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Introduction 



In today modern business environment businesses have embraced customer centric strategy and this is by ensuring that they optimize on customer experience. This is possible by understanding everything that relates to customer experience. Customer experience is about understanding the perception that customers have towards the touchpoints, engagement and interactions with the company brand or the product (Rosamaria et al., 2011). Customer experience is about understanding the customer experience, satisfaction, engagement and interactions and this enables firms to attract more customers. Customer’s perception about the company products and services involves the interactions with the employees, messages, brand and products across all the channels. It is important to bear in mind that the tangible and intangible elements that are associated with a business affects the perception of the customers and shapes their experience. Customer’s perception is formed by comparing the actual experience with their personal expectations.
[bookmark: _Toc5803258]Critically analyse the factors that influence your organisations ability to maximize customer value

Customer value maximization   involves the techniques and actions that are used by customers to attract customers to a company and also to increase the number of transactions that they make (Sarah et al., 2018). This increases the customer loyalty and ensures that customers remain active to the business. Maximizing customer values improves the word of mouth and customers indirectly market the company products and services to the potential customers. This increases the brand image of a company and increases the customer base of the company. Customers are able to buy more from the company and these increases the overall profit of the company. The following are factors that influence Kwik Save ability to maximize customer value.
Good customer service- The management of Kwik Save Company understands customers’ expectations and the role that customers play to the success of the company. Good customer service influences the ability of the company to maximize on customer value. The truth of the matter is that customers are able to shop again at the company and become loyal customers if they are given good customer experience compared to that given by the other competitors. Kwik Save ensures that the company is meeting and exceeding the expectations of the target customers. The company trains new and existing customers on customer service and this ensures that they are providing quality customer care. Apart from providing excellent customer service, the company is able to reward customers and this encourage them to repeat purchase and this enables the company to maximize customer value. The company has a customer management plan and programme that ensures that customers are contacted and reminded of new products. The company encourages customers to bring forward their grievances and ensures that they are solved. Customers are also given information about products that are out of stock (Sharlene, 2012). The management of the company has created trust and the company insists that workers understand the importance of keeping their word and living up to your values. The company has also been able to ensure that trusts are created between the customers and the employees of the company. The management of the company has created an opportunity where employees are able to make prompt decisions and this ensures that the company is able to benefit.
Marketing-Marketing is a factor that influences the ability of Kwik Save to maximize on customer value. Marketing is the process of creating relationship with the customers and ensuring that they are satisfied with the products and services that are sold by the company. It creates awareness and marketers are able to have a personal touch with the customers and understand their needs and wants. Kwik Save markets products to the customers using modern marketing techniques for example social media and this enables the company to reach a wide range of customers.  The company ensures that the products that are sold to the customers are of unique quality and meet the needs and expectations of the customers. The company is able to maximize on customer value by collecting information from customers when marketing directly to them. This enables the management to store products that meet the needs of the customers in the stores. Marketing increases the sales of the company and attracts more customers to the company. Marketing also creates customer loyalty and increases the competitive position of the company. Marketing enables the company to reach out to new customers and also to understand the expectations of the customers. It improves the customer base of a company and ensures that customers are satisfied with the products and services. Marketing is an important function because it is used in research and this enables the company to understand the needs of the market and to come up with new products and services.
Expertise – Customers prefer buying from people rather than buying from faceless companies and they value when retailers are able to provide them with expertise advice (Antonites, 2013). Kwik Save Company has employed expertise in all departments that are able to provide advice to customers. This has enabled the company to improve on customer’s relationship from being transactional to being something that is deeper and this is a great way for businesses to build preferences over the competitors. For example customers that shop online are provided with expert advice and this is through the different social media channels. Customers that source for advice before making purchase are given the right advice and this enables them to buy quality products. The company goes further and produces content that the customers may be searching and that they will find useful when making important decisions. The company also invites shoppers to share their own advice and this has improved customer experience and network. It has enabled the company to maximize on the customers and has contributed to the success of the company.
Competition – Kwik Save understands that the level of competition in the retail industry is very high and the need to be the best in the industry has enabled the company to maximize customer value. The company management has put in place measures that are aimed at understanding the environment and ensuring that products and services that are sold in the company are able to meet the needs of the market. The company is able to document it activities and the good records enables the company to preserve ideas and establish the credibility of the company. The company is able to document records that belong to the customers for example customer’s contacts. Analysing the market enables the company to understand the strengths, weaknesses, threats and opportunities that exists in the market (Dobbin, 2005). The company is able to tap into the market and control a relatively large market share. The company is able to learn from the best company and this enables it to maximize on the market. The management of Kwik Save has been able to build relationships and connections with the wide variety of customers in the industry. The company is able to create networks and this is a source of ideas. Understanding the level of competition in the market enables the company to come up with new products that are of high quality and that meet the expectations of customers.
Exclusivity – This is a factor that influences Kwik Save to maximize on customer value. The management of the company understands that when selling products that are similar to those of the competitors. It is difficult to justify higher prices and this is in competitive markets where changes in prices are monitored and scrutinized. Kwik Save Company understands that customers are willing to pay premium prices for products that are unique and items that they cannot buy somewhere else. This has given an opportunity to the company to attract customers by ensuring that it offers them limited edition products. The company also ensures that customers are rewarded and this ensures that they are provided with first hand products and services. Offering customers with products that are unique enables the company to maximize on customer value.  
Convenience- The management of Kwik Save understands that customers like shopping in a convenient place. To maximize on customers value the company ensures that stores are located in places where they can shop conveniently. The company has convenience stores that charge a little more than the other stores and customers prefer shopping in these places. The company has extended the number of hours that they open and this gives an opportunity for customers to shop conveniently. The management of the company considers the location of opening ant stores and ensures that it is closer to the customers and this enables customers to shop and use the products sold. The company has invested in online shopping and this has improved the shopping experience of customers. For example the company ensures that customers that shop in large quantities are given free delivery and the company provides customers with a wide range of payments methods that they use after buying and this has created flexibility and improved the shopping experience.
The need to make Profits – The management of Kwik Save has set goals and objectives of the company. The management wants to make profits and meet the needs of the different shareholders. The need to generate enough profits has made the company to maximize on customers value (Kiran et al., 2011).  The company ensures that customers are treated well and are provided with good customer care services. The company ensures that customers are provided with quality products that meet and exceed their expectations. This has enabled the company to make good profits and to meet the needs of the stakeholders. The company has been able to maximize on online sales and this has improved the performance of the company. The company is able to generate profits may creating customer loyalty and ensuring that loyalty customers are retained. The management of the company has set out strategies that are aimed at improving the customer’s experience. The company also ensures that it is selling products to customers that are not willing to buy from the company.
Experience- The other factor that ensures that Kwik Save maximize on customer value is the need to ensure that customers that shop the company are able to get a good shopping experience. Customer experience is the perception that customers have towards the products and services that are sold by the company. To ensure that customers have a good customer experience, the company ensures that they are given products that are unique and that are high quality. The company pays close attention to the customers’ needs and ensures that they are given quality services. The company has adopted this approach and this ensures that it is able to benchmark by comparing the customer experience. The company ensures that customers are given with a customer experience that is of the highest level compares with that of the management. The company also identifies areas where improvement is required and this has enabled the company to attract more customers. 

[bookmark: _Toc5803259]Identifying systems that supports your organisations quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements
Kwik Save is an organisation that ensures that customers are provided with quality products and services. The company has invested in systems that are able to support the quality processes and this has enabled the company to provide customers with quality services. The following are the systems that support quality management within the company.
Quality management- Quality management is a formal system that documents the processes and procedures of achieving quality policies and objectives. It helps the management of a company to coordinate and direct the company activities to ensure that customers activities are meet and the regulatory requirements are met. Quality management has improved efficiency and effectiveness and continuous improvement (Maryam et al., 2016). Kwik Save Company has invested in quality management and this has improved customer loyalty and enabled the company to ensure that customers are provided with quality products and services. The company has implemented quality management system that is able to monitor the quality of the products and services that are sold at the company. Kwik Save ensures that the company quality management programme has been able to deliver high value and employees that are working with the company are able to share information with each other. Effective quality management ensures that the company has higher quality processes and outputs and these in turn lead to high quality processes. Quality management ensures that the company is able to ensure customers are satisfied with the services that are provided by the company. It has also improved productivity and this has enabled the firms to ensure customers are provided with exceptional quality. Quality management within the company has improved the processes and enabled the management to tract the movement of products from one place to another. Quality management system also enabled the company to reduce waste and lowered the costs of operations (Michelle and Charles, 2017). The system has contributed to the success of the company by facilitating and identifying opportunities that exist in the market. The company uses quality management to ensure that products that are sold at the company are ethically sourced. It improves employee engagement and enables the company to set the overall direction. Quality management at Kwik Save has enabled the company to meet the customer’s requirements and this has instilled confidence in the company. This has in turn led to more customers, sales and repeat purchase and this has eventually created customer loyalty. Quality management enables the organization to meet the requirements of the firm and ensures compliance with the regulations and provision of quality products and services at costs effective manner.
Inventory management system- Kwik Save Company has an inventory management system that is used to manage inventory. This is a system that is used to manage inventory in all the stores and ensuring that customers are given quality products and services (Larissa and Khaldoon, 2010). An inventory management system is the combination of technology, processes and procedures that oversee the monitoring and maintaining stocked products. A complete inventory management system that is used by the company is able to identify every item in the inventory and it is associated with information for example assets tags, labels and barcode (Ming et al., 2009). The system has hardware tools that are used for reading barcode labels such as the handheld barcode scanners and inventory management software that provides the company with a central database and a point of reference for all inventories. The inventory management system is able to analyse data and to generate reports. The system is able to forecast future demand and this enables the management to plan for the future and stock inventory that is able to meet the needs of the future. The inventory management system has processes and policies that are used for labelling, reporting and documentation of critical data. Examples of inventory management system includes just in time, last in first out (LIFO), First out first out (FIFO) ABC analysis and stock review. The management of the company ensures that people that handle the systems are trained and are able to follow the policies and processes. Inventory management system at the company ensures that the company is able to monitor the movement of products. The management is able to understand the fast moving and slow moving products and this informs the decisions on the products that should be sold at the stores. The system improves the cash flow at the company and provides better reporting and forecasting. The system is able to reduce the costs of storing and holding inventory. It is able to reduce the labor costs and reduction in dead stock. The system enhances transparency and has improved supplier and vendor partnership. This has enabled the company to manage the movement of inventory in and out the stores. Kwik Save Company has stores manage for every store that manage inventory. The store manager and the team are well trained and are able to manage inventory and that products are arranged well in the shelves. The management of the company ensures that those that run inventory management system are qualified.
Financial management system- Financial management system is a software and methodology that is used to oversee and manage the expenses, incomes and assets of a company with an objective of ensuring that the company is able to maximize profits (Ming et al., 2009). The management system of the company is effective and this has improved the short and long term business performance by ensuring all the operations with the finance department are streamlined. The financial management system ensures that invoicing and bill collection is well monitored and that errors are eliminated and that accounting errors are reduced (Mohammad and Raj, 2015). The management of Kwik Save ensures that financial management system is effective in record keeping and ensuring that the company is complying with tax and accounting regulations and this has enabled the company to quantify the company budget planning and providing flexibility and this has enabled the company to accommodate with the change and growth. The financial management system ensures that all payments are made and that expenses are amortized in prepaid expenses. The management of the company ensures that assets are depreciated and keeping track of the company liabilities. The financial management of the company ensures that the company is able to coordinate the expenses, income and balance sheet items. The company financial management system is able to include features that support the day to day operations of the company.
Supply chain management system- This is a system that is used to manage and oversee the flow of finance, products and data from one point to the other (Stephen, 2010). The management of Kwik Save has put in place a supply chain management system and this has helped improve the quality process within the company. The company is able to manage the movement of products from one store to another. The company has its own fleet of vehicles that move products from all the stores to the destination. This has enabled the company to save on costs and ensure that products are able to reach the targeted audience on time. It has also enabled the company to understand the needs of customers and improved the internal control of the company. This is a system that ensures that quality is managed at the stores and has helped improve the performance of the company. This is a system that ensures that the products that are sold meet the company set standards. This has played an important role in engaging the company customers and improving their experience.
Complaints management system- This is a system that is easy and an effective way to manage complains (Steve, 2009). The management of the company of the company use these approaches to improve on quality and ensure that products should are able to meet the customer experience. This is a system that enables the customers of the company to raise issues or complains that they have in regard to the products and services that are sold by the company. This system has enabled the company to improve on the brand image and rectify mistakes that have been made in the past. Once a complaint is raised workflow is triggered and it reaches the correct person that is responsible for taking action. This is a system that enables the management of the company to get the information that they need and to see all the incidents that take place. It is also able to protect the company brand image and reputation and triggers action that should be taken.
Quality control system and use of quality checklist – The management of Kwik Save has put in place a quality assurance department that ensures that products that are sold in all the stores are of high quality and meet the quality standards set. The company has quality checklist that shows the minimum standards that the products should meet. The departments use the checklist to test and check the quality of the products that are sold by the company. This has enabled the company to ensure that products sold are of high quality and has improved the overall performance of the company. The company ensures that products that are produced locally are of high quality and that they meet the quality standards. The department is able to report any defects to the management and this enables the management to take corrective measures and remove sun-standard products. The company uses the best practices to manage quality and this has created customer loyalty and improved the performance of the company.
[bookmark: _GoBack]Total quality management- TQM is an approach that is used by firms to improve internal processes and increases the level of customer experience and satisfaction. The management of Kwik Save has implemented the total quality management and this is a process that focuses on the processes that are able to improve quality within the company. Total quality management seeks to integrate all the company functions this includes marketing, finance , production, customer service and this ensures that they focus on meeting the customer’s needs and objectives of the company (Tirthankar and Chanchal, 2018). Total quality management should ensure that there is a collection of processes and maintains that the company should ensure that it strive continuously improve processes and this is by incorporating knowledge and experiences of the employees.  The objective of TQM is to ensure that the right things are done at the right time. TQM has improved the management and employees commitment to the company. It has improved efficiency at the company and has improved the performance of the company. TQM is important to the company because it ensures that the products sold by the company meet the quality standards and are of high quality (Woon et al., 2011). It strengthens the competitive position of the company and improves productivity. It also reduces the costs of operations and ensures that the company is able to adapt to the changes in the environment and government regulations. It ensures that all the functions within the company are working towards the same direction by ensuring that the products that are sold are of high quality and meet the standards set. It increases customer focus and customer loyalty as well as create job security. Total quality management improves the shareholders’ value and the overall performance of the company.
[bookmark: _Toc5803260]Conclusion

Customer experience is about understanding the perception that customers have towards the touchpoints, engagement and interactions with the company brand or the product. The report established that Kwik Save Company understands the role that customers play and ensures that customers are provided with quality products. These has improved the customer experience and enabled the company attract more customers. The management of the company also ensures that the company collects customer information and use it to improve its products and services. The report established factors that enable the company to maximize on customer value. These factors includes the high level of competition in the market, the need to generate profits and create a good customer experience, the need of creating convenience stores where customers are able to shop conveniently and other factors. The report on the other hand has discussed systems that enable the company to improve on quality and this includes the quality management systems, financial management systems, inventory management system, supply chain systems, TQM and quality control systems. Quality management ensures that the products that are sold by the company are of high quality.
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