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Customer experience is the essential aspects which are playing a significant role for the company. The business model can be improved by enhancing customer retention rate in the market. It is the responsibility of organizational managers is to develop effective strategies and implement innovative ideas which will help in developing the customer relationship. Business cannot exist without customers and it is the essential motive of every company to focus on retaining customers by delivering them the quality of product and services. There are various aspects which should be considered at the time of developing customer retention rate, but for every company has to create a clear vision which helps in developing customer needs and wants. There are various approaches which are summarised in this report, along with this business decision-making process is defined in this report which will help in taking suitable actions through which company can accomplish objectives in a timely manner. Further, the report includes some innovative strategies through which the company can develop customer value and can manage quality control effectively. The main purpose of the report is to focus on the essential aspects by using a customer relationship management tool.  
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Customer experience can be defined as the long-term relationship among the customer and the organization. Customer experience is evaluated as to how a customer interacts with the individuals working in a company. The facilities, services provided by a company are the factors which affect the experiences of customers. Quality modules and standards are fixed when defining a company's particular customer experiences regarding the services they are providing.
Quality module and standards to develop customer service and experiences

Speed standards: Quick services provided by the organization make a positive impact on the experience of their customers. Speed is a stable and effective determinant for customer experiences and satisfaction. First response time is the time taken by any organization to respond to the first inquiry of any customers. Lesser the response time, more customer satisfaction (Nyadzayo, 2016).
According to Groove HQ’s Len marked, the response time taken via live chat and phone support should be minimum. The minimum time for the first response should be 2 minutes in the live chat and phone support. Many organizations promise to respond to the mails for the inquiry in 24 hours or 48 hours. For stable customer experience, the speed cultivating social channels should be 60 minutes. The customers should be easily accessible to get the answers for their issues. Customer effort score (CES) is the effort which an organization makes to answer and solve all the issues which the customers were going on with.
Accuracy standards: A slow but correct and accurate response regarding the customer’s inquiry would appreciable. Which arises a topic should be discussed here is Customer success ratio. Customer success ratio can be explained as the number of customers who have got what they are searching ratio with the total customers in any organization regarding the inquiry (Akgun,  2017).
Transparency Standards: It is quite hard to measure transparency in customer experience. The Psychology of waiting lines explains how uncertain waits, make que busier and more hectic. This metric should be collected by various surveys conducted.  When customers were waiting for quite some time for 3 to 5 minutes without explaining the solution to their issue create a bad customer experience. It explains how transparency in customer experience and engagement is important.
                                Higher value= more transparency
Accessibility standards:  Tt is important that a customer who is already inquired for trouble shouldn't be in trouble for one another reason. The customers should be easily accessible to get the answers for their issues. Customer effort score (CES) is the effort which an organization makes to answer and solve all the issues which the customers were going on with.
Surveys can be conducted asking customers about how much effort did they made to be inquired. Mark a scale of 1 to 10 for it. Low CES= Good service.
Empowerment standards: Being in control of all the services is a signal of good customer service. But it has been tough to make the standards up. This standard can be evaluated by Single question rate, where the number of repeated questions can be divided with the total inquired customers. The questions which have appeared more than say 3% in single question rate, then it should be frequently asked questions so that answers for such question can be easily accessible to the customers.
[bookmark: _Toc15490927]Customer service.
What is the most important thing that one organization can do to build a good relationship with the customers? The answer to this question is simple, improving customer services during sales and after-sales services. Does not matter how productive the product can be, one of the things which a customer will look into is customer services.
Bottom line is that the customer services are usually the baseline of the companies and the customer experiences will be defined as the skills which a person would need in their organization. Good customer service is revolved around attending customers and carefully listening to the needs of the customers.
	Strengthen customer services skills
	Improves customer interaction
	Enhance customer services strategy
	Make sure the Reps are engaged

	In the very first instance, it is quite important to know that the customer support system of the organization has the correct skills required for attending and listening to customers with their issues. Some skills which would be important to have are:
· Empathy, patience: customers would be with problems, they can be irritated or frustrated, hence it is important to handle them with patience with a smile on their face. 
· Adaptability: Every customer is different and would have a different problem with them. Skills like adaptability should be possessed by the customer support team, as they have to handle irritated and moody customers. 
	If the staff has the required skill set it is good but it still has to be implemented, in the interactions between the customers and staff.
· Staff can create a healthy common ground with the customer with the issue, as building common ground would help to build a relationship with the customer.
· It is important to admit and resolve the issues way before the customer identifies.
· Stay connected with the customer after the problem is solved, follow up the issue which will create a sense of belongingness towards the organization in the heart of the customer. 
	 The staff might know how to interact and connect with the customers, but it is the organizational strategies which can be employed to make customers happy (Yilmaz, 2017).
· Customers would want to build a relationship with the customer service team or staff because no one wants to talk to bots. Hence, for effective customer service, it is important to be personal with the customers.
· It is important to be available to the customers. If any business is particularly online, in this case, an organization should connect with the customers frequently and should offer video calls on Skype.


	One can have the best skill set but if the reps were checked out, it is not effective at all. Mostly the dissatisfied customers would be going to come up with the issue, hence it is important to have anonymous suggestion boxes to understand what are the needs and interest of customers, with what a makes a customer satisfied.
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Customer centrality can be explained as the approach for business which completely focused over providing a positive customer experience during the sale and after-the-sale. This will help companies to get a competitive advantage. The philosophies revolve around the customer-centric businesses and hence most valuable customers are happy with their services (Eskelinen, 2017).
To explain the same, we would discuss the case study of Mc Donald’s and how they have focused their business over customers. A consumer-centric business usually focused on the structure by identifying the demands of the customers. It is important to have a good marketing mix management. The marketing mix comprises of the 4 levels, in such marketing mix organization, and this case, Mc Donald's can place or position their product in such a way that it attracts the most of the customers. Kotler and Keller (2006), defines a marketing mix as a set of tools and methods which working together affect the marketplace for Mc Donald's. Crittenden (2007), agrees that being on the statement and tactical aspects of the marketing mix are not at all sufficient for long term process.  
Mc Donald's have been using marketing mix concept in regards to customer centrality with utilizing the framework in this manner given below:
	Product
	Price
	Promotions
	Place

	This particular area describes all the development, creation of the products. The product can include some intangible services, physical products, and packaging services. The product portfolio of Mc Donald's is very vast, and also, they have huge product popularity. The product popularity can be supported by a statement by customers saying "you can rely on them to get it right".
The quality of the product is very important; hence it does not mean what the menu is having, important is what the menu is exploring with the data inclusive of the complete data involved in the customer feedback after selling the product.
	Price represents the unit which Mc Donald’s is getting by marketing that product. The price of a product of Mc Donald’s or services is defined by the quality of the product and service provided. A statement of a customer regarding the price “It is a real treat for the whole family in very less price" supports the Price strategy to support Customer centrality. Every customer would want to get the product in value for money price, hence the price of the product which MC Donald's is selling is very important and should be considered according to the prospectus of the organization.
	Promotions are concerned about how the product is available to the customers. There are numerous methods through which Mc Donald's have been promoting its products and services such as Seminars, loyalty schemes, exhibitions, direct mail, etc. The Mc deals, referred to as the in-store communication program provides offers to consumers. Mc- Donald's too have recently launched m venue, which allowed all the consumers to have access to the in-store digital content available (Yang, 2016).

	Place here is concerned over the consumer service levels and various distribution channels. Place refers to the paths into which the product of Mc Donald’s would be sold to the customers. The website of Mc Donald is a good platform for building a healthy relationship with the customers. Mc Donald restaurants were placed quite strategically so that the targeted customers can be attracted towards them quite easily.





[bookmark: _Toc15490929]Value and purpose of customer relationship management (CRM)
The customer relationship management usually provides a better way to interact with the external customers and market. A customer relationship management tool lets management store the details, sales opportunities and record services to manage the marketing campaigns. When the data-id was easily accessible, it is quite easy to improve productivity in any organization. With the use of Customer relationship management, the information related to the purchases of customers, what they have bought will be identified. Customer relationship management helps an organization to drive growth business. It is quite beneficial for companies where they want more productivity with less raw supply (Soltani, 2016).
Customer relationship management is the biggest revenue area because if a company knows they would last long, it would require strategies for future processes.  There are targets which have to be achieved such as sales, business objective, and profitability, and monitoring those targets and processes can be sometimes tricky. Customer relationship management can provide a clear overview of customers. A simple and composed dashboard can provide a clear image of the status and previous purchases of that customer. Marketers and companies can use Customer relationship management to know the concept of sales or prospects, which can give a clear image of the customer needs.
Over time there are many functions which Customer relationship management also performs which made it more successful. It uses some of the processes and records the customer interactions over email, phone, social media, etc.
	Marketing Automation
The CRM tools usually automate the repeated orders and tasks to simplify the efforts in the different lifecycle. Sales prospects usually come into the segment of the company, hence it will automatically send the prospects marketing materials to the people via email, social media to turn sales head into a customer.
	Salesforce automation
It is a CRM tool which automates various sales functions in the organization. Such a tool is quite helpful in attract and obtain some new customers.
	Contact center automation
It is quite tedious to become agent's job; such a tool is used when the customer interaction with the staff would be used for training purposes. Such tools would help the organization to identify some flaws in their Customer support system and its marketing aspects.
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Extension of the business depends on its strategic management and how it has developed effective relations in the market. The essential aim of every company is to focus on the quality of products and services through which it can attract more customers and can develop the customer experience. Building relationships is the appropriate approach through which an entrepreneur can manage its quality and selling department of product in an effective manner. In relationship marketing, the main motive is to analyse the rapport between supplier and customer in the market and to analyse their relationships (Rocco and Bush, 2016). Developing and maintaining relationships is one of the essential ways which help in developing real customer value and experience in the age of competitive market. It is an amazing art which develops opportunities for business in enhancing profitability and in an extension of the market through developing customer retention rate. It is essential to develop an effective relationship between buyer and seller through which the company can manage and operate its quality products in an effective manner (Rocco and Bush, 2016). 
Relationship between buyer and seller is depended on markets situations and their form of relationship can also define the strategic source of efficiency through which company can enhance ist demands in the market by developing the customer experience. Buyer is the person or company who purchase products from a supplier, the company or buyer can purchase goods or raw material for other production services or it can be a general customer who buys products from organisation o supplier. Supplier is the person who has to regularly maintain effective approaches through which he can analyse customer demands and should produce a quality of products accordingly (Rocco and Bush, 2016). The main motive of a supplier is to develop effective relations with the buyer who is in the form of consumer. There are some ways in which a supplier can develop an effective relationship with buyers:
· Analysing buyer demands: It is essential and foremost step is to analyse buyer demands through which seller can promote such product which is on-demand and required by the buyers. This step will help in engaging more buyers by fulfilling their demands  (Viio, and Grönroos, 2016).
· Develop effective relationship: The seller can develop effective chai in the market by regular communication with buyers in the market which help in building relations with buyers. This will help in identifying the tastes of the buyer and help in analyzing pricing factors.
· Timely and quality services: The buyer can attract and engage towards products and services only when the seller delivers timely and quality of products to the customers or buyers. Along with this buyer should regularly communicate with sellers and should develop relations which will help in setting price factors at the time of purchasing. This will help in advancing the sales and productivity of the company  (Viio, and Grönroos, 2016).
· Adhere to commitment: Both buyer and seller should adhere to their commitments which will help in building trust and in enhancing their relations in the market. It is essential for the company to maintain an effective relationship which will help in increasing productivity and enhance customer experience by delivering quality and timely services to the buyers (Rocco and Bush, 2016). 
In such ways, an effective relationship can be maintained and develop between buyers and seller. It is essential for a seller to identify the changes in the market regularly which will help in determining the demands and requirements of the customer. The company should maintain its quality in the products which will help in increasing retaining of customers (Viio, and Grönroos, 2016). 
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As we know customers are the essential key which directs business to enhance business profitability and sustainability in the market. It is not easy to engage customers towards products and services in the market, every company has to maintain and develop effective approaches which will help in analysing customer expectations through which company can manage its productivity and will lead to benefits for the organisation (Tung, Chen, and Schuckert, 2017). It is the responsibility of the organisation to develop customer experience which can only be increased by accessing how a customer can attract and engage towards company services. There are some ways in which an organisation can manage its customer expectations in an effective manner:
· Setting clear delivers: Setting the vision and clear delivers will help in containing realistic data through which the company can give priority to one particular product and project. Company has to develop an effective strategy and mindset through which innovative ideas can be generated for accomplishing the target.
· Develop authenticity in the organization: After setting up delivers it is essential to develop an authentic environment at workplace which will help in building effective relations with customers. Authenticity help in adhering on one commitment and on selected approaches and such examples will lead to the accomplishment of realistic goals (Tung, Chen, and Schuckert, 2017).
· Developing regular communication: Regular communication will help in identifying the requirements and demand of the customers in relation to products prices and specifications. Communication helps in analysing the expectations of customers through which managers can set appropriate targets and can get stick to one particular goal.
· Setting realistic expectations: Setting up realistic expectations will help in reaching the appropriate target and help in developing suitable approaches. This will develop engagement of employee at the workplace and motivational approaches will help them to work on an appropriate target (Tung, Chen, and Schuckert, 2017). 
· Ask the customer about specific goals and requirement: Every company aims to focus on the requirements of the customer through which the company can satisfy them with its products and can engage them towards products. 
· Develop critical thinking approaches: The organisational managers have to develop thinking approaches so that they can think in the customer perspective. This will help in developing realistic thinking and enhance the efficiency of the organisation in managing the expectations of customers.
· Be transparent: It is essential to remain transparent such as by exploring the changes the company is going to be done in its product in the front of its customers. Such aspects will help in analysing about the customer requirements and changes need to be done from the perspective of customers (Tung, Chen, and Schuckert, 2017). 
In these essential ways, a company can develop effective strategies which will help in engaging more customers towards business products and services by managing their expectations. It is the responsibility of the manager to analyze every aspect and should analyze market changes regularly. It is the responsibility of the organisation to develop customer experience which can only be increased by accessing how the customer can attract and engage towards company services (Tung, Chen, and Schuckert, 2017).


[bookmark: _Toc15490932]Buying the decision-making process
It is essential for the company is to focus on the quality of products which will help in making an effective decision at the time of purchasing and this will enhance the productivity of the firm. There are some essential aspects which are analysed by the customers at the time of taking the buying decision: 
· Analyze the quality of products: Every customer analyses the quality of the products which will help n taking effective decisions at the time of purchasing (Kiran, 2016). 
· Price of the products: Every customer wants a quality of product at affordable prices and after analyzing the pricing factors, the customer takes effective decisions accordingly.
· Essentials of product: After analysing price and quality of the product, the customer tries to observe all other essentials from which product is made up of. This will help them in taking effective decisions (Kiran, 2016).
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Customers are always seeking for the quality of products and by determining pricing factors. It is the duty of operations manager of the organisation to maintain quality in the products and services which help in developing customer engagement and lead to the profitability of the company. The company should focus on the techniques which are required for maintaining quality in the products and services in the production department (Mitra, 2016). The customer experience can only be increased by purchasing power and how they are retained with the products and services of the organisation. There are various ways in which a company can develop quality control which will also help in managing customer expectations. The quality is the appropriate concept which will develop the efficiency of the products and help the company in accomplishing targets in a timely manner. Maintaining regular quality in the products will help in reaching to maximization of market growth and the age of globalisation offers various opportunities for enhancing profitability and sustainability (Mitra, 2016). 
The quality aspect is playing a significant role for every organisation and there are some essential benefits of quality control which will also help in meeting up customer expectations. There are various methods which are followed by a number of organisation to maintain the level of quality and there are some essential concepts which will help in accessing quality management with the help of Total Quality Management (TQM), this tool will help in maintaining and managing quality aspect in the product (Mitra, 2016). Quality control is a significant way in which the company delivers products to meet customer expectations. The TQM help in developing quality control within the organisational department by evaluating production and quality requirement on the basis of customer and market requirements. Manufacturers and other suppliers in the organization are also advancing and acknowledging the changes need to be done and actions need to be taken for accomplishing target by maintaining quality control (Kiran, 2016).
There are some crucial steps in which an organisation can implement effective quality process:
· Developing an effective manufacturing process will help in accessing and managing the production of products in an appropriate manner. It is the responsibility of the manager to manage all the activities and procedures in an effective manner (Kiran, 2016).
· Proper use of equipment and machines at the manufacturing department which will enhance the performance of an employee at the workplace. 
· Use of quality raw material will help in developing the quality of the products and will enhance the efficiency of organisational products in the market.  
· Providing proper training to the employee at the workplace and it is the duty of the managers to provide health and safety measures at the workplace (Kiran, 2016)...
· Use resources in a proper manner which are available within the organisation will help in developing the efficiency of an organisation
Such proposed procedures which will help in developing effective quality control in the organisation and will enhance customer experience by developing customer retention rate. Along with this, there are some beneficial aspects of quality control are:
· Enhance customer satisfaction: Quality enhance the efficiency of the products and provide satisfaction to the customers. Customers are always seeking for the quality aspects, but the company has not only to focus on the quality of products and it should also focus on the price factor of the products which will help in developing more customer satisfaction (Mitra, 2016).
· Enhance engagement of stakeholders: Stakeholders are the investors who are an essential part of every company. By developing quality products the company can engage more customers which will lead to productive result for the company. Maximum profitability and sustainability lead to develop engagement of stakeholders. The quality is the appropriate concept which will develop the efficiency of the products and help the company in accomplishing targets in a timely manner. Maintaining regular quality in the products will help in reaching to maximisation of market growth and the age of globalisation offers various opportunities for enhancing profitability and sustainability. 
· Enhance relationship with customers: Effective relationship can be developed by only satisfying the customer requirements and needs by delivering them a quality of goods and services. This can only be done with the help of implementing the design thinking strategy which will push manager towards thinking and act according to customers through which company can analyse the requirements and can build effective customer experience in the global market (Mitra, 2016).
· Leads to profitability: Regular maintenance of quality control will enhance customer retention and build great customer experience which will automatically lead to the promotion of products in the global market and will enhance the profitability of the company. Regular increasing customer retention rate will promote market at the global level (Kiran, 2016).
In such ways, quality control will lead to essential for business and will help in increasing customer retention rate by delivering great consumer experience. Further, the business can maintain quality aspects by generating feedback from the customer which will help in acknowledging the mistakes and changes need to be done for meeting customer expectations (Kiran, 2016).
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Customer value is the crucial concept which design profitability and productivity of the business in the market. Every company has to focus on the activities through which it can develop great customer value and can enhance its growth in the market (Payne, Frow and Eggert, 2017). There are some ways in which business can determine how managers can develop and improve customer value:
· Analyze the concepts which are derived for the value of the customers: It is essential to identify the methods in which customer requirements can be analysed such as questionnaire, observations, other data analytical research (Payne, Frow and Eggert, 2017). Data analytical research help in acknowledging all the necessary aspects which help in enhancing customer value. 
· Understanding value proposition: The customer value can be evaluated and receive by equal to the product or services by deducting its cost. The value proposition will help in analysing the value of products and services in the market and how customers are behaving and showing their interest towards products of the company at the time of purchasing (Payne, Frow and Eggert, 2017).
· Develop customer segments: Developing customer segment is the essential way through which the company can enhance its market level. It is the duty of the organisational manager to focus on the customer segments and all other distributive channels which will help in promoting its products in the market. Distributive channels such as direct channels, indirect channels help in developing effective relationships between buyer and sellers (Payne, Frow and Eggert, 2017).
· Create innovative ideas for competitive rivalry: It is necessary for the business to focus on market competitors through which it can advance its technologies and can develop innovation in its products. Innovative products will help in developing tough competition in the market by delivering great experience (Payne, Frow and Eggert, 2017). 
In these ways, the business can enhance its customer value and can enhance its customer experience by implementing innovative strategies and by enhancing quality in products.
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From the above report, it is concluded that the company has to develop strategic approaches which will help in delivering great customer experience. It is analysed that the use of quality raw material will help in developing the quality of the products and will enhance the efficiency of organisational products in the market. It is essential for every company to focus on the quality control which will help in developing great experience. The essential motive of the company is to focus on customer retention rate. Along with this identified that company can enhance customer experience by developing customer value. The company should focus on building buyer and seller relationships which will help in developing customer relationships and in accomplishing target in a timely manner. To enhance the quality of the product the company by implementing TQM and quality and control process.
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