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[bookmark: _Toc218548969]Executive Summary 
Customers are the assets for the business organisations. The organisations operate their business to provide the service to the customers. Customers only can allow the organisation to increase the profit margin and to grow the business successfully. In doing that it is essential for the organisations to develop quality product that will be able to satisfy the customers. In addition, the organisations need to ensure the quality of the service. In maintaining the quality of the product the organisation need to consider different theories. On the other hand to ensure the service quality the organisation need to consider the customer relationship management. This will help to understand the customers and to have good relation with the customers. In providing good service it is essential to understand the customers. The better understanding will help to fill the requirements of the customers and to satisfy the customers. The organisations will be able to maximise the customer value though satisfying the customers. The customer value will play the vital role in increasing the profit margin and in growing the business of the organisation.


Contents
Executive Summary	2
Task: One	4
Critically analyse the factors that influence John Lewis ability to maximise customer value	4
Task: Two	10
Critical understanding of quality systems of John Lewis and its effectiveness in meeting customers’ requirement	10
Conclusion	16
Reference	17



[bookmark: _Toc218548970]Task: One 
[bookmark: _Toc218548971]Critically analyse the factors that influence John Lewis ability to maximise customer value 
Explanation of Customer Value 
Customer value express that the organisation need to satisfy the customers though the service or product of the organisation. The success of the business organisations depends of the customers. Business organisations operate their business to attract the customers toward their product or service (Campling, 2008). If the business organisation successfully will be able to fill the demand of the customers and successfully will be able to satisfy the customer though the product or service of the organisation then the organisation will be able increase the sale and will be able to reach at the destination of the organisation. Customers provide their money to the organisation to buy the product or to get the service of the organisation. In exchange the expectation of the customers is to get the satisfaction. If the organisation will be able to provide that satisfaction though the product then the organisation will be able to get the customer value. Customer value is the felling of the customer that they fell after getting satisfaction though the product or service of the organisation. 
For Example: John Lewis is the leading organisation and the organisation provides different service to customers. As like, fashion, electronic, furniture and so on. The organisation develops different products and the products of the organisation are able to satisfy the customers. As for this reason the organisation able to get the customer value and the customer value help the organisation to get different achievements and to reach at the destination of the organisation successfully. 
Factors that Influence to Maximise Customer Value 
Customer value is very essential to grow the business of the organisation and to reach the destination of the organisation. The success of the organisation is depending on the term customer value (Beeton, 2016). The organisation develop their product only for the customers and if the customers are not get satisfaction though the product of the organisation then the product of the organisation will fail to grow the business. To satisfy the customers and to get the customer value at first it is essential to get proper idea about the demand and the expectation of the organisation. If the organisation will be able to fill the demand of the organisation in reasonable price then the organisation will be able to satisfy the customers and will be able to get the customer value. The organisation needs to take the support of different research and the support of different technology to understand the customers and to get idea about the expectation of the customers. The understanding of the customers and their expectations is the only way that can allow the organisation to get the customer value. As for this reason to get more benefit the organisation need to put more focus in understanding the customers (Härtel and Fujimoto, 2015). The understanding will highlight different factors if the organisation will be able to concentrate on these factors then the organisation will be able to get the customer value. John Lewis put the focus in understanding the customers and for this reason John Lewis able to determine different factors. The concentration on these factors allows John Lewis to maximise the customer value. These factors are highlighted and discussed below. 
Quality of the Product 
The organisation needs to develop the quality product to satisfy the customers and to maximise the customer value. The satisfaction of the customers depends on the quality of the product. If the organisation fail to develop the quality product then it will be impossible for the organisation to seek the attention of the customers and to satisfy the customers. In providing the quality service the first duty of the organisation is to determine the demand of the customers. If the organisation will be able to get idea about the expectation of the customers then it will be easy for the organisation to develop the quality product for the customers (Beeton, 2016). Different market research process will help the organisation to get proper idea about the expectations of the customers. The organisation needs to analyse these data and consider the data in the production process of the organisation. In the product designing process of the organisation and in the production process the organisation need to ensure that they are able to design quality product and also they are able to produce quality product. The quality product will atomically seek the attention of the customers and will be able to satisfy the customers. The satisfaction of the customers will allow the organisation to maximise the customer value. On the other hand if the organisation will not be able to develop quality product then the organisation will have to face the negative impact. The organisation will not be able to grow the business of the organisation. 
For Example: John Lewis develops different products and maintains quality of the product during the time of production process. John Lewis used to provide fashion, electronic, furniture and so other services to the customers. John Lewis able to maintain the quality of the product as for this reason different products of John Lewis is able to seek the attention of the customers. The survey on the market express that John Lewis is able to maintain the quality of the product as for this reason the organisation successfully develops different new services and attract the customers toward the services. If John Lewis could not be able to maintain the quality then the organisation cannot introduce different other services. John Lewis is able to satisfy the customers and as for the demand of the customers John Lewis introduces different other services (Held, 2003). The satisfaction of the customers allows John Lewis to maximise the customer value and for this reason the organisation is able to increase the numbers of the customers. This allows John Lewis to grow the business of the organisation successfully. 
Reasonable Price of the Product 
The second factor that is essential to maximise the customer value is the reasonable price of the product. The organisation needs to ensure that they are able to offer the product of them in low or in reasonable price. If the customers will not be able to afford the product of the organisation then it will be impossible for the organisation to maximise the customer value. In doing that the organisation needs to put focus on the production process of the organisation. Different strategies and methods will allow the organisation to complete the production process in low cost. If the organisation is able to complete the production process in low cost then the organisation will be able to offer the service in low cost. To satisfy the customers at first the organisation need to ensure that the customers are able to buy the product. If the price of the product is high then the customers will not buy it and the product will not be able to satisfy the customers (Lynch, 2018). As for this reason the organisation need to offer the product in reasonable price that the customers can afford it and the product can get the chance to satisfy the customers. 
For Example: John Lewis is concern about the pricing process of the product of the organisation. The consideration of the pricing process allows John Lewis to set the low or reasonable price of the product for which John Lewis is able to seek the attention of the customers. The customers are able to afford the product of John Lewis as for the reasonable price. The reasonable price of the product of John Lewis allows the organisation to satisfy the customers and to maximise the customer value. 
Demand of the Customers 
The organisations need to be concern about the demand of the customers. The business organisations develop their product for the customers and if the product of the organisation is not able to fill the demand of the customers then it will be useless for the customers. Customers expense their money that the product can be useful to them and the product is able to fill their demand (RENTON, 2016). To satisfy the customers and to maximise the customer value it is essential for the organisation to put focus on the demand of the customers. The organisation needs to understand the demand of the customer and though considering that the organisation needs to produce the product. In addition, the organisation has to get idea about the current trend as this will allow the organisation to produce different innovative product. These innovative products will be able to satisfy the customers and will allow the organisation to maximise the customer value. 
For Example: John Lewis put their total focus to understand the demand and the expectation of the customers. John Lewis considers the understanding in the production process of the organisation and for this reason the products of John Lewis are able to fill the demand and expectation of the customers. This process helps John Lewis to attract the customer’s attention and to satisfy the customers. The satisfaction of the customers allows John Lewis to maximise the customer value. On the other hand John Lewis also develop different innovative product to fill the demand of the customers and to satisfy the customers. The attention of the demand of the customers allows John Lewis to get the customer value and though getting the customer value John Lewis is able to grow the business of the organisation. 
Trust of the Customer 
It is essential for the organisation to achieve the trust of the customers to maximise the customer value. If the organisation is able to create the belief in the mind of the customer that the product of the organisation will be able to satisfy the customers then the organisation successfully will be able to maximise the customer value. In creating the belief in the mind of the customers the organisation needs to get emotional attachment with the customers. This process will also help the organisation to develop the brand image (Birkinshaw, 2004). The trusts of the customer will allow the organisation to retain the customers and to get the positive word of mouth. The positive word of mouth will allow the organisation to seek the attention of the other customers and to satisfy the customers though the service of the organisation. The satisfaction of the customers will help the organisation to get the customer value and the customer value will help the organisation to get the opportunity of growing the business successfully. 
For Example: John Lewis is able to have the emotional attachment with the customers of the organisation. As for this reason John Lewis is able to get the trust of the customers and able to create the belief in the mind of the customer that the product of John Lewis will satisfy the customers. The money of the customers will not get waste they will get the satisfaction though the product of John Lewis. This process allows John Lewis to get the customer value and though the customer value John Lewis is able to develop the brand image. 
Develop the Quality of Service 
It is essential for the organisation to develop the quality of the service. The quality of the product will not also help the organisation to satisfy the customers. The organisation also needs to pay attention in developing the quality of the service. It is essential for the organisation to maintain proper communication with the customers. The organisation needs to give importance to the customers and take review from the customers. The organisation needs to develop the distribution channel that the customers get the product in appropriate time. The organisation needs to ensure that the customers are able to get the required product at the right time (Birkinshaw, 2004). The attention on the customers will allow the organisation to develop the quality of the service. This is how though developing the quality of the service the organisations will be able to satisfy the customers and the satisfaction of the customers will help the organisation to maximise the customer value. 
For Example: John Lewis put their total attention in the customer service. Different social media sites help John Lewis to maintain with the proper communication with the customers of the organisation. The communication allows John Lewis to get the complaint of the customers and John Lewis can take immediate action to solve the issue. John Lewis provide the online service though the website that the customers of the organisation will be able to order the product of the organisation from anywhere at any time. John Lewis keep smooth the distribution channel as for this reason the customers do not have to face any barrier in getting the product. John Lewis keeps the shipment process easy as for this reason the customers are able to get the product in right time. The development of the service of John Lewis allows the organisation to satisfy the customers and to get the customer value. 
Perceptions of Equity or Fairness 
The organisations need to ensure that they are able to maintain the ratio of input and output. The customers input their money and as output they get the product of the organisation. It will be impossible for the organisation to satisfy the customers if the customers do not get the input and output ratio equal or fair. The organisation needs to provide the fair service to the customers though the product and on exchange they need to charge the fair price. 
For Example: John Lewis maintains the input and output ration. John Lewis provides the fashion products to the customers. The survey expresses that the customers are happy with the quality and price of the products. The customer believes that John Lewis is able to maintain the input and output ratio. This is how John Lewis is able to satisfy the customers and able to maximise the customer value of the organisation. 
Situational and Personal Factors 
To satisfy the customers it is essential for the organisation to consider on the situational and personal factors. The taste, choice, culture and income of the customers are considered as the personal factors of the customers (Ivancevich and Konopaske, 2013). On the other hand the product qualities, environment and brand are considered as the situational factors. During the time of providing service the organisations need to focus on these factors. The focus will help the organisation to satisfy the customers and to maximise the customer value. 
For Example: John Lewis is the multinational organisation and John Lewis operates their business in different countries of the world. In providing service the organisation has to deal with different customers. The taste, culture and income of these customers are not same. During the time of producing product for different customers John Lewis focus on these factors and for this reason John Lewis is successfully able to satisfy these customers. On the other hand John Lewis also focuses on the situational factors for which John Lewis is successfully able to maximise the customer value. 
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[bookmark: _Toc218548973]Critical understanding of quality systems of John Lewis and its effectiveness in meeting customers’ requirement 
Operational Excellences and Customers Experience at John Lewis 
Strong Logistics and Supply Chain Operation 
The term logistics express that organisation need to determine the current trend and the demand of the customers that they will be able to produce the product that may fill the expectations of the customers and the organisation need to ensure that they are able to present the product to the customer in right time though considering reasonable price (Williams, 2009). And the term supply chain used to express the network that the organisation needs to consider in distributing the product of the organisation to the customers. John Lewis considers market research to get proper idea about the demand of the customers. The understanding allows John Lewis to fill the expectations of the customers and John Lewis ensures that the organisation is able to provide the service in low cost. John Lewis ensures that there is not any gap between the customers and the organisation. In reducing the gap John Lewis put total attention in understanding customers and their expectations. The understanding helps John Lewis to get the satisfaction of the customers and to maximise the customer value. In addition, John Lewis also focus on the supply chain that customers of the organisation will be able to get the quality service. The focus on the supply chain allows John Lewis to maintain the distribution channel and the organisation is successfully able to deliver the product at the right time. 
The consideration of the management theories will allow the organisation to increase the production and to decrease the production cost. John Lewis considers Just in Time management theory in the production process of the organisation. The theory allows John Lewis to cut the waste and to safe the raw materials (Tarique, Briscoe and Schuler, 2016). The saved raw materials help John Lewis to increase the production and the cut of the waste allows the organisation to decrease the production cost. The low production cost allows John Lewis to offer the product in low cost and to satisfy the customers. 
Superior Operational Excellence 
John Lewis considers the enterprise resources planning to ensure that the organisation is able to get the excellence in different operations of the organisation. The term helps the organisation in getting operational excellence in the marketing department of the organisation, in the sales department of the organisation, in the administration and in the human resource department of the organisation (Driscoll, 1982).  The term enterprise resources planning help John Lewis to get different information about the demand of the customers. John Lewis analyse the information and though analysing the information John Lewis produce the product that will be able to fill the demand of the customers. John Lewis is able to satisfy the customers though filling the demand of the customers. 
Strong Customer Relationship Management 
It is essential for the organisation to consider the customer relationship management. The term will help the organisation to develop the good relation with customers in an organised way. It is impossible for the organisation to grow the business and to get the achievements without maintaining good relation with the customers. The term will help the organisation to have good relation with the customers. In developing good relation with the customers it is essential to give importance with the customers. It is essential to maintain proper communication, fill the demand of the customers and need to ensure the effective distribution channel. The term will help in these operations of the organisation that the organisation will be able to have effective relation with the customers. 
John Lewis considers the customer relationship management that the organisation will be able to have good relation with the customers. In developing good relation John Lewis put focus on the demand of the customers, ensure reasonable price and also ensure the quality of the product (Jaynes and Bretthorst, 2003). These activities help John Lewis to get the satisfaction of the customers. In maintaining proper communication with the customers John Lewis consider different social media sites. John Lewis provides the online service that the customer can place their order easily and can ask any questions to the organisation if they have. These activities allow John Lewis to develop good relation with the customers and to retain the customers. This is how customer relationship helps John Lewis to grow the business of the organisation and to reach the destination of the organisation. 
Forecasting the Needs of Next Generation and Serving 
The world is being moderate and the contribution of the technology is upgrading the world. According to Byars (2015) technology invented the virtual world and the organisations are able to do communication though the virtual world. In addition, the organisations are able to do business though the virtual world. In providing the quality service it is essential to walk with the current trend. The online service is the current trend and to provide service to the customers it is essential for the organisations to provide the online service. John Lewis considers the current trend that the organisation will be able to ensure the quality service. To get connected with the customers John Lewis consider different social media sites like Facebook. On the other hand to provide online service John Lewis develops a website that the customers can place their order though online and get the service of John Lewis. John Lewis considers the current trend as for this reasons the organisation is successfully able to get connected with the customers and also able to satisfy the customers though their service. 
Quality Systems of John Lewis and its Effectiveness in Meeting Customer Requirement 
It is essential for the organisation to ensure that they are able to maintain the quality of the product. The quality product is able to seek the attention of the customers and to increase the sale of the organisation. According to Fisher, Schoenfeldt and Shaw (2006) if the organisation fails to maintain the quality of the product then it will be impossible for the organisation to seek the attention of the customers, to satisfy the customers and to grow the business of the organisation. The success of the organisation depends on the satisfaction of the customers and the satisfaction of the customers is depending on the quality of the product. John Lewis considers different quality system to ensure the quality of the product. The quality of the product helps John Lewis to fill the requirements of the customers and to maximise the customer value. 
Incorporation of Quality Production Process at John Lewis 
In the production process of John Lewis the organisation used to consider Total Quality Management (TQM) system. The concept of Total Quality Management system is to put focus on the demand of the customers. The term helps John Lewis to determine the demand of the customers. John Lewis develops the product that is able to fill the demand of the customers and also the term help John Lewis to maintain the quality of the product. As the product of John Lewis is able to fill the demand of the customers and the product of the organisation is able to maintain the quality for this reason the product of John Lewis is successful able to seek the attention of the customers (Armstrong and Taylor, 2017). The product of John Lewis is able to fill the requirements of the customers and able to increase the number of customers. The increased number of customers increase the sale of John Lewis and allows the organisation grow the business successfully. 
Incorporation of Ethical Production Process Fair Trade Agreement 
John Lewis considers the ethics in the production process of the organisation. The organisation is able maintain the standard in the production process. In production process John Lewis ensure that any animals are not harmed, the organisation do the proper use of the resources and the production process of John Lewis will leave less impact on the environment (Härtel and Fujimoto, 2015). These ethics consideration in the production process of John Lewis allows the organisation to develop the quality product. The quality of the product is able to fill the requirement of customers and help John Lewis to get the satisfaction of the customers. The satisfaction of the customers allows John Lewis to grow the business of the organisation successfully. 
Different Models of Quality Measurement 
SERVQUAL Model 
SERVQUAL is the quality measurement model. The model is considered to measure the quality of John Lewis. The model used to have five steps in operating the measurement process. The five steps of the model are highlighted and disused below. 
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Figure 1: SERVQUAL Model
Source: (Armstrong and Taylor, 2017)
Reliability: The service that is promised by the organisation at the target market is measured by the step. John Lewis promised that the organisation will provide quality service in reasonable cost. This service allows the organisation to seek the attention of the customers and to increase the sale of the organisation. 
Assurance: The duty of the term is to provide assurance that the organisation will provide quality service and will satisfy the customers (Campling, 2008). The term will measure the skill and knowledge of the employees of John Lewis to identify that the employees are able to develop quality product or not. If the employees are able then the term will assurance the quality of the service. 
Tangibles: The term expresses the physical appearance of different elements. As like, substances, equipment, distribution etc. the distribution channel of John Lewis is the physical appearance of substances. The product promotional is the social appearance.
Empathy: The service providing process of the organisation will be measured though the step. John Lewis consider the social sites to maintain the communication, John Lewis provide the online service to the customers and except this to fill the demand of the customer John Lewis used to do different innovation. 
Responsiveness: The review processes of the customers are measured by the step. John Lewis get complains of the customers though the social media sites and take immediate action to fix the problem. John Lewis provides the reply to the customers of their quarries though the social sites. This is how John Lewis ensures the quality of the service. 
The Service Encounter Model
This model also performs to measure the quality of the service. The service quality of John Lewis will be measured though considering the model. The model used to have four steps and these are discussed below. 
Recovery: The customers of John Lewis provide their response though social sites and John Lewis take the immediate action to solve the issue (Beeton, 2016). 
Adaptability: In determining the demands of the customer John Lewis consider the market research. This process helps John Lewis to get idea about the demand and the expectation of the customers. 
Coping: John Lewis considers the customer relationship management to have the relation with the customers. As for this reason customers are able to express their problems openly and John Lewis copes up the problems of the customers though the customer’s relationship management team of the organisation. 
Spontaneity: The operational department of John Lewis take the necessary attempt to fix the given issues of the customers. 


[bookmark: _Toc218548974]Conclusion 
The success of the organisation depends on the satisfaction of the customers. If the organisation is able to satisfy the customers then the organisation will be able to grow the business successfully. Organisations do their business to provide service to the customers and as for this reason the organisations need to pay their total attention in understanding the customers and in understanding the demand of the customers. The understanding will allow the organisation to fill the expectation and to satisfy the customers. The satisfaction of the customers will help the organisation to maximise the customer value. The customer value will play the vital role in increasing the profit margin and in growing the business of the organisation. 
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