The working in groups to identify why and how the organization such as mine is going to use various touch points, for example-email, personal meeting, and telephonic interviews in their transactions. In this process, some things are required to be taken into consideration. First of all, customer will be expected to be treated the same regardless of the fact that how they come in contact with a business. So, to achieve this customer service representatives need to have access to the same information about a customer when communicating with them. It can be done by building a good relationship with the customer. The loyalty effect model can be used to predict customer behaviour based on the factors that may positively or negatively affect their behaviour.
[bookmark: _Toc5819747]DIGITAL TECHNOLOGY IN CRM
When managing the customer experience to be positive for the business. It is essential to implement strategies that help entice customers and engage them in the business. For that, technological platforms are used these days, to some extent digital technology such as social media and websites help build a CRM system that helps acquire customer suggestions effectively and faster (Buttle, 2009). However, there is still problems with establishment of specific regulations and data security to users of these services which can seriously hamper the CRM strategies if leaf neglected. So, form my understanding of the business of Nathan Outlaw needs to follow the digital technological implementations for engaging customers while trying to be more relevant and enhanced to provide online security issues.



[bookmark: _Toc5819748]CONCLUSION
The customer is the biggest asset for the company and they need to be maintained in an efficient manner in order to achieve the goals and objectives of the organization. The target groups should be focused properly because these are the people giving the maximum possible business to the company. The selection of the products should be based upon that only. Proper pieces of training should be given to the staff in order to build a strong relationship with the customers at their very first meet. At the Nathan Outlaw, we are following the customer-oriented approach by knowing completely- the needs and wants of the old and the new customers by doing a complete market survey. Based on this, the management prepares various policies and fix up the objectives that help in taking the organization to new heights. Various appraisal and checking systems are in place at our workplace which will enhance the progress of the organization and help in achieving the first position in the race of fast food restaurant chains in a very short run.
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