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[bookmark: _Toc532942388]Executive summery 
Ensuring quality is a tough job for the organization but introducing a definite quality management system, organization can manage its quality and create customer value. Different factors influence organizations ability to maximize customer value like business environment, customer services, connectivity with the customer and so on. Quality management system is needed to ensure customer satisfaction which creates value preference. Without managing the production and service quality, it may not be possible to gain a good customer response toward the products or services. 
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[bookmark: _Toc532942389]Introduction
Customer value is an important factor for any organization. customer value can be defined as the difference between what a customer gets from a product, and what he or she has to given to get it. Customer value can be ensured by implementing proper quality management techniques. Nandos is an international casual dining restaurant which was originated in South Africa in 1987. Nandos operate its business over 35 countries in the world and it has over 1000 outlets. It is popular for its quality dishes and it has higher value. It has a good will and it has a definite quality management system which ensures perfect quality products for the customer across the world. Competition is increasing in every sector and in this competitive competition; it is difficult to create customer value as customer have lot of choices in front of them. 


[bookmark: _Toc532942390]1. Critically analysis the factors that influence organizations ability to maximize customer value 
Customer value is one of the important social capitals for any organization. If customer do not value the products and services of the organization, it will affect the organization to a large extent. Nandos is a restaurant which has several branches all over the world has achieved high customer value and customer also values the Nandos for its quality and unique food items. Customer values cannot be achieved in a day rather it takes time to gain customer value. Some factors influence organizations ability to maximize customer value which is being described below.
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Competition: competitive mindset of the organizations sometimes influences the ability of the organization to ensure expected customer value. Organization competitions sometimes increase customer value as different organization want to achieve the customer value differently and if any organization achieve customer value once, it leave a positive impact on the business. Competition is good for the customer but lot of competition sometimes affect the trust and values of the customer (Burton and Obel, 2009). Nandos is a world class first food restaurant and it has high customer value and it try to keep the existing level of customer value in future by adopting different customer oriented services and products which increase the trust on Nandos. 
Quality product: Promise of giving quality products and services to the customer is another important factor which influences the organization to maximize customer value. If the customer gets the mentioned quality by the organization, it will increase customer satisfaction and which will extra point to the customer value. Generally customer value means computability with the payment and the services or products he or she gets. High quality of products with reasonable price with increase the customer value toward the organization and low quality products with high value of product will decrease customer value to the organization. So, Quality of products and services influences organizations to maximize customer value. 
Trust and brand: Trust and brand is another important factor which influences organization to maximize customer value. Trust on the organization is not created in a day it’s a gradual process. Trust created by the service offers by the organizations. higher trust with the customer increases the customer value and lower trust between the customer and the organization decreases customer value of that organization. Nandos is a well known brand and its customer trust on them because it do not break it promise with the customer and it do not compromise with the promise and real service delivery. So trust and brand is one the important factors which influence organization to maximize customer value. 

[image: Image result for keno model of customer satisfaction]
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Network: Network means connecting with one another. Organizations connection with the customer defines customer value. Organization which has weak network with their customer has low customer value and which have strong connectivity with the customer increase customer value. Nandos is continuously working to increase the network with the customer. It set up customer care centre by which customer can order products and can get home delivery. High network also helps the organization to know the customer with valuable information and different offer which increase customer value. Sometimes regular customer want special offer on special occasion and if connectivity become weak, it will decrease the customer value (Chevalier and Mazzalovo, 2014). 
Patience: Patience is the ability to face worse situation. Patience of the employees of the organization is an important factor which influences the organization to maximize customer value. If the employee is not patience, it may affect the customer negatively. Today’s customer has lots of options, as different organization gives same services and products delivery. Employee of the organization must be patient and courteous. Nandos try to maintain hundred percent patients among its employee. Since Nandos is a food restaurant, its employee must be well behaved and patient. So patient is an important factor which influences the organization to maximize customer value. 
Innovation and invention: Innovation and invention or other word we can say creativity. Creativity is also an important factor which influences the organization to increase customer value Customer like creativity and new things. New quality services and products attract the customer and it grows trust and respect to the brand of the organization. So making new innovation and invention determines the customer value of an organization. Customer search for new trend and if they fail to find that trend in their familiar brand it create negative perception on the organization. So organization should be up to date with new emergent trend and tradition. 
Product choice: Product choice is an important factor which influences the customer value. Product and service is the only tools of an organization by which it can attract the customer and using quality products and services delivery, an organization can create good customer value and satisfaction. If customer does not get satisfied with the existing products, it will create negative perception. If the products which customer purchase is not quality product or the customer finds it defect and the organization express its inability to exchange the products, it may decrease the customer value for the organization. So, organizations products are important factors which influence the customer value maximization (Cole and Scott, 2010).






Proposed by Fritz Heider
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Source: Glynn and Barnes, 2016
Deliverability: Customer value also depends on deliverability of the products and services. If the customer gets their products and services in time, it helps the organization to create a good image about the organization to the customer and customer began to trust on the organization that they will get their products and services in time. Customer value creation may be possible by creating trust among the customer. Organization should ensure that customer get their products and services as soon as possible. Nandos is serious about their products and service delivery. It takes the order of the customer from different sources like online, phone call and direct order and it gives the customer a time frame to deliver the product and they try to ensure timely disposal of their products. Thus they create customer value among the customer (Bhote, 2016). 
Better environment: Environment is an important factor which influences organization to increase the customer value. Elegant environment leave a good expression on the customer and bad environment leave negative impact on the customer. Customer wants a favourable environment where they can easily get things purchased. Nandos has a good environment. It has a gorgeous interior and food display and customer enjoy the environment with having their desired food items.  Environment has a great impact on the customer. Good working environment helps the employee to work comfortably and it helps the employee to give service delivery in jolly mind and unfavourable environment creates negative impact on the customer and the employee to service delivery and service receiving. So, organization should ensure better environment for their customer and employee to increase customer value to reach the desired goals and objectives. 
After sale service: After sale service is a type of service which is given by the organization after selling the products and services. For example if a customer bought a product and found defect with it, organization gives services to change or repair that products and services. After sale service is also important for the organization to maximize the customer value. If the customer gets quick after sale service, it leave a positive and trust worthy impression on the organization and brand and customer try to continue buying products and services from that organization which is good for the organization to profit generation. Though Nandos is a food restaurant which offers different types of fast food to its customer, it also give after sale service for their customer and if the customer finds wrong with the product, it try to change or meet the demand of the customer immediately. 
Necessary information: Products and organization related information helps the taking decision. If the customer finds necessary information of the products and service, it will increase customer satisfaction which also increases customer value. Most of the time customer value decreases because of the incompatibility of information provided by the organization from which they get products and services which leave a serious bad impression on the organization and it decrease customer value. Nandos provide necessary information about their foods and other items on their website and they also provide necessary information to the customer directly. Information is power, misleading information increase customer dissatisfaction and appropriate information increase customer satisfaction. There are various means by which organization can provide necessary information to their customer and clients like social networking site, website, and billboards and so on.  The compatibility of the given information and real service and products delivery should be consistent. Inconsistency creates dissatisfaction among the customer and in hamper maximizing the customer value on the organization (Grady, 2014).
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Discount and gift: Offering discount and gift organization can increase customer value. Special customer expect discount and complement from the organization. Old and regular customer new customer should be given separate gift and discount service. Discount and gift is also an important factor which influences the organization to maximize the customer value within and outside the organization. If organization offer different gifts and discount offer to its customer, it leaves a good impression among the trusted customer and if organization offers no complementary services for the customer, it will leave a negative impact on the customer which may affect the customer value of that particular organization. 
Responsiveness: Responsiveness is an important aspect of increasing customer value. Responsive is a must needed attribute of the organization to gain customer satisfaction. Customer satisfaction is synonymous to customer value. Accumulation of customer satisfaction is customer value. Customer value is how the customer judges the organization on the basis different variable like product and service delivery, quality of product and so on. If an organization is highly responsive to its customer, it is a step ahead to gain good customer value. If the organization is highly irresponsive to its customer, it will create a negative impact among the customer and It decrease customer value. So, responsiveness to the customer and client is also an important factor to maximize customer value of an organization (McLean and Philippa 2010). 
Use of social media: Social media is becoming a strong tool to gain the attention of the customer. Social media play an important role to give necessary information to the customer and it is also an important tool to take the consent of the customer. If an organization uses the social media perfectly, it will be able to give necessary information to the customer. Social media could be a good medium of getting feedback from different customer. Customer perception can be tracked by the social media. Organization can take different expression of different products and services on the social media site and getting feedback, organization may make better plan to produce better product and services. Nandos use social media like facebook, twitter, Instagram and other social media site to track the customer attitudes and reaction over different food items. 
Collect feedback: Getting proper feedback from the customer is an essential part of the doing business in proper way. Feedback helps to take decisions. Collecting feedback, an organization can measure the customer value on the organization. Customer is free to share their consent and if they find something wrong with the product or the system, it doesn’t feel shy to share that with the concern authority. Feedback creates the path of correction and rearrangement. Feedback can be collected in different way. Feedback can be collected by social media and internet; feedback can collect directly by the customer who directly purchases products and services. Nandos use two kind of feedback system to gather customer perception and customer value. Social media and direct feedback box or oral feedback Mendenhall et al, 2011). 
These are the factors which influence the organization to maximize customer value. There may be other many factors which are also liable for maximizing the customer value but these are the major factors. 




[bookmark: _Toc532942391] 2. Identify the system that support organizations quality process and provide critical understandings of the extent to which you think those systems are effective in meeting customer requirements 
Quality management is managing the required and present quality of products and services. Different organization manages their products and services quality differently. Different organization determines different quality policies to ensure desired quality of products and services. TQM is a universal quality management tool by which different organization mange the quality of their products and service. 


Source: Padua, 2014
Implementing total quality management system in the organization, an organization may ensure quality of products and services. Total quality management system consists of eight components they are explained below. 
Focus on Customer: it is an element of total quality management. Customer focus is the main aim of any organization to ensure quality. Organization is the producer or provider of products and services but the main user of those products and services are the customer and they judge which product is good and which are bad. But at the time preparing the product and delivering the services, materials of preparing the products and services is important to ensure quality. If organization aim its focus on the customer that means if the organization want to satisfy the customer, it must product quality products and thus the quality of the products and services will be automatically improved. Focus of the organization and the employee should be on the customer. If customer is satisfied, quality will be ensured, if quality is not ensured and customer give complain, it means that organization is not customer oriented, it is profit oriented. Profit oriented organization may not ensure quality. 
Employee involvement: Employee involvement means including the entire employee to service or product delivery. If employee is not involved with the customer, they will not realize their demand and desire and they also cannot meet the desire and demand of the customer. If all the employee involve in service and product delivery and production, it will be possible to know the desire and demand of the customer and to meet the demand of the customer with the existing system and materials. Nandos involve its employee in service delivery, in Nandos you will find the entire employee friendly and talk freely with the customer and customer are very free to order and complain against their service delivery. So employee should be trained in such as way that customer considered them as their family member. So, according to implement TQM to manage quality, organization should involve employee in products and service delivery. 



Process centred: Product and service delivery would be process centric. Products would be produce following a particular process and it will be delivered to follow a particular system. There are different process of service delivery like team based products and service delivery. Product and service will follow a particular service. For example Nandos follow a particular product delivery process. In Nandos serve boy take order from the customer and there is a food preparing room, there quality sheaf prepares the food items for the customer and if the food prepared in advanced, it serves the food as soon as possible. After taking food they give bills to the bill desk where different payment methods are available to take the payment from the customer. So, to ensure quality, organization must follow a particular process to deliver products and services. If any organization fails to implement consistent product production and delivery system, it may not meet the requirement of the customer (Porter et al, 2015). 
Integrated system: Nandos follows integrated system from product preparing to delivery. Integrated system means all the activities of the organization are connected through a system. If system is disintegrated, it creates problem in service delivery and promoting. In Nandos products production, delivery, marketing, accounting, planning, promoting, improving, employee all are integrated by a system. Al is inter-connected and if anyone wants to communicate with other, it can easily communicate with other. If an organization follows integrated system of product and service delivery, it will get extra benefits from the system and it will be easier to ensure quality of the organization. If all the department of the organization is inter-connected, it gives a quick flow of information from one department to another department, and it spends up the delivery of products and services to the customer. It also ensures quick feedback from the customer to the organization. 




Strategic and systematic approach: Quality of Nandos is maintained in a strategic and systematic approach. Nandos took some strategic approach to improve the quality of their products. It make a Pilot test with a number of customer who are regular and they offer discount and free hour to take that special foods and if the customer response positively, Nandos introduce the food items into its menu and if Nandos find negative response by the customer, it do not add it with its menu. It has a quality management team who check quality of every product at first then it goes to the customer. To ensure quality in service or product delivery, a strategic and systematic approach should be introduced within the organization.  Strategic and systematic approach means taking initiative to ensure quality in a specific and flexible way which work with the existing system of the organization. 
Decision making based on facts: Nandos always take decision on the basis of facts and figures. Taking decision without real facts and values may lead to an uncertain situation. If any organization wants to ensure quality of product and service delivery and production, it must take decision on the basis of facts and figure. If an organization observe that its revenue is decreasing day by day, it is better to take radical decision rather it should investigate the real causes and consequences of the drop of revenue and should take realistic decision on the basis of existing facts, data and information. If decisions of quality management are taken logically, it means right decision is taken at the right time. Quality means getting the predefined quality. If the required quality is not gained with the existing system that means that there is something wrong with the system and necessary initiatives should be taken to get desired outcome (Qu and Yang, 2012). 
Communication: Communication is one of the important elements to ensure quality within an organization. If all the department, employee, managers are not connected with one another, it would not be possible to ensure quality within the organization. If the entire channel from the production to delivery is not connected properly, it will be difficult to ensure quality. Nandos stresses on inter and intra organization communication to ensure quality of service delivery and production (Rosen, and Proctor, 2013). It follows a specific communication technique to cover the entire employee and the customer. It has a computer based communication system by which a single employee can communicate with all the employee and customer of it and if necessary information needed, it will be able to provide necessary information to the organization to ensure better quality. It is better fitted with the organization. So, communication is a one of the tools to ensure better quality of the organization to ensure better product and service to the customer. 
Continuous improvement: It is not end to install a proper quality management system into the organization, but organization must try to improve the quality of product day by day. Nandos always try to improve the quality of its dishes doing research and different test. It also try to improve the service delivery system continuously. Nandos has developed some of the quality dishes by this tend to continuous improvement. Improvement has not limit, and require level of improvement changes over time and needed of change require by integrating system and process. If any organization try to improve the quality management system continuously, eventually it will get a system perfect for the organization to ensure better quality for the organization. continuous improvement can be ensure by different way, firstly organization can open a department which will see innovation and improvement issues of the organization thus quality management will be ensured. 

Six Sigma methods: Six sigma is a quality management system introduced by engineer bill smith in 1995.It consists of five components which are define, measure, analyze, improve and control. 

Source: Grady, 2014
Define: According to sig sigma method, to ensure quality, organization should define how the production will be made and how the quality of the production would be ensured. At first it should be determine the way of production and process of production. For example Nandos define its way of production that it will produce different kinds of food items, and how it will be marketing it products in the market and how product will be delivered and it also defined how adverse effect would be overcome. 
Measure: measuring is another component of six sigma method where quality of production and services are measured by different types of indicator and measurement tools and if the quality is in accordance with the desired level, it will be taken and if the quality is not expected it will try to make further improvement. Nandos measure the quality of its product by different way. It gets feedback from the customer and it also cheek the quality of the products by its quality cheekier. 
Analyze: Measured quality of the produces and services are analyzed the analysing tools of sig sigma method. Nandos analyze the quality of its products and services to improve the products and service delivery. Analysing existing quality of an organization is essential to take an idea over the existing quality of the products or services (Schulmeyer, 2017). 
Improve: After analysing the quality of the products or services, it is time to improve the way to increasing the quality of existing products or services. Here, a definite way would be found out to improve the existing quality of the products and services. Nandos also follow the process of improvement. All the organization wants to improve their products and service quality but all of them cannot do it for want to proper ways. 
Control: control is the last step of six sigma method. After setting the improve process or technique organization control the implementation of the techniques and tools to ensure that everything is going on according to the plan. 


Checklist 
[image: Image result for checklist system of TQM]
Source: Alvesson, 2017
Checklist is a quality management system which is used in the organization where products are produced and to ensure the quality of the product authority uses the checklist system. Checklist is a kind of system where defects are identified and it is calculated in time frequency. If at a particular time particular number of defects are identified that is the defect per time. And organization tries to decrease the number of defects per time. Nandos use checklist while producing different food items for the customer and it adopted a system of decreasing the number of defects and mistake for every production related task. For example it uses a software based application to take order from the customer so that while taking order from the customer, products can be given as per the customer order. This system is quite effective for the Nandos to avoid uncertain mistake in taking order. 

[image: Image result for Histograms system of TQM]
Source: Schulmeyer, 2017
The quality management systems mentioned above are used in Nandos to ensure quality but all of the components are not used all the time. It has a flexible quality management system which is the combinations of different quality management system like six sigmas and total quality management system. 
[bookmark: _Toc532942392]Recommendation 
Quality management is an important task for every organization. Without ensuring quality it is not possible to gain customer satisfaction. The above mentioned quality management system should be properly used considering the context and environment. If the quality management system is copied from an organization and past into another organization, it may not be working. Instead organization should introduce its own quality management system to ensure best quality products and service for the customer (Beckford, 2015. To ensure quality products and services organization should take customer perception and it should conduct research on the customer’s preferences and demand. Quality management system should be cost effective. It is detrimental to spend huge money on quality management rather it should be economic and efficient in quality management. Organization should involve the employee solely to ensure better quality of products and services. There should be a close link between the top level and lower level employee to ensure that quality management is working properly. Organization should create ownership among the employee and it will automatically ensure better quality products and services as every employee will work from their heart. Organization should be strict to the employee rather it should create a friendly environment.   After all continuous improvement should be necessary to keep up to date with the current world. 


[bookmark: _Toc532942393]Conclusion
Customer value is very important for a business organization. Organization must stress on customer value. Customer preferences must be given priority to gain good customer value. Customer value determines the fate of the organization. There are few factors which influence the organizations ability to maximize customer value. Different factors determine the customer value on the organization. different customer have different demand and desire, meeting all the demands of the customer is not possible but some basics demand must be fulfilled by the seller organization to gain customer satisfaction. Customer satisfaction is required to increase face value of the organization. Different factors shape the perception of the customer on a organization like internal and external environment of the organization, employee’s attitude, after sale services, and so on.  Establishing quality management system into the organization customer satisfaction and value could be increased. Total quality management system, six sigma quality management system are the popular quality management system by which quality of products and services can be ensured. 
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