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                                                      Executive Summary

Description of the Organisation
This learning institution is based in East London and has been open since the early 19th century. It was once a junior school that had the minimum amount of children in classes. Being a Roman Catholic school in those days this was common. Now, the classroom holds up to 35 children per class. Over the years the school has accumulated more children from all over the world, than ever before. Our long term vision is to expand the school grounds and provide all we can to new parents signing up. We give a warm welcome to all walks of life into our school assuring our customers have all professional services provided. We support our customers in every way needed, and show empathy to all the individuals personally. We follow all safety procedures professionally and as staff members follow the code of conduct to the highest ability. As educators we have a daily curriculum that we follow throughout the term. We encourage parents/carers to get involved in the children’s learning as this will help them in the long term with their education.
We also hold a history of having frequent fundraising schemes to help out the community and the school for future classroom equipment needed. Lately, we have been having financial difficulties; this is due to the budget cuts within education. 
Summary Covers
· Ways we could advance our CRM System
· Ideas on different types of fundraising schemes 
· Improvements to be made to the internal/external parts of the building 
· Strategies on how to maximise customer services 
· Long term vision for improvements    

Improving Customer Services
· Interacting and Relationship building with customers
· Evaluating what the customers want most with our services
· Recognising customers  values and identifying what is convenient
· Ways to develop more useful services

Implementing new services
· Academic Journey Tracker
· Online Fundraising
· Extra Educational Support services
· Financial Consultant (every term)
· Creating Parents forum  

Maximising Customer Services
· Often face2face meetings for customers with doubts  
· Once a month “Voice your concerns group meeting” for staff and parents
· Inviting carers to get involved with all academics 
· Confidential financial review for parents experiencing hardship.    
   
Introduction 
This report will guide you through my customer service skills, and how I can provide a better service throughout my organisation. However, I will discuss certain matters regarding the service we provide, and what needs to be implemented into the organisation. Every day we aim to provide a high qualitative standard of customer service to parents. Firstly, I will start with our signing in system, which is part of our safe guarding rules, but it also helps to collect data, record children’s attendance, and to collate numbers for lunch. We also offer a comment box for all the carers, a monthly face-to-face meeting for parents regarding their child’s academically levels, and a pay online service for all extra curriculum fees. We became a cashless school in 2013, and so far it has become such a convenient method for all our parents. However, providing our parents with an app, which will allow them to view their children/s behavioural report, academic achievements, and watch observations of their child doing work, would be such a successful model. As a parent it’s nice to see that your child is doing well at school. You could also leave comments, so that the teachers can see your input. It makes the parents feel involved in their education.
I want to find out if customers find it convenient to purchase goods via e-commerce? 
Within my report I will discuss the pros and con’s regarding e-commerce and social technology. I also want to research different ways you could promote your business, and how effective customer services skills should be. 


  




Supporting Parents
As an organisation supporting our parents comes first. This is something that we hold to be very important. Without the satisfaction of the parents, we wouldn’t be up and running. If parents are not happy with the service we provide, we would do everything we could to make changes. We want to make a good impression, to the parents and others in the community. If they are not happy, all it takes is one word of mouth that could ruin the reputation of the school. So for future applicants, it could taint their prospective about the school before applying. This is why providing the best quality service, especially with in education is very important. It’s important to interact with parents/carers because it helps us to get to know them better and vice versa. Building relationships will help us to create a stronger platform for the organisation, which will allow the organisation to expand in success. As a supporting network of staff members, we offer an extended support for the children in their academic studies. This is called the homework club, which we offer to the children that need extra support in their work, so they reach to become an average level. We have a few interpreters on board that speak multiple languages to help with people who do not have English as their first language. We are a very professional school, who care about the parent and their children/s needs.  
CRM System
The schools CRM system informs you of all children’s attendants and contact details. Only the manager and office manager would retain these details due to confidentiality and safe guarding. We aim to store staff pictures and other personal details of employees, alongside children’s medical history and several contact details available. Even though we are a school, we are voluntary aided meaning; we only have a small budge coming from the council and the rest we have to fund ourselves. For example, as fundraising we sell uniform and logo bags, which we collate all the data and financial figures every term. To further our self-funding, we have cake sales, book fairs, fetes and hold non uniform days, which every child brings in £1. All monies are collected at the end of the day, and the total amount will be situated onto the schools accounts. So how does this tie into “Customer Relationship Management”? Well, holding these events brings the community together, and this helps builds the organisations reputation to a higher level. Not to mention conversing with parents to build a stronger relationship. In this way, I learned more about their concerns and interests about the school.
Firstly, I made a list of any unsatisfactory with performance, which was brought to my attention. Secondly, any concerns highlighted, as a professional I have to reassure my customer that the matter will be dealt with via management. This will show my customer (parent) that we take all matters seriously, and we always show genuine interest in whatever is brought to our attention. Every day we aim to provide an outstanding customer service to all parents and the community. 
As listed above, I stated what the organisation does currently and hopefully it will maintain the same in years to come. But in CRM there can be some cons displayed. You might find someone within your team that find it hard to communicate with others around them. This can sometimes bring the team down. As an organisation, you have to continuously show professionalism at all times. Showing signs of lack of communication, could possibly damage any future business lined up for the future. We have to show our customers that we can communicate effectively and efficiently within the business. Strategic alignment, customer relationship management and firm performance (2019). As this can happen in all organisations, the best thing to do for the client would be to apologise for any inconvenience caused, resolve any issues, and reassure them of the company’s communicational system and how their custom is important to us. 
CRM Software Disadvantage 
In the past we have come across a few issues, one were a child was very sick at school and we had to call home. We had the child’s list of contact details, but all the numbers called (including emergency) didn’t go through. This was our fault on this occasion as we did not set up a contacts reminder on the system. We need this reminder, to notify all parents to update their home address, and all contact details. However, we managed to send an email to the carer disclosing of the child’s illness, and they would have to pick the child up. Within this email we also apologised, for our wrongdoing of misconduct of administrative duties. Apparently the updates were already in place, but something went wrong with the CRM system. It’s known that if the CRM system is not maintained, then things start to go wrong. This is why we have our own IT manager at hand. If anything were to go wrong with our system, we have him to turn to for guidance and support when needed. https://brandongaille.com/12-pros-and-cons-of-customer-relationship-management/
CRM System Advantages 
As a member of staff and a parent at this organisation, the CRM system is such an efficient system from my personal prospective. Whenever a child has a school trip, parents evening, or dinner money owed on their account, the automated system contacts you via email, and text message regarding this. This allows you to log into your account, and you will have the option to make partial or full payment on the account. Newsletters are sent to your email address, as we are a paperless school. This is all a self-service, which most recipients and staff member find very useful. Finding out info regarding the children’s learning, homework, and other academic benefits, will all be online on the school’s website. Having this system brings a significant amount of important to the school. CRM software in education makes it much easier when dealing with enquires and collating application forms and admission, Sorts Payments made and what is owed by each individual. Sets Reminders of first aid training, and updates for staff’s personal contacts. CRM saves time and profit to all organisations; this increases the customer’s satisfaction and the company’s future growth Computers in Human Behavior, February 2016, Vol.55, pp.1052-1066. Looking further, into these advantages, you can manage your personal account via a smartphone, or tablet. You no longer have to sit behind a monitor connected to the computer to make payments or enquire (Sohn, Lee and Lee, 2011). 
Improvements
Demonstrating a consistent professional practice every day at ones work is one of the main achievements aimed in the school. However, the internal and external part of the schools building needs attention. As we are a voluntary aided school, most of the profits have to be formed at our own expense. This means raising the money ourselves. A few suggestions have been made, on how to boost finances when fundraising. It has been a few years now that the schools profits have been diminished. Unfortunately, this is due to poor fundraising strategy and lack of staffs support. The schools Internal appearance, need constructive work and updating. This has been a concerning issue from staff members and parents for a while. In fact, the parents have made quite a few remarks on the internal structure and resources. Something needs to be done ASAP. As for, the external part of the organisation, it could do with re-surfacing (playground floor) due to holes and major movement underground. What could be done about it? And would it be sustainable in the future?
During my search, I came across a few documents published by The Department of Education and it basically states, that maintenance of schools internal and external should be evaluated and strategically assessed. School premises measures should be up kept, due to safety of the children. Therefore, the building work will need to take place and assessed by the council. These works will be carried out by the council, after the evaluation via the building assessor, due to having children with disabilities in the school, this implementation would be made urgent https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/410294/Advice_on_standards_for_school_premises.pdf

Fundraising Solution 
Firstly, I came up with the idea of “Guess the picture” each child would go online to their own personal J2e account via this link below, and parents would have to pay £1 online for their child to play. Parents and other family members could also join in and have a go. The winner would get a voucher of their choice, or two tickets to the cinema. Every entry would be £1, and if by chance there are 3 winners, then the person who entered the correct answer first online wins. https://idp3.lgfl.org.uk/idp/profile/SAML2/Unsolicited/SSO?execution=e1s1    
Every week there would be an online game, ranging from 20p to £1 games. All causes will be going to charity and the schools governors. This is just one fundraising strategy that could be in progress once approved by management.
Secondly, the school could introduce a baking and crafts group during lunch hours that could run for a few months. Doing minor crafts and baking would gain the children’s interests and independence. This well help children to gain new skills and relationships, while interact with other children. The price would start from £20 per child, this will allow your child to have a choice of doing baking or crafts throughout the whole week. If the organisation provides this service over the 12 weeks, taking 10 different children each week, in total the school could make £2,400 within 3 months. Within a year they could potentially make £9,600. This profit could go towards the internal maintenance and partly upgrade the IT suit. This is just a rough estimate of what they could earn, while waiting on the next years budget that is provided by the council. Due to a lot of budget cuts in education around the borough, the setting has no choice but to use their initiative on how to make money for the school.
Support of SGB        
On my research I started to expand my knowledge regarding SGB (School Governing Bodies) I was aware of their input on staff wellbeing, being present during interviews and bringing up any concerns and coming to a joint decision with management. But I had no idea before now of the responsibilities that take place for SGB. SGB also have the control to advice on how the school’s money is spent, and also make decisions on the finances for the infrastructure of the organisation. But on my discovery, reading an article I found that (Basson and Mestry, 2019) the majority of SGB in voluntary aid schools, lack the knowledge of fundraising structure and the financial stability awareness of loss. This could allegedly be down to the role of management. The inadequacy of entrepreneurial skills by SGB could potentially financially suppress the organisations ability to economically succeed. Educational Management Administration & Leadership, May 2018, Vol.46 (3), pp.385-400. 
Thus, this school has the ability to regain its financial growth, only by coming together with a different structure and technique of accomplishing a new tactic on recouping money that should have been made in the past.
 Economic and Financial effects
Looking at this case from a different prospective, there could be many different reasons why the organization finds it hard to accumulate such funds. Going back to the case study, this organization is situated with in the East of London. Over the past few years, schools in the London area have unfortunately come across some budgeting cuts by the local government. This has massively made an economic impacted financially on the settings. For example schools are struggling with resources; implementing one2one SENCO’s for children who have learning difficulties. Having these cuts has really taken a toll on primary education. In 2014 latest statistics show that the expenditure within education was very high, when compared to schools back in the late 70’s Bolton, P., 2014. Education spending in the UK.
Since the great recession many people of the public became jobless, and even homeless. This affected so many families across the UK. This might be one of the reasons why over time, certain schools finances have plummeted over the years. This affected teachers’ pay, classroom resources, and the quality of education given https://www.sciencedirect.com/science/article/pii/073805939090028M.
This could play a big part in why some schools, have troubles with raising money from the community side of school. So how can we change this? How could we utilise the school’s premises to raise money, that could help improve the building internally and externally? However, renting the schools hall could help, for example, wedding receptions, birthday parties, and other occasions could help fund the schools financial loses. Planning an intervention amongst us co-workers is achievable. But having no support from staff nor parents this financial hardship will continue to fester Ruby Payne “Nine powerful Practices” (2008).
Maximising Customer value   
Firstly, showing our customers that we care, we send out an online “Thank You” messages on our schools website, acknowledging parent efforts with fundraising and voluntary involvement with in school outings. This shows our parents that we are loyal, and we appreciate all that they do donating their spare time for us. Also, as a thank you we give them a thank card with flowers, but only to parents who have a consistent involvement within the schools fundraising achievements. 
Secondly, we could provide an online service, where parents could communicate with each other, and provide information regarding child minding recommendations, tuition, and extra-curricular actives for children of all ages. I think creating a forum for parents is a good idea. This will help to bring the community together and help build relationships. Being the domain of this service, we could see parent’s comments regarding the schools upbringing, their likes and dislikes, and what they feel could be invited into the schools future to gain accomplishments. 
The head teacher could take notes and even respond on the same forum, to let customers know that all comments are taken into consideration and parents will be notified in due course. Inventing this platform will show parents how professional we are, and how important they are to us. However, networking and engaging with parents could have its slight disadvantages. The first disadvantage would be destructive criticism and trolling. My investigation shows that some online forums end up with negative comments which are not related to the question or subject. A qualitative analysis of internet trolling (2019) the second would be having a huge overload of messages and conversations from parents, which might not get acknowledged due to work load, could lead to customers feeling neglected. 
But the management could be feeling burnt out and mentally exhausted from the daily duties. This could affect the online forum progression once uploaded. Customers will start to feel somewhat not important. The effects of employee burnout on customers (2019). Yet, in order for us to continue to build relationships with our parents, there are bias outcomes regarding the engagement when using technology more than we know.  This technique of collecting informative knowledge from the collective via technology (Jafari Navimipour and Soltani, 2016), has its pros and cons. Being informed from parents about information shared between others need to be verified before taken matters further Tom Chatfield Critical Thinking (2018). On the other hand, exchanging ideas, and business ideas in that fact, would be very helpful to us and the schools community. Moreover, this would help benefit the parents in the long term to insert their ideas a lot easier, than word of mouth.  This will encourage others to contribute to the collaboration, of the future improvements for the school.
Customer Satisfaction
As a school and also a business, we do our best to put our customers first. However, going back on the financial aspect of the organisation, I ask myself “Do parents see spending their money with the school as a financial loss”? We do what we can to keep prices with uniform and other necessities relatively low, taking in consideration of the customers finances. We want all our parents to be satisfied with all the services that we supply. To obtain our reputation, we remain understanding and innovate with our parents the help that is needed when being destitute. During their hardship we remain confidential and supportive to their personal situation. In time we discuss how we could potential find a solution for the parents, while giving them our friendly advice A tool for measuring the parents’ school satisfaction. Frontiers in psychology, 10, p.13.

Over the years we have decreased costs on multiple extra activities after school, and clothing. This seems to be helping while remaining a steady profit, while meeting a high level of customer satisfactory. However, on the financial side for the organisation this doesn’t seem to be working for the work setting Academisation of primary schools in England. Journal of Public Economics. The financial loss has transcended massively over the past few years. Even though the setting has a steady income, the reduced amounts in profits have significantly taken a toll on the school. In my theory there should be a required balance between the company and the clients, where both parties succeed. Looking at this situation from a different prospective, in present there should no decrease in supporting the customer’s needs. All business should stay supportive and loyal to all clients, despite going through any changes or hardship within the business. Eventually, the setting will figure out a financial strategy to follow, via an external financial professional or an internal business plan by management. We as an organisation have to be accountable in a situation like this, and understand that realistically the customer is not accountable for something like this. 
PEST Analysis
Political- Being a voluntary aided school, we have to self-finance the internal and external parts of the school building and resources. Self-management is one of the main skills to have whilst being the leader of a co-operation. At this moment the setting have been experiencing some financial cuts from the government, so implementing all we can into the institution, will help with books, and other resources that support the children’s education. Supporting this, we have fun days for the community, selling raffle tickets and charging the public to play a variety of outdoor activities. We would provide homemade products, food and beverages to purchase. Also having non-uniform days (different colours each week) help fund the outdoor maintenance i.e. benches, climbing frames, and water fountains. Adopting this community sprit into our fundraising development creates a bond with parents as well as welcoming new faces from the surrounding society. This helps the organisation upgrade their reputation to the community whilst gaining supporting funds.
Other schools that surround the local area are local authority schools, were raising money on a weekly basis is not a top priority. Maintaining the school premises on such a low budget can have an effect on the organisations appearance. This might make us look unattractive to some that visit the premises. The East London area has many schools with lots of opportunities to offer their students, with Ofsted ranging from “Good” to “Outstanding” ratings. So as you can see, the competition is very high. The setting promotes after school sports clubs to the public, which we promote on banners outside of the schools gates, and also on newsletters weekly.
Economic- The cost of living in the UK goes up every year alongside the wage allowance. If we look at the bigger picture of the cost living in the UK, it’s understandable why over the years the school takes in less when fundraising. Realistically, in today’s world people tend to want to spend less, due to budgeting because of the rising costs not just in London but around the world. Another realisation to think about is unemployment and job cuts. Unemployment rates have fallen by 3.9% for this year https://www.gov.uk/government/news/uk-sees-record-employment-as-unemployment-falls-below-4-per-cent, but I have noticed that a large number of new parents unemployed. The area where the school is located has quite a few homeless people living in the environment and part of the area looking a bit run down. For decades the organisation has helped many charities around the world. We remain to get the children involved by asking them to donate to the ones in need.
 As part of the growing community we encourage the children and customers to contribute, clothing, money or food to those who need it most. Organising a collection, and providing a clothes bin outside of the setting helps us to build giving back to the community. Encouraging members of staff, children and carers to go green and recycle, and also walk to school to help promote building up each other’s health and fitness. The workplace is extremely involved in lowering emissions and taking care of our world. https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/284703/rs17text.pdf
Sociological- within the past 4 years we have come across a high volume of applicants, this is due to the social changes in the environment. This could lead to over crowed schools and class. Looking at the demographic population growth, the mass of population is coming from overseas and people born over here the parents are from over sea also Roots and Fruits of Population Growth and Social Structures (2019). The UK has different ethnic backgrounds that range from Poland, India, and Germany, just to list a few. The educational system has extended greatly over the years with schools having to expand the structure of the school. We then have to deal with the change of lifestyle we live. Changing how we eat, where we go and how we contact people, and engage with them. Shopping online, companies going paperless, enquiries made only online along with filling out forms. Things are advancing every day. This is called “Technology Advancement”. Society is changing and expanding culturally every day.
Technology- Education has enhanced over the year by using technology. The internet helps the teachers as well as the students. Teachers can research and look for new techniques to implement into their skills when teaching. Wide sources of studies show that demonstrating ICT skills with in education is now an essential skill to have integrated into the children’s education. Introducing the Synthesis of quality data model is a guide to educators to learn the 6 strategies of ICT development when teaching their students preparing the next generation of teachers for technology integration in education (2019). Potable gadgets like the tablet are also adopted in the classroom to help support the children’s learning. Especially, children with SEN this device can really create an identification structure for those who find it difficult name places, objects and sound. Children can research many resources when looking up information and facts, related to the subject being taught. The smartphone has become helpful to most, when dealing with daily tasks. As a member of the organisation we have to cooperate with each other and communicate effectively throughout the working days. As staff, being a part of social media has its advantages when one wants to keep in contact. Setting up a Whatsapp group provides us with the confidence to voice any concerns and information given. Sharing useful information regarding the schools success, achievements and future events makes it easier for us to promote at no cost. The internet helps the school to reinforce to our community of our policy procedures and safety guide lines.
Conclusion
Following the customers relationship management steps, your business will gain the recognition that it deserves in the near future. The company will continue to strive and develop positive relationships by giving the customers time and support when in need.  Being happy with the service provided, the customers will then recommend the company via social media, or word of mouth. This helps the organisation to expand and gain profits. Building relationships with the customers helps businesses to gain their personal data which will help them to identify all their needs, especially when companies have promotions on offer. Having the CRM system in place provides the business with efficient communication via different sources. All personal details and marketing information are stored in one place. This cloud insures us that using this system is convenient and reliable at all times. Making use of this service will help companies remain professional with high performance qualities. When marketing the parents elevate the organisation by promoting fundraising events and donations. Social media has its pros, while sending messages and surfing the internet for ideas that could help to advance the events. Maximising customer’s values builds clarity between the companies and customers needed. While taking into consideration of customer’s feedback, we recognise as a business where we are going wrong. What changes could be made? And then star to create an action plan going forward. Identify what the company could improve on via management is not always easy, so going through all feedback could potentially improve the business.                      
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