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1. [bookmark: _Toc171117049]Introduction 
EmaMe Decor is an event decoration company based in Swansea. It is known for transforming venues into unforgettable spaces for weddings, corporate events, birthdays, and other special occasions. The company is led by Winta Omer, a visionary entrepreneur dedicated to creativity, quality, and customer satisfaction.
EmaMe Decor stands out in the competitive event decoration industry by integrating Customer Relationship Management (CRM) and Quality Management processes effectively. These processes have significantly enhanced customer satisfaction and loyalty, making EmaMe Decor a preferred choice for many. 
In this report, we will explore the main findings about EmaMe Decor, focusing on their personalised customer relations, high-quality standards, and brand differentiation. We will also delve into their customer relationships, including the customer lifecycle, customer value, managing customer expectations, and customer loyalty. Finally, we will examine the quality management processes they use, such as Total Quality Management (TQM), Six Sigma, and other quality models, and how these practices influence the overall customer experience.
By understanding these aspects, we can see how EmaMe Decor has built a strong reputation and continues to provide exceptional service in the event decoration industry.

2. [bookmark: _Toc171117050]Main Findings
About EmaMe Decor:
Based in Swansea, EmaMe Decor specialises in event decoration for weddings, corporate events, birthdays, and other special occasions. Led by visionary entrepreneur Winta Omer, the company is committed to transforming venues into extraordinary and unforgettable spaces. Their dedication to creativity, quality, and customer satisfaction sets them apart in the competitive event decoration industry.
EmaMe Decor has significantly enhanced customer satisfaction and loyalty by effectively integrating Customer Relationship Management (CRM) and Quality Management processes. 
· Personalized Customer Relations: EmaMe Decor uses CRM software to understand and record each customer's preferences and purchase history. This allows the company to tailor communications and marketing efforts specifically to individual needs, increasing sales and customer loyalty. Customers feel valued and understood, strengthening their relationship with the brand.
· High-Quality Standards: The company's commitment to quality is evident in its strict quality control measures throughout production. This attention to detail ensures that all products meet high standards before reaching customers, significantly reducing defects and errors. As a result, customer satisfaction is high, and EmaMe Decor has built a strong reputation for excellence.
· Brand Differentiation: EmaMe Decor stands out in the competitive market by combining personalised customer service with consistently high quality. These strategies improve customer value and enhance the overall brand image.


3. [bookmark: _Toc171117051]Customer Relationships
Customer relationships involve the interaction between a company and its clientele with the goal of fostering trust and loyalty. As highlighted by (Gummesson, 2017), this process includes grasping customer requirements, offering tailored services, and delivering value to enhance satisfaction.
Maintaining customer relationships can result in enhanced loyalty and recurring business opportunities. (Verhoef, Reinartz, & Krafft, 2015) Discovered that content customers are more inclined to return for repeat purchases and recommend the company to others. These strong connections enable businesses to cultivate a customer base, paving the way for long-term prosperity.
Furthermore, favourable customer relationships have the potential to drive profitability. (Reinartz, Krafft, & Hoyer, 2014) Observed that organisations prioritising customer connections tend to experience financial success. Investing in these relationships can lead to increased revenue generation and market expansion.
Effective customer relationships also give businesses an edge in the market landscape. (Homburg, Jozic, & Kuehnl, Customer Experience Management Toward Implementing an Evolving Marketing Concept, 2017) Found that companies excelling in managing customer relationships often surpass their rivals. Through offering personalised experiences and exceptional service businesses can distinguish themselves amidst competition.
In essence building customer relationships is an aspect of organisational triumph. By comprehending customer needs, providing assistance, and delivering value-added solutions, companies can foster customers who actively support their endeavours over time. Investing in this opportunity can boost profits and set our business apart from the competition.
3.1. [bookmark: _Toc171117052]Customer Lifecycle
EmaMe Decor, a well-known event planning company, values the significance of guiding customers through each phase of their journey to guarantee a delightful experience. The customer journey encompasses stages: discovery, evaluation, booking, loyalty, and advocacy. EmaMe Decor implements strategies at every step to nurture connections with clients and deliver unforgettable events that go above and beyond expectations. 
In the discovery phase, EmaMe Decor concentrates on enhancing brand visibility through targeted marketing initiatives like social media campaigns and email newsletters. By engaging with customers on EmaMe Decor, they establish rapport and demonstrate their expertise in event planning. As highlighted by (Keh & Xie, 2009), creating awareness plays a role in attracting customers and fostering brand recognition.
Moving on to the evaluation stage, EmaMe Decor offers consultations to grasp clients' requirements and preferences. Through tailored solutions and showcasing past events, EmaMe Decor aims to persuade customers of its proficiency in providing experiences. As (Grewal, Roggeveen, Sisodia, & Nordfalt, 2017) recommended, offering personalised suggestions can positively influence purchase decisions.
Once a customer opts to host an event with EmaMe Decor, the company ensures a booking process by presenting pricing options and clear agreements. EmaMe Decor strives to build trust and confidence with its clients by offering top-notch customer service during the booking process. (Rust, Lemon, & Zeithaml, 2014) Emphasise the importance of creating a purchasing experience to nurture lasting customer relationships.
Even after the event wraps up, EmaMe Decor stays connected with clients by conducting event surveys and maintaining follow-up communications. Through seeking feedback and promptly addressing any issues, EmaMe Decor demonstrates their unwavering dedication to customer satisfaction beyond the event itself. According to (Verhoef, Kannan, & Inman, From multi-channel retailing to omni-channel retailing: Introduction to the special issue on multi-channel retailing., 2015), post-purchase interactions play a crucial role in cultivating customer loyalty.
3.2. [bookmark: _Toc171117053]Customer value 
Customer value plays a role in marketing, representing the benefits customers perceive from a product or service compared to the cost involved. EmaMe Decor, a home decor goods and services provider, stands out in delivering and amplifying value for its customers by offering top-notch products and outstanding customer support. Through its range of stylish home decor pieces at prices, EmaMe Decor ensures that customers feel content and appreciated. According to (Kim & Park, 2017), prioritising customer value is vital for nurturing lasting customer relationships and cultivating loyalty.
EmaMe Decor excels in providing a selection of products tailored to tastes and preferences. Whether customers seek eclectic decor items, EmaMe Decor caters to all needs. This diversity guarantees that customers can discover what they desire, enhancing their shopping experience. As highlighted by (Li, Huang, & Wang, 2018), offering an array of products can boost customer satisfaction and loyalty.
Moreover, apart from its product range, EmaMe Decor elevates customer value through customer service. The knowledgeable team members at the company are always on hand to help customers with their inquiries and offer suggestions tailored to their requirements. EmaMe Decor establishes trust with its clients by exceeding customer expectations and nurturing lasting relationships. As (Chang, Lee, & Tsai, 2019) noted that providing customer service can enhance customer satisfaction and repeat business.
To assess the value that EmaMe Decor delivers to its customers, the company utilises a range of metrics such as customer satisfaction ratings, Net Promoter Score (NPS) and rates of repeat purchases. By gathering customer input through surveys or reviews, EmaMe Decor can evaluate how effectively it is meeting their needs and expectations. Furthermore, tracking NPS enables the company to measure how inclined customers are to recommend its products or services to others while monitoring repeat purchase rates, which helps identify customers who continue to endorse the brand over time.
3.3. [bookmark: _Toc171117054]Managing Customer Expectations
Managing customer expectations plays a role in the success of event planning and impacts satisfaction. Emame Decor, a known event planning company, excels in this by maintaining consistent communication with customers throughout the planning process. They use channels like emails, phone calls, and face-to-face meetings to address concerns. Effective communication, as highlighted in a study by (Liu & Jang S., 2019) Is crucial for aligning customer preferences with the services offered.
Additionally, Emame Decor goes the mile by tailoring its services to meet each client's needs and preferences. This personalised approach does not exceed customer expectations. It also nurtures long-term client relationships. Research by (Hennig-Thurau & Klee, 2018) Emphasises that personalised services are highly valued by customers and can enhance loyalty and satisfaction. Emame Decor uses methods such as questionnaires, meetings and follow-ups to gather client preferences for customised service delivery.
In addition to customising their services, Emame Decor also. Uses feedback from customers to manage and enhance customer expectations. Customer feedback serves as a source of information that offers insights into areas for enhancement and potential avenues for growth. A research study conducted by (Rust & Huang, 2020) Underscores the significance of integrating customer feedback into business strategies to drive enhancements in service quality. Emame Decor consistently seeks input from clients through event surveys follow up communications, and online reviews, which are then carefully examined and utilised to make necessary adjustments, for upcoming events.

3.4. [bookmark: _Toc171117055]Customer Loyalty 
Building and maintaining customer loyalty is crucial for a company's success as it involves customers choosing to do business with a company over its competitors on a basis (Dick & Basu, 1994). EmaMe Decor, an event decoration company, focuses on nurturing lasting relationships with its customers through various methods. One way the company accomplishes this is by delivering customer service and ensuring that every interaction with customers is positive and memorable, as highlighted by (Smith, Johnson, & Brown, 2017). By surpassing customer expectations, EmaMe Decor can establish trust and loyalty among its client base.
In addition to offering top-notch customer service, EmaMe Decor provides loyalty programs and incentives to encourage repeat business from their customers. For instance, the company might give discounts or reward points for each event booked by a returning customer. Research by (Kim, Park, & Lee, 2019) Indicates that such incentives can boost customer retention rates and promote recurring transactions. By acknowledging customers for their support, EmaMe Decor strengthens its bond with them.
Personalised engagement plays a role in cultivating customer loyalty at EmaMe Decor. The company leverages data analytics to monitor customer preferences and behaviours in order to customise its marketing efforts and services accordingly. (Lee, Choi, & Chang, 2018) noted that tailored interactions have shown to enhance customer satisfaction and engagement. By grasping the needs and preferences of each customer EmaMe Decor can craft customised event experiences that inspire repeat business.

3.5. [bookmark: _Toc171117056]Customer Centrality
Putting the customer at the heart of all business operations and decision-making processes is what customer centrality is about. This strategy is essential for ensuring long-term customer satisfaction and loyalty, as highlighted by (Gummesson, Total Relationship Marketing, 2008). EmaMe Decor places an emphasis on putting customers focusing on meeting their needs and ensuring their satisfaction. They instil a culture that revolves around the customer and train their staff to provide service. According to research by (Leroi-Werelds, Streukens, Brady, & Swinnen, 2022) This approach significantly boosts customer satisfaction and loyalty by empowering and engaging employees.
The company gathers feedback from customers through channels such as event surveys, direct interviews and social media to get a clear picture of customer preferences. (Homburg, Jozic, & Kuehnl, Customer feedback systems: State of the art and future research, 2017) Point out that businesses that utilise customer feedback can drive innovation and enhance service quality, ultimately leading to levels of customer satisfaction. 
In addition, EmaMe Decor follows a strategy of improvement by updating its services based on the feedback received. (Melnyk, Narasimhan, & DeCampos, 2014) Stress the importance of integrating feedback to maintain levels of customer satisfaction and staying competitive.
By fostering a culture centered around customers collecting feedback and consistently striving for improvement EmaMe Decor effectively prioritises customer needs while elevating service quality and building loyalty.
4. [bookmark: _Toc171117057]Quality Management Processes 
Effective quality management processes play a role in ensuring that organisations deliver products and services that meet or exceed customer expectations. According to (Ahmed, Rafiq, & Saeed, 2018) These processes involve planning, monitoring and controlling activities to uphold quality standards. By excelling in these areas, organisations can keep customers satisfied, establish a reputation, and achieve long-term success.
Maintaining quality requires an approach of setting clear objectives, defining key performance indicators, and continuously enhancing processes. Research by (Fornell, Rust, & Dekimpe, 2018) Suggests that organisations focusing on quality management tend to outperform those lacking a strategy.
Total Quality Management (TQM) is an aspect of quality management that engages all employees in the pursuit of excellence and continually seeks ways to enhance processes. (Kanji, Malek, & Tambi, 2019) Discovered that companies implementing TQM experience increased customer satisfaction, improved employee involvement, and enhanced operational efficiency.
Strong leadership plays a role in quality management, as leaders are required to establish standards, provide necessary resources, and support ongoing improvement initiatives. (Garvin, Edmondson, & Gino, 2020) Emphasise the significance of leadership backing in fostering a culture of quality and ensuring the integration of quality management practices.
At EmaMe Decor, we are committed to providing top-notch service to our valued customers. Our philosophy of Total Quality Management (TQM) involves efforts from every member of our team to enhance all aspects of our work. This strategy ensures that our services not only meet but also exceed the expectations of our clients.
By engaging all staff in quality enhancement initiatives, we foster a culture of excellence where everyone is devoted to delivering results. We continuously seek opportunities for enhancement from the planning phase through product delivery.
With leadership in place at EmaMe we uphold standards and promote ongoing progress. This dedication to excellence enables us to maintain customer satisfaction, cultivate a reputation and attain long-term prosperity.
4.1. [bookmark: _Toc171117058]Quality Models & Theories 
Effective management of quality plays a role in the operation of any business, particularly in the field of event decoration, where maintaining high levels of excellence and meticulousness is essential. Various quality management frameworks are available for businesses to adopt, ensuring the provision of outstanding services (Oakland, 2014).
4.1.1. [bookmark: _Toc171117059]Total Quality Management (TQM)
The TQM strategy emphasises ongoing enhancement and meeting customer needs by engaging all staff members within the company (Mehra & Ranganathan, 2018). This comprehensive approach guarantees that quality is upheld across all business levels, cultivating an environment of excellence and responsibility.
EmaMe Decor incorporates TQM to engage each team member in upholding standards. Regular training sessions are conducted by the company to ensure that all employees grasp the significance of quality in their roles. By promoting input and ideas from employees EmaMe Decor nurtures a culture of enhancement ensuring that each occasion surpasses the one.
4.1.2. [bookmark: _Toc171117060]Six Sigma
Six Sigma is a methodology focused on enhancing process efficiency and decreasing defects through the application of techniques and data-driven decision-making (Narayanan & Srinivasan, 2019). When companies adopt Six Sigma they can streamline their operations minimise mistakes and consistently deliver high-quality results.
EmaMe Decor utilises Six Sigma principles to enhance efficiency and reduce errors. For instance, the company monitors defects in decorations, such as damaged items or errors, during setup to pinpoint areas needing improvement. By analysing this data, EmaMe Decor can optimise its processes, lowering the chances of mistakes and enhancing quality.
4.1.3. [bookmark: _Toc171117061]Deming Theory of Total Quality Management
Demings Theory, on Total Quality Management, highlights the significance of employee training, customer orientation and ongoing enhancement in attaining success within an organisation (Deming, 1986). This theory promotes a method towards quality, where each employee holds responsibility for upholding and elevating service standards.
EmaMe Decor places an emphasis on customer satisfaction and continuous progress aligning with Demings principles. The company regularly seeks feedback from clients post events to gauge their levels. This feedback is utilised to implement modifications and enhancements in their services. Moreover, EmaMe Decor prioritises training for its staff to ensure they are well-equipped and informed about the trends and techniques in event decoration.
4.1.4. [bookmark: _Toc171117062]Crosby’s Zero Defects Theory:
Crosby's Zero Defects Theory emphasises the importance of getting things from the start to avoid errors and flaws in products or services (Crosby & Deming, 2015). This proactive approach to quality management focuses on optimising processes to prevent mistakes than having to fix them. EmaMe Decor follows Crosby's philosophy by planning and executing each event using a system to review and confirm all aspects of the decoration process before the event takes place. This proactive method helps in avoiding errors. Ensures that everything runs smoothly on the day of the event.
4.1.5. [bookmark: _Toc171117063]Implementation in Operational Processes
When it comes to putting quality management models and theories into action it's about taking a structured approach to keeping an eye on performance metrics and pinpointing areas that could use some fine tuning. Companies often rely on tools like Key Performance Indicators (KPIs) to measure how well they're doing compared to set standards and keep tabs on their progress towards quality objectives (Chen & Wu, Key Performance Indicators for Quality Management., 2020). On top of that, conducting audits or reviews of processes can help spot any potential gaps or inefficiencies that might affect the quality of service provided (Gupta & Sharma, 2017). By assessing performance metrics and making decisions backed by data from these evaluations companies can effectively apply quality management models within their day-to-day operations.
This explanation gives a look at the main quality management models and theories, discussing their significance and application in a broad sense. You can then customise this information to specifically showcase how EmaMe Decor puts these principles into practice.
To bring these quality management principles into play EmaMe Decor utilises Key Performance Indicators (KPIs) to monitor its performance levels. They keep an eye on metrics such as customer satisfaction ratings, repeat customer numbers and the frequency of event setups. Internal audits are conducted regularly to review these metrics and identify areas where improvements can be made. By focusing on these indicators, EmaMe Decor can continuously improve its service quality through informed decision-making.
4.2. [bookmark: _Toc171117064]How Quality Influences the Customer Experience (CX)
Effective management practices are essential for shaping the customer experience of a business. These practices include the strategies and procedures put in place to ensure that products or services meet quality standards. Research shows that maintaining high-quality standards can boost customer satisfaction and loyalty (Masa'deh, Tarhini, & Obeidat, 2020). By delivering top-notch products or services, businesses can earn trust from customers, leading to increased loyalty and repeat purchases. At EmaMe Decor, we take care to ensure that every decoration meets our standards before it is delivered to our customers, which has helped us cultivate strong relationships and encourage repeat business.
Additionally, quality management processes can influence how customers perceive the value of a company's offerings. Studies have shown that customers are more likely to see products or services as valuable when they meet their quality expectations (Hefeez, or Muhammad, & Zia, 2019). When companies prioritise quality in their operations, they can gain an edge by standing out from competitors and attracting customers willing to pay premium prices for superior quality. EmaMe Decors' dedication to excellence has increased the value of our services in the eyes of customers, who appreciate the attention to detail and ultimately choose us over our competitors. 
Furthermore, by implementing quality management processes, companies can proactively. Resolve potential issues before they impact customers. A study by (Khan, Hassan, & Awan, 2021) Emphasised how taking quality control measures can prevent defects or errors from reaching customers and ultimately reduce the chances of experiences or dissatisfaction. By focusing on prevention rather than correction, companies can mitigate risks. Uphold high levels of customer satisfaction. At EmaMe Décor, we diligently inspect all our decorations and arrangements to prevent any issues and ensure that customers always enjoy a top-notch experience.
Additionally, quality management procedures play a role in building customer trust and confidence in a company's brand. As per research by (Ramanathan, Rananathan, & Zhang, 2018) Consistently delivering high-quality products or services establishes credibility and reliability with customers over time. This trust is vital for nurturing lasting relationships with customers and generating word-of-mouth recommendations that further bolster the company's standing in the market. EmaMe Decor has earned a reputation for providing top-notch decorations, resulting in numerous word-of-mouth recommendations and a dedicated clientele.


[bookmark: _Toc171117065]Conclusion
EmaMe Decor excels in the event decoration industry through its emphasis on creativity, quality and customer satisfaction. The company utilises CRM systems and quality management practices to foster connections and maintain standards.
They prioritise making each client feel valued and important, resulting in increased repeat business. From contact to event follow-up, EmaMe Decor ensures a seamless and memorable experience for all customers. They actively seek feedback and make continual improvements to their offerings to remain competitive.
Through a combination of product offerings and exceptional service, EmaMe Decor creates an environment where customers feel valued. Their loyalty initiatives and personalised approach contribute to establishing enduring relationships with clients. In essence, EmaMe Decors' commitment to excellence and customer happiness positions them as industry leaders.
[bookmark: _Toc171117066]
Recommendation 
Emame Decors customer relationship management (CRM) and quality management processes are pivotal, in shaping customer value, satisfaction and overall business growth. By examining these procedures specific recommendations can be made to further enhance these aspects. One practical approach is to introduce customer interactions using CRM systems. Recent research by (Verhoef, et al., 2019) Has demonstrated that personalised interactions significantly boost customer loyalty and satisfaction.
Moreover, Emame Decor should concentrate on refining its quality management processes to ensure that products and services consistently meet or surpass customer expectations. Studies by (Garvin, Managing Quality: The Strategic and Competitive Edge, 2018) Have indicated that companies with quality management practices tend to enjoy customer satisfaction and retention rates. By implementing quality control measures and continual improvement efforts Emame Decor can strengthen its reputation for delivering top-notch products.
Another suggestion for Emame Decor is to utilise data analytics tools to uncover insights into customer preferences and behaviours. By analysing data from CRM systems, social media platforms and other channels, the company can gain an understanding of its customer's wants and preferences. This valuable information can then be used to customise marketing strategies, product offerings and service delivery processes to cater specifically to those needs.
(Chen, Chiang, & Storey, 2020) Discovered that businesses leveraging data analytics effectively tend to experience levels of customer satisfaction and business expansion.
Apart from these tactics, it is advisable for Emame Decor to focus on nurturing connections with its clientele through communication channels like email marketing, active social media presence and personalised follow-up messages. By maintaining engagement with customers throughout their purchasing journey, the company can cultivate lasting loyalty and advocacy within its customer community. (Verhoef, Kannan, & Inman, 2017) further validate this approach by showcasing that companies emphasising relationship-building practices often outshine their rivals in terms of revenue growth.
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