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UNDERSTANDING AND ENGAGING IN THE CUSTOMER EXPERIENCE

THE IMPORTANCE OF CUSTOMER RELATIONSHIP MANAGEMENTS (CRM) IN THE CARE HOME.

INTRODUCTION.  
The purpose of this report is to define and evaluate the importance of Customer Relations Management in the Care Home as well I define, valuate and critically assess the context of belief, attitudes and values in the Care Home. On this report I include the definition of customers, factors that influence in the organization, and the management theories that relevant in the systems which are SERVQUAL, CRM, e-CRM, Supply chain, and E-Commerce.

CUSTOMER RELATIONHIP MANAGEMENT IN THE CARE HOME.
Care/Nursing homes provide accommodation and personal care for people who need extra help, this include bathing, dressing, toileting, feeding and taking medications.  There is the difference between Care homes and Nursing homes.  Residents Care home is a home that 24-hour assistance and provide washing, toileting, feeding, hoisting, dressing and some of the residents are still able to walk and still able to do their own personal care.  While Nursing homes are with severe learning disabilities and physical disabilities, complex medical conditions and colostomy and will provide by registered Nurse who are duty day and night on site. Nursing home are more special equipment needed, like special beds, hoists, wheelchairs and equipment use for moving and handling for residents.  All care homes provide the high level of care to meet the resident’s needs.  UK develop a social care market that promotes quality, customers need information about the of care provided.  There are some problems in the Care Home, there are lack of staff, there is no enough carer to cover the shift, always short of people working, this one problems at work, lack of training, moving and handling can be problems, abuse, bullying and neglect, financial abuse, low pay, and lack of equipment. (Causon, 2013)

FACTORS THAT INFLUENCE IN THE CARE HOME 
Factors that influence in Care home and in the Care setting.  There are 3 effective regulations to ensure to deliver the high quality of care and equality of Care or Nursing home. 1.) Active consumer involvement and effective consumer advocacy. 2.) Community interest and involvement in Nursing and 3.) Positive motivation on the owner and managers 
						1
homes and well supervised and well trained.  These are needed for the residents to improve their quality of life.  Pressure by the regulators will influence the behaviour and attitude of the management and staff to provide high quality of care quality of life to the residents in the care home. (Slawson, 2017).  Keywords- Paraprofessional workers autonomy
· Quality of care, care the provision of what is important of the resident’s health, welfare, maintenance and protection.  In Care home mental and emotion need are offer and provided as well as physical needs. 
· Home care service, in Care home provide personal care, including help for bathing, toileting, dressing, feeding, hoisted and other personal care.
· Peer group, in Care home resident are almost the same age.
· Accountability, carers are taking responsibility in their actions, in Care home staff are most competent of the job they do in delivering the care to the residents.
· Care Plan is essential to make sure they have all the needs and support for their health.  This create systematic care plan approach of resident’s record, stalling all the problem you observe, collecting test data and analysing data. 
These are few factors that influence in Care Home, there are some benefits offered in quality of care, residents have companionship, peace of mind for residents and family as that person will not living on his own anymore.  In Care home medication is assisted by the senior staff, no more worries, and better living condition, carer help with their personal care and support emotionally if needed.  But there are some dis-advantage for the residents, they become unfamiliar of the place, they feel lonely as they missed their family.  And there are some issues with the staff, some of the staff are less supportive, lazy, they don’t do their job properly, they can be unfriendly, they rush the job for giving personal care to residents. some residents are too fragile and vulnerable and some of the staff in the care home can be insensitive to the resident’s needs. In Peer group, the advantage of people in Care home, it increases the level of their self-esteem, they become positive and confident. On the other hand, there are some dis-advantage peer group, people may engage in self-destructive behaviour, example, smoking, violent behaviour.  In accountability, there are some incident or accident happened in Care home, some carers are not confident when using the equipment, there is not enough training given or not enough experience in using the equipment for resident’s safety.  In Care plan, this document is important for resident’s record, but the negative side is the residents lost their privacy.  We can not please every residents in the Care Home, there is always complaint, everyone is demanding attention, they become reliant to the carers, they become dependent even sometimes they still able to things but they have to call the carers to do it for them, some of them are taking advantage.  Carer felt sometimes that the residents have no respect and manners towards the them, they look down and shout at carers, but most of the residents they appreciate, thankful of what carer done for them.  In Care Home carers and other staff are working together as a team and work hard to deliver a good quality of care to the service users in the Care home.  (Surman, 2001).
						2

These are 8 factors related to dignity identified by the Social Care Institute.
· Choice of control, communication, eating and nutritional care, pain management personal hygiene, practical assignment, privacy and social inclusion.  (Burton, 2016)
In the Care Home there are some factors that effects of Care options., Care needs, budget, personal preference, evidence.
· Care needs must find out what care you need to have and understand what are the right options that you need.
· Budget must look how much it cost to stay in the Care home.  This can be funded either privately or with the help of the council.
· Personal preference, your choice must be respected or acknowledge.
· Evidence, it is important to look up an honest review, ask people who have an experience on that Care home, do some research before deciding to stay in the Care home or Nursing home.  (Burton, 2016).
When is the residents considering going in the Care Home: -
Struggling to live alone, they no family to help or looking after them. Need assessment and staying in the care is the best place for them.  Had complicated medical conditions that need 24-hour care.               
There are some problems in the Care or Nursing Homes. 
· One of the problems are, the Care worker of staff are lack of training, this can cause a quality of care to the residence, 
· Overworked and unable to provide enough attention to the residents due to tiredness, because of this problem staffs/residents interactions are poor, can caused neglect, or even abused of residents by staff or by other residents.
· Communications are poor, senior staff and management are lack of communications. 
· Equipment, some of the equipment are still old, not enough equipment supply in the Care home.
· Low pay, carer pays is not enough to compare the hard work done for the people and residents.  (Roberts & Barnard, 2017)
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ATTITUDES, BELIEFS, VALUE SYSTEMS AND MANAGEMENT THEORIES: -
ATTITUDES
Attitudes in the Care homes, Ability to use empathy, Patience, Ability to show respect, A happy and cheerful demeanour, the ability to remain calm under pressure.
· Ability to use empathy, care assistant or a carer understand the care situation and choose the right actions base on the situation, carer treats clients as they were their own family or children.  Carer try to understand when the residents are depressed and sad and declined or refused to join with the other residents and prefer to be left alone in their own rooms, carer will them support and give a hug and comfort and assure them that things will be ok.
· Patience, there are kinds of patience of carer have when it comes to residents.  Carer give enough time to each resident, as they can be very slow in responding and some of them, they cannot understand any instruction you are saying, and they get very confused.
· Ability to show respect, carer will knock the door first before entering the room, and the care has to be done step by step, by calling their names and explain what are going to do next in the care activities step by step and ask permission first if needed in order to reduce the residents anxiety during the care activities.
· A happy and cheerful demeanour, a positive attitude, for the residents the only people they see all day are the carers, having cheerful attitude towards them will make a big difference for them.  Carers are willing to care and supply enthusiastic care for the residents in the care home.
· The ability to remain calm under pressure, when residents become aggressive, carer must not respond to them negatively, carer has to remain calm, or defuse the situation or walk out for a while and come back when residents will calm down. (Hall, 2017)
In the Care homes, Care worker are generally compassionate people who are caring in nature.  To have a caring profession, you got to have a certain quality that relate in nursing assistant or carer.  Caring, compassionate, responsive towards residents, treating them as people, following through care, taking care of the basic most hands-on care to the residents.  In my experience at Care home there are some carers can be lazy, can be abusive and not following some rules, they try avoid work, just pretend to be bust but nothing much done, they leave it to others to do most work, they can be rude and rough, and abused can happened in the Care home, either staff towards the residents or residents towards the staff.  In more realistic there are more residents are aggressive and violent towards the carer, when this situation happened this will be reported to the seniors and record everything and will be dealt with at once.  Abused is not allowed in the Care home.  (Hall, 2017)


						4
BELIEFS
Belief is the power of belief that causes things to happen in our life, it is a feeling that means something, and this is emotional or mental and this hidden in our heart and mind.  Belief is our drive and give us purpose to act what we think.  Those people have belief will accomplish a remarkable thing in life. (Bennett, 2009)
In the Care Home all staff are trained to follow policies of the respect of cultural, social and religious belief or faith of its residents and the staff to promote diversity, equality and social inclusion principles.  People in Care Home have many different nationality and different beliefs.  In the Care Home scheme are made up of diverse community and opportunity that is available for individual.  Respect personal belief of each individual and a choice to participate in any events and activities that held in the Care Home.  In the Care Home there is Church service and every resident are invited and encourage to take part the service.    But not everyone wanted to attend or participate, for some reasons, some residents don’t believe or have faith in religion, or they have different religion, they only believe and attend to their own church, as in faith or religions, there are different religion, and some people they only stay and believe, worship on their own church, or some of the residents are not bothered and they feel lazy towards about it.  (Bennett, 2009)
VALUES
Values is the beliefs of people have, what is important in life especially what is right or wrong.  Values in Care Home range of concept such us choice, privacy, individuality, independence, dignity partnership and respect.  And there are two values which is inclusion and equity.  Means everyone is different and deserves a respect involving their care. (Peters, 2018)

MANAGEMENT THORIES: -
Management Theory is how managers and supervisors relate in the organizations in the knowledge of goals, introducing and supporting employees to motivate in order to perform to the highest standard. (Seidel, 2018)
Four Types of management of Management Theory.
· Scientific Management Theory, this approach uses date and measurement for effectiveness of organizations.  These processes gathered for standardization and strategy based on reward or punishment.  Keeping staff content and happy and cooperate and work harder.
· Bureaucratic Management Theories, designated roles for employees and managers based on hierarchies, to clarify who is In-charge of the management.
· Human Relations Management Theories emphasize the importance of recognising the needs of the employees with the needs of company and adopting policies for employees own benefit.
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· Systems Management Theory, this approach to systems to theory aiming to achieve balance in the business, working effectively to reach the goal. (Seidel, 2018)

CUSTOMERS.
Customer is an individual or business that buy goods or service, or a person that consumes, receive of products and services.  Each time you are buying something or paying bill from the shop you become called customer.  (Bloomenthal, 2019)
Why customer is important?
Customer is the key for any business achievement.  To be successful in business, business owner must understand what customers want and the availability of products and services that they offer by finding customers tastes, hobbies, and interest of what they listen, read and watch, understanding customers behaviour of what they are buying.  Business owner need to speculate what type of people who want to buy their product or services.  Here are the questions of business owners to be successful: - 
· What are customers reasons why they buy your product and services?
· How often they going to buy that product, if you have a good offer to make sure that the customer stays with you and not going anywhere else.
· Who are they buying for?  Your promotion must be adjustable or flexible and competitive.  
· Where they most likely to purchase?  If they prefer online, Business owner has to prepare to change business model this include online ordering systems and e-commerce.  (Ewing, 2015)
Companies or Business owner that know what their customer choice, needs and their expectations, this customer will become loyal and get repeat businesses.  Simply by spending more to time and interactions with customers, listen the feedbacks and provide advice is good for business and give opportunity to build a good relations and experience. (Ewing, 2015).
CUSTOMERS EXPECTATIONS
Customer expectations refers to the need and wants of the people you attract to buy your product and services.  And here is the information that influences customers’ expectations.
Here are 7 types of all exceptional Research must understand: -
· Explicit expectation, these expectations are mental target, for standard of performance.  Example, high quality colour printer that give 17 pages per minute, but the high-quality printer only prints 3 pages per minute.  Customer must compare and evaluate the performance which one the best one to buy.
· Implicit expectations, set up norms of performance, comparing with other companies or the leading brand.
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· Static Performance expectations is to define the quality and performance for a specific application.
· Dynamic Performance expectation, expectation of product and service develop and stable in the future.
· Technological Expectations, expectation of new feature like mobile phones.
· Interpersonal expectations, service provider and customer relations, sharing technical knowledge to solve the problem.
· Situational Expectations, this expectation may be based in unclear presentation or image. (Smith, 2018)
CUSTOMERS SATISFACTIONS IN THE CARE HOME.
Product quality is a features and characteristic of a product that give the ability to meet the requirement.
· Service quality is a service that exceed customer expectation, aware of the performance.
· Price is a measure of quality desired by the market.
· Specific product or service feature is a specific product legislation.
· Customers emotions is giving sympathy and care to customers.
· Perceptions of equalities and fairness is treating people fairly and aware of individual.
· Personal factors, individual factors that result in different perceptions, behaviour, attitude towards goods and services.
· Situations factors is an external factors examples, work, school, shops, people around you and environment. (Bernazzani, 2019).
Customers satisfaction survey of Residential Care Homes residents and their families closely track with the quality of care measures.  Customers satisfaction is critical idea for customers success.  It is a degree to which the customer is happy with the service, product or experience.  It is how customers feel during the purchase, interactions, attitude either the customer is satisfied or not satisfied.  One of the satisfactions is customers is able to return the goods or product if they are not happy or faulty, even if it is open and been used. (Bernazzani, 2019).
In Customer satisfaction, can provide the business owner with main competitive advantage, which the effect of increase of profit and growth of the business.  We all know that those customers are not satisfied, they become slow in paying, bring the complaint to the higher level of management and even involve the legal department to get the result and they’re of their expectations.  It estimated out of 5 customers, 1 is not satisfied, apparently this is hidden and distributed the organisation but still the Management take no actions. Basically, it is impossible to satisfy all customer.  Every Customer have different needs, views and requirement, but it is better to avoid customer dissatisfaction rather than amend it afterwards as it causes more problems.  Satisfied customer will not change or move 
					7
suppliers, and they are willing to share, recommend or refer new potential customers to buy goods, products and services, they provide and product new market opportunities by word of mouth, company gain new customers, these are the advantage of the company.  On the other side, Unhappy customers will not be coming back, will stop buying good and products or services, they give negative feedback to people, or even in social medias.  Unhappy customer will give business owner hassle, complaints, treat the organisation hostage if they don’t get their satisfaction.  (Sheth, 2001)

Customers satisfactions model

[image: Image result for customer satisfaction model]


HOW CUSTOMERS BUILD AND DEVELOP LOYAL RELATIONSHIP.
When customer is satisfied, they become loyal because business owners showing loyal to them.  Perhaps sharing similar values is a way of creating loyal relationship with customers. Business owners should respond quickly:-  In Communication: - Business owner know their customers, find the way to communicate with customers, read and recognise their comment, feedback,  communicate them through, live chat, Facebook, Instagram and ask questions and what was the problem.  Give them a little extra, like example, Rewards, give and create loyalty cards, points in their reward card.  And then follow-ups, by knowing who they are, by giving rewards is important, connecting or sending emails with discounts offer 
						8
in their next purchase, this encourage them to buy more products.  Then a smile at people
happy and warmth welcome to people is very important, it makes customer feel welcome. 
 And a good human customer service, real people voice is better than automated welcome.  And be honest to customer, admit the mistake then error occur, be humble and apologetic to customers, more likely customers to trust the company if the customer service is apologetic.  And when it comes in promises, be careful with promises and always deliver.  There are companies promise things but not able to deliver their promises.  Lastly, creating shared value, sharing similar values is important way to create a loyal relationship with customers.  (Pay, 2018)
In my opinion, no matter how great your product is but if it delivers it in with a bad attitude, unwelcome towards customers, your customer will be gone and don’t want to do business anymore.  A good product and service and good customer service is very important for the company.  
OUTCOMES OF CUSTOMERS SATIFACTIONS.
· Increase customers relations
· Increase the revenue
If company or business owners actively work to increase customers satisfactions more likely that the revenue and profit of the business increase.  There are 3 types of outcome satisfaction:-  Very satisfied, satisfied, and dissatisfied, customers which very satisfied will highly continue to customers of the company, however there are words of mouth for those customer who are dissatisfied of the customer service, they make complain, negative feedback, which is normal to complain if customer is not happy with the product and service offered and this should dealt with the business owner to solve the problems or issues.  (Franzo, 2012)
SERVICE QUALITY.
Service quality is an assessment of how well the service delivered to comply to the client’s expectations.  Service quality is most important factor to investigate result of the customer’s expectations and awareness of service attitudes of any business.  (Qualtrics, 2019)
Service Quality in Care Home.
Here are the Service Quality that Care Home offer to the residents: -
· Safety
· Effective
· Caring
· Responsive to peoples need
· Well-Led
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In the Care Home safety for the residents is most important in caring, good Care Home, equipment’s are being check regularly and well maintained and safety improvement are always managers concerns.  Equipment are making sure are safe and secure to use for the service user.  And all the time staff are always there when are needed.  Service users or residents are protected from bullying, abuse, harm, harassment, and even financial abuse.  Any incidents or accidents in Care Home must be reported immediately.  Staff and carer made sure that the residents are safe, and the residents have also freedom to do their own thing, encouraging them to stay independent in personal care if they can.  Care home is constantly clean and bleach by the cleaners.  Staff and Carer in the Care Home are Caring, passionate people.  Carers treat resident with dignity and respect and spend time with them developing trust and building relationship. Families of Service users are allowed to visit.  And Care Home is well-led, everyone knows their own responsibilities from Managers, senior staff to the carers.  (Mack, 2018).
But there are some dis-advantage for the residents,  it is expensive if they pay privately, and resident will feel lonely, they lost their independent, and they felt that they lost their privacy, they can not bring any pet if they want to, they  have to fit in their all belongings in just one room.  In my opinion the good Care Home is the place for the people who need help and assistance, carers and staff are sympathetic, caring and compassionate and willing to help to the residents at all times.

THESE ARE THE SEVERAL THEORIES THAT ARE IN CUSTOMER VALUE: -
SERVQUAL, CRM, e-CRM. SUPPLY CHAIN, AND E-COMMERCE

SERVQUAL: -
Service providers want to know and what customer’s care about, customer care is important as well as service quality.  And there are 5 dimensions defined and research by Zeithami, Parasuman and Berry and they found this dimension of customer use during evaluating service quality and they called SERVQUAL.
The Five SERVQUAL dimensions are: -
· Tangibles, appearance of physical equipment, personnel facilities and communication materials.
· Reliability is able to perform the promise and service responsibly and correctly.
· Responsiveness provide immediate action or service and willing to help the customer.
· Assurance, to understand and be polite to customers is a way of building trust and confidence between customers and business owner.
· Empathy, being caring, attentive to the customers.  (Arlen, 2008)
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In this Five SERQUAL dimensions, in Tangibles, service providers want their employee’s good appearance, equipment, uniform and work, areas on site. Appearance is matters and be look sharp.  In Reliability, in other words just do it, you were going to do what you must do and what you have been said.  Customers value the reliability from service provider, these is more important than the flashy uniform or shiny equipment, not doesn’t mean either that you have scruffy and good service, it must be both, presentable and good service.  In Responsiveness, service provider has to response immediately, quickly, and urgently and don’t live it too long to respond.  In Assurance, service provider should assure the customer and should know what they are doing. And lastly Empathy, service provide should show empathy to the customer, show that they care. (Arlen, 2008)
SERVQUAL’s 5-dimension Rater has been criticized as this dimension is not universal, and the models of SERVQUAL are not successful on economics, physical and statistical theory, and it is only small evidence that service quality is assess by customers in terms of perception.  There are GAP expectation, SERVQUAL is not focus of the result of service encounter, it is only focus on the process of delivery.  There is high risk of interconnection between the 5 Rater dimension, although the rate is not exactly known. (Arlen, 2008)
SERVQUAL MODEL

[image: Image result for servqual model]
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CUSTOMER RELATIONSHIP MANAGEMENT (CRM)
CRM is an approach to manage a company’s interaction with the customers, it uses data analysis, this CRM systems is compile data from different Communication channels, example:- telephone, company website, email, live chat, social media on purpose on improving customer relationship in intention to gain more customers and sales and profit for the organisation. CRM is a technology that allow business to control, organised and operate of every customer contact.  And this are CRM examples: - Customer service, Sales, Marketing and Support. 

CRM MODEL models
[image: Related image]

CRM in the organization helps organise all sales and marketing in one place.
CRM can accomplish several tasks such as: -
· Tracking each potential lead and log all kinds of communication that have been made.
· Time remind when leads need to be follow up, through emails or phone calls.
· Referrals tracking, and compare the sources using stats.
· Tracking communications.
· Constant create sales process
The result of CRM is saving time and money and able to gain and close more leads to follow up. (Kunz, 2019)

						12
How to create good CRM
By recruiting and keeping the right people and the right tools provide and training, training to the employees. (Kunz, 2019)
PROS AND CONS OF CRM.
Data entry can be automated, efficient dashboard streamlines sales activities potential to add revenue, CRM enables automated of repetitive task and easier collaborations.  These are the Cons of CRM, are burdensome data entry, dependent on proper set, only focus on the wrong people, if you used wrongly is a waste of time and it can be costly for the company. When it comes to implementing CRM, decisions should be informed as every software or tools has it own limitations.  And this are the Pros of CRM, by using the correct CRM is a big help to improve the sales process of the organisation by using the correct way.  CRM can be useful tools for business, but deciding using CRM depend how big is your business, usual needs, goals and challenges must be implemented correctly. (Pepperland, 2017)
e-CRM SYSTEMS-
e-CRM systems are the process of maximising sales to the existing customers, relationship through the use of digital technologies such as emails, social marketing, web messages other internet service touchpoint, and it is the sale of goods over internet.  CRM is a customer’s relationship with any business, it integrates of web channels, it allows business to target customer and make relationship and finding out their needs. (Satar, 2007).
Advantages of e-CRM 
Dynamic content gives wide range of topic and must be constant update by adding latest articles and removing the old ones.  Good coverage, huge variety of topics and tool can be use of many users.  And it is low cost, to compare the other channels, cost of buying, administering is low. And the dis-advantage are: - mix resolution rate, no engagement, no person to clarifies.  (Satar, 2007)
These are other advantages of the Web in e-CRM: - Affordability, availability, enhance interactivity, degree of integration, enhance customer data collection, flexibility, information density is high, popularity, self-document user control and omnipresence.
SUPPLY CHAIN
Supply chain is a system of organizations, people, information, activities and resources involve in moving product or service from supplier to customer. Or the other words is comprised of all individual and businesses contributors parts in making products, from the raw materials to finish merchandise.  (Farfan, 2019)
Disadvantages of supply chain is mismanaged implementation, Inadequate training, one and done mentally.  A good supply chain management system will reduce cost and allow each pound to be use effectively and efficiency.
						13
E-Commerce
E-Commerce is a business that done or involve online, commercial transactions conducted electronically on the internet, also known buying and selling goods using internet, money transfer and executing data transactions.  (Wong, 2017)
Types of E-commerce are: - Business to Consumer (B2B) selling goods or service to individual.  Secondly Business to business (B2B) sells good to other business and the other one is Consumer to consumer, sells goods to another consumer, example eBay.  And the last one is Consumers to business; consumer sell their products to business. (Wong, 2017)
Advantage of E-commerce: -
Faster buying and selling procedures and easy to find the products.  24 hours buying and selling.  More on customers, there is no limitations on geographic and theoretical.  Better service quality and low cost on operations.  Easy to select or choose product from different providers, easy to start and managed business and no need of physical set up of the company.  And this are the disadvantage, no guarantee of the quality of the product, any one can start a business either good or bad, mechanical failure can cause any problems in total process, minimum chance of interaction and hackers have opportunities to look at your site. (Khurana, 2019)

CONCLUSION
In conclusion there are some factors that influence in the Care Home, this include quality of care, home care service, and accountability which as we are aware that carers are compassionate and caring people.  In the Care Home there are different kinds of beliefs, attitude and values. And in belief, staff in Care respect their cultural and religious belief and respect their privacy.  And the importance of customer, as we know customer is the key for any business achievement, valuing their loyalty, satisfaction and provide customers’ expectations and the service quality that are offer to the customers.  In service quality is how the service delivered to comply to the client’s expectations.  And I conclude the different theories and models that are use in Customer service, which are SERVQUAL, this theory has 5 dimensions, this followed by CRM and other theories are use in Customer service.


						14
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