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When I first started working for Tekpa Textile the company was focused solely on customers wants and needs. Relationships and respect between managers and workers were low as was the morale of employees. Unnecessary mistakes were being made; work was produced to a high quality however the factory was very inefficient. I decided that to improve worker morale, efficiency, worker retention and minimise errors structural and management changes needed to be made to maximise customer satisfaction and workers job satisfaction.

Workers were afraid of approaching managers with concerns, when they did managers would fail to take workers seriously and made it clear that there were many unemployed people that could do the job. Excessive overtime was demanded from workers due to bad management practices and workers were leaving when they had the opportunity to do so. To rectify these problems management of departments were split, effective communication was promoted between managers and workers, Shifts were restructured to allow sufficient rest and quality time with families. Non-financial incentives such as a free minibus service, and food for workers doing overtime were introduced. 

The results were increased efficiency, productivity, morale, loyalty and productivity. 
Mistakes decreased and customer value, quality and satisfaction increased showing the need for both employers and employees mutually meeting each other’s needs to add customer value. 
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The aim of this report is to highlight and analyse customer values, customer requirements and quality processes for a company named Tekpa Textile where I was employed as an import export manager for over 6 years. Tekpa Textile was a company that produced ladies’ garments for export to the USA and European markets. Tekpa Textile was based in Bursa which is an industrial city in North West Turkey and is well known for its vibrant economy, rich culture and historic heritage. All of Tekpa’s customers worked via representatives who knew what the customers expected and demanded. The representatives were responsible for all aspects of the order and ensured everything was to the customers satisfaction.

Our American customer was a company called Miss Erika and was very strict on procedures that had to be adhered to. All agreements and conditions were set out in the form of a contract that had to be signed before work could commence. Miss Erika operated in Turkey via an agent who represented them called TBD and were based in Istanbul. We did not liaise directly with Miss Erika, all communication was done via their Turkish representative’s TBD who were passing on the instructions via order sheets called p.o on behalf of Miss Erika and were responsible for everything from fabric and trimmings, orders to payment method. 

More (UK) was our European customer who also employed an agent called Deniz clothing that was based in London. Although More (UK) used an agent they were more directly involved than our American customer and were often in direct contact with us regarding orders and other details that needed to be discussed. The relationship we had with More (UK) was far friendlier and less formal than the working relationship with Miss Erika. Although we were also producing for other various manufacturers in Europe our two main customers were Miss Erika and More (UK).
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When I first started working for Tekpa I was shocked at how the company was managed and run. Tekpa was a big factory who produced work for one of the biggest manufacturers in the United states of America therefore I would have expected the company to run more smoothly and professionally. Managers and employees were unmotivated, staff worked unnecessarily long hours waiting on other departments to complete orders. Feedback from staff was that they would rather be at home spending time with their families as most had young children that were often asleep by the time their shifts were over. The owners and management believed that workers were getting paid extra for waiting around doing nothing therefore they should not have too many complaints. The company wanted to keep staff around in order load the deliveries for export as soon as orders were complete. 

It is very important as an employer to reward and motivate employees with both financial incentives such as wages, holiday pay, travel expenses bonuses and non-financial rewards such as job enrichment, recognition, employee empowerment and career development opportunities. Non-financial rewards are a way of motivating and stimulating staff without directly offering money to an employee in order to increase their performance, loyalty, job satisfaction and motivation. Non-financial rewards can be provided as an addition to money as a way of helping an organisation achieve its goals. (Radu, 2010)

Happy employees in the workplace perform better, are more motivated and loyal resulting in higher output and quality of work, better customer service and job satisfaction.  Motivated employees with a higher level of job satisfaction will more likely improve customer satisfaction adding customer value to the business. I believe factors that maximise customer value to a business are better quality, price, service, trustworthiness and ease of use. Money and bonuses are traditionally the main method used by managers and business to keep workers happy and motivated however there is a limit to the financial rewards that can be offered therefore this is only a temporary solution. Increasingly non-financial cheaper methods are being adopted to keep workers happy, motivated and loyal. Due to the current economic climate managers are having to utilise non-financial motivators such as training courses and enhanced learning experiences, Team bonding and team building, better communication and feedback, days when employees are free to do whatever they like such as work on new ideas, be creative and work on their own projects. These activities can provide a sense of belonging, caring and being values resulting in increased motivation and loyalty. (Radu, 2010)

When I started working for Tekpa as an import export manager one of the first things I did was to have group and one to one meeting with all employees in the department I was responsible for. I asked for feedback and comments on all aspects of the job they were happy with and what they were unhappy with. There were around 20 people in my department and almost all were unhappy about the amount of time they spent at work doing overtime which was generally 6 days a week and sometimes Sundays for urgent orders. I then arranged a meeting with the director and the managers of other departments to find out the reasons for my staff being ordered to do overtime each night. The response I received was that they needed to load as soon as orders were ready therefore my department had to be available to prepare shipments and load.

I had devised a plan before the meeting with the other managers and decided on the changes I wanted to make. I informed management that I thought it was having an extremely negative impact on the moral and job satisfaction of my staff and also was a huge waste of money and resources for the company. I had the idea that they should all go home at the end of their shifts to rest, spend time with their families and take part in activities they enjoyed. When orders were ready for shipping, they could all be picked up from their homes and dropped off at the factory. The staff were very happy with this idea however the production manager protested that she wanted them on site.

I explained that it would be much cheaper to have employ a driver and buy a minibus to pick them up whenever orders were ready than to pay 20 people overtime every night to wait around. The workers would be happier and have a better quality of life while the company would save large amounts of money. The production manager was not convinced however the director decided that he wanted to implement my idea. By communicating with workers and managers, being open to feedback I was able to initiate changes to the factors that were lowering morale and productivity. Good communication plays an important role in building trust between workers and managers in an organisation and increases worker commitment. (Mishra et al., 2014)


[bookmark: _Toc7717292]Maximising Customer Value

Tekpa Textile was a diverse company and was made of groups that implemented good team working practices, the company also utilized technology to improve and maintain a high-quality service adding customer value however staff motivation, additional training and non-financial rewards were lacking. I believe employee motivation and job satisfaction is crucial to the performance of a business. When I first arrived at Tekpa Textile workers were clearly unhappy, tired and unmotivated, the only incentive implemented was financial gain. The first change I implemented was to make sure the workers had more quality time to spend with their family as I noticed they were spending most of the day at the factory waiting for orders to be completed or transport to arrive for loading. I also asked for feedback and was always open to communication. The workers felt I understood and cared about the issues that were making them unhappy. The results of the changes I implemented were higher morale and job satisfaction, higher employee retention and increased productivity.

The management structure in my department before I arrived was very formal, workers had to implement what was required without the opportunity for feedback to be provided. The philosophy used to be I am the boss; you are paid to do a job therefore do it or somebody else will. One of the most important aspects of motivation for workers are strong relationships at work, if workers perceive that they are respect, cared for and have the right financial, non-financial incentives it will trigger reciprocity, causing employees to act and behave in a way that will beneficially reflect on the company increasing brand value. (King and Grace, 2012)

Both employers and employees must meet each other’s expectations to improve customer value. Employers expect their workers to be trustworthy, hardworking, loyal, respectful and have good communication skills. Employees expect to be rewarded financially, non-financially, respected and valued, Considering the health and safety of employees is also perceived to be important. It is very important for employers and employees to be happy and satisfied in order to meet customer expectations.
Customer service expectations can be perceived both internally by managers and worker within the organisation and externally by customers. The effectiveness of service can be judged by meeting and exceeding service expectations. Each individual has a service role in the organisation, roles are defined by both the company’s and customers’ expectations. Expectations are determined by role givers within the company such as managers, workers and externally by customers. (Subramony et al., 2004) 


I believe that Tekpa Textile met customer expectations by producing quality garments at competitive rates. In order to achieve customer satisfaction Tekpa Textile had to implement effective team working, good communication between managers and employees, effective communication and collaboration between departments, prioritising customer needs and maintaining high morale among employees. Even the most demanding customer which was an American company named Miss Erika showed a high level of customer satisfaction. Miss Erika was very bureaucratic and demanded everything was done by the letter. Representatives were allowed access all departments of the factory to control and audit production. Agents were appointed to act on behalf of Miss Erika to arrange orders and payments, issue demands and instructions and ensure garments were shipped to their satisfaction.

Due to different time zones and holidays between America and Turkey communications within working hours were inefficient and sometimes very difficult therefore production and export shifts were arranged to operate during hours that coincided with Miss Erika’s working hours. Tekpa Textile invested in new machines and technology that could produce more efficiently and to a higher quality. The measures and procedures implemented by Tekpa Textile resulted in a higher customer satisfaction, loyalty and trust which are very important factors an organisation must have with its customer. Although these conditions were very satisfactory to Tekpa Textiles customers they could have been very detrimental to the workers therefore measures had to be taken to keep employees happy and satisfied.

Having unhappy, unmotivated workers would ultimately cause problems with productivity, efficiency and staff retention resulting in unsatisfied customer experience therefore certain measures were implemented to ensure this did not occur. Workers in my department were spending most of the day waiting around for orders to be completed causing fatigue, low morale, and posing a health and safety risk due to tiredness. Most employees have young families that they hardly spent time with due to the number of hours working which was a big factor affecting morale therefore transport was arranged so that workers could be dropped off at home to rest and spend quality time with their families, they were then picked up from their homes when orders were complete and garments were ready for loading. 

Managers were also present during the late shifts which also strengthened the relationship between workers and managers as the workers appreciated the fact managers were not at home sleeping and resting while they worked unsociable hours and understood we were all in this together making the same sacrifices. Communication and feedback channels were always open between managers and workers, all concerns were taken seriously and efforts were made to resolve any issues the workers had as quickly as possible. I believe this was one of the biggest contributors to Tekpa Textile being able to provide such a high level of customer satisfaction.
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Effective managers are those that are successful in achieving both the short-term and long-term goals of a company while staying true to the goals and visions of the company. Whether an organisation is a profit or non-profit making entity they all have clearly defined gaols and visions that mangers of the company are responsible for achieving. (Borad,2018)
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[bookmark: _Toc7717295]Figure 3: Effective Management (PracticeLeadership, 2017)
One of the main objectives of any organisation should be to achieve a high level of customer satisfaction. High customer satisfaction results in loyalty of customers which can be a competitive advantage for the corporation against its rivals. (Ashraf et al., 2018)

It is therefore vital that workers ensure that they achieve success in regard to customer satisfaction and the way customers perceive the company. Employees are after all responsible meeting customer expectations and providing a high-quality service to ensure this objective is achieved. (Kattara et al., 2008) 

According to Kattara et al. (2008) negative or positive employee behaviour has an overall effect on how customers perceive the quality of products and services. 

This table below showing how we can meet our customer expectations.
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The international organization of standardization is internationally recognized and was formed in Geneva, in 1946 as a model to standardize and develop industrial and quality standards as an assurance of quality. The ISO 9000 is a quality management standard which is coded, verifiable and can be easily adapted and updated. Tekpa Textile was an ISO 9000 certified company as customs demanded the company comply with international standards for import exporting in order to protect customers and ensure that quality standards were met. (Aba and Badar, 2013) 

ISO 9000 is a tool that assists companies to internally improve and gain strategic benefits. The internal improvements consist of improving all aspects of the business and should be implemented in a continuing three-part cycle of planning, control and documentation. The goals of ISO 900 are to improve quality and promote the objectives of the business. (Aba and Badar, 2013)

Quality is subjective and can be interpreted in many different ways by different people. It has been suggested that simply put, quality is knowing the exact needs of your customer, presenting more than is expected and providing it in an efficient and effective way. (ASQ, 2019)

In order to guarantee sustainability and to survive in domestic and global markets it has become necessary to improve the quality management approach of a business. Management methods adopt methods that are built on continued improvement, involvement of employees and leadership that are the stages of success. (Bouaouine and Zouhir, 2018) 
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[bookmark: _Toc7717298]Figure 5: ISO 9000 Process Flow (FotaPresent, 2019)
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Acquiring an ISO 9000 quality management certificate was very beneficial to both Tekpa Textile and the company’s customers as it helped meet the customers quality expectations. ISO 9000 enable managers to better understand the methods required to achieve and deliver high quality standards in all departments of the company, from production, shipping, quality control to customer relations. Quality ISO 9000 enabled managers to improve upon quality management systems, management responsibility, resource management, product realisation and measurement, analysis and improvement. Knowing and implementing the ISO 9000 may have been of great benefit to managers however productive, engaged and efficient employees are ultimately required to deliver a quality service that the customer expects.

Although managers were implementing ISO 9000 standards when I started working for Tekpa Textile they were failing in regards to workers job satisfaction and motivation. The best employees were either leaving or waiting for an opportunity to leave the company however the managers seemed to be unaware of the problem or did not seriously consider the consequences upon the business. Most managers only judged themselves on completing orders, keeping customers happy and receiving their paycheque at the end of every month. In order to be motivated, loyal and productive workers need to feel valued and respected. Workers spend most of their day at work which was especially true of Tekpa Textile employees. Until changes were implemented in regard to the structuring of shifts, manager worker communication and employee feedback there was less efficiency, more mistakes and poor worker retention. I believe the results show that no matter what tools, techniques and technology are used until a business has engaged, satisfied and happy workers that feel important, valued and respected, maximum customer satisfaction results are unlikely and the long-term success of a business is at risk.

Customer relations management (CRM) should be at the heart of every corporation’s management strategy. CRM should aim to manage the expectations of customers while running at a profit. To gain maximum effect from CRM accurate knowledge of customers and rivals is required, companies need to be flexible and adapt to the changing needs of customers and international rivals. (Buttle, 2008, p15)

[image: ]Figure 6: CRM Process (SlideGeeks, 2019)


The benefits of CRM are Improved customer relations. Remembering what is important and knowing about your customer shows that you care about them and allows for a much stronger relationship. The more knowledge you have about your customer the more likely you are to know what they need increasing the chances of providing additional services or products they may need. Using CRM to record customer interaction enables you to better serve your customer based on previous interactions. Employees are more engaged, empowered and satisfied when they have sufficient knowledge due to up to date CRM that can be accessed by everyone resulting in happy customers. Although initial set up costs of CRM are fairly high the benefits of increased efficiency, Productivity and profits quickly compensate the outlay. Increased client retention as clients that are attached and engaged with only one member of staff have a higher tendency to leave should that employee leave.  (Smith, 2014)
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Customer satisfaction was at the heart of Tekpa Textiles strategy and should be one of the main goals of any corporation striving for long term success however this should not be at the cost of other important factors that management also need to consider. The long-term success of a company cannot be sustained by focusing on external factors alone therefore better management was required to ensure internal factors such as staff morale, job satisfaction and worker retention were not a problem. Being competitive in a global market by taking advantage of superior technology, customer satisfaction and competitive costing need to go hand in hand with good internal management practices. 

Tekpa Textile was very focused on working for two customers which was a definite threat to the long-term sustainability of the business. The factory was capable of adding new customers however the director was worried about losing his customers by not being able to meet orders. I believe Tekpa could have increased the number of manufacturers with minimal investment in infrastructure and recruitment provided they introduced a human resources management that focused on worker training, efficiency, productivity and job satisfaction of employees. The goals of human resources management are to support employee growth, learning and achievement while increasing loyalty and job satisfaction. (Kehoe, 2017)
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The director of Tekpa Textile had two priorities which was customer satisfaction and profits which reflected in the way the company was managed. The health and safety of employees was put at great risk by the fact that they worked extremely long hours around industrial machinery and loading equipment. Morale and job satisfaction of workers was not a concern, training was given to be able to perform a specific task with no further learning or development offered. As is the case for many corporations, employees were viewed as commodities that were expendable. Focusing solely on Profits and customer satisfaction while ignoring the very people that make this possible is one of the biggest mistakes a business can make. Motivated, engaged, efficient and productive employees are fuel that powers the engine of your corporation. 

The director and managers of Tekpa Textile may have been the ones in meetings with manufacturers and implementing management structures however it was the workers that delivered on the promises and agreements made in those meetings. I do not believe manging this way was a conscious decision but more so a result of a complete lack of respect for workers by managers in the company. When I first arrived at the company the biggest resistance I had to the changes I wanted to make were from other managers. Luckily the director decided to back me up and support the changes I wanted to implement. Reducing excessive overtime, restructuring shifts, arranging transport to drop off and pick up workers when overtime was necessary, effective communication between management and workers were simple changes made that increased efficiency, productivity, motivation, job satisfaction and loyalty. 

In order to achieve maximum customer value and satisfaction employers and employees need to meet each other’s needs, I believe that a wholistic management approach which considers internal and external factors should be implemented. Workers with a strong bond to an organisation are likely to be more loyal, hardworking and care about the people they work with and the business itself. This can only be achieved by using the human resources management, providing both financial and non-financial incentives, allowing workers to learn, grow, feel valued.
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DEADLINES

You set them, you meet
them. It should be easy, but
there's always something
that comes up to disrupt
your plans

REQUIREMENTS

There will be a set of
things that your customer
and/or sponsor will expect
from your project, and you
have to deliver them 100%,

TEAM

Your resources will be
more productive if they're
happy, so work towards
that goal. You'll also build
loyalty and team members
who'll gladly follow you
from project to project.

CHECKLIST FOR © @«
EFFECTIVE MANAGERS

BUDGET

You have allotted a certain
amount of spending to your
project and you have to
stick to it, which often
means a lot of juggling.

CUSTOMERS

Regardless of everything
else on this list, if you leave
a project with unhappy
customers you've failed. So,
know what they want and
give it to them.
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