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[bookmark: _Toc17484928]Introduction
A company does not survive without its customers and as such, customers influence the way firms conduct business. The challenge is to effectively manage interactions to best serve customers while staying aligned with evolving business goals, including growth and profits. Many managers value customers as they the greatest asset in the business. Customers need keeps changing depending preferences and taste as they are more profiled, informed, and precisely knows their own needs and desires. In order to keep in touch with these customers, information is gathered about them and used to predict their behaviors. This is majorly aimed at controlling their interactions with firms to ensure they remain loyal. Businesses are in good position to manage their customers’ expectations regarding the future and values in relation to business through Customer Relations Management (CRM). According to Kincaid (2003, p.41), CRM refers to the use of information, technology, people and processes strategically to manage the relationship between the business and its customers throughout the whole customer life cycle. This is done through marketing, sales, product support and other customer services. This paper critically analyzes factors affecting the organization performance to maximize the values of customers. It also brings an understanding of the quality control systems that effectively meet the customers’ requirements for organization good. In-depth, it provides the application of these factors to the performance with respect to London Hilton Park Lane. London Hilton Park Lane is part of Hilton Hotels and Resorts that was established in 1963 being the first Holton hotel to be ever opened in the UK. The hotel has elegant rooms which provide magnificent views to the nearing Hyde Park with world class dining facilities and modern relaxation areas for business. The hotel is the leading business hotel in England having received in World Travel Awards (Hilton.com, 2019) and therefore its CRM is worth looking into.
[bookmark: _Toc17484929]Analyzing Factors That Influence Organizations Ability to Maximize Customer Value
Now this essay needs to be related to an organization you have worked for so use this writing to address the problems of CRM in the organization Relationship between customers and its business is CRM where each party contributes a value expecting return from the relationship (Trainor, et al. 2014, p. 1201). Customers expect value for their money and lower price with good services. Firms expect money generated in profit form, customers, and an increase in loyalty from customers in exchange for goods and services. Corporations work to retain positive experience thereby retaining existing and loyal customers. Those frequent customer are rewarded by being given discounts and even their friends and families (Trainor, et al. 2014, p. 1204)aimed at retaining and coaxing them in a way that they to profitability and prosperity of the business. For instance, London Hilton Park Lane has Hilton Honors program that allows loyal customers to have membership discounts, points of free nights and free 5th night standard rewards (Hiltonhonors3.hilton.com, 2019). Customer value is achieved by extending positive experience from particular customer or a given group. As such, the exchange need to be beneficial to both parties, customers and business. (Trainor, et al. 2014, p. 1206) Corporation works to identify the needs of customers thus, working towards meeting them. This is designed in such a way that if business know that the customer need to get a service, there is no need to purchasing equipment and issuing trainings.  
Customers Changing Demands 
Again, relate this to your organization that you have worked in and are trying to solve a CRM issue Customers have come to the understanding of quality, better price, and faster services. Successful firms compete basically on one of these factors (Töytäri & Rajala 2015, p. 101). However, few companies compete on two or three and remain economically viable. Essentially, customers have the ability to rule the market by solving business problems related to customers profit level. Töytäri & Rajala (2015, p. 101) suggested this is an imperative practice as strengthening the business-customers relations is key for business success. For example, Hilton observed the changing customer needs according to the rapidly changing technology and rolled out the Digital Key technology in more than its 4100 properties. These allows its customers to access their rooms and other services using their smartphones (Hilton Annual Report, 2018).   This is based on the fact that in current increasing global and competitive market, customers have diverse options available for them than before hence Hilton has to provide more unique features that are not in the market. 
Attracting customers cost effective and meeting their expectations for selection, pricing, quality and service or essential to a customer value strategy. As such it is vital to keep customer who are profitable in the business increasing their value over time. This need good ability to anticipate customers’ needs and demands giving them attractive offers in the right way. Firms that work towards achieving these measures are dedicated to work in the customer economy. For instance, at Hilton, the company has diversified its products from luxury ones such as Warldof Astoria and Cconrad to Upper Midscale such as Home 2. This has also seen the hotel introduce the economy class brand, Motto by Hilton and another luxury brand LXR Hotels and Resorts in 2018 (Hilton Annual Report, 2018). Companies that practice massive initiatives supported by significant investment in technology designing their systems to connect to the customers and the suppliers achieve some critical goals by minimizing costs marketing as they can reach out to their customers at an appropriate time. This approach bring customers close to the company through free interaction communication site. However, the process may not be too effective to generate effective return to the firm as a result of pushing changes in organization culture and processes. As such, when customers values one stop shopping, they are likely to carry a large number of products and varied options as well. The use of strategies such as SCM provides competitive advantages leading to increase customer value. When such customers are involved in the closely in the business and offered right products with good quality at good price or services, their relationship with company stays intact thus valuable to the organization and customers themselves. 
Communication System in the Organization 
Most importantly, Parida, et al. (2015, p. 35) points out that the  operations CRM systems such as sales force automation and call centers provide the needed platform relevant for best customer relationships as such, they don’t do much to improve the organizations ability to maximize customer lifetime value in the firm. But such connections with customers are vital as when they receive requested and valuable product at the door step, this gives them an open desire to the market in future to buy more products eventually, they become regular and valuable customers. For instance, Hilton has provided all the platforms that enables its customers to communicate and interact with the hotels. Such include the website and social media platforms such as Instagram, Facebook, Twitter and LinkedIn.Two of the same references?The gives a mutual benefit to the customer and the firm equally.how? Nonetheless, to achieve this approach, it requires that the business and customers supported from operational level and analytical CRM systems. This takes time as it essentially starts from reporting mechanisms, data warehouses and online analytical processes (Parida, et al. 2015, p. 43). Relate all this to your organisation
Fig.1.0 Decentralized database system (Parida, et al. 2015, p. 43)
[image: A diagram depicts the working of enterprise systems. The diagram shows the centralized database connected to various components as follows. Finance and Accounting, includes Cash on hand, Accounts receivable, Customer credit, and Revenue. Human Resources, includes Hours worked, Labor cost, and Job skills. Manufacturing and Production, includes Materials, Production schedules, Shipment dates, Production capacity, and Purchases. Sales and Marketing, includes Orders, Sales forecasts, Return requests, and Price changes.]
Ethics and Sustainability 
Ethical issues is a very sensitive areas of a business as it determine the fate of the business in the market environment (Leonidou, et al. 2017, p. 585). This is widely analyzed as it touches areas such as low environmental impacts, animal welfare, reduction in use of non-renewable resources, Fairtrade, reduction of wastage, supporting bio diversity, and local sourcing. Leonidou, et al. (2017, p. 590) found in the study that consumers looks beyond food and safety and demanding for ethical background of the company performance. This has seen Hilton introduce such initiatives as responsible sourcing, safe waste water disposal and use of green energy all aimed at ensuring well-being of ecosystems, environment and people. This has seen the company achieve a company-wide certification on Environmental Management (ISO 14001) and Energy Management (ISO 50001) standards (Annual Report, 2017). Consumers are now basing purchasing decisions on whether the food is safe, quality and ethically sourced (Leonidou, et al. 2017, p. 595). This is needs an assurance that such products are grown, processed, and prepared in a way that meets their own desired standards of social and environmental responsibility. Such factors need transparency, fairness, and humanity to sustainably win the face of the local and global market at large. Fairtrade is also a term used by businesses who sell organic products to customers they believe that businesses should be fair many would consider buying product from local farmers who have their products produced from organic farming processes. Through responsible sourcing, London Hilton Park Lane ensures that the only suppliers who supply organic farming processing are chosen as suppliers.
How to make business ethically sound write this as a plan for your business 
It’s a good practice to goes into the company products, find ingredients suppliers who cares and are ethical by respecting the environment as well as the animals living in by reducing the environmental impact (Chell, et al. 2016, p. 619). Firms which have mechanism in place to maintain environment by recycling most of its waste products stands a high chance of winning the heart of customers thus, booming in the market by also making profits s practiced in Irish people. This problem has been a concern for many consumer for long, by so doing, it reassures them of the quality of products produced by similar company with observe ethics and something vital to the whole society at large. London Hilton Park Lane would therefore ensure that it sources its products from suppliers who respect environmental well-being. These products range from food products, clothing and apparels as well as energy. For example, the hotel needs to use green energy like solar or wind energy which do not introduce waste to the environment. The hotel will also use the apparels and clothing sourced from suppliers who respect environment. These include companies that does not tolerate slavery and do not use chemicals that cause global warming. . 
 (Chell, et al. 2016, p. 624) found that Ethics is becoming part and parcel of the of food and drinks operators sourcing policies but it is a diverse area which is vital to get right. Organizations which get this right from the start, meet the market demands fulfilling their customers satisfaction ranging from quality, services to ethical aspects of their productions. Because failure to follow such key issues many consumers would stop buying the firms products that acts unethically (Chell, et al. 2016, p. 625). As such, business operators must ensure that their products are not only legal but also ethically robust or they risk boycotts and reputational damages. With technological development and communication made efficient, company which don’t meet the ethical standards can be brought to light within no time. Therefore, Hilton should ensure that the food and drinks it serves to the customers are produced using organic farming and drinks do not have chemicals that pose threats to the health of the customers. In order to give its customers confidence in its products including food and beverages, London Hilton Park Lane, should liaise with Department for Environment, Food and Rural Affairs to identify suppliers who offer organic foods and drinks and use them to label and  its organic menus. This is aimed at instilling confidence in customers whose behaviour is switching to healthy diets. 
Customer Loyalty tell us how you will implement this in your organisation
This is a good approach to retain customer in the business achieved by increasing lifetime value in a business (Kandampully, Zhang & Bilgihan 2015, p. 379). Such customers are retained in a business for long as it’s less costly to retain customer in a business than to acquire a new one. It is a good practice for business to spend extra efforts to achieve the need to retain right customers. There are many approaches used to retain customer in a business such as educating them or product purchase, saving customer who no longer show interest with the product, rewarding customers and recognizing their running businesses, and improving customers experiences. 
At London Hilton Park  Lane, the company should start using the customers as the brand ambassadors and rewarding them accordingly. This is through introducing the idea that a customer who refers a new customer gets rewarded and recognized on special annual events. For example, despite rewarding those customers who bring in new ones, those who bring in most customers are recognized and given a free holiday trip by the hotel. This makes sure that current customers remain as part of the hotel’s marketing team and feel as part of the hotel thus increasing their loyalty to the hotel. 
Fig.1.1 Graph showing relationship between customer satisfaction and loyalty (Kandampully, Zhang & Bilgihan 2015, p. 380)
[image: zei80938_0503]
Customer Education this is a very important part of enlightening as it give the customer a real image of what your product has than the competitor’s (Kandampully, Zhang & Bilgihan 2015, p. 382). In as much as the competitors product may have an important feature which your product don’t have, it gives firms the opportunity to interact with customers to disclose such features that are hidden because of complexity of the product bringing it to their knowledge. Having products and menus produced through organic means at London Hilton Park Lane is not enough. The Hotel has to educate its customers what the advantage such products and menus have over those of the competitors.   
Improving Customers Experience Customers can withdraw their loyalty from a particular business because of experience they meet in such businesses (Kandampully, Zhang & Bilgihan 2015, p. 402). Whenever they come to purchase products in a firm and there is delays in services, or poor attention they’re likely to changes their mentality form purchasing in such companies. Thus, continuous improvement in customers experience is a vital aspect as it drive long-term relationship with such customers. With time, it enhances good relationship improving loyalty. At London Hilton Park Lane,  customer experience should be improved year in year out through observing what others are doing and improve on them. Similarly it should come up with new unique technologies that will enable it to improve customer experience. For instance, this can be through introduction of virtual tour in on the hotel website where customers can tour the whole hotel remotely prior to making reservations. 
Fig.1.2 Graph showing customers perception and satisfaction (Kandampully, Zhang & Bilgihan 2015, p. 403)
You need to apply what you are writing to an organization this will show that you understand the topic.
[image: zei80938_0501]
Leadership and Management Skills in the Organization 
When selecting the right employees in a business, management need to keenly look at sensitive issues such skills of employees in a given job description, talents, Interests and hobbies, Professional experiences, and social relations of these employees as this impacts greatly on organizations performance. In the actual senses, employees are the first people to interact with customers therefore, they need to be equipped with right skills about a company to be able to answer question in responses to customers’ demands. Customers’ satisfaction is essential element in identifying the progress of company as customers are a sure test of company’s profitability and growth. Good management skills offer efficiency and effectiveness in business performance. For instance, the good management at Hilton Hotels has seen the organization become one of the best workplace and workplace for diversity as ranked by Great Place to Work and Diversity Inc. (Annual Report, 2018). 
Fig. 1.3 Economic indicator of the market value and customer satisfaction index (Hammer, 2019, p. 130)

[image: zei80938_0502]
Customers’ Satisfaction 
Many companies have dominated on different factors forgetting the need for customers’ satisfaction. However, Hilton has focused on meeting and exceeding customer expectations using technological innovations such as Digital Key and partnership with Netflix and SHOWTIME to give customers livestreaming experience in the rooms. This has seen the Digital Key app get over 7.6 million downloads with over 41oo properties enabled on this feature while 1800 rooms get connected with live stream Netflix and SHOWTIME (Annual Report, 2018). Critical measures are sued to quantify a firm’s market conformance. These is related to the management’s ability to satisfy customers’ delivery dates. It also gives a direct relationship between the ability to achieve a certain level of service and supply chain and performance. As such, demand variability and manufacturing and information lead times determines the amount of inventory that need to be kept in the supply chain. A regular survey is carried out to identify the customers’ satisfaction and used to measure sales and personnel performance (Kandampully, Zhang & Bilgihan 2015, p. 412). Such surveys done helps give feedback to the management for necessary improvements on products and services. However, reliance on customers’ satisfaction surveys can often be misleading as the approach is easy to manipulate and are typically measured on the point of sales as nothing is discussed on retaining the customers. Customers’ loyalty is easier to measure than customer’s satisfaction as this entails analyzing customer purchase pattern based on internal information systems (Kandampully, Zhang & Bilgihan 2015, p. 414). All the analyzed factors have varying influence on customer satisfaction and their decision to remain committed to a specific business and thus, the highlighted factor when put to consideration can create positive impact on their loyalty. 
[bookmark: _Toc17484930]Understanding of Organizations Quality Systems and Its Effectiveness in Fulfilling Customer Requirements 
Effective performance of organization requires that it has management system to determine needs of each stakeholder and customers by transforming these needs into internal requirements (Baker, 2017, p. 73). It’s clear that organizations ranging from firms, enterprises or not for profit have a developed systems which are primarily designed to increase the value to all users such as employers, legal owners, staff, customers, business partners, and administrators. Thus, Baker, (2017, p. 74) suggested that management system is a set of steps an organization uses to make sure it fulfills its core tasks and objectives. As such, the main objective of these system is to ensure organization meet all the set goals irrespective of size ad field of activities. It needs to manage its internal processes in order to obtain quality product or services for customers and majorly to meet its key goals. Each organization is different hence, has its own structured systems and identity. Therefore, it needs to develop its management systems to be used and consistently be changed to better. Based on results analysis, these systems need regular check varying with each level of organization by clearly defining the activities and internal processes (Baker, 2017, p. 77). However, customer should be at the center of focus for the development of the organization and decision-making.
Fig. 1.4 Customers as an essential aspect in the business decision-making (Kumar & Reinartz 2016, p. 60)
[image: ]
Quality Management Systems 
An outstanding organization in a business market observes quality as its key value to ensure its sustainability in the local or global market. Quality is defined concisely as the level to which a set of inherent features meet the needs of clients. These is based on customers as the priority where the product or service offered meet their needs and fulfilling stakeholders goal of generating profits at the same time. The systems improvised should be in such a manner that it differentiates the quality of the product or service in comparison to competitors in the same market. These need to be in reference to taste, description, and level of services or product issued in the market.  
Technology Use in Businesses
Fig. 1.5 Importance of technology in communication with customers and suppliers (Mesquida & Mas 2015, p. 91)
[image: ]
In the current market. Organizations faces a lot of challenges for the expense of economic crisis, globalization, rapid changing customers’ demands, and also the competition in the market area. With emergence of e-commerce, it has opened wide the global market which results in increase in competition in business environment. Technological changes has put these organizations at stake to give quality as social media brings all these business features to broad daylight by revealing their products during marketing Mesquida & Mas (2015, p. 80). However, Technology development especially Information Technology requires new actions as it has created new door for business which results to increase in competitive environment. Mesquida & Mas (2015, p. 85) found that Quality is as essential as customers in the business where when an organization misses such vital factors, it clearly losses position in the market. The internal control system need to work effectively to mitigate such weaknesses for the business to gain ground in a competitive market. 
Fig. 1.6 Growth in E-commerce (Mesquida & Mas 2015, p. 86)
[image: This graphic illustrates the continuing growth of e-commerce. ]
The recent standard ISO 9001: 2008 is in use and it provides the framework for how a firm sets the Quality Management System that meet organization’s needs (Manders, de Vries & Blind 2016, p. 45). These systems whether quality, environment, and energy is developed based on the process-based model system. For an organization to fulfil these requirements for a quality management systems, it needs to develop its management systems on a particular criteria. This is a vital principle of quality management as this assigns the internal process of organization a task to ensure quality in its products or services going to market. There are many quality systems used by organizations, where for good performance by an organization, it must take into account these quality management principles such as customer focus, leadership, involvement of people, process approach, system approach to management, continual improvement, and factual approach to decision-making, mutual benefits to supplier relationships (Manders, de Vries & Blind 2016, p. 50). 
Fig.1.7 Electronic data exchange through internet (Mesquida & Mas 2015, p. 87)
[image: This graphic illustrates how EDI works.]
Customer Focus 
Bryson, (2018, p. 544) highlighted that Customer focus as one of the principles is essential as each organization depends heavily on its customers and the organization cannot exist on its own without clients who purchase its products and services. It is for this reason that organization must understand their customers’ demands and put much focus to exceed those demands and expectations. Taking for instance, if customers ask for different commodity from what the firm produces taking into account the voice of customer as they are the center of business, then, this means the firms needs to consolidate its internal control system to find the profitability of the new product and reply to customer with appropriate answer (Bryson, 2018, p. 560). If the product brings profit to the company, it considers producing that product and supply it to the customer if it does not generate any profit, then the firm’s management declines and recommends its clients to other specialized manufacturers to their clients. 
Business Management Systems 
Stakeholders establishes their business with an aim of making profits. Quality management system is clearly similar to business management systems as the management assesses the risks and opportunities that this business face to find its path in the success of business. This approach when adopted by organizations in its areas of Quality Management System, it provides a lasting solutions to various needs of the business to compete in the economic market effectively. Business risks and opportunities need to be realized and understood well thereafter, a right action taken to mitigate those risks or venture into those opportunities (França, et al. 2017, p. 155). Businesses analyses its internal management systems for the production of the product with few resources and effectiveness of carrying out production process in time. Over time, quality and quality management systems have hit media platforms in the business world. Quality issues have developed names of businesses, new organizations, and industries. This is an essential body as it builds the business areas by impacting organizations ability to meet customers’ requirements. 
Quality management systems has been under study for decades and is seen taking the right turn in fulfilling businesses desires to meet market requirements. As such, Statics findings have been effectively reflecting the problems and solving them through effective approaches thus gaining the necessary speed to critical thinking of organization as it works to produce high quality products and services (Hammer, 2019, 97). Moore, (2017, July, p. 455) According to his study, found that about 85% of all quality problems were as a result of failure of management. As such, to improve quality, management had to take the lead putting into consideration the need for resources and systems such as how Deming’s model (2017, July, p. 456). Similarly, buyers need to be given the testing tool for this quality as a proof of what quality requirement for the products and services delivered in the market. 
Benefits of Quality Management Systems 
In the 21st century, quality has really gained ground by many organizations as seen surfaced in many industries in the global market.. Quality movement started in manufacturing and then moved to service firms as this is currently reaping in substantial rewards quickly by implementing quality programs. A well-structured business with good quality Management System benefits extensively as this merges the customers and suppliers to work together for their mutual gain. To achieve this, customers and suppliers interface extends into and outside the organization, past the immediate customer and suppliers. From the definition of Quality Management System as asset of coordinated events to direct and control an organization in order to progressively improve the time frame and quality of delivering customers products and services and general performance of the organization. These systems are related and work through coordination where separation of each section does not make the system complete for effectively performance. Hence, the only best approach is by getting an elaborated explanation of the whole process which results in production of quality product and services than detecting defectives in the later in the products and services after production. 
Essentially, Quality Management Systems has its importance when incorporated in the organization well. The basic necessity of this systems are to meet the customers’ requirements as the key value for the organization. This entails enhancing confident to the customers with the products company produces by delivering those services and products in a constant way. Another vital role the systems performs is to meet organization requirements both internally and externally and at an optimum cost with efficient maximization of the available resources such as materials, human, technology and information systems. All these are achievable if key goals clearly outlined in the form of information and data supporting the system activities from identified suppliers and potential customers. It therefore works so efficiently to meet the organization goals, policies, and strategies. When well structured, it works in a consistent manner to satisfying customers’ needs and the entire organization as it is needed in both small and large enterprises, firms, manufacturing processes, services delivery in public sectors, and organization      
Maintenance of Quality Management System
Quality management systems need regular services and maintenance as they have inputs on regular basis. This majorly impact the validation of application as the scripts used need to be executed to prove that validation is still in its real state. Regular checks and maintenance helps meet compliance. As such, Mesquida & Mas (2015, p. 87) quality defends the system and execute those processes whereby meeting the requirements in the form of records and reporting. It is therefore essential for the IT and the quality system to join together and focus on delivering Quality Management System applications that meet regular requirements in an efficient ad easy effect way. As it is in most IT and Quality approaches the end users are able identify and capture requirements in the organization performance (Mesquida & Mas 2015, p. 90). These strategies helps the system drive delivery of safe, effective product to the market for clients globally as it observes value for customers and cost effective. 
[bookmark: _Toc17484931]Conclusion
This study has brought to speed factors that highly influence performance of organization in terms of maximizing customer value for efficiency of the business. It has provided an in-depth analysis of the importance of customers in a business revealing core value of business growth is depended on customers. This therefore implies that customer satisfaction must be an essential need to work on by any goal oriented business in the market. It has further provided an evaluation of the organizations quality system and its impact on customers’ requirements. It effectively highlights the performance of Quality Systems an organization need to work on and the management system to fulfil needs of each stakeholder and customers by transforming these needs into internal necessity. The internal control systems has its benefits as highlighted in the study which both aims at achieving key goals of the organization, profitability and customers satisfaction. 
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