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Executive Summary 
Halifax bank is the Business chosen for this report, in addition define and to discuss the five factors of the Halifax bank. the first part of the report will critically be analysing the factors that influences the business ability to maximise customers vales. The five factors are, customers service excellence, customer’s needs, products, touchpoints, and internet banking. The second part of the report is to provide a critical knowledge of the chosen business in quality processes and its effectiveness in meeting the customers’ demands. The three processes are, colleague’s processes are, technology and complaint handling processes. These factors and processes, benefits the organisation to achieve there excepted goals and changes the way how the business does things to deliver the best services to all customers.   
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Part one

1.0. Introduction
[bookmark: _Hlk523414522]This Report is an attempted insight, to critically examine the five factors that influences the Halifax bank, along with, providing, critical knowledge of the Halifax banks. As there are also three quality processes, that affectively, deliver to meet customers’ demands. In addition, to critically evaluate the benefits and challenges of developing and maintaining excellent customer relationships.  The five factors that will be discuss are, Customer services excellence, customer needs, products, touchpoints and internet banking. The three-quality processes that will also be covered are colleagues process, technology and complaints handling management. According to, (Gregson, 1993), Factors are what drives the organisation to maintain, and to meet customer’s requirement, especially to also, attract new customers to maximise customer values. According to (Ruddick, 2017), quality processes, that enhances transitional methods to sustain existing and new colleagues, to maximise customers engagement. As customers’ demands are growing more and more each day. Within the type of services, provided and products to suit the appetite of the customers. In (2008), the Lloyds TSB bank, migrated and took over the Halifax bank when credit crunch came into effect, as stated by, (Treanor, 2008) Halifax bank and the Lloyds TSB, migration is believed to enhance the financial stability, and to be more effective in continuing meeting customer requirements. As decades has gone by, the Halifax bank has opened lots of small micro branch to keep up within providing efficiency in customer’s services. Halifax bank has been in business for over one hundred and sixty years and has had many migrations along the way within product, system processes and culture change. Because Halifax bank continues to do well in delivering their desired futuristic goals in meeting this customer needs, according to (Emery, 2018), Halifax bank have just recently opened another new flagship branch in Tottenham court road. This branch has, three big massive floors and over fifty staff members. This branch is also opened seven days a week. In addition to, maximise customers values and to consist in meeting customer needs. 









1.1. [bookmark: _Hlk522647678]Customer Services Excellence
Customer service excellence, is a support mechanism, and offered to all customers, to assist and provide quality services. According to (Toporek, 2012) customer service is about generating, providing in delivering, honesty, certainty, friendliness understanding and identifying the customers’ needs. However, providing excellent customer services is not reading from a script, it comes from being a down to earth, and an understanding type of person, which will also assist with all individual customers expectation. It’s all about treating customers as you would treat yourself, and taking ownership, as well as ensuring customers specific request are met. (Ciotti, 2018) There are sixteen, feature of customer excellence, which applies to most professional organisations. Such as the Halifax Bank, these are the factors that influence the organisation ability to maximise customer values. Some of the individual’s factors of customer excellence are, patience, as every customer demands are different especially when dealing with the elderly or people with a disability. Customers want to be treated in an attentive way and for the employee to really listen to them. Clear communication, customers most time understand straight forward basic information not business jargon, and to execute any problems quickly. Knowledge of all products of the organisation, will assist when dealing with customers query’s and problems. It’s important to excise the ability to use positive language, with all customers, as this will influence quality conversations in return of a, happy and satisfy customer. Sometimes employees must act to sustain the business standards, as there are customers that can provoke and create an uncomfortable atmosphere and want to aggravate a debate. Customer also want a quick and easy service, in an efficient manner, reading customers, is a skill that requires the understanding, of customers knowledge and knowing what type of diagnostic is recommended for each customer. Having a calm presence, assist in delivery quality services, and helps colleagues when under pressure, in addition to, keep calm when a situation is heated. Goal-oriented focus, is to focus on the main purpose of why the customer needs assistants in achieving their goal. Also, there are many more different types of elements that assist with providing customer excellence. delivering business desired customer excellence, will defiantly influence the organisation to maximise profit and to focus on customer value. In all professional organisations it is pivotal to display business values and behaviours in line with business expectation. in return of successfully maximising customer satisfaction, as well as interacting and improving customers service excellence skills, in addition to also lead employees into a higher level of, understanding and engaging with all customers. according to (Doyle, 2018) knowing how customer services works, will put individuals in a good stead of producing excellent services always, and to ensure a happy satisfy customer. For example, in the Halifax bank customer Values and Behaviour are exercise frequently and is known as a norm. colleagues display hard work and dedication when providing quality brand behaviours. Customers feel valued when the colleague build personal customer relationships, as this will let the customer know that they matter, and it also consist, with giving excellent services tailored to the individual customers. the Halifax bank also tailors and personalises their products and sales for individual customers. This also influences, the business ability to increase customer values and excellence across the board of the company. 






1.2. Customer Needs  
[bookmark: _Hlk522647717]Customer needs is a desire that customers must have fulfilled, and an internal satisfaction, as needs is of a necessity and one of Halifax banks main factors. Customer needs is also a motive that pursues in purchasing a product or service. Most professional business strategy is to provide customers with opportunity to satisfy the customers appetite. Customers’ expectations when visiting or doing business with an organisation, is mostly based on quality, price and time which is also known as the triple constrain. According to (Haughey, 2011) all projects within all organisations tries to match all three factors within one organisation. Which is also known as the triangle, and the reflection of the triple constraint. Not all organisations can provide all three elements, most business do at least two elements out of three, as all three is the ideal business vision and the customers overall expectation. No business can do all three, as all individual customer needs are all different, However, customer needs consist with products and service needs. According to (Ltd, 1986) customer demands, and questions are aimed to be provided, within a short times scales, in addition to assist all individual’s customer needs, in line with the organisations promise, and providing the customers with a good and easy experience, in meeting individual customer needs.  product needs require, convenience for the appetite of the customer and reliability within the purpose of the goods. Customer also yearn for functional products to suet their preferences, Quality price, and good services journey experiences, especially when customers are analysing the products. customers most time do not like change, in relation to stepping out of their comfort zone, customer desire a product need that has a similar capability to the one they already have or expect. However, desired customer products also need to be efficient and perform well to achieves the customer’s needs. Serving customers can sometimes be tricky, as customer generally goes for what they think they want not what they need. For example, at the Halifax bank, it is the colleagues that identifies customer needs through customers information, empathizing with the customer, in addition to, treating all customers with fairness. Also, to examine customers opportunity to develop an insight of the customer’s needs, with the delivery of control and transparency. Finding and diagnosing the correct need for a customer will make an impact on the business, along with maximising customer value. As customer tend to stick with an organisation that puts them at the heart of the business. After all, customers needs are the reason why Halifax bank, has maintained in the financial market for the last, sixteen decades.







1.3. Products 
A product is a result of a creative idea, that develops an increase in profits for a business and to benefit the consumers or sales markets. Products can also be a services, item, or merchandise, that is provided through physical or nonphysical contact. According to (Cohn, 2016), from a shoe to an online service can be a product, in addition to provide a benefit or a profit market. As each product is an idea designed through a process or other forms of activities. Being knowledgeable around product and to demonstrate the correct attitude, being prompt, efficient and solving problems can also contributes to dealing with customer accurately. Its important to promote the right products to sustain strength and profitability to maximise the organisation expectations. There would also need to be a trained customer consultants and specialists to deliver accurate knowledge about the products. in addition to, assist the business with their predicted set goals. According to (Hoghton, 2016) Halifax bank, is the overall best retail bank for customers and the biggest loan Mortgage lenders in the UK. Halifax bank has also a variety of products, which influence the organisation to maximises and sustains the business, and customer Values. The way Halifax bank captures their audience interest is based on the advertisements seen, word of mouth and through existing customers that has received the quality services. For an example, customer will see on tv the adverts promoting Halifax Banks, mortgage deals, as there are also some customers that only want a savings account, weather it’s for short-term or long-term goals. There are also the individual customers that want a personal loan to help with buying a car, home, holiday or to support with life changing events, these types of products will defiantly entice and maximise the customers values. The different types of products Halifax bank provide contributes, in adding, value to the organisation. The types of accounts that strongly assist with growth are personal bank accounts as Halifax bank provide three types of personal bank accounts. The first bank accounts are called a, Basic Account, that does not reward you or is allowed an overdraft facility. The second account is an account that is called, Reward Account, as this account rewards you each month when monthly credits of, seven hundred and fifty pounds goes in each month. The third account is called, Ultimate Reward that offers a variety of benefits for loyal customers. Furthermore, there are three other product-lines offered to the customers, which are called a Kids Savings Accounts, Cash ISA and Fixed Term Accounts. These types of account attract, customers that are saving for a short-term or long-term goal. The other types of accounts that Halifax provides, are credit cards, that is also designed to protect the customers when purchasing products online or abroad transition, this can also benefit and save the customer money. Then there are fantastic mortgages rate and products for first time buyers, as Halifax bank also helps customers in financial difficulty, by providing customers with Loans to consolidate all outstanding debts. We also offer service which are none branched based products, which are, Car finance and shears investments and a few insurances covers. Each of these products have different types of benefits that meets with the individual customer needs. Such as first-time mortgage buyer, in wanting to save for their first mortgages, for instance, there is a product that can help the customer to save for their first mortgage. This type of account is known as a tax-free help to buy ISA savings account, after the customers has saved for five years the government then tops it up with a twenty-five percent bonus. this is another attractive factor that Halifax bank has to offer our customers. As this will defiantly influence the Halifax bank to maximising customers values, with offering desired products to benefit and change all customers life’s. 




1.4. Touch points
Touchpoints is a tool that customers use from the beginning to the end, of contact, it is also used to measures customer interests. Touchpoints create a customer journey experience through touchpoints. Also, within the quality of services and products information, provided by the desired organisation. touchpoints provide a variety of tools to make human contact easy. According to (Richardson, 2010) customer touchpoints involves any type of contact, with all customers. For example, the type of touchpoints regularly used are, virtual conferences, online services, websites, retails shops, advertisements, face to face, telephone and other methods. Customer touchpoints, also shapes individual’s perceptions of the organisation, and it is created to improve customers experience, within the banking industry. As mentioned by, (Mark S. Rosenbaum, 2017), journey mapping shows customers researches and assist with the strategic management team, and to gain critical knowledge of the most useful touchpoint in relation, to the understanding, how it influences the organisation to maximise customers values. touchpoints are also an act of monitoring each interaction between, customer and the organisation. A good customer journey map can be important and powerful tool, for the business to support tactical strategy’s in addition, to making formal decisions. But bearing in mind, that not all conversations involves touchpoints, a touchpoint has three elements, which are the leader, other people and the matter that needs to be resolved. The leader is the one that assist the people with their issues and to resolve any issues, touchpoints are based on real people, real matters, within realistic time management. Touchpoints is also an optional standard and a main factor, within the Halifax bank, it can also consist with colleague’s performance and can affect the profitability. For example, Halifax bank uses touchpoints for, customer feedbacks, customer interaction and to monitor colleague’s performances, in putting the customers first and keeping it simple. Halifax bank, associated leaders, also observe the customers interests and personalize, product offers, and special rates on loans, credit cards, and mortgages. Halifax bank, makes decision around individual customers, based on their credit scores, which also works hand in hand and is also linked to the individual customers profiles. Halifax bank touchpoints provides customers with, clear information and an easy experience, to satisfy the appetite of the customers. This will assist with incrementing improvement, in addition to influence the bank’s ability to maximise customers values. touchpoint is also a great benefit, to the Halifax bank as this method will ensure all customers are seen and treated fairly.     







1.5. [bookmark: _Hlk522620265]Online banking  
Internet banking was globally born, in the year (1980’s) according to (Sarreal, 2017), in the year (1981) Bank of Scotland interduces the first UK’s, internet banking services, witched was called Homelink at that time. Customers had to connect to the internet via telephone and TV to make transactional payments, and to request for money transfers. Which is also referred as online banking instead of home-link, as home-link was the original terms for online banking. online banking gives the customers the ability to conduct and manage their financial affairs online. its quick and easy to use, and customers can carry out several tasks them self’s rather than waiting time visiting the bank, It is also, connected to other devices such as, mobile banking, iPad, and computers. As explained by, (O’Reilly, 2003) since (1995), the internet banking, has now become another important platform, for customers interaction, and to also assist with their banking needs. The united states examine, the views of internet banking, and find that internet banking is more of an operational approach rather than a competitive tool. For example, Internet banking prevents customers from wasting quality time, in cueing at the bank, and to save time in booking, face to face appointments, as customers can now apply for loans, credit cards, bank accounts and a few more other products online. There are a few products that cannot be accessible on the internet banking, and is branch-based services only, which are book savings accounts, underage eighteen bank accounts and mortgages. Customers can also pay their bills by, faster payments, setting up standing orders, cancelling direct debits, internal and external transfers, ordering replacement cards and pin numbers, customers can also upgrade their accounts and view their statements. Internet banking influences and maximising customers values and supports colleagues in meeting customers’ requirements effectively. Having online banking is a great tool and it is a benefit to the business and the customers. The only disadvantage that and can affect some customers, are the elderly customers and the customers that have a mental and physical disability. These kinds of customers will need to visit the bank to do there every day transactions.  











Part two, Halifax Banks processes  

2.0. Colleague Processes 
Scientific management is a process that supports decision making within the organisations, according to (Dean, 1997) Frederick W. Taylors is the inventor of scientific management. Fredrick Taylors theory has influenced most Morden organisations around the globe. Organisation that uses scientific management contributes to colleague’s processes within most formal organisations. According to, (Caramela, 2018) there are four strategies used in management theory, produced by Frederick Taylor, the first is to monitor colleague performances in making sure employees are doing the duties productively and efficiently. Also, to coach and train all employees. In addition to implement it into their everyday duties. The second, is to delegate accountabilities to measure colleague’s consistency in demonstrating completed tasks. The third one is to break down assignments into subtasks, in addition to complete large complex tasks. which are delegated from the manager to multiple individual employees. Also, to be more efficient and organised within the organisation. The forth one is to allocate work between managers and the employees, given by the hierarchy of authority. All four of competent assist with colleague’s processes. Theses process will assist colleagues in understanding their customer’s needs and Meeting customers’ requirements. For example, Halifax banks vision is to, put customers first, keep it simple and to make a difference together. Scientific management processes are frequently used and is also a norm within the Halifax bank. Managers monitor colleague’s performances through customer feedback, for example, customer feedback is one of the most important feedbacks systems. According to (Zajdo, 2018), anyone that owns a micro or macro business knows the importance for customer feedback. most customer are ok with the services, but the product could be not right for them, most customers tend to not complain and just change the products. That meets the individual customers’ requirements. The other types of colleague’s processes are, Colleague feedback through visual, coaching, development plans and monthly one two one’s. managers also look at what the colleagues can and cannot do, along with up-skilling the individual colleagues and improving their careers for better opportunity. Managers also must ensure all colleagues are competent in their roles, furthermore to be accurately trained, efficient and organised to deliver the organisations core goal. Scientific management consists with quality process and its effectiveness within meeting customers’ requirements.     










2.1. Technology
Technology is an important tool that assist humanity, all around the globe. The world has vastly moved from stone age to a futuristic, systematic error. Which can be an advantage and a disadvantage, In society today. Human beings now rely on technology, as if their lives depend on it. As explained by (Clarke, 2018) Sir Tim Berners-Lee, is a scientist and an academic, whose ideas transformed nearly every element of lives today. Sir Tim, has also achieved a post, in Massachusetts Institute of technology, and he is the inventor of world wide web. In (1989), Humans beings, impute information into Technology to assist with all kinds of data. technology is also, involved with, medication, education, the human body, and highly within all workforces. As stated in (Carmel Maguire, 1994) pp6, ‘’ the computers may enable the next big leap in the evolution of human intellect.’’ It also gives the people access to millions of publications worldwide, as it’s a tool to communicate and network. With all organisations, especially the colleagues whom we might not communicate with usually. The quality processes of technology within the workplace today, integrates with most management theory. According to, (Duggan, 2017) the impact on technology management theories, assist with planning, organising, staffing, leadership, and control. Technology contributes to a standardization, globalization and automation. Technology management involves software and hardware, which allows individuals to create several small and large business worldwide, as IT, infrastructure assist all organisations, day to day accountability’s. furthermore, to support essential management processes to achieves the business expectations. For example, at the Halifax bank, with all human’s interaction, there is only so much an individual colleague can do, within an eight-hour time frame. as this could be looked at, as the organisation weakness, this can also, affect maximising profits and customers satisfaction. The integration of technology within the workplace has, vastly maximise customer values, and cornubites to effectively meeting customers’ demands. As technology is designed initially, to back up humanity, as a lift time recorded process. As well as, face to face services with the customers, Colleagues must be fully trained to use the organisations technology to assist with everyday responsibility. Such as emailing, booking customers appointments, answering the telephone, debiting and crediting account. internet banking, self-service machines, computerise counter, products, talking to other departments of the board, Communicating, and internal and external websites, that is provided for all colleagues and customers, relevant and meaningful to both sides. Without technology Halifax bank would have a high volume of customer dissatisfaction. Having technology in the Halifax bank is a standard transactional approach, always aiming to achieve quality in the way we do things. along with delivering effectiveness in meeting customers requirements.   
 




2.2. Complaints Handling
Complaints is a thing or issues, that is an expression of un-satisfaction, from purchasing a product or receiving a bad service, provided from the employees to the customer. As stated by, (Roger Bennett, 2011) most organisations adopt strategic approaches through compliant management and this should always be encouraged. Complaints management should be always practiced in addition to minimize customer complaints. According to (Zairi, 2000) effective quality complaints management system, needs to be treated as one of the most important agender within the organisation, as customers always comes first. Colleagues always try their very best to achieve customer retention, according to (Kulbyte, 2018), having an effectives retention system, will assist in keeping a, track and sell more to individual customers. Especially those customers, that plan to have a long-term source of revenues. For example, Halifax bank, follow a four-step complaint process system, which is a simpler process for all customer. Firstly, colleagues need to understand, and identify what type of issue or service, the individual customers are facing. Secondly, is to advise customers of their rights, and ways to escalate their issues. Thirdly, is to take the customers details and description of complaint, and to define the problem then to try and fix it. Fourthly, to review final decision between the manager and the complaint handlers. Critically understanding and following the compliant management process will affect the way the organisation meets our customers’ requirements. Complaint handling benefits the organisation to change the way how we do things, for the better of our customers as this will help, the business to maxims profits and to sustain customer satisfaction.   

2.3. Conclusions 
This report was an attempted insight, to critically examine the Halifax bank five factors that influences the bank to maximise the customers values. also, to provide the critical understanding of the three effective quality process that assist in meeting the customer requirements. The points that have been covered in section one, was to focus on the five factors that influence the organisation ability to maximize customers values. along with, critically analysing the five factors that delivers customer satisfactory. The five factors are, customers services excellence, customer needs, touchpoints and internet banking. The second Part of this report was about the critically understanding of the quality process that is effective in meeting customer’s demands. Which are colleague’s processes, technology and complaint handling.   effective in continuing meeting customer requirements. Halifax bank has been in business for over one hundred and sixty years and has had many migrations along the way within product, system processes and culture change. Because Halifax bank continues to do well in delivering their desired futuristic goals in meeting this customer’s need.
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