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[bookmark: _Toc59200104]Customer satisfaction of Apple and Customer end to end the journey 

A company needs to improve its products and services by analyzing the surveys and ratings provided by the customers. Apple evaluates their customer satisfaction with different processes, and it includes customer satisfaction score, customer effort score, in-app customer surveys, customer surveys via e-mail, volunteered feedback, and survey best practices. This can provide overall customer satisfaction information towards the company (Baneh, et al., 2018). Measuring customer satisfaction needs to maintain the demand and leads to dissatisfaction among customers and affect overall company profit. Customer satisfaction is too important for any business as it improves overall strategies of business and it directly affects overall business in different directions. 
Apple has earned a lot of customer satisfaction and have taken first place position in customer rankings. The company emails surveys to customers immediately after they make a purchase. Apple achieved its first ranking in the market in the process of customer satisfaction in the year 2020. Mainly customer satisfaction is one of the important factors for every business and with the proper customer satisfaction, the company achieves the best rankings in the market and gains high-profit share (Lee and Soon, 2017). It is mainly a process to measure that customers are happy with the different products and services of the company
[image: Apple AirPods Customer Satisfaction is Remarkable and Core to Siri Voice  Strategy - Voicebot.ai]
Source: https://voicebot.ai/2017/05/31/apple-airpods-customer-satisfaction-is-remarkable-and-core-to-siri-voice-strategy/ 
Figure: Customer Satisfaction of Apple product 
This satisfaction helps to identify the needs and requirements of customers. This process to analyze customer satisfaction is more effective better than a market study. The customers provide value to the business companies and it maintains all the strategies of business companies. There are several types of customer feedback and it is easily collected for different procedures (Khan, et al., 2015). These aspects include product and brand health feedback, brand loyalty feedback, sales feedback, customer preference feedback, and customer satisfaction feedback. 
The company manages customer satisfaction by implementing several aspects that include listening to customers, practice honesty, and manage expectations in marketing, understand your customers, and be proactive. All these aspects are used by Apple to maximize their customer satisfaction in different aspects. Customer satisfaction is not a concept as it is an event. Customer satisfaction is the only method to gain high profit in the market and make the attraction of products and services towards customers. It works to fulfill all the expectations of customers in a different manner (Srivastava and Rai, 2018). 
Customer satisfaction importance gets increased when making the mainstream of social media. As it is too important in overall services and Apple mainly growth by getting proper customer satisfaction differently. Customer satisfaction has more value for companies as it improves overall business in the market and also creates several expectations among customers. Apple requires to implement several aspects to maximize customer satisfaction as it includes listen to customers, as Apple needs to listen to the customers so that they easily need to determine the demands of customers (Zanetti, et al., 2020).
By including listen to customers, Apple provides customers what they want. As it has been analyzed that 65% of customers speak negatively as per their customer service experience. Apple needs to go beyond the customer service activities, and it helps to maximize customer satisfaction and it briefly explains different managing aspects for different customer experience (Chen and Ann, 2016). Apple needs to be proactive by which tracking becomes important and it works to avoid crises for different management aspects. 
This improves positivity in the minds of customers. The customer needs to use the right tools for better management perspectives (Gupta, et al., 2018). Customer culture is proactive rather than reactive. The other important perspective regarding customer satisfaction is that they practice honesty and manage overall expectations in marketing. As it reduces the possibility of customer dissatisfaction as one biggest source of dissatisfaction relates to the matching of products with customer expectations. 
Marketing efforts become increased with these perspectives. The customer journeys need to analyze look for points in the journey where expectations are not met, identify unnecessary touchpoints or interactions, identify low points or points of friction, evaluate time spent, look for moments of truth, and pinpoint high-friction channel transitions 
[image: Apple's iPhone Builds Huge Lead in Customer Satisfaction (NASDAQ:AAPL) |  Seeking Alpha]
Figure: Cell phone satisfaction ratings 
Source: https://seekingalpha.com/article/50765-apples-iphone-builds-huge-lead-in-customer-satisfaction 
Apple works to improve understanding among customers as the company needs to understand the customers (Singh, 2018). It is difficult for businesses to understand each individual so they need to make a proper team for improving understanding. The cloud-based customer support platforms play an important role in improving customer satisfaction in the overall environment of business. The data plays an important role in reaching a high level of customer satisfaction, so the company needs to unlock at a personal level and address the reason for dissatisfaction by taking and evaluating feedbacks regarding services. 
Customer journey is also important to analyze a better customer satisfaction. Customer journey is used to the experience of searching for a product, licking through to an e-commerce store, and purchasing items from all customer's points of view. The customer journey is too important to improve the business. The customer journey helps the company to analyze the experience of customers across all touchpoints of the company and it improves the business of Apple differently. Whether customers interact with you via social media, e-mail, or other channels. It is mapping the customer journey and it visually helps to ensure no customer lips through cracks (Wu and Li, 2018).
A customer journey map is a visual representation of the customer journey. It helps to tell the story of customer experiences with all touchpoints. Customer journey mapping is the process of creating a customer journey map that shows the visual tory of customers interacts with your brand. Apple has selected NPS reactions to evaluate consumer satisfaction with its new Apple Watch. NPS study has given the organization treasures insights into its new good (Davids, 2017).
The market study has been evaluated a 97% consumer satisfaction rate for the product, and it hears from individuals each day relating the effect if it’s having on its health apple improve overall customer experience by using customer journey and it defines all the needs of customers. The brand response to define the different needs of customers (Amron, 2018). The important aspects of customer experience are personalization. Customer journey mapping allows SMEs to make different touchpoints for every individual. 
There are different benefits of the customer journey that includes optimizing the customer onboarding process, benchmarking the customer experience to maintain all the customers, to understand the differences in buyer personas to improve conversion through the buying funnel. The last perspective is to create a logical order for to buyer's journey. The important benefit of customers is to understand different experiences for customers. Mainly Apple’s consumers are satisfied because of various reasons such as having better communication channels; innovative marketing strategies for increasing awareness of the brand; and many more things
Customer journeys enable omnichannel marketing and customer service. Consumers want a highly personalized experience, and this includes marketing and customer service efforts. The overall approach is based on omnichannel marketing and it improves overall customer service. It is quite a time consuming, and it is a part of marketing automation software like Pardot. There are several steps to map the customer journey includes different steps that are needed to set your targets. Create buyer personas, identify motivations, and pain points, map out the buyer journey, improve touchpoints, find moments of truth, and revise (Dolata, 2017). 
The customer journey map is a visual to provide help to marketers and it makes a long-term relationship from the client’s point of view. Journey mapping starts by compiling a series of user’s actions into a timeline. Even an organization is unable to invent a laptop or even, portable music devices. But, by listening to consumers, providing them the same what they would like and expected, Apple was able to evaluate reviews to create these goods easier and simpler to utilize.  
The customer journeys need to analyze look for points in the journey where expectations are not met, identify unnecessary touchpoints or interactions, identify low points or points of friction, evaluate time spent, look for moments of truth, and pinpoint high-friction channel transitions. Some of its consumers and business relationships are a consumer and third-party data, copyright safeguard context, consumer focus, non-open agreement, and endorsements. 
All these methods are going to supports in communicate strategies relating to its stakeholder's obligations, and rights that are dependent on four discussed principles. Apple also utilizes advertising programs to communicate with its consumers. It has a report of expending billions on advertising in a year. Apple’s main communication policies are depended on four principles that respect; compliance; honesty; and confidentiality (Gehani, 2016). 
The improvements in customer experience include illustrating the customer journey, audit the customer journey experience from multiple internal perspectives, dedicate a clear focus on this initiative, distribute customer experience data to your entire team and learn from churn when something gets to happen. Customer experience is too important for better management and it improves different perspectives differently. A superior experience becomes a valued and unique asset for any type of business. 
[bookmark: _Toc59200105]How to maximize customer satisfaction in Apple organization 
Over the decade, Apple has improved a hit and miss character for its consumer services. End to end consumer provides the best interconnection between the organization and consumers by the time of their relationship. The consumers mainly in contact with the brand, as it knows Apple is a well-known brand with its designs and services too (Zanetti, et al., 2020). Mainly Apple’s consumers are satisfied because of various reasons such as having better communication channels; innovative marketing strategies for increasing awareness of the brand; and many more things. But the main thing that connects Apple with its customers is taking feedback surveys.
Feedback Surveys – In current years, Apple has stability taken top place in consumer satisfaction rankings. In section, to the certainty that Apple depends on consumer knowledge for development and innovation, the organization has embraced a variation of consumer review plans involving yes, market study to find its way as a global tech leader, every time remaining consumers that Apple welcomes its review on its goods (Machado, et al., 2014).
Net Promoter Score to scale satisfaction- it is a vital measurement for Apple is the NPS that the organization has long depended on. Review research involve inserted NPS queries, along with a going on follow up queries such as anything else on consumer mind; also, Apple retail shops ask consumers at a point to transfer to rate its in-shop experience. 
Currently, Apple has selected NPS reactions to evaluate consumer satisfaction with its new Apple Watch. NPS study has given the organization treasures insights into its new good. The market study has been evaluated a 97% consumer satisfaction rate for the product, and it hears from individuals each day relating the effect if it is having on its health, its daily procedure, and how it communicates (Yun, et al., 2016). The organization can see that, just three months after the beginning of the introduction, its new good was a hit with people. 
Value of consumer review - Though it begins out as just another start-up, currently, Apple is determined one of the essential and powerful organizations in the globe. It is taken as the manner with no tiny support from listening to its consumers. Even an organization is unable to invent a laptop or even, portable music devices. But, by listening to consumers, providing them the same what they would like and expected, Apple was able to evaluate reviews to create these goods easier and simpler to utilize (Gehani, 2016).
[bookmark: _Toc59200106]How does Apple communicate with its current and future stakeholders?
Apple’s website has more information with that it communicates with its stakeholders. Good’s information for consumers, regarding job forms, career data for the workforce, associate data for investors, and several more things are given on the website. Apple also utilizes advertising programs to communicate with its consumers. It has a report of expending billions on advertising in a year. Apple’s main communication policies are depended on four principles that respect; compliance; honesty; and confidentiality. 
Respect- It is expected all time by all workforces towards its stakeholders and similarly demanded in return (Zhao, et al., 2019). Any enterprise needs to respect its suppliers; consumers; and colleagues. Respect supports improving business and association picture. 
Compliance – To cling to control, ordinance, and enterprise strategies are demanded by all workforces and stakeholders all period. Strategies and decisions should always be within laws and limits. 
Honesty- All enterprise handling, functioning, and working are transferring by involving honesty in the company. With the honesty application, an organization can increase its status and ethical standards in society. 
Confidentiality- Several vital and confidential data require to be kept carefully as it is necessary for enterprise dealings. Apple has some strategies for confidentiality, and its workforce’s obligations to bring this data confidential. It can be data relating to its consumers; investors; suppliers; and employees. These communication plans are spreading all the period. 
However, these principles that Apple is depended on and have created some methods to communicate with its stakeholders (Hahn, 2019). Some of its consumers and business relationships are a consumer and third-party data, copyright safeguard context, consumer focus, non-open agreement, and endorsements. All these methods are going to supports in communicate strategies relating to its stakeholder's obligations, and rights that are dependent on four discussed principles. 
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Innovative marketing strategies for awareness of the brand 
Apple is the most successful brand among others, and it is because of its design and uses are two things that certainly provide Apple competitive advantages. But, necessarily for the consumers, Apple’s secrets for altering casual buyers into brand ambassadors can be related to just any enterprise in any sector or function. Here is a discussion of some of the innovative marketing strategies for raising the awareness of the brand-
Grasp feelings to construct brand recognition – The opportunity to create a memory is the extract of brand marketing. Good branding involves feelings, not just motives, and constructs on that link to make a memorable recognize. Branding is essential when it sparks a productive feeling wholly within customers. Consumers are far more related to remember and buy goods and services that create them feel better. 
In the previous decade, the organization’s reputation has disappeared, its brand identity was less and it had poor popularity. Under the leadership of Job, Apple introduced an advertising program that presented heroes both living and gone, whose agony and beliefs have remarkably modified the globe (Swiergiel, et al., 2019). The heroes invoked a feeling reaction in the spectator, and the association of the ads created it clear that Apple was an organization that was enthusiastic about relating globe-altering innovation. 
Notice who you are – it is tough to set up a brand recognition if Apple is not sure about what it should be. Apple’s branding introduces the question about what the product is there to do; the answer to the question is informed by not only the organization’s advertisements and marketing, but by each concept of its enterprise culture and its interconnections with customers. 
Then it discusses the organization’s mission, which must be an initial stage. This defines what an organization would like to be and identify manners to communicate it and be recognised by customers distinctly and consistently. Elaborate its story and utilize authentic marketing techniques to share its story with customers (Danko, et al., 2019).
Bring its marketing and its goods easy and simple- Apple understands that tools customers frequently get sub-merged. That is true of other functions and sectors, as well. Sub-merge can make uncertainty in awareness of branding. It supports decrease that customer confusion by untangling its sales and web copy. It fully gives up jargon or sector terms. Despite it, they utilize easy and simple direct words, and it consistently strains the benefits that customers want and will be excited by. This is the section of their intensity in the marketing of content; huge tech without wide tech conditions (Zanetti, et al., 2020). This concept does not confuse its consumers with too much data. As it is said that simplicity is the eventual sophistication, it brings simplicity and ease, and its consumers like it providing them honesty with market share, which can be unmatched. 
Identify the audience and communicate in their language – It is not that Apple does not specify goods descriptions and tools details at all. Each goods page on the Apple website does specify those items. But they put it on the fold. Callers to Apple’s website first should scroll past unique good pictures and huge-font simple copy telling them relating to the benefits of the good. Apple would like to aware of its products more, then must recognize its consumers or audience because not all individual needs to know about the English language (Machado, et al., 2014). So, it must identify and then try to communicate in their language in that individuals can be understood about the brand, its specification, details, and how to use it, etc. 
Here are three basic steps that are followed by Apple and make sure that it is communicated to its consumers in a manner that they understand and feel comfortable with: the first stage is to make consumers profiles in which main users’ selection of its business; in the second stage it provides every profile a particular name, identify an image that matches with a profile. Then create each profile that looks like an actual being. Then in the last stage communicate to these individuals in its marketing copy with a language they could understand. 
Stability is necessary – if the visual brand recognition is not working for consumers, then it pays to involve in executive logo shape and other rebranding strategies to identify a better fit. But once it has a recognition that fulfils the requirements, it is important to post with it. Modifying the look or its concepts too frequently threatens customer's understanding of who are as an organization. In distinction, Apple stability places a less case “i” on new virtual goods that are the iPad, iPod, iPhone, iWatch. This stable form of important branding elements makes sure that customers can simply recognize a new good as coming from Apple, in case if they have not listened to it all (Girmay, et al., 2014).
[image: Apple (AAPL) earnings Q2 2020]
Figure: Revenue and net income of Apple
Source: https://www.cnbc.com/2020/04/30/apple-aapl-earnings-q2-2020.html 
Construct a relationship with consumers- it is much simpler to get to know the company and consumers, and then make an everlasting link when a company is in direct contact. In case, the consumer comes into its shop, calls it office, comments on its organization’s blog, provide feedback on its new website shape, or reactions to an email offer. 
Apple’s relationship-constructing essential has come from its capability to connect with consumers on a personnel stage than is tough for big organizations. It provides loyalty in its branding to bring about honesty among customers. When an individual is purchasing “i” anything, then had a better idea of what they will be taking due to Apple has stability in delivered goods and services that attains its brand promise. 
Apple’s branding story carries on with to be written, and by all instructions, it promises to carry on being magnificent (Gandomi and Haider, 2015). Apple’s most potential branding strategies are to construct brand recognition by making feelings in customers; elaborate the recognition that would like to communicate; be stable in how an organization communicates its brand; recognize substantive manners to contrast itself from the competition; command and recognize its functions, or make new ones for itself; think of itself into the consumers place to get a better understanding what they require; despite motivating rivals, utilize its strengths to flames new personality for an organization; highlight constructing a relationship with consumers. 
[bookmark: _Toc59200108]Conclusion
From the above report it is concluded that the company Apple has good positioning in the market but due to their premium pricing not every class of people can afford that. There are several internal and external drivers which have affected the operations of the company that has been explained in this report. The company has done effective promotion through social media, so it has great influencing power. The spending of the consumer is growing so the company has a great opportunity to expand their business. The company deals in the top-quality technology solutions, so they also offer a variety of choices to the consumers which are one of their major strength.
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