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Understanding and Engaging in the Customer Experience
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[bookmark: _Toc17645382]Introduction
An organisation produces its product and service to reach to the customer with those products and service and achieve organisational goal. For a business creating customer, value is one of the most important aspects to achieve its goal, because this can help a business to attract customer to the business. In here, factors that can help a business to create customer value will be discussed along with relevant management theory and how this can theories can be applied to a business. Different systems can help an organisation quality process and it is also useful to know how these systems can help a business in its quality process, this will also be discussed here with relevant management theory. Reynolds Catering Supplies is a warehouse which supplies foods, salads, drinks and other items as well to the restaurant and home customer. All the analysis will be based on this organisation.















[bookmark: _Toc17645383]1. The factors that influence Reynolds Catering Supplies ability to create customer value
[bookmark: _Toc17645384]Customer value
The satisfaction which a customer experience or the satisfaction wants to be experienced by taking a given action relative to the cost of that action is known as customer value (Best, 2013). It is known to all that customer are the main factors for an organisation to achieve success. For this, it is essential for a business to make sure that the business can create customer value.  The action is to purchase an organisation product or service or it may also be sign-up, vote or visit to the organisation website.
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Figure 1: Customer Value
Source: Kate, 2010

[bookmark: _Toc17645385]How to measure customer value
This is a very simple process and there are many equations which can be used to measure customer value. One of the simple equations is:
“Customer value = Benefits – Cost (CV = B-C)”
The relationship is not so linear, a customer does not focus on price when purchasing a product and service rather lots of other factors to which customer focus. The organisations have to focus on the time of payment, effort, energy, convenience and other factors.   The benefit which and customer receive can vary the value of a product and another factor is that value may vary based on the preference of the customer (DOLIGALSKI, 2016). The factor which is important to a customer may not be important to another customer.  The benefits include product quality, image, ownership advantage, solution accessibility, experience, etc.  These all are the drivers of customer value.

Figure 2: Drivers of customer value
Source: Self-made
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How an organisation can create customer value
For a business, its success depends on the level of satisfaction of its customer. So that is why a business must have to know how to create value for its customer. 

Figure3: How Reynolds can cultivate more customer value
Source: Self-made
The process is simpler than it looks. A business must have to look at what the organisation is offering to its customer. Because this will be the things which the customer will receive, a business must also have to look at what the customer of the business wants. And what the market is offering (Albrecht, 2015). If a business can make sure these things then it can help the business to create customer value for its business.
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Factors that influence Reynolds Catering Supplies ability to maximise customer value
 Like all the business, Reynolds Catering Supplies also wanted to achieve success from the organisation business operation. To do that it is essential for the business to make sure that the customer of the business is happy and it can be done by creating customer value. There are different factors which impact on the organisation ability to maximise its customer value. Some of the factors along with relevant management theory are discussed below:  
[bookmark: _Toc17645388]Understanding what the customer wants
This is the most important factors for an organisation in terms of creating customer value. Because customer value depends on the factors what the customer wants and receive from the business. If the customer receives the product and service which the customer wants from the organisation then it will help the business to create customer value. A study which was conducted by Statista shows that 85% of the businesses which suffer loss are not able to understand what the customer wants and for this fail (Lax and Mau, 2013). Because of globalisation and other factors, the choice of the customer is now changing rapidly and social media may have a big impact on this change. That is why a business must have to be up to date about what the customer wants and have to deliver service based on the needs of the customer.
Scientific Management Theory helps an organisation about how to use data and process to make the organisation more effective. To understand what the customer wants it is necessary for the management of the business to acquire data about the interest of the targeted customer. Reynolds Catering Supplies management uses this theory to collect data so that the business able to understand what the customer of the business wants what are the factors that drive the success of the business (Jones and Hill, 2013). For example, now because of Brexit in the UK, the customer is worried which has an impact on the business and that also has an impact on customer preference. So to stay relevant to the organisation by using the scientific management theory of management gather data about what the customer wants and analyse those data and provides service to the customer based on the analysis. 
[bookmark: _Toc17645389]Understand the value proposition
The value which a customer revives is the product or service benefits minus the cost of it. It is important for a business to understand what value the product which the business offers to its customer will create? And what are the costs the customers have to pay for that value? And what benefit the customer will get from it. There is a strong relationship between these three elements of customer value (Estrella-Ramón et al., 2013). A business must have to set a cost for a product which is equal or greater to the benefits which a customer will get from the product. Otherwise, the value which the product will create will negative value which will not be very good from the business perspective.
The main goal of Reynolds Catering Supplies is to provide its customer with the best quality service. To do that the business uses "systems management theory". This theory helps the business to identify the goal of the business, gather element to accomplish the goal and u8nderstand the cycle of input and output to achieve the goal. As the goal of the business is to provide the customer of the business with the best quality service at a low cost, this theory is very helpful for an organisation (Donnevert and Hammerschmidt, 2013). For example, the food among all the product which the business is selling is considered to be of the highest quality and the business sold it at a low cost to achieve its goal. So, the benefits which the customer receives from the food product of the business are less than the cost it incurred. So, it means that it creates value for the customer and understanding the business own value proposition helps the business to create value for its customer.

Figure 4: Value Proposition
Source: Self-made
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A business cannot satisfy all types of customer. That is why a business must have to find the types of customer which will suit the types of business and which can help the business to achieve competitive advantage (Jung, 2013). When a business able to identify its customer success and able to segment the customer properly then it will help the business to focus on the customer segment or specific types of customer needs and wants. This is been discussed earlier that for a business understanding the needs and wants of the customer is very important and if an organisation able to segment the customer successfully then it will become easier to understand that the targeted customer of the organisation wants.
Scientific management theory helps an organisation to become more effective by using data and measuring it. Reynolds Catering Supplies have to finds the data about which types of customer is suitable for the product and service which the business is offering to its customer.  The business management knows that not all types of customer are suitable for the business (Vebrová, Venclová and Rojík, 2016). Like, the management of Reynolds Catering Supplies knows that organic food is expensive than the normal food and not all the customer can afford it and because of Brexit the purchasing power of the UK customer is reduced. So the business collects data about the class of the customer and willingness to have organic food. In this way, the business able to offer organic food to its targeted customer and as it matches with the need of the customer it helps to create customer value for the business.
[bookmark: _Toc17645391]Create win-win price
Price is a very sensitive matter. The customer wants to buy a product at a price which is less than the benefits which the customer will get from the product. So, the businesses have to set a price which in the same time generates profit for the business and customers have become satisfied. Now in the UK, the purchasing power of the customer is decreasing, it is maybe due to the reason of Brexit or increase in a number of the older population in the country or global economic slowdown (Papakonstantinidis, 2018). But the implication is the now the customer will want to have a good quality product at a low cost. So, the business must have to keep it in mind when setting the price for the product and always have to make sure that the price which is set bring benefit for both the business and customer.
Reynolds Catering Supplies management is very sensitive about this fact. The business has a separate price analysation team whose main task is to analyse the price of the product based on the requirement of the market. Yes, the organisation has to think about the market situation to set the price of its product. In here, the business is also using the scientific management theory to gather data and analyse the data to set a proper price for the product (Hinterhuber and Liozu, 2015). It is been found out from previous research that 85% of the customer looks at the price of grocery product before buying it. So, the management of Reynolds Catering Supplies knows how proper pricing is important for a business. The special team which the organisation is set up for pricing its product is become very helpful to set a price which is beneficial for both the organisation and customer and thus it helps to create customer value.
[bookmark: _Toc17645392]Invest in the most valuable customer
A business must have to target its customer and finds out the types of customer which can bring more value to the business. And business must have to allocate its resources, marketing, R&D, salesforce toward the customer group which the business can best serve and which can create more value to for the business (Mecredy, Wright and Feetham, 2018). This is important for an organisation because of the reason that if an organisation is able to find out the best-suited customer for its product then it will help the business to achieve competitive advantage and at the same time, it also helps to offer the product and service to the customer which will help to maximise customer value.
Reynolds Catering Supplies management understand the importance of investing to the valuable customer. This helps the business to reduce the organisation customer acquisition cost and at the same time help to achieve competitive advantage. The most important thing about investing into the most valuable customer is that it enables the business to satisfy the customer needs and wants and it is the most important aspect for a business to achieve more customer value (Sørensen, 2011). The management of the organisation by using the scientific management theory gather data about the customer which the organisation can best serve. Because of this the business can focus on its best customer and use all its resources to satisfy the needs of the customer and by this, the business can maximise its customer value.

Figure 5: Factors influencing Reynolds ability to maximise customer value
Source: Self-made
These are the factors which influence Reynolds Catering Supplies ability to maximise customer value. If the organisation is able to utilise these factors in the organisation then it will help the business to create more customer value for the business.
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2. Systems that support Reynolds Catering Supplies quality process and how this system is effective in meeting customer requirement
[bookmark: _Toc17645394]Quality management and quality process
The process which an organisation uses to oversee all the activities of a process to make sure a desired level of excellence is known as quality management (Oakland and Morris, 2013). This is very important for a business because of the reason that the customer value of an organisation in many cases depend on the quality of the product and service which the business is providing to its customer. Quality management may include quality policy, creating quality planning, implementing quality planning, assurance of quality, quality improvement, quality control etc. all these are important for an organisation to make sure that the business is able to provide quality product and service to its customer and this is one of the most important things in terms of ensuring customer value and meeting the demand of the customer.
The procedure and work instruction which an organisation follows to make sure the quality of an organisation product and service is known as the quality process (Vebrová, Venclová and Rojík, 2016). This quality process helps an organisation to identify the procedure and work instruction which a business can use to make sure quality of its product and this is important because this can help a business to meet the requirement of the customer. 
[bookmark: _Toc17645395]Benefits of quality process       
What is the reason for which an organisation will use the quality process in the business? The answer to this question is important for a business as a business have to incur money and effort to maintain the quality process. So, some of the benefits of the quality process include:
1. A good quality process helps an organisation to focus on building a culture of quality in the organisation and monitoring employees. 
2. The quality process helps to find valuable data about the customer from the large volume of data.
3. Quality process can help a business to identify the procedure which the business has to follow to make sure the quality of its product and service.   

[bookmark: _Toc17645396]Types of Reynolds Catering Supplies quality process systems and how these can help the business to meet customer requirement
To make sure the quality of its product and service there are different types of systems used in the organisation. In here, what are the systems which the business is using and how these systems can help the business to meet customer requirement will be discussed.
[bookmark: _Toc17645397]Document control systems 
This is the process by which an organisation controls the creation, review, issuance, modification, distribution and associability of documents. This is one of the most important systems of the quality process which Reynolds Catering Supplies uses. The reason behind it is that according to scientific management theory to ensure an organisation efficiency a business must have to gather data and measuring it.
Document control is one of the ways in which Reynolds Catering Supplies gather data about the needs and wants of the customer (Albrecht, 2015). As this system helps to understand the business about what the customer of the organisation, so it enables the business to offer the product and service which the customer desire.  If the business does not store these documents then it may not be possible for its management to achieve required to understand about the needs and wants of the customer and take steps to meet the needs of the customer.
[image: Image result for document control]
Figure 6: Document Control
Source: Albrecht (2015)
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An organisation has to go through various change and a business must have the ability to control the change. Because of Brexit and other different reason, the socio-economic condition of the UK has changed and, in this situation, to stay relevant and make sure of the quality of product and service and meet the requirement of the customer business must have to control the change (DOLIGALSKI, 2016). For example, recently it has been found out that the purchasing power of the UK people is decreasing and the number of older people in the country is increasing.
So now in this condition, the business has to achieve cost-effectiveness to make sure that the business is able to make sure the quality of its product and in the same time meet the needs of the customer (Estrella-Ramón et al., 2013). Reynolds Catering Supplies to stay relevant recently cut various cost including job cut and has a team to monitor change which helps the business to control the change and adapt with it and thus by this the organisation is able to meet with the requirement of the customer.
[bookmark: _Toc17645399]Operation risk management systems 
While conducting business, an organisation must have to face different types of risk. One such types of risk are an operational risk which a business which wants to achieve success must have to manage. This is another most important quality process which Reynolds Catering Supplies uses. By this process the organisation management assesses risk, take risk decision and implement risk control. The result of this is acceptance, mitigation or avoidance of risk.
There are risks which may bring benefits for the organisation and there may also risk which can ruin the business. It is the responsibility of the business management to decide which risk needs to be taken and which is not (Jones and Hill, 2013). The relationship of risk management with the quality process is that it lies in the process of quality management. Because if an organisation bale to identify risk associated with action than it helps the business to make sure the quality of the product and service and meet with the need of the customer.
[bookmark: _Toc17645400]Supplier management systems 
For a catering business organisation, the supplier is one of the most important aspects of an organisation, because the success of the business is many cases depends on the supplier. That is why it is one of the most important components of the quality process in Reynolds Catering Supplies. The main purpose of the business is to provide good quality service at a low cost to the customer and the customer also wants this and this also can help the business to maximise customer value.
System theory helps Reynolds Catering Supplies to understand its goal and process which the organisation has to follow to achieve that goal. So, managing supplier is one of the ways in which the organisation can achieve its goal (Jung, 2013). If the organisation bale to mage its supplier than it enables the business to have required material at hand at a low cost, which in turn help the business to produce a good quality product at a low cost and offer the product to the customer at a cost which reasonable. So, the benefit which the customer will receive from the product will greater than the cost and thus by this quality process, the organisation will able to meet with the requirement of the customer.

Figure 7: Supplier Management
Source: Jung (2013)
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This is another quality process system which the businesses have to take care of to meet the needs of the customer. If a business bale to control its assets then it can help the business to achieve business efficiency. Which is important for an organisation to make sure the quality of its product and service. So, to meet with the needs of the customer this system is also important.
Now the question is how assets management can enable a business to meet with the needs of the customer (Oakland and Morris, 2013). The simple answer to this question is by making sure the quality of the product and service which the customer requires. As the management of Reynolds Catering Supplies able to manage its asset effectively, that is why it is likely that it will help the business to achieve effectiveness. The effectiveness of business help to understand what the customer of the organisation wants and at the same time helps to provide the best quality service at a low cost. This is how assets management help Reynolds Catering Supplies to meet with the needs of the customer.
[bookmark: _Toc17645402]Policy management systems
An organisation has to adopt a different policy to meet the goal and customer requirement of the business. The process in which an organisation indemnifies the standard which can help the business to operate its business operation with high efficiency is known as policy management (Sowa and Lu, 2016). Effective policy management system can help and organisation to mitigate risk by makes policy accessible and help to take safety decision. 
This system of quality process system is very important for an organisation to meet the needs of the customer. efficiency in operation means the business has the ability to understand what are the needs and wants of the customer and the best ways to meet with the needs and wants of the customer. Policy management system and help Reynolds Catering Supplies to achieve the highest efficiency and this help the organisation to meet with the needs and wants of the customer. 
[bookmark: _Toc17645403]Environmental management system
Now in the 21st century, especially the millennials want to works in an organisation which provide or ensure a good working environment. According to human relationship theory, an organisation has to align the needs of its employee to the goal of the business to make sure the utmost efficiency of the organisation employee (Carter and Ross, 2014). This process is important to manage quality and meeting the needs of the customer. 
When the employee of business works effectively then it helps the business to achieve efficiency and cost-effectiveness. Now the customer also wants to by-product from a business which is good to its employee or which makes a good working environment for its employee. So to meet with this needs of customer Reynolds Catering Supplies creates a good working environment in the organisation and this also help the business to ensure quality. 
[bookmark: _Toc17645404]Internal audit systems 
This is another important quality process for an organisation to maintain the quality of the product and service of a business. By conducting internal audit an organisation gather information about whether the business operation is operating effectively by improving risk management, control and governance effectiveness. 
Scientific management theory holds that a business must have to gather data and measure it to achieve efficiency (Zain, Zaman and Mohamed, 2015). Internal audit helps Reynolds Catering Supplies to gather the necessary data about the business risk management system, control system and governance system. By this, the management of the business enables to understand if there are any flaws and the process of eliminating the flaws. By this, the organisation able to makes itself more efficient which leads to good quality product and enhance the organisation ability to meet with the requirement of the customer.  
These are the system of Reynolds Catering Supplies quality process all of which helps the organisation to ensure the quality of product and service of the business. This process also helps to meet the requirement of the customer as this enables the business to be efficient.  












[bookmark: _Toc17645405]Conclusion
After all, an organisation produces product and service for the purpose of reaching to the customer with those products and service and achieve organisational goal. Creating customer value is a great way in which an organisation can satisfy its customer and which is the determinant of a successful organisation. Reynolds Catering Supplies identifies different factors which can help the business to create customer value. Some of these factors include understanding customer needs, create a value proposition, set win-win piece, proper customer segmentation and target valuable customer. Quality process system helps an organisation to make sure the process quality management which can help the business to meet the needs of the customer. There are different quality process systems which Reynolds Catering Supplies uses to maintain the quality of the product and service of the business and to meet with the needs of the customer. At the end of the day what a business does is for the purpose of meeting the needs of the customer and achieving the organisational goal in this process.      
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