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[bookmark: _Toc338885929][bookmark: _Toc202726095]Introduction
In this report there will be talks about customer values, lifestyle, relationships and how to manage customer expectations to get client loyalty and customer centrality. There will also be talks of quality management and the processes using different types of theories and how the quality’s influences the customer experience. These are all key factors to consider when you have a business because it’s what will make customers want to keep coming back and it will attract new customers by word and mouth. 




[bookmark: _Toc202726096]Main findings 
The main findings to this article are that customer relationships, values, customer lifecycle, managing customer expectations, customer loyalty and the customer centrality all play a massive part in a business and helping a business succeed and thrive, without making sure any of these are up to standards the business will not succeed and money will be lost. 
The importance of quality managing and all the theories that can be used are important within a business as making sure these are all managed properly will ensure that the business is thriving and that there are no bumps along the way that will stop that. Using these within an organisation will allow growth and success. 










[bookmark: _Toc202726097]Customer relationship 
[bookmark: _Int_tX8mV1GS]In a Buisness the relationships between the customer and organisation are critical because it will help the Buisness be a success’s, fostering loyalty, increase sales and provide valuable feedback for improvement (Adams, 2023). Having good customer relationships allows the customer to feel valued and feel appreciated and heard in the organisation this will always make the customer feel like they can come back. In the salon the clients and staff have a good relationship, and the clients feel welcomed which then means that they feel comfortable and can be open and honest with the staff which always gives an advantage to them wanting to come back and be loyal to the business. Having weak customer relationships will mean the customer do not feel like they make a difference to an organisation and will always go back and forth to places which is a disadvantage to regular sales. The more the organisation invests in a customer and the relationships the more the organisation will get a return on investment within the business. Once the customer relationships are developed the customer totality and and the customer lifetime value will increase which will also have a beneficial effect on the business. 
In my workplace the customer relationships with staff and themselves are very strong and they will always remain clients. Customers always give good feedback and always say that they feel welcomed and don’t feel judged when they come into our work environment. Every client is different and have different personalities and beliefs and we make sure every client feels like they can come in and be open and honest with our trust and then that makes the clients refer new people to the Business. 












[bookmark: _Toc202726098]Customer values 
Customer value is crucial as it directly changes a business’s success and sustainability. Customer values are perceived worth of a product or service in the customers eyes and understanding and helps the Buisness build strong customer relationships, drives profitability and allows loyalty. 
Some reasons that customer values are important: 
· Increases revenue 
· Positive word and mouth 
· Builds loyalty 
· Business can meet expectations 
· Competitive advantage 
· Increased sales 
· Market expansions 
· Long term stability 
[bookmark: _Int_i4q8sb58]It’s always good that the organisation makes sure that the customer feels valued as it’s a good way to build trust in a person and allows them to feel understood which means they will always return and show loyalty as they feel comfortable where they are (Nicholas, 2025). Customer value can be measured to ensure the customer value is up to standards, to measure it you need to consider is the reliability of the Business, how innovative the products are, how useful are the services and how successful the interaction is between both parties. 











[bookmark: _Toc202726099]Customer lifecycle 
Customer lifecycle is the whole cycle of when they first heard about the business to them being a loyal customer. The customer lifecycle has five stages which are: 
· Awareness, when they become aware of the Business. 
· Consideration, this is when the customer is considering using your organisation and them doing their homework. 
· Purchase, this is the stage where the customer has bought from your organisations. 
· Post purchase, where they have bought what they wanted and then having to see afterwards if they are happy with it. 
· Loyalty and advocacy, where they keep coming back. 
[bookmark: _Int_tSJDHv8u][bookmark: _Int_BE4Ju9yR]It is important to understand the customer lifecycle because if the customer lifecycle is managed the rates of sales can go up. Customer lifecycle management (CLM) is key to the customers experience as the organisation can attract and acquire new customers, nurture existing clients and drive sustainability for growth and profit ( Ibügger,2022) . 
We have clients that have come to the salon for the first time due to other clients telling them about us feeling nervous about trying somewhere new, we comfort them and ensure that we will be fine, once they’ve had their hair done they are happy and then they re book back in for 6 weeks and that’s how the business thrives. 













[bookmark: _Toc202726100]Managing customer expectations 
Managing customer expectations is important for building strong customer relationships, gaining the customers loyalty, and making sure that it all has positive impact on the Business. From the website fsg.org it says that Customer expectations are the assumptions or hopes that people have when they interact with the business (small.,2019) customers expect good product and services from a buisness in order to gain their trust and their loyalty. 
Customer expectations in our buisness are that we are reliable, our products are good products, they get their moneys worth and that the environment is happy and chilled. Everyone who goes to a hair salon expects a nice chilled experience with feeling comfortable and most importantly they get what they have asked for. 

[bookmark: _Toc202726101]Customer loyalty
[bookmark: _Int_HJtRy2JE]From the website qualtrics it states that Customer loyalty is an ongoing positive relationship between a customer and a business. By having customer loyalty the customer will always return and will always help your business thrive more by passing on the Buisness name to people and attracting new customers. Having loyal customers reduces the risk of loosing money due to having to find new customers, these customers will always return and will have an impact in your business, they attract new custom. 
Ways to enhance the customer loyalty and sustain the customer loyalty is to bring in new customer loyalty programs, referral programs, keep customer expectations up to standard (Freedam,2024). 
By bringing in new customer loyalty programs the new audience will feel hooked and feel like they are getting an advantage such as stamp cards or refer a friend and both get 20% off. This will attract new customers that could potentially be forever loyal customers. By keeping expectations up to standards clients will always feel like you go above and beyond to ensure that the customers are getting what they need and that will mean they will always be loyal. 
In my salon we do stamp cards so after 10 stamps they get 20% off their services which means clients are hooked to always come back as they want that 20% off. Once they have completed that they get another stamp card to continue with. 

[bookmark: _Toc202726102]Customer centricity 
Customer centricity is putting the customer first and at the centre of everything you do ( McGinn,2021). The importance of customer centricity in a business is that having it then it will have many positive impacts such as customers will spend more at an organisation when they feel heard and appreciated, customers will be more loyal when they feel appreciated (Cleave, 2023). 
Ways to improve customer centricity are:
· Collect and analyse feedback 
· Map customer's journey 
· Deepen customer knowledge 
· Make customers part of solution 
· Listen to your customers 
· Ask them for their input 
In the salon we ask clients what they think should be in a salon and is there anything they think we can improve on as we think their opinion matters to our business. We always listen to customers and become their personal therapist and we always try to give positive feedback and make them feel not judged. 












[bookmark: _Toc202726103]Quality management processes 
[bookmark: _Toc202726104]Quality models and theories 
There are many quality management process models and theories that can help a business thrive. Using these models will help a business map any things they need to and add room for improvement.  

[bookmark: _Toc202726105]Total quality management (TQM)
[image: ]The total quality management model is a management approach focusing on long term success through customer satisfaction involving the employees in continuous improvement process, products, services, and work culture (Kelly, 2024). From the website LondonTFE, it states that TQM is important to a business for many reasons such as it can improve customer satisfaction getting the business to focus on meeting targets and exceeding in customer expectations, it can also increase customer loyalty within the organisation because the staff are trained to standards and good quality products, TQM can also reduce costs by minimising errors and improving efficiency 

These above are main areas of TQM. 
Using this can improve the customer relationship and allow more revenue for the business. 



[bookmark: _Toc202726106]Six sigma 
[bookmark: _Int_9SXJuAc0]Six sigma is a method for quality improvement that provides the tools an organisation needs to improve the capability of their business processes (Asana, 2024). There are 5 main principles of the six sigma which are customer focus, asses the values chain and find the problem, eliminate defects and outliners, involve the stake holders and a flexible and responsive system (Hayes, 2024). Six sigma is an ongoing process that can always be used to help improve a business. 
[image: ]

[bookmark: _Int_g6m6rRs4]Using this can help a business define what the problem is or what can be improved and then how to do it. 
[bookmark: _Int_EaJCZM2Y][bookmark: _Int_Jb2FTCrb]This can be used in a business to help me understand why there are clients that done come back and where areas can be improved to ensure there are no loss within clientele. 













[bookmark: _Toc202726107]Deming theory of total quality management 
The deming theory of total quality management has 14 key points
1. Create constancy of purpose toward improvement of product and service, with the aim to become competitive and to stay in business, and to provide jobs.
2. Adopt the new philosophy. We are in a new economic age. Western management must awaken to the challenge, must learn their responsibilities, and take on leadership for change.
3. Cease dependence on inspection to achieve quality. Eliminate the need for inspection on a mass basis by building quality into the product in the first place.
4. End the practice of awarding business on the basis of price tag. Instead, minimize total cost. Move toward a single supplier for any one item, on a long-term relationship of loyalty and trust.
5. Improve constantly and forever the system of production and service, to improve quality and productivity, and thus constantly decrease costs.
6. Institute training on the job.
7. [bookmark: _Int_ZcWfxmLQ]Institute leadership (see point 12 and Chapter 8 in Out of the Crisis). The aim of supervision should be to help people, machines, and gadgets to do a better job. Supervision of management is in need of overhaul, as well as supervision of production workers.
8. Drive out fear, so that everyone may work effectively for the company (see Chapter 3).
9. [bookmark: _Int_UpZKD52p]Break down barriers between departments. People in research, design, sales, and production must work as a team, to foresee problems of production and in use that may be encountered with the product or service.
10. Eliminate slogans, exhortations, and targets for the workforce asking for zero defects and new levels of productivity. Such exhortations only create adversarial relationships, as the bulk of the causes of low quality and low productivity belong to the system and thus lie beyond the power of the work force.
11. [bookmark: _Int_KShJuUFd][bookmark: _Int_U1rE0M97][bookmark: _Int_HecmC2Qp][bookmark: _Int_9V29tg8H]a. Eliminate work standards (quotas) on the factory floor. Substitute leadership.
b. Eliminate management by objective. Eliminate management by numbers, numerical goals. Substitute leadership.
12. [bookmark: _Int_3fitHanj][bookmark: _Int_fKeIuhsm][bookmark: _Int_8BhvPIdt]a. Remove barriers that rob the hourly worker of his right to pride of workmanship. The responsibility of supervisors must be changed from sheer numbers to quality.
b. Remove barriers that rob people in management and in engineering of their right to pride of workmanship. This means, inter alia, abolishment of the annual or merit rating and of management by objective.
13. Institute a vigorous program of education and self-improvement.
14. Put everybody in the company to work to accomplish the transformation. The transformation is everybody’s job.


[bookmark: _Toc202726108]Crosbys Zero defects theory 
[bookmark: _Int_DS7nQoT2]From the website grey campus, it states that Crosbys zero defects theory is a quality management approach that emphasises the importance of striving for perfection by eliminating all defects in products and processes. This theory is used to change mindsets and ensure that things are done correctly the first time around to avoid mistakes and to ensure that the organisation don’t loose any customers or costs if not done correctly. 
There are many ways to implement this theory and use it within a workplace such as 
· Effectively manage process changes 
· Understand changes 
· Plan change 
· Communicate change 
· Take customers expectations into consideration 
· Make continuous improvements 
· Monitor teams progress
This will all help to improve an organisation. 
The pros to this theory are that there will be higher customer satisfaction and improved customer loyalty which will lead to better custom and sales. There are 14 steps to the zero defects method that can help improvement:
1. Management commitment:  Management must be the first ones to commit to zero defects before cascading it down to the others.
2. Quality improvement team: Once management has committed to the task, they should form a team dedicated to total quality improvement and management.
3. [bookmark: _Int_lX2gQZ7F][bookmark: _Int_FF5Z4siN][bookmark: _Int_nbc7PoOx]Quality measurement: The quality improvement team and upper management should meet to define and measure quality. This can be done by finding the target goals to achieve, what can be done to reach them, and what else can be improved upon.
4. Cost of quality evaluation: Identify and understand the cost of the goal you want to achieve. The team should discuss how this affects their organisation’s other goals, and see if this standard of quality is something attainable given their other tasks.
5. Quality awareness: The definition and measures of quality should be known by everyone in the organisation and not just the quality improvement team. Everyone should be aware of what quality means for the organisation and gain an understanding of it so they can also work towards it.
6. [bookmark: _Int_C5WBniRO]Corrective actions: Now that costs and issues of quality control have been discussed, the members of the organisation must work together to create corrective measures to improve internal processes.
7. [bookmark: _Int_ByxNWOxE][bookmark: _Int_UQz0xVRx][bookmark: _Int_9PkTxxLm][bookmark: _Int_FYoHOwFn]Plans for zero defects: After all discussions and corrective actions, it’s time to establish plans for attaining zero defects. Eliminate all defects and start focusing on what is considered essential.
8. Supervisor training: Supervisors should be trained to implement the plans for zero defects across the organisation. They should understand what the philosophy of zero defects is and should be able to explain it to the other staff members as well as carry it out themselves.
9. Zero defects day: Holding a “zero defects day” is one way to ensure everyone in the organisation is aware of the plans and philosophies in place to eliminate defects. On this day, managers and supervisors come together to discuss the plans for zero defects, ensuring everyone is on the same page.
10. Goal setting: Management should set goals related to zero defects not only for the organisation but also for the teams under it and the employees within them as well.
11. [bookmark: _Int_wc8zup7d]Error cause removal: Supervisors and managers should ask their staff for any other issues they encounter that cause them to make mistakes. It’s not uncommon that errors or hindrances to achieving zero defects that are only noticed while working or after initial planning. Discussing them as a group is a good way to identify them and find solutions that can also be adopted by other staff or teams later on.
12. Recognition: It’s essential to give proper recognition to those who follow zero defects plans well. Celebrating their success not only encourages them to keep it up, but also motivates others to do the same.
13. Quality council: After implementing zero defects plans, managers should convene a quality council to analyse their efforts and the results. The quality council should be composed of quality professionals and internal team leaders, and they should meet regularly to better observe the organisation and see if the defined standard of quality is being met along with the company goals.
14. [bookmark: _Int_nWy1oG2x]Repetition: Ensuring quality is maintained and controlled is not a one-time thing. The philosophy of zero defects is easy to understand, but it will not take effect immediately. It will require trial and error and many discussions and will constantly require changes as work processes and needs are always changing. Thus, established plans for zero defects should be analysed regularly to see if they are still relevant and if there are any new issues or errors to address. (Manawis, 2023) 








[bookmark: _Toc202726109]Implementation in the operational process 
[bookmark: _Int_evpmWPhv][bookmark: _Int_Q2ol2H0T]Implementing operational processes involves putting new or updated workflows into action, ensuring they are validated, tested, and integrated for best business operations. This includes defining objectives, mapping processes, identifying key performance indicators (KPIs), and establishing a system for ongoing monitoring and improvement. Effective implementation requires clear communication, training, and collaboration across the team (Biskic, n.d). 
A KPI table can be used to measure the operational process. 
Here is one for my buisness 
	Trackable element 
	KPI Name 
	KPI Description 
	Target value 

	Waste usage 
	Reduction in waste from colour 
	Lower the waste from colour and only measure out what is needed. Can measure the waste every week to see if it’s lowered 
	15% reduction 

	Paper usage writing down clients details 
	Reduction in waste of clients detail cards 
	Reuse the cards until there is no room 
	20% reduction 

	Energy consumption 
	Lower the use of electric when working 
	Turn off the plugs after every use and only put lights on when needed 
	5% reduction.



[bookmark: _Toc202726110]How quality influences the customer experience. 
Quality directly affects customer experience, influences satisfaction and loyalty (Craig, 2016). Customers expect satisfactory quality services if they get that then they will tell people about how good the business is, they will always return for products and services and will lead to a positive reputation. Having poor quality will break trust in people, you’ll have a bad reputation and you will lose customers and they will go else where. 
It is essential to make sure that the quality is up to standards within an organisation to ensure that everyone is happy and that the business can continue to thrive and that there is increased satisfaction from customers. The products need to be consistent and sometimes always improving. 

[bookmark: _Toc202726111]Conclusion 
To conclude, in this report there are many talks about how to improve a buisness and to ensure that things are done correctly so that the buisness can thrive and there is more custom. If the steps are followed correctly with the theory’s then the buisness will always improve and will be to its best potential. Making sure that the customer always comes first and making sure that they get the quality service that they deserve will always come in favour for the buisness and will always make sure that the buisness has a returning customer and regular money flow coming in. By making sure all that is up to standards then the buisness will attract new customers and the buisness can grow to be better and always improving. 
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