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Executive summary
 The aim of this report is to critically analyse the factors that influence my organisation the ability to maximise customer value in Boots. Such as explaining the workplace values, what sort of management theories used in our organisation  whether it is hierarchical or flat type of management, to determined its goals, the vision, mission and the culture of the company, whether they provide service, produce a product  or customer satisfactory and what customer means in the retail, how to identify active and the profitable one. Identifying customer needs, satisfaction, value  to enable the business to grow and what potential environment politically, social factor has to offer in link with the current trends especially with the rapid changes of technology that could prevent the firm to flow consistently as human develop and look forward to the future so does the business too. Down below I will elaborate the following aspect in maximising customer value within Boots.



 Customer relation management in Boots
To the business industry,  Boots the same way focus on developing and ensuring up to date on what could offer and bring new to the table to awe customer which is what clients wants most of the time satisfactory, in It has been said that the success of organisation lies on the customer service and that Boots continue to prosper because they provide excellent customer satisfactory service over the decade both online and in the shop floor as well as producing product. CRM is the reason behind retail industry boomed overall impact as customer service become important return the value for exchanging their money for goods or service.  Zeithaml (1988) illustrated ‘that consumer’s recognizes   value can be determined through numerous factors such as want satisfaction, acceptable, product or service for the paid price, low price in contrast with rival  and what consumer’s  get for what they paid  get in return. (Zeithaml, 1988).  Offering customer, a variety of products to choose from health and beauty to home cleaning products, baby stuff, optical glasses, some branch has a mini on the go food and drinks and of course the chemist from where it started to form the business historically in 1849 somewhere in Nottingham, England. Boots also offer pick up for customer ordering products via phone, online   and delivery just visit their full website for full information. However, the demand for customer satisfactory has never ending as we are moving towards the future where technology are growing rapidly retail like Boots who is very much competitive in social market.  Uses Strategic way in retaining the clients this has realised the companies to emphasis more on the relationship marketing programme like customer loyalty, customer retention and customer satisfaction programme to turn existing and new customers the loyal advocates of the business (Christopher et al, 1991)   











Factors that influence retail shopper:
· Socio-cultural background of shopper
· Location convenience 
· Travel, distance and time
· Range of merchandize
· Stage of family life cycle of consumers.


social factors in retail
 According Scott Shpak (2019) the following influence of external factors that affect sales industry are:
· Tolerance of computer trading
· Public demand
· age distribution
· purchases pattern 
· comforts with technology 
· consumer service expectations 
· disposable income levels 
· education level 
· family 
· Gender distribution 
· “Green” consciousness 
· Health awareness
· Foreigner/ newcomer
· Life expectancy rates
· Population growth quality expectations social organization value  
 
The following aspect that maximise customer value within Boots:
Workplace values 
The company values, culture and beliefs is a core principle that play a vital role of the stakeholders within the organisation. Additionally, the overall mission and vision of Boots is to assist people to live a healthier life, to be the prime choice for pharmacy, health and beauty care for people. Moreover, the culture, beliefs and values is vital within the organization to function well. What the organization produce, and provide whether it is profitable to the customer, how they treat a clients  to make them come back for an exceptional reason and the service they provide the people as well who make the organisational success if they are working on the same path is important aspect success of company  values. However, beliefs and values of individual might be differ according to their route especially in this diversified country it is important to understand to be able to have a harmonious relationship within the workplace. Mutual respect, trust, helping one another to enable the task done before deadline to achieve common goals.












Some example of workplace values as follows according to mindtools
· Being accountable
· Making difference
· Delivering quality
· Focusing on detail
· Being completely honest/integrity
· Keeping promises 
· being reliable
· being positive 
· meeting deadlines
· helping others 
· being a great team member 
· respecting company policy and rules and respecting others 
· showing tolerance


BELIEFS& ATITUDES  
A believe is something you think is true and belief to be true. beliefs is an internal feeling that something is true, even though that belief maybe unproven or irrational. (Anderson & De Silva, 2009). In Boots all employee are respected according to their sets of beliefs and religious reason for example you may find Muslim employee wearing hijab and being acknowledged in every branch, and Boots believe cultural diversity is important to promote in this diversified community/ country to achieve a cultural awareness. As long as they follow the company policy and abiding the rules and regulations. Everyone in the workplace treated fairly regardless of the religion uniting to promote a peaceful workplace environment. 

VALUES
Is something that a person cherishes and worthy of. It could be a memory, places, old associate, thing
Or anything usually it closes to an individual’s heart especially family, parent, friends and love ones. However, in workplace the meaning of value can be difference. Value can be a caring for your colleagues, customer and the organisation you work for on the other side. The respect for one another 
As saying goes what you give is what you get in return however its advisable to not expect from people. 
Human values may differ and it’s a challenge for us all to be fair although returning favour is rare to achieve. Valuing people around you who you interact every day at work, helping those in need especially the newcomer.   
The ability to use
 Empathy, patience, show respect, a happy demeanour, remain calm under pressure
Is very important at workplace.









 




Management theories practices in Boots
There are different types of management theories that has been used in Boots to sustain the needs of the organisation. Hence it is a huge company that has a multiple layer of command and that can slow down the process of decision making. However, Management theory Addresses how managers and supervisors relate to their organizations in knowledge of its goals, the implementation of effective means to get the goals accomplished and how to motivate employees to perform to the highest standard. (Seidel, 2018) Management theories helps to clarify these types of goals for managers and inform on how best to realize those goals. (Seidel et al 2019) 

 By this means they will enable to perform specific strategy according to the present scenario base on the theory adapted by certain management in developing the workplace culture. The manger can be a dynamic, life-giving of the company and without them it cannot perform well. The following theory uses in Boots
· THE CLASSICAL SCHOOL
This classical management approach was fundamentally concerned with developing a theory to improve organisations efficiency and effectiveness. This branch of management has two category the bureaucratic & scientific management. Where a well- defined hierarchy all positions are structured from higher to bottom positions provide a clearly identified chain set of command. Rules and regulations, policies of the company clearly set the standard. The scientific approach is the process of approaching various aspects of organization in a scientific manner using scientific tools such as research, management and analysis. in this way management enable to adapt changes to the changing world of technology.
· HUMAN RELATION THEORY
This theory focus on developing individual potential within the workplace, emphasizes the needs of employee, fostering workplace for the benefits of both organisation and individuals.
 
· SYSTEMS THEORY 
Like other theory, system theory hence is it a system of science where it can change according to the environmental factor, according to uniassignment.com the inputs within the organisation are aspects such as people, materials, information, finance and so on. The conversion or transformation is looking at production and marketing, controlling, planning and the future of the company.

· CONTINGENCY THEORY
 Contingency Theory it is the idea that the organizational structures and control systems that managers choose to depend on (i.e. are contingent) characteristics of the external environment in which the organization operates and has to adapt to meet the demands.


· SCIENTIFIC THEORY
A scientific theory are concise, coherent, systematic, predictive and broadly applicable often integrating and generalizing many hypotheses. Additionally, a scientific management is a theory analyses work- flows to improve economic efficiency, particularly in workforce productivity that developed by Frederick Taylor in 1880’s which refereed to us sometimes as Taylorism. This system is used for standardization of the organization effective use of dimension. For keeping up the workforce motivates to work harder.    
 




Customers
According to Bloomenthal (2019) a customer is an individual or business that purchases another company’s good or services. Customers are important because they are the key component for the business, they drive revenues without them business won’t be able to grow and penetrate and impossible to prosper. Nowadays Most public-facing businesses compete with other companies to attract customers, either by aggressively advertising their products in lower prices, in an effort to expand their customer basis. Business sector nowadays are seriously investing in building up a relationship with customer, on how they can attract them, rooted them to gain their trust and loyalty due to the economic social changes and to keep on the trends. In fact, they provide training courses to old and new employee in an effort to develop skills to the advancement of customer attention or retention. There three types of customer: current, past and potential customers. Whether you are currently purchasing goods or a past customer or could be a potential customer it doesn’t make any difference to a business market they are still sees you as their profit or asset to the company. Infact customer buy products for three good reason faith, cost and quality. 
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Why customer is important at boots.
Customer is the essential factor for the business to prosper. Yes indeed, in fact often business honour the adage of customer is always right. Understanding the demand from customer and offer them satisfaction is the priority of business industry such as what majority needs especially concerning the price, quality of the product and service are highly important. Customers are the biggest asset to the company as it the profit and what makes the business growth.
 Due to the fact it become the central source of commerce and fund. Finding customers and understanding customer behaviour can be simplified by letting the customers find their way into the company and develop a genuine interest along the way.   Here some of the reason why customer is important;  
· Business sector has proven that the customers are their biggest asset to the company. Due to the fact it become the central source of commerce and fund.
· Customer is the permanent change, becoming more demanding however, it is the mission and vision of every business sector to ensure they meet every customer preference.
· Where they most likely to purchase?  If they prefer online, shop-floor then industry should be aware of the changes business model this include ordering online systems on e- commerce (Ewing, 2015)
· Business know what customer wants and satisfy their needs and has a potential in building strong relationship and repeat transactions.  

Customer value means at Boots
 The world is becoming fairer place for shoppers who are finding that key now have a much easier time in making themselves heard. (Engeseth,2006) customer value is the satisfaction that customer experience (or expects to experience) by taking a given action relatives to the cost of that action.
The drivers of value:
· product function
· points of differentiation 
· quality
· service
· marketing
· branding
· price
· existing relationships or experience
· personal bias from experienced and upbringing

customer satisfaction at Boots   
Factors that modify customer satisfaction:
Product quality is very important to the customer whether it is worth paying for in exchanging for goods. People would buy however expensive it is as long as it can meet their needs and of course the quality of the products will matched at the same time.
· Service quality 
· Price 
· Specific product or service features 
· Consumer emotions 
· Attribution for service success or failure
· Perceptions of equity or fairness 
· Other consumers, family members, and co- workers
· Personal factors 
· Situational factors




 Customer expectation at Boots 
Customer expectation can be very challenging indeed as you have to deal with a majority demands and focus on the market demand. Expectations of your business from clients can be enormously varied. customer satisfaction is a pleasurable fulfilment response. Can be directed at any or all elements of the customer experience. This conclude product, service, process and any other components of the customer interact action. Customer expectation encompasses everything that a customer expects from a product, service or organization. Customer expectation at Boots this include 
Factors that influencing customer expectations:
· Previous customer experience 
· Customer communication
· Reviews word of mouth
· Previous experience with other companies

Effective customer expectation management in sales:
· Communicate clearly, honestly & effectively
· Cultivate loyalty 
· Monitor your market and beyond
· Be expert
· Always follow up
· Discover and exceed

How customers build and develop relationship at Boots 
Increase customer relations- is to communicate as it is the key to any good relationship. Infact communication is an important way to build a customer relationship with clients.
Exceed expectations, your clients expect products or service from you. To go beyond what customer expect to get from company service is the reason why they keep coming back and likely to increase loyalty and will recommend it to their friends, families associate.
· ask for feedback 
· connect with people and show appreciation 


 
Increase the revenue- there is only one way to increase revenue in sales understanding customers’ demands expectation to increase sales such as:
· ask question and listen to customer 
· showcasing potential to a client by giving quality service 
· assume the sale 
· understand what motivates your customer to buy and like your shops 
· always over-deliver
· overcome common objections in sales.  

Customer service at Boots:
Customer service is the direct one-on-one interaction between a consumer making a purchase and a representative of the company that is selling it. Most retailers see this direct interaction as critical factor in ensuring buyer satisfaction and encouraging repeat business. (Grant & Kagan, 2019)

Service quality in Boots 
Service quality is the customer’s judgement of overall excellence of the service provided in relation to the quality that was expected.it could be the outcome quality, interaction quality or physical environment quality.
 The health and pharmacy service provide apart from shop floor service online  variety of option such as winter flu job services, travel health at Boots, pneumonia vaccination service, period delay online clinic, acne, cancer support, erectile dysfunction for men, health checks, homes assist, HPV vaccines, meningitis, midnight pharmacy, mole scanning service, smoking and cutting down, and other services provided to maximise customer satisfaction.

Consumer are buying or exchanging money for good or service on a certain amount because of worth paying for and quality of the product which is why they are happy or meet their needs.
At Boots we provide service to the highest level to ensure customer meet their needs whether it is in the shop floor, pertaining to information or assistance especially those less able like the senior, mummies and sick people who come to the shop-floor to buy medicines
As a customer service assistant our duty is to provide a warm welcome with pleasing gestures in assessing them make sure they are serve well and satisfied with the service provided.
We all know customer is always right. as old saying goes, perhaps it might be considerable according to the situation because when the customer is acting rudely we should have to remain calm and be firm and act like professional let the customer speak and responds in a very calm way like nothing happened however, if a customer is mean then you need to call the manager to have witnessed and assist you. 

Servqual (service quality gap model) is a gap method in service quality measurement, a tool can be used by product manager across all industries.
 The five servqual dimensions are:
· Tangibles
· Reliability
· Responsiveness
· Empathy
· assurance
Product- oriented, Production oriented, sales oriented and market- oriented
In product oriented the market believes that customer choose product with the best quality, performance, design or features. Highly innovative. However, the outcomes sometimes is that product are over specified, costly relatively insensitive to the mass although its response positive to the company about the product excellence. Production oriented business believes that majority of the customer choose low price products, these establishments thrive to produce low cost and quality products to customer on an affordable price for the customer satisfactory. In sales-oriented market believes that if they invest in advertising, selling, public relation (PR) and sales promotion customers will encourage to buy often the products, often a sales orientation follows a product orientation.
 A market- oriented a company belief that putting a customer first by collecting and disseminating and uses customer competitive information to develop better value prepositions for customers. Many argue that, customer- centricity must be right for all companies. however, at different stages of market development.






Sales- force automation
The sales- force automation software enable the companies automatically to assign leads and track opportunities as they progress through the sales pipeline towards closure. Opportunity management 
Let users identify and progress opportunities to sell from lead status through the closure and beyond, into after sales report.
Marketing -automation 
The marketing-automation applies technology to marketing processes. Campaign management modules allows marketers to use customers-related data in order to develop, execute and evaluate targeted communications and offers.
Service -automation 
is the process of integrating all domain and functionality tools into various automation layers in order to have unified interface for all workflows. Automating events processes, tasks, and functions.

Touchpoint the powerful toy for every retail industry has come to life hence the induction of loyalty program card that was started many years ago from Tesco and soon develop and followed by most retail including Boots which gained popular  among retail introducing to consumer’s additionally is one way to retain customer. The loyalty program card Boots has a unique way retaining customers insights required achieve personalization scale. However, the explosion of data from the latest channels can create tough critical challenges.


      
Theories in customer value at Boots that used for customizing clients.
CRM management: 
It’s a technology used to manage interactions with customers and potential customers. The system helps build organization, build customers relationships and streamline processes so they can increase sales, improve customer service and profit. Additionally, forging good relationships, keeping track of prospectus for customer retention is the heart of CRM.
· CRM as technology this is a technology product, often in the cloud, workforce use to record, report, analyse interactions between company and the user sometimes refer to CRM system or solution.
· CRM as strategy it’s a business philosophy how relationships of customers and potential client to managed.
· CRM as a process a system adopts to nurture, and manage those data that has been captured to be able to predict future client’s relationships 

MANY BENEFITS OF CRM at Boots:
· Sales team can use CRM to understand pipeline better
· Marketing teams can use CRM to make forecasting simpler and more accurate
· Customer service teams can effectively track conversations across channels.
· Supply chain, procurement and partner management teams can manage relationships better.
· HR team can use CRM to accelerate the recruitment process and track employee performance.








Pros and cons of CRM
The pros of CRM, Since the evolution of Customer relation management tools in business industry the connection between with customer  has gone clearer and have a deeper meaning like never before  it feels like a close friend or family members  that talked to one another via phone call , email, sometimes survey appear on your text messages. because they can communicate directly and heard feedback soon as possible in return shopper can make comments about their experienced shopping, in overall impact whether a positive or negative feedback is still valuable to the company, so they know what customer preferences.
 According to unifiedinfotech.net the CRM has a scalable solution that fits with any budget to help grow the company and meet everyone expectation in terms of software solution to provide interaction and invest in a personal level of communication with consumer. Moreover CRM put everything in one place so it is safe and organised save space for the organisation too and for the customer at the same time beside our data is very important not to ignore because it contains our personal identity that can be stolen by fraud and use it against us. 
It allows data mining, means gather specific sales report and other analytics. That can lead to organization realised what is needed to change and improve for the customer satisfactory. CRM can speed up the process of conversation because it focus on giving and taking positive and negative feedback from a well- trained CRM representative of the organisation. Lastly it environmentally friendly because it reduced paper based due to all data is being centralised and yet the productivity goes up, so it Is quite helpful for the company it lessen their daily cost instead.

The cons 
the cons of CRM is that because data kept in a centralised point which create treat to any organisation on executing solution. What will happen if the power goes out of database or an unfaithful employee put data incorrect or unorganised so queries and comments from customer would crumble. Technical support from various organisation offer help support. However, it way cost higher for the customer and time arrangement especially waiting on queue can be quite intimidating furthermore organisation can lost data if don’t keep database appropriately as we all know this is one of the problem mostly we encounter in digital world so it is important to have back up to function well but am pretty sure they are aware of this.
E-CRM at Boots 
The E-commerce is the process of maximising the sales to the consumer, encouraging continuous relationship through the use of digital communications technologies such as operational databases, personalised web messages, customer service, email and social media marketing. The e-commerce includes email service on the web and other form of social media service and service touchpoints to accelerate the customer supports.
E-commerce is a process of buying and selling of good and services or transmitting of funds or data over an electronic network primarily internet. (Rouse, 2019) watls.com
The pros of using e-commerce is beyond boundaries as long as there is internet access customer can avail no limit to buying products, gained more clients from all over the globe thru search engine visibility, low cost maintenance and rent higher capacity for goods and deliveries while cons over trading strategy as well as the sense of personal touch to the customer over the products, sizes might be issue texture of the clothe if fabric for example or colour blind. 


This Photo by Un



known Author is licensed under CC BY-NC-ND

SUPPLY CHAIN MANAGEMENT at Boots 
 Supply chain management or SCM is the wide-range of activities that involve planning, controlling and executing of products flow, from acquiring raw materials and production through distribution to the final customer, in the most streamlined and cost -effective way possible. 





 The importance of supply chain management in Boots.
 According to study.com it increases competitiveness and customer satisfaction. Especially nowadays the SCM plays an integral part of the business industry success. An efficient and competent SCM allows firms to deliver products on time to customer by all means on a low cost.


 Nowadays Boots relay on the SCM where they can trust and assure deliver products on time. however, it is important not  focus on the single storage or SCM alone to avoid future disappointment like to what happened to KFC couple years ago shortage of chicken and some shops are closed because there was no sufficient supply we can learnt from that scenario it is important to focus and be organised, time management be vigilant and always have backed up. 

There are four elements of supply chain management
Supply is the procedure by which company buy either raw materials or immediate manufactured goods use by the company. If the supply chain gone defaults by circumstances A supplier goes out of business or there is shift in the demand for a certain supply. This would cause the firm to look for alternative supplier to sustain their customer needs, the price of goods would likely go up high due to customer demand and shortage of product availability at some point. moreover, it would a dismay a valued customer which can lead to distrust of customer to the organisations.
To prevent all this sort of stuff planning and organising as well as time management is pretty crucial in this situation monitoring both the supply chain and the inventory section to make it balance observed how stocks last and always leave margin not to run out otherwise it would create havoc for both parties.

Logistics refers to the carrier or mobile that delivered the product from raw to finish products.
Through inland or shipping distributing to ensure everyone has enough supply according to needs and order operation in a storage solution. The logistics also provide space for the excess materials or products.
Operation
Is the procedure by which the firm ensures that the correct value, amount, quality, cost and consumer service of product they are being manufactured from the raw materials is made to the consumers. When the operation malfunction it can cause shortage to the consumers.
Integration is the overall on how businesses use and combine supply, operations and logistics component to form their supply chain. At the same time, it is How well the integration of the first three components works together to boost the profit over the supply chain.

































CONCLUSION



[bookmark: _GoBack]After doing this report, the author recognised and understands the benefits of engaging with customer experience through researching, gathering information, using techniques, methods and tools on how to developed a true meaning relationship with the customer apart from experienced interaction on a daily basis at work. However, tools and techniques gather from different text, journal through reading online as well as with the help of university guide author able to understand and elaborate further the used,  the importance of customer in the business industry on why their value means a lot to the firm,  as well as in customers factors that influence  to maximise customer satisfaction in the organisation such as the induction of loyalty card to retain customers attention in reward to them for being loyal  as well as customer service assistance offer in the shop-floor. Additionally, authors recognised the  right systems to use apart from management theories using by the organisation to boost the  customer value/ satisfaction in workplace  such as the used of service quality where recognising the standard service provided to the customer to meet their preferences, also  able to understand the gap between trading, and all sort of business transactions thru SERVQUAL. Moreover , understanding the theories used for customer value such as supply chain management, Customer relations management & E-commerce as well as  determining its  pros and cons in  using it, and  its risks for a sustainable used. 
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