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[bookmark: _Hlk133679483]Executive Summary
Leadership is essential in any industry, but it is especially crucial in the textile industry. When dealing with clients, a leader should exhibit the same values and standards they expect from their staff. When managers stress the importance of providing excellent service to clients, workers are more likely to do so. To go above and beyond for customers, good leaders should publicly recognise and appreciate their workers' accomplishments (Armstrong, 2016). Staff morale can be maintained through providing opportunities for training and advancement, providing a pleasant workplace, and ensuring that employees have the resources they need to provide excellent customer service. People will stick with a clothing line longer if they have faith in its leadership. Customers who feel their needs and concerns are being heard are more likely to purchase from and recommend a company.
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[bookmark: _gjdgxs][bookmark: _Hlk133679587]Introduction
Henrietta Rix and Orlagh McCloskey, who had known each other since they were children, launched RIXO in the United Kingdom in the year 2015. RIXO's vibrant designs and one-of-a-kind shapes provide clothing in a vintage-inspired silhouette a more up-to-date look and feel. In each and every one of their collections, which include things like dresses, skirts, blouses, and accessories, they are recognised for paying painstaking attention to detail and making use of materials of the highest possible quality. This has earned them a strong reputation. The designs of RIXO have been featured in publications such as Vogue and Harper's Bazaar, and the company has gained recognition among fashion bloggers and A-list celebrities. Because the company places a premium on ethical and environmentally responsible manufacturing, all of their textiles are made from sustainable materials, and they exclusively work with ethically responsible suppliers.
[bookmark: _30j0zll][bookmark: _Hlk133679638]Analysis and Evaluation
[bookmark: _1fob9te]Customer Services in business
Assistance provided to customers before, during, and after a purchase is made is known as customer service. Customer inquiries, complaints, and recommendations are all part of this category. Providing exceptional service to customers is a surefire way for businesses to keep them happy with their goods and offerings. Positive customer feedback is a strong predictor of repeat business (Mullins, 2019). Superior service to customers may do wonders for a company's image. A satisfied customer is more likely to recommend a business to others. Today's businesses must find ways to differentiate themselves from the crowd. Providing outstanding service to customers is one method for a business to differentiate itself from rivals. Customers who are satisfied with the service they receive are more inclined to come back and increase their financial investment.
The market for apparel in the United Kingdom is marked by a high level of competition. There are a number of companies that are providing the same services as well design of the clothes at a reasonable cost as compared to the Henrietta Rix and Orlagh McCloskey. The quality of customer care that a company provides is one of the most important elements that determines the number of customers it will attract and maintain because customers want good assistance from the company before and after purchase. Customers in this day and age are not bashful or did not feel any kind of hesitation at the time of posting their feedback, both positive and negative, on the internet. As nowadays social media is in more use and it can easily reach every customer. According to Armstrong (2020), a tried-and-true method for increasing a company's bottom line while simultaneously maintaining loyal customers is to provide exceptional customer service. Customers currently have increased expectations placed upon the companies that they patronise. Customers will look elsewhere for their apparel needs if a certain retailer does not live up to these expectations. The satisfaction of one's clientele is essential to the prosperity of any enterprise, but this maxim holds especially true in the apparel sector. As a consequence of this, there is a possibility that earnings and revenues will rise.
[bookmark: _3znysh7][bookmark: _Hlk133679734]Current leadership strategies 
[bookmark: _2et92p0]As a direct response to the increasing eco-consciousness of its consumers, the desired organisation has placed a significant emphasis on environmental responsibility in all aspects of its operations. Workers have the potential to benefit the environment by increasing their rate of recycling, switching to renewable sources of energy, and producing less waste (Reed, 2015). This strategy has the ability to increase product recognition while also connecting the brand with customers who share the same moral compass as the company. However, the implementation of this solution might be expensive and it is not suitable for many businesses. The chosen business is making investments in digital technology as a means of increasing both customer satisfaction and revenue in order to remain competitive in today's era, which is dominated by social media and online shopping. This kind of money is being put to use in a variety of ways, some examples of which include virtual try-on features and recommendation engines powered by artificial intelligence. According to Timms (2020), this technique may result in an increase in both revenue and customer loyalty to the brand. However, the implementation of this solution can be time-consuming and costly, and it may need considerable adjustments to the way an organisation now operates. The organisation that was selected has a similarly strong commitment to diversity and inclusion throughout its leadership and hiring practises. Setting diversity targets and providing training on how to recognise and avoid unconscious bias are two examples of how to address this issue. This plan has the ability to bring in a clientele that is more diversified and to create an atmosphere at work that is more welcoming to everybody. However, it is not always simple to implement and may ask for significant changes to the way a firm operates and recruits new employees.
[bookmark: _Hlk133679931]Theoretical Models
[bookmark: _tyjcwt]Total Quality Management (TQM) is a management strategy that encourages all employees to contribute to a culture of continuous improvement in order to boost the quality of the company's output. TQM concepts can be utilised in the following ways to boost customer satisfaction in the selected company:
· Customer focus: The focus of TQM is on identifying and satisfying buyer requirements. The customer is only attracted towards the business that provides them a great level of satisfaction. It is very necessary to fulfil all the buyer requirements so that customers will revisit the business. If there will be a lack of fulfilment of the buyer requirement then customs will never visit the company. Actively soliciting customer input, analysing customer complaints, and leveraging customer data to improve product design and service delivery are all ways in which the apparel industry may better serve its customers. 
· Employee involvement: Employees play a great role in the success of the company and it is not possible to run any business without the help of the workers. Every activity done by the workers helps the company to get a huge profit as well as loss. It depends on how much contribution workers are giving for the company to achieve its goals. TQM advocates for active participation from all staff members in order to achieve lasting results. The customer service provided by clothing companies can be enhanced by giving workers more autonomy in making decisions and taking action. Offering chances to learn and grow, commending and rewarding stellar achievement, and fostering an environment conducive to teamwork and cooperation are all wonderful examples.
· Continuous improvement: Every business wants regular as well continuous improvement in their business for getting better results. As, business environment can never be fixed and changes from time to time. There is a lot of competition in the market and there are a number of competitors that come in the same field to harm the business. So due to this reason business requires regular as well as continuous improvement in the business. TQM refer to total quality management. TQM is a never-ending cycle of improvement. By establishing KPIs, measuring customer satisfaction, and introducing new processes, clothing companies may continuously enhance their service to their clientele.
· Process improvement: The quality of the product will be maintained only when the business makes changes in the process of doing manufacturing. With the help of making changes in process the quality of the product changes. The use of process improvement helps the company to tackle their competitors that are associated with the business. TQM stresses the value of eliminating inefficiencies and raising standards through process enhancement. Clothing companies can use this idea to enhance their customer service by focusing on areas such as order processing, returns, and communication with customers. The ease among all these things help the company to attract more and more customers toward them because if the customer faces any kind of discomfort then they always try to avoid that business.
· Supplier relationships: It is necessary to make a good relationship with the supplier because the whole profit is based on the material supply by the suppliers. TQM emphasises maintaining solid ties with vendors because it ensures that the quality sent by the vendors will fulfil the requirement of the customer. By partnering with their suppliers, clothing companies can assure the timely delivery of high-quality products and enhance the customer experience as a whole. If there is a lack of good relationship between the business and seller then the business will never be able to quality products to their customers. Further, they will never be able to give a great level of satisfaction to their customers. 
[bookmark: _Hlk133680081]Leadership qualities to achieve objectives
Effective leaders often adopt the strategy of delegating authority to subordinates after first providing those subordinates with the necessary training and resources. The ultimate goal of this strategy is to increase customer satisfaction. Customer service is one of the most important requirements of the business because it is not possible to exist in the market for the long term without the attraction of customers. This can be accomplished by leaders providing their teams with consistent coaching and training, clearly defined goals and an environment that encourages trust while also fostering independence. As the business environment can never be the same and it is changing from time to time as changes in the competitors. A good leader must train their workers regularly so that they will be able to serve better quality to the customers. A quality leader always focuses on the common goals as well as more satisfaction to the customer in every possible way that they can provide to them. In addition, the research conducted by Truss and colleagues (2012) indicates that a customer-centric culture is one in which all of the employees prioritise the happiness of the customers. Commonly, there is a diverse culture in the whole nation and businesses can't follow every culture in depth. This will cause huge losses because it is not possible to understand and apply every culture in one company. A good leader will decide the common culture for the business that will fulfil mainly the requirements of all the customers that are attracted towards the company. This mindset can be encouraged by leaders who emphasise the significance of satisfied customers, define criteria by which success can be measured, and provide incentives to workers who go above and beyond in their service to consumers. Apart from this, the company can't run effectively without the motivation of the workers. There are several ways the motivation of workers that every quality leader has to include in their business for better performance of all the workers. Leaders have the opportunity to increase customer satisfaction by soliciting feedback regarding the products, services, and operations of the firm and then acting on that feedback. As customers always give honest feedback about the services provided by the company, it is necessary to work properly with the feedback provided by the company because the main motive of the business is customer satisfaction. Leaders can also educate their teams on active listening strategies as well as different methods to incorporate input from customers into their services. In addition, businesses can improve their customer service with the support of digital transformation, which can create novel channels via which customers can interact with the company (Taylor, 2021). As nowadays social media plays a vital role in the life of people and almost every age group of people is active on social media. With the help of this, the company will be able to get more and more attraction from the customers towards their company. Leaders may be of assistance in the process of digital transformation by making investments in new technology, recruiting workers who possess the requisite digital skills, and ensuring that these employees receive continual training and support.
[bookmark: _Hlk133680158]Recommendation
· Freedom to workers- Every person has their way of working and every worker has a particular quality in their own. The company must give proper freedom to the workers so that they can work accordingly for the business and will earn a good amount of profit from that freedom. Proper freedom does not mean that they can do anything that they want but they have the authority to do the positive things that will help the business to grow. Give employees the freedom and tools they need to continually exceed customers' expectations. This includes providing them with the resources they'll need to address customer problems effectively and quickly.
· Proper business ethics- Create a company ethos that places a premium on client satisfaction (Ashdown, 2018). All staff should be made aware of the importance of providing excellent customer service, and targets should be set to acknowledge and reward those who go above and beyond in this area. This will help the company to earn a huge amount of profit as if the customers feel satisfied then they will visit again and again to buy the services. 
· Advanced technology- Technology is becoming more advanced day by day and the business must change as rapidly as technology changes. Use technology to make dealing with human customers easier. Self-service online options include social media, chatbots, and knowledge bases. The availability of all these things hemp the company to more customers online as nowadays the trend of online shopping is to a great extent. 
· More focus on customer satisfaction- Train personnel thoroughly on how to satisfy the consumers because customer satisfaction is one of the necessities of the business and it is not possible to exist for so long without satisfaction to the customer. Providing outstanding customer service involves knowing what to do when customers complain, how to have fruitful conversations, and how to make the most of available technical tools. These all things after getting complaints from customers will help the business show positivity about their business rather than negativity.
· Focus on improvement- No business can be perfect and they require improvements from time to time because of changing in the level of competition. Listening to the customers to learn where improvements required might be made helps the company to improve faster as compared to doing improvement on its own way without listening to the customers. Using surveys, forms, and social media to get customers talking will help the business to find where they are lacking and in which area they require improvement. These kinds of improvements make company more updated and will make them able to lasts for a long term. 
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Conclusion

The study's findings suggest that the quality of an organisation's leadership has a direct bearing on its 
[bookmark: _4d34og8][bookmark: _Hlk133680294]customer service standards. The ability to listen to and address the concerns of employees is crucial to building a culture of creativity and customer loyalty. Without strong management, a clothes store risks failing to provide the high-quality customer care necessary for its continued success. Leaders also motivate employees to provide stellar customer service by empowering them to act independently and providing them with the tools they need to succeed. This can be accomplished by leaders who consistently provide direction, who lay out specific goals, and who create an atmosphere in which workers feel comfortable taking the initiative.
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