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[bookmark: _Toc7690317]Introduction 
Without customer the existence of a business organisation can’t be though as the operation of business revolves based on the demand and requirements of the clients. In order to become successful it is the major duty of the management of an organisation to give major priority to the clients of the organisation. Every decisions of the organisation must be taken considering the demand and expectation of the clients. This report is based on the evaluation of an organisation in term of the capability to make the customer satisfied. In this context, McDonald is selected which is one of the largest food company of the world having operation in different countries of the world. 
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[bookmark: _Toc7690319]Critically analysing the factors that influence McDonalds’ ability to maximise customer value. 
Customer satisfaction is a major point for any business organisation. Sustainability of the business depends on customer satisfaction. When customers get maximum value from the business organisation, they become loyal customers. And a major portion of revenue comes from their repetitive purchase. So maximising customer value should be a prime goal for any business organisation. McDonalds is a very popular name in restaurant business all over the world. It is the largest restaurant business by revenue around the globe. Founded in 1940, this company has made its place in the heart of the customers (Mcdonalds.com, 2019). The company is always very careful about generating maximum value for its customers. There are key factors that playing the major role behind the company’s ability to maximise customer value. 
· Accessibility:
Easy access to the desired products is very important to keep customers happy. Customers want to get the product or service very easily. Depending on the nature of the product, they don’t want to spend much time finding the product. If customers get the products easily at their doorstep, they will constantly purchase from there. McDonalds has been able to identify this critical factor. The company serve their customers through the franchisees and their own operated restaurants (Hirshon, 2013). Worldwide, the company has more than 37,000 restaurants. So, it is very easy to infer that the company has been able to ensure easy accessibility of the customers to the products it offers.    
· Navigation:
Navigation is related to easy accessibility. But in this technologically advanced world, navigation has a little bit of different meaning. Proper navigation system means that the customers can easily search their desired store in the internet (Smason, 2011). To do that, the searching system must be an effective one. Customers nowadays like to go to internet to get help about almost anything. If they want to search for their desired store, they will go to the website of the company or simply search in google map if is near. The navigation system in this case must be very effective in providing the desired results to the customers. McDonalds is very effective in this case. The company has a ‘Locate’ option in their website. It also provide better navigation system and other facilities through the mobile app found on App Store and Google Play. It allows the company to ensure maximum value generation for the customers. 
· Page load speed:
For online access to the company, page load speed is also a very important factor. Customers don’t want to spend much time waiting for the page to load. When a potential customer enters into a website of a company to find some information about the products it offer, if he have to wait much time for the page to load he will never ever go to the website of that company again. Aberdeen Group has conducted a very important study in this regard and the results found are staggering. The results of the study say that the website of a company get 11% fewer page views if the page take 1 second more to load. The 1 second delay in page loading time also results in 16% downfall in customer satisfaction. The website of McDonalds takes average time to load which is enabling the company to ensure maximum customer value (Mcdonalds.com, 2019). 
· Language:
Language is also another very important factor to ensure maximum customer satisfaction. Customers are very comfortable to have look at the contents of the website in their own language. But the concept of language is wider than the geographical differences only. Customers will feel comfortable and engaged if they find user-friendly communication material on the website. The webpage of McDonalds is generally in English which is international language. People from all over the world can very easily find any required information in the website. The language of the website can also be changed to Spanish which is also one of the most spoken languages. The communication materials on the website are also very user-friendly. 
· Etiquette and friendliness of the service providers:
The satisfaction of the customers mostly depends on the staff members who directly communicate with the customers and provide the service to them. The way the staff members are talking to the customers play a major role behind setting up a good image of the company in the customers’ minds. McDonalds put focus in this area of customer satisfaction. The company arranges regular training sessions for its employees (Mcdonalds.com, 2019). This initiatives allows the sales personnel to give better customer service and ensure maximum customers satisfaction. In this way, the company can ensure maximum value generation for the customers. 

· Intuition:
Intuition is important for any communication to be successful. When two people are in a conversion, intuition allows them to think putting the other person’s shows. Intuition helps people to understand or realise what the other party is desiring. Having intuition is very much important for the business organisations. Businesses who understand their customers’ needs before the customers know about it themselves can provide greater customer service and ensure maximum value generation for the customers. World renowned companies have this special skill set to understand their customers’ problems. Southwest Airlines has a special team named ‘Proactive Customer Service’ which collaborates with other divisions of the organisation to make sure the customers’ are served in the best way by focusing on efficient operations, and effective communications. McDonalds also has this special ability to understand the customers’ problems and desires. Being a restaurant chain, McDonalds always bring new varieties in its product offerings to generate maximum value for customers. 
· Complaint management:
A business organisation has to deal with varieties of customers. Not all the customers will be happy at the service of the company. There will always be some customers who will have complaints. Companies should take this as a positive note. Because complaints allows them to be better in their business and become more and more customer friendly. To handle the complaints, the companies must have a well-structured system. McDonalds greatly emphasizes on effective complaint management system. Customers can very easily access to the website of McDonalds and provide feedback regarding anything. Unsatisfied customers can write down about the complaints in the given box (Fischer and Bergström, 2010). McDonalds scrutinizes the feedbacks on a regular basis and depending on the level of the complaints the company take necessary corrective measures. This is generating maximum value for the customers. 
· Simplicity:
This is perhaps the most important factor that the customers think of while evaluating the services of a company. Simplicity is preferred everywhere. Customers who purchase product or service from a company requires the process to be as simple as possible. Complexity in the purchase process will adversely affect their purchase decision. Customer loyalty can’t be created if there is no simplicity in the purchasing process. A research was conducted on the importance and impact of simplicity on purchase decision of the customers. The study revealed that more than 40% respondents bought life insurance policy from several life insurance companies only due to the simplicity of the purchase process. At McDonalds, this factor is highly followed. The ordering system at McDonalds is very easy and customers can get their food very easily. In this way, the company can ensure maximum value generation for the customers. 
· Keeping emotion ahead of logic:
From a broad perspective, there are two types of customers such as logically satisfied customers and emotionally satisfied customers. Companies can use either or both of the technique to satisfy customer and maximise customer value. But there are differences of the effect of both the techniques on the revenue stream of the companies. Only logically satisfied customers will purchase based on logic and when they find better products from another company, they will not hesitate at all to shift (Parthasarathy and Forlani, 2010). On the other hand, emotionally satisfied customers have strong emotional connection with the company. They regard the company and the employees as part of their families and are ready to accept any discrepancies in their offerings. They will give the company a chance to improve. This makes the emotionally customers loyal to an organisation. But only emotional connection won’t give fruitful result in the long run. McDonalds follows both the techniques to serve their customers. On the website, the company provides information regarding the nutrition content of the foods. This logically explains the customers to believe the McDonalds is offering better and quality food. This also creates a notion that McDonalds care for the heath of its customers and that is why is very careful about the nutrition content of the food. This is generating maximum value for the customers. 
· Community:
Nowadays, customers are very much careful about the impact a business organisation is making on the community. Customers want to see that a portion of their paid money to the company for the product is contributed for social development. This makes maximum value generation from the customers’ money. McDonalds serve the community in which it operates. The company regularly gets involved with local charities and events. The most important and large scale community movement by the organisation are Ronald McDonald House Charities and McDonalds National Scholarships (Parthasarathy and Forlani, 2010). 
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[bookmark: _Toc7690321]Identifying the systems that support McDonalds’ quality processes
Quality can be considered as one of the most crucial elements for an organisation like McDonald as it is the major way to attain the satisfaction of the clients in case of food and beverage industry (Yaşarsoy, 2019). In order to attract the clients the contribution of quality of product and service can’t be ignored. Moreover, the reputation which is earned by McDonald over the years can also be protected through offering better quality products and service to the clients. Effective quality management supports to increase the brand value of the organisation. Besides, the organisation can also achieve a greater competitive advantage through offering high quality products and service to the clients which supports the organisation to sustain in this competitive market for a long time. 
A wide range of legal issues, regulations and standards are required to follow by McDonald in order to ensure the quality of the products which are offered to the clients. It is believed by the management of McDonald that only quantity is not enough to sustain in the market but they have to consider the quality of the products.
Only quality of the product is not enough to achieve the goals and objectives of the organisation. In this context, the employees of the organisation must ensure proper service to the clients of the organisation in order to make them loyal to the organisation. In this context, the management of McDonald must consider the requirements and demand of the clients of the organisation (Yaşarsoy, 2019). 
In order to ensure the quality of the products and service the management of McDonald has adopted Total Quality Management (TQM) system although a wide range of quality control processes are available such a six sigma, ISO 9000 series and Business process reengineering. 
Total Quality Management (TQM)
Total Quality Management (TQM) is adopted within McDonald in order to apply the continuous improvement plan successfully in order to increase the productivity and performance of the organisation so that the organisation can sustain in the market effectively (Yusuf, Gunasekaran and Dan, 2010). Customers, employees and the suppliers are the major elements of McDonald and the management of the organisation has applied the concept of quality in those factors which supports the organisation to protect the market share and to make effective expansion decision. In case of marketing of a product three essential elements are required to consider and these are the suppliers whoever stay in the frontline, the employees whoever stay in the middle stage and the clients whoever stay at the final stage and the management of McDonald has introduces TQM in all those stage in order to serve the clients according to their requirements. 
Huge amount of funds is spent by McDonald in order to maintain the quality of the products and service. In this context, research and development program is given more concentration by the management of McDonald. The strategic objectives of McDonald is to rediscover the value so that the organisation can become the market leader. The following discussion is based on the application of Total Quality Management in all organisational process of McDonald- 
· Suppliers: 
The parties which supports McDonald to continue production process by providing different types of raw materials can be considered as the suppliers of the organisation (Peter, 2015). Without the supply of raw materials it is impossible to continue product which means the organisation will not be able to serve the clients properly.
In this context, the management of McDonald has set a strategic objective which is collection of raw materials at a lower cost in order to increase the revenue and profitability of organisation without compromising the quality of the materials.
· Methodologies under Total Quality Management- 
In this context, the following initiatives are taken by the management of McDonald to source high quality raw materials at a lower price in order to ensure the profitability of the organisation.
a) The management of McDonald does not rely on single supplier in case of sourcing raw materials rather they have managed a number of suppliers. In this context, the management of the organisation can source raw materials from alternative sources considering the price and quality. 
b) McDonald has a well-furnished lab in which the quality of the raw material provided by the suppliers can be tested. In this context, the management of the organisation consider the health value and quality of the ingredients (Peter, 2015). 
c) The market of McDonald is very large which has made the organisation to bargain with the suppliers. Besides, suppliers have to maintain a better relationship with the McDonald as they purchase at a big volume. This relationship between the organisation and suppliers also supports to source high quality raw materials at a lower price. 
d) The management of McDonald has re-engineered the production system of the organisation such as this organisation has added products like cheese and sauces for vegetarian. 
e) The management of McDonald has also made segmentation in case of sourcing raw materials. For example, raw materials for vegetarian and non-vegetarian are collected from separate suppliers in order to maintain the quality of the products.
· Employees
Employees are the major elements of an organisation as they support directly in case of implementation of different strategic and operational planning. Without the support of the employees it was not easy for McDonald to secure a better position in the food and beverage industry. The employees of McDonald are managing both production and supply effectively which is supporting to achieve the goals and objectives of the organisation (Hou Larson and Kleiner, 2010).
In this context, the management of McDonald has set a strategic objective which to make the employees of the organisation satisfied which will support to increase the quality of the products and service of the organisation. 
· Methodologies under Total Quality Management 
In this context, the following initiatives are taken by the management of McDonald in order to make the superior use of this valuable resource of the organisation-
a) The management of the organisation allows the employees to make decision at their functional level. This environment within the organisation inspires the employees to perform better as it increases the responsibility of the employees of the organisation. In this context, the performance and productivity of the employee’s increases and the quality of the products and service also increases. 
b) The HR manager of McDonald arranges training and development programs for the employees of the organisation which supports to improve the experience and skill of the employees. As the confidence level of the employees of the organisation increases due to the arrangement of training and development programs by the HR manager, the employees of the organisation become more productive which ensures the better quality of the products and service which are offered by the organisation. 
c) The employees of McDonald are given a wide range of both financial and non-financial incentives which also inspired the employees to perform better so that the organisation can manage the quality of the products and service effectively (Hou Larson and Kleiner, 2010).
d) The management of McDonald has empowered the middle level managers of the organisation which has enabled them to make prompt decision which also supports to increase the performance and productivity of the employees of the organisation and it is required in order to ensure the quality of the products and service which are offered by McDonald.
· Customers
The end users of the products and services of an organisation are referred as customers. Operation of McDonald is involving based on the demand and requirements of the clients. The success of an organisation such as McDonald mostly depends on the satisfaction of the clients. In order to increase the satisfaction and loyalty of the clients the management of McDonald is required to ensure the quality of the products and service. 
In this context, the management of McDonald has set a strategic objective which is ensuring the greater satisfaction of the clients through delivering them such value which is expected by them. 
· Methodologies under Total Quality Management 
In this context, the following methodologies are taken by the management of McDonald in order to increase the participation as well as the satisfaction of the clients- 
a) The management of McDonald carry out market research so that the clients of the organisation can get such products which are expected by them. 
b) The management of McDonald always try to offer products with unique taste which also attract more and more customers. 
c) The service staffs of McDonald are highly trained so that the clients of the organisation becomes happy with the service they get (Hou Larson and Kleiner, 2010). 
d) The management of McDonald takes feedbacks on the products and services offered by the organisation. In this context, the management of the organisation can improve the quality of the products considering the opinion of the clients which also supports to increase the satisfaction of the clients. 
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[bookmark: _Toc7690323]Providing a critical understanding of the extent to which the systems are effective in meeting customer requirements
Customers are considered as the assets of an organisation as operation of business revolves considering their demand and requirements. Satisfaction of clients refers that an organisation is successfully maintaining its quality in term of products and service and which is a sign that the organisation has a huge growth opportunity (Neumann, Robson and Sloan, 2018). In case of dissatisfaction of the clients an organisation fails to reach the goals and objectives of the organisation as customer will switch in other organisations which will reduce the competitive advantage for the organisation. 
· Strategic Quality Change, Implementation & Evaluation
High quality products and services are offered to the clients by McDonald as the environment of the organisation include such standard which is enough to meet the quality requirements of products and services. In order to use the resources of the organisation properly the management McDonald has made a quality management plan which is pivotal for an organisation to ensure the satisfaction of the clients through offering. The efficiency of the employees of the organisation can also be increased through proper implementation of this quality planning (Neumann, Robson and Sloan, 2018). 
· Critical Understanding 
Introduce Total Quality Control Concept
In this context, major focus is given to the satisfaction of the clients by the management of McDonald where quality of the products and services offered by the organisation is considered as the key factor. In this context, the management of McDonald focus on the reduction of defection rate. Besides, the employees of McDonald also interact directly with the clients of the organisation in order to ensure a better relationship with them (Neumann, Robson and Sloan, 2018). 
Six Sigma approach supports the McDonald not only by reducing defective products but also support by increasing productivity, increasing reputation, increasing customer satisfaction, reducing wastage of the products, improving the performance of the employees and giving new opportunities to expand the operation of business.
Implementation 
In this context, a draft is prepared by the senior management of McDonald in which different strategies are written which must be applied to make the operational process standard. This draft is communicated with all the employees of the organisation so that all the employees have a clear idea about the standard of the products and services as the meaning of quality is clearly given in the documents. In this context, the following guidelines are followed by the senior management of the organisation- 
a) The employees whoever works at the kitchen must wear plastic gloves when preparing meals, use safe water in case of washing raw materials which will be used to prepare food and store the prepared food after controlling the temperature (Neumann, Robson and Sloan, 2018).
b) The employees whoever are responsible to manage the supply chain of the organisation must be energetic which will support the management of McDonald to reduce the wastage of time in case of delivering products to the clients.
c)  The management of McDonald must allow the employees to share their opinion in case of making decision which also supports to control the quality of the products as the employees whoever work in the filed have a better experience regarding the market. 
d) McDonald has website in which customers feedbacks are taken for 24 hours and response is made within 2 days of making complain.
Evaluation
It is the feedback of the clients that the employees of McDonald are energetic as they are capable to supply the products within a limited time. 
It is also observed that the rate of complain from the clients is very much insignificant. 
The management of McDonald spend 2.5% of the revenue of the organisation in order to train the employees which refers that the employees of the organisation are skilled enough to produce superior and high quality output. 
The management of McDonald also carrier out surprise quality check which can be considered as a warning for the employees of the organisation. Due to this inspection techniques the employees of the organisation become aware regarding their performance which directly influence the quality control system of the organisation.
In order to control the quality of the products the management of McDonald applies scorecard methods which improves the performance of the employees as the activities of the employees can be traced easily. In this context, it reduces the defection rate of the products. 
The employees of McDonald are evaluated based on their performance. In case of better performance employees of the organisation are awarded which improve the performance of other employees of the organisation which also helpful to ensure the quality of the products of the organisation (SOMMER, 2014).
In order to ensure the job satisfaction of the employees the management of McDonald undertakes employee engagement programs which reduces the turnover of the employees. It is observed that turnover of employees and productivity of the organisation has a positive relationship that means employee engagement programs offers a number of skilled and experienced employees to McDonald which increases the quality of the products and services offered by the organisation. 


[bookmark: _Toc7690324]Conclusion 
The quality management system which is applied by McDonald is very much standard to improve the quality of the products and services. The current quality management process of this organisation will support to increase the reputation and brand name of the organisation. It can also be said that the current quality management process of the organisation is capable to manage the demand and expectation of the clients effectively. At last, it can be concluded that the current quality management system will help the McDonald to dominate the food and beverage market.
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