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Understanding and Engaging with customers is very important for the company we work in, without the customers there would be no company. Further down I will discuss more about customers and how we can improve in customer service. 
There is a rule we must follow and that customers are always right and at all time we have to give a great customer service.
These are the 5 things to help to deliver great customer service:
1. Customer are happier if you attend them fast. If you keep your customers waiting too long, they might not be to happy and might even get frustrated. 
2. You should always get to know your customers. This will help you to have an idea of what your customers like. If it’s a regular customer try to know their name and remember it. This will help the bonding between customer and stuff.
3. If you do a mistake quickly be the one to apologise and try to amend your mistake, this will make the customer happy and will give a good image of the company.
4. Always try to go extra mile to help a customer. Any complaint or any suggestion from a customer try and see if you can help them with it.
5. It’s good to have a mindset that a customer is for life rather then just for that day. This is building a loyal customer that might bring more customers back to the company. To make loyal customers, you must keep them happy and go the extra mile for them. These customers are good in marketing because of word through mouth.
It’s very important to have a great customer service team. as they are the direct connection between customers and the business.
Working for a corner coffee shop called Delice De France next to a busy station does get hectic especially during rush hour and that is morning. Below I will explain about customer values and what type of system is used at the workplace.
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In a food industry, food on the go is becoming a fast-growing company and a competitive one in the food industry. For that reason, it would be good for our company to have online orders. This is because customers can order what they want online and come collect it if they are in rush. This can be done by introducing e-commence in the company. everyone nowadays uses and is aware of a smart phone that’s why it will be ideal to have an app that is straight forward and fast for the customer to place an order. 
In the company I work for its important to hire fluent English speaker, this is because I found that the customer get really annoyed to have to repeat themselves due to staff members not understanding them. Where there are many food courts in the same area where they have fluent English speakers, this can cause the company to lose customers to them.
Customer experience has become very highly used word but very hard to find a clear answer to pinpoint it. Customer service is highly recommended in the workplace because without good customer service the company will have few customers coming by.  
In a coffee and snack store on a busy station. I had to serve customers as fast as I can because the customers are mostly in a rush.  
First point to welcome the customer with a smile in the face and kindly ask what they would love to have. It’s just doesn’t stop there, we as staff must make a conversation with the customer as we are doing their orders. This will create a good bond between the staff member and the customer. There are few rules that can help the staff to do good customer service:
Accessibility – making sure there is no obstacle that may prevent customer coming to the shop.
Navigation – displaying the products in the correct manner for the customer to easily find the product they want.
Language – it’s important to able to speak fluent English in a business. this is because to have a better communication with you customer and for them to able to understand you.
Memory – its sometime gets hard to remember if a customer is ordering quite a lot of staff but if the employees do forget then the customer will become frustrated, the best thing to do write it down.
Choices – the more choices you give to a customer the more they will want to try different product or something that sounds nice for them to try.
Community – engaging with the community is a great way to understand them and will help the customer to approach you in a friendly manner.
If a customer has a complaint, we must always apologise and try to help them. This is because if a customer has a negativity experience then the review they will give, might cost the company to have less customer.
We can also improve customer values by maximising the ability to understand the customer values. Talking to them and doing a survey on their thinking of the company and looking out for the customer actions and reactions. This will help to collect data and help the company to find out how to keep the customer happy by understanding the information the customer provided.  As an employee we must understand the values of proposition. This means how to solve or improve customer problem. We must explain to the customer about the product the company is selling and why they should buy from us but not from other companies that are our competitors. To keep customer happy, we need to deliver good product and provide them easy access to our product. This will help them to find what would be beneficial for them e.g. if a customer is health conscious, they should be able to read clearly the ingredients of each product. In Our company we need to try harder to find out what else we can offer to our customer that our competitors can’t offer. We can do this by making sure all our products are freshly made and keeping an eye on the sell by date.  We must aim on giving the best service and products. 
We must make sure that our customers have an easy access in the shop. If a shop floor is all cluttered and has a tight space, then customers will look somewhere else for a comfy place to sit or even take out. We must make sure at all time there is a staff member to help customers if they need any help or might have any question about a product. 
Working in a coffee shop that also sells other product for example sandwiches and baguettes, I sometime find it hard to understand other members due to them have speaking less English. I even noticed sometime even customers find it difficult to understand them, and customers find they are having to repeat themselves. This causes frustration on the customers which can lead to them not coming back and leave with negative thoughts about the staff and company.
In our company we try to sell mostly healthy food and something that is fast. Customers don’t like waiting for their product for too long. 
We speak to our customers, informing them about our product, what it contains and if they have any food allergy it is listed in bold in the packages but not all item has this mostly the display ones. The reason we do bold is because the customers can easily spot the ingredients and any food allergy it may contain for them. Giving our customer more choices for them to choose from, will give them the feeling they are in control of the whole experience and the bond they share with the company. But we must be aware to support what we show and deliver the right choice for the customer. This will also help to create bigger community by customers leaving positive feedbacks on social media. Even if someone gives a negative opinion us as a company, we must deal with it positively and try to find a solution that will help that customer.
In our company we try to sell more items to existing customers, but we must not push them on buying the items. This is because this might put a negative impact on the customers, and they might feel we don’t care what they want, and we are forcefully trying to sell our products to them. We want our customers to feel they have a choice on what they want and we our there to guide them with more options.
We even try to make customers that come to the shop, into our regular customers. Customers like to interact with us, and this helps us to turn logically satisfied customers to emotional satisfied customers. Emotionally satisfied customers are the loyal ones that return to the company and logically customer the ones that are probably satisfied but not emotionally connected to the company. To build this we must give our best customer service to all our customers and treat all equally. 
Sometimes we even give meal deal to our loyal customers. This helps the customers to build a good relationship with us as a company. We also give loyalty card, which is a free coffee for customer who attended the shop more often for example have 7 coffee get 8th free. 
The company tries to keep the cost of the product not that high because that may cause customers to look elsewhere. We try to price it reasonably.
Working in a busy coffee shop, we must look at what the customer wants rather than giving them something that they don’t want. We must listen to their order carefully and listen to them if they do have any food allergy.
It’s important for us that our customers are able to go online and are able to search and find the company without any hassle or time consuming. If they need to search on a product, they can access it easily and the faster the page loads will keep the customers happier. If it’s difficult for them to access our website this can lead them to search other companies and go, there. 
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To understand customer perception, we must collect qualitative and quantitative data. By looking at the data we will get to see which product usage was more than others and looking into surveys that was collected. This will help us to improve customer service. If we don’t take care of the customers feedback or what we collected, then we will lose customers and the company won’t make any profit. This is done by the CRM that is placed by our company.
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To have a CRM (Customer Relationship Management) in a business will help to collect data of what our customers transaction from the company and how often and what sells more. This will help the company to understand the customer better. A CRM holds all the data from the business contracts and holds all the interaction, as in e- mails, sales, calls and the meetings. This is a software that holds everything you need to know in one place.
CRM software can also incorporate reconciliations to different apps and channels. This replaces any manual routines process in your business and let you create automated work process. 
There is various way to engage with customers and that is by touchpoint. Below is some brand touch point:
Pre-purchased 
· Social media
· Reviews 
· Advertising
· Press
· Word of mouth
· Marketing
· Aggregator’s
Purchase
· Point of sale
· Website
· Promotions
· Sales team
· Invoice
· Customer service
· Events
Post – Purchase
· Forums
· Social media
· Customer service
· Billing
· Loyalty program
· Newsletter
· Renewal

Touchpoint is a business marketing message. As a company you need to be consistence with replying to your customers. For example, emails shouldn’t be ignored or left to answer later. This can only cause customer to look for other brands. Taking in all feedbacks and managing them to customer satisfaction.
We evaluate what we did so far and how we can improve it. We listen to what customer needs are and how to reach the goal of each feedbacks. 
Customers look out for quality of the product and if they like the product quality this means they will buy it and even do marketing for the company, for example telling someone about the product or leaving a good review about the product. Using the five-dimension service in the business help us to maintain the work. These five dimensions are:
· Reliability - customer trust us to give them good service and product as we promised we will
· Responsiveness – be there for the customer and help them
· Assurance – providing them with the trust and ability to deliver 
· Tangibles 
· Empathy

The company has also employed team leader to deal with difficult situations. The team leader deals with complaints. I am part of the team leader. I had to deal with each customer with full respect even if they were shouting or getting very aggressive.  I would calm down the customer and find out what the problem is. Most of the complaint was due to staff member giving the customer’s order late but that was due to less staff and less equipment. The company needs to invest with more heating tools, train and hire more employees. Sometime in busy time during early morning most customer want coffee, and, in the company, there is only one coffee machine which makes it hard to give customers fast if they are rushing to get to their destination.
In our company we have quite few employees who are weak in English language because they have come from a different country and English isn’t their first language. Sometime the manager gets frustrated when customer complains about one of the employees for giving them wrong orders or taking too long to understand, then the manager has a word with the staff member. But these leaves the staff member upset and makes them work with a sad face. In the company I notice the happier the employees are, it shows through them by their face expression and how they speak to customers and colleagues. They are happier while serving a customer and love what they do, where a staff that gets told off by the manager has an unhappy face, but this does not mean they work with a sad face all day, they try more harder to maintain their job role. 
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In the company Supply chain management is important for fulfilling customers requirement and providing the needs for the customers. It can influence the price by reducing it to customer values. We are aware that food supply is growing fast in the food industry. Customers are mostly into fresh fruit and healthy eating. With competitors its sometime gets hard to create different ideas because every food industry is trying to give their best. 
Below are six stages of typical food chain:
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1. Sourcing of raw materials
2. Production
3. Processing & packaging
4. Storage
5. Wholesale distribution
6. Retail redistribution to retailers
If any of the above food chain is not followed properly this can ruin the whole food chain. SCM can expand customers satisfaction by delivering fast service and provide support where it is needed.
Consumers want to know what is used in their food and now it is more demanded than a request. We must know what we are giving to our customers. The reason why we must know what we sell is because some customers may have an allergy with one or few ingredients we have used. For lack of traceability we don’t want our consumer to suffer and lose the trust on us. To make sure this does not happen, we use blockchain to help us to store and share information across the network.
Blockchain is a technology that shared digital programme where company can store and share information across the system. The key point of having blockchain is that it won’t get hacked or manipulated or even corrupted once it is permanently into the system and is allocated to the network. This programme can be trusted by the consumer and other clients. 
The key to having quality and saftey of the food is to store the products in the right temperature and store them in a correct manner. When ordering the good we must make sure we have a trustworthy supplier that can transport the goods on time and not delayed it. We must order the correct amount therefore we will do less wastes because if we order to much good and there is less storage space then we might have to discard some goods and that could cause profit loss.  
Communicating with suppliers has become more easy, as we can communicate through emails and messages not just speaking on the phone.
Customer value is how the customer sees the company contribution towards the product and services we provide. These are the 5 dimensions to that is used:
1. Conformance to requirements
2. Product selections
3. Price and band
4. Value-added services
5.  Relationships and experiences
This is to help the growth of the company. If we have poor Supply Chain Management this can cause the company to fail to deliver customer values and needs. 
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Being Ethical in a workplace is one of the fundamentals in the company. It is a guideline for the staff and their actions at the workplace. It’s to outline what is wrong and what is right. Workplace ethic and behaviour should be taken seriously at a workplace. 
In the workplace we have to respect one and other and set an example to other employees who start new that we as a company don’t tolerate unethical behaviour. Our company expects high ethic both with colleagues and customers,
Workplace ethic is turned into values. Below is a list that we must follow in our company and these are:
· Being respectful with customers and colleagues
· Building the trust, being fair at all time and being positive
· Fulfilling the responsibility, you have
· Show affection and that what ever you do is in the interest of the customer and others
· Manager sets example that he believes in moral and expects it from his employees
· A policy that underlines what is unethical behaviour and set a consequence for those that have unethical behaviour
· Complain to the manage if you see unethical Behaviour this could be done anonymously if you think it will affect you in the workplace
· Managers can provide ethic training course online for the employees or can get motivation speaker that can talk about being ethical at a workplace
Its is important that we follow it at all time and make sure we tell the manager if we see any behaviour that is unethical and try to make sure it does not happen again. 
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As for business company they must invest in a CRM software that will help the employer understand more of their customers and what they prefer. For a company to go smoothly the company needs to invest in employing those who are able to speak write and understand English. Otherwise the staff wont able to make a good connection the customer. As a company each customers matter, losing one customer due to lack of communication with the staff will lead more customer leaving. Losing customers mean losing them to the competitors.  
If your employees are happy then the company will get happy customers but if the employee is struggling with English language and customers are getting angry with them then that leaves 2 unhappy members. In the company I work, the manager tells the staff off for not listening to customers’ carefully and for taking the orders incorrectly. Happy employees will work the extra mile to make the customer happy but that doesn’t mean unhappy employees don’t. they to try their level best. My recommendation will be either the manager provides English lesson for those who have weak English language.
Having a meeting to discuss further how we could improve customer values, will help other employees to have an idea what it means. Some employees do not take customers seriously and don’t have an idea how important each customer is for our company. Few staff are my workplace just do the job and wouldn’t go extra mile for it.
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