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[bookmark: _Hlk17227047]Introduction

 The main aspect of this writing is to critically the analyse the factor that modify the impact on how to boost customer value in an organization particularly in Boots as my workplace, customer relation management or better known as CRM. Additionally, Recognising the type of systems that could reinforce the organization quality procedure, to deliver a comprehensive understanding of type of systems which we will give light in the next pages. Meeting the customer preference or needs through in an effective way and what could provide a customer satisfaction and how to recognised the frequent shoppers, one-time shoppers, as well as keeping the customer up to date with product to have a sustainable relationship between the organisation. 

a.) Objective
· To critically analyse the factors that influence on how to maximise customer value in the organization. 
· [bookmark: _Hlk17227084]To identify and elaborate the quality procedure of organizations, provide a critical understanding in which the systems are effective in meeting customer preferences needs.



b.) [bookmark: _Hlk17227201]Boots pharmacy 
    

Boots started in 1849 by John Boot. After his father death in 1860, Jesse Boot, at age of 10
helped his mother run the family herbal medicine shop in Nottingham which later incorporate Boot and Co. ltd in 1883 become Boots pure drug company. In 1888 Interarm pharmaceutical created in Netherlands.1901 Charles R. Walgreen purchases the drugstore where he had worked as pharmacist in Chicago U.S. in. 1909 Walgreen Co. is formed and it began to expand his second store. 1922 Walgreens invented the malted milkshake, 1927 traded stocks become publicly. In 1930’s they open its 1,000 stores inside UK, including launches cosmetics no7, UniChem group for pharmaceutical products, and the making of Soltan Lotion and in 1951 they opened the first trialled self-service in London. Later they expand to Puerto Rico and become the first major drugstore chain in US around 1968. Today Boots is a leading drugstore in UK along with Superdrug having huge number of employees of 56,000 in UK 1900 in Ireland with Boots optician as subsidiaries specialised in Healthcare

Variety of beauty products and household products including baby stuff. Their mission & vision is 
1. to be the prime choice for pharmacy, wellbeing and beauty -caring for people and communities around the world.
2. Assist people across the globe lead healthier and happier lives.
    



  Over a decade Boots has been growing bigger and wider and because of their mission to provide  a wellbeing beauty cosmetics variety of products range  for people in the community and into the entire world as their purpose with to be the first choice for chemist provider too never the less it is promising indeed with the help of scientific tools or latest technology they are never left behind 




What is Customer?

 According to Investopedia.com a customer is an individual or business that purchases another company’s good or services. Most public – facing businesses compete with other companies to attract customers, either by aggressively advertising their products in lower prices, in an effort to expand their customer basis. Business sector nowadays are seriously invest in building up a relationship with customer, on how they can attract them, rooted them to gain their trust and loyalty due to the economic social changes. In fact, they provide training courses to old and new employee to develop skills in mastering customer attention or retention. Study.com says there are three types of customer 
· [bookmark: _Hlk17227267]Current customers 
· Past customers
· Potential customers
Whether you are currently purchasing goods or a past customer or either a potential customer it doesn’t make any difference to a business market they are still sees you as their profit or asset to the company. Infact customer buy products for three good reason faith, cost and quality.  

  Why customer is important?
· Business sector has proven that the customers are their biggest asset to the company. Due to the fact it become the central source of commerce and fund.
· Customer is the permanent change, becoming more demanding however, it is the mission and vision of every business sector to ensure they meet every customer preference.

Customer value means?
“Is the level of satisfaction that customer towards your business. The word value can have a number of definitions or meaning… on the flipside, there is money for value, which means people are willing to pay for the things they see valuable benefits.” (tallyfy.com>customer-value)
We would notice as a customer, why there is a variety selection of product on the shop display for example although it may seems to have similar ingredients the range of shampoo to choose from. However, sometimes it confused our mind which one is the best so in order to get our curiosity done we buy the product and test it on to see if it is worth our money in return company makes a variety of selection for such reason for the customer satisfaction and attained the needs.
  Another statement for consumer revolution according to Stefan Engeseth, (2006) the world is becoming fairer place for shoppers who are finding that key now have a much easier time in making themselves heard. Stefan engesth. (2006) especially nowadays collecting feedback from customers whether it is a frequent shoppers or not it can help to  improve company potential in moving forward to the progress of their business sector knowing they can recognised what customer wants and needs to attain by paying attention to the feedback and queries  in that case they have the hint that point to the  mission onto maximise customer preferences.    

 

 Factors that modify customer satisfaction 
· Product quality 
Product quality is very important to the customer whether it is worth paying for in exchanging for goods. People would buy however expensive it is as long as it can meet their needs and of course the quality of the products will matched at the same time.
· Service quality 
· Price 
· Specific product or service features 
· Consumer emotions 
· Attribution for service success or failure 
· Perceptions of equity or fairness 
· Other consumers, family members, and co- workers
· Personal factors 
· Situational factors


           
    

[bookmark: _Hlk17200805]  Over a decade Boots has been growing bigger and wider and because of their mission to provide  a wellbeing beauty cosmetics variety of products range  for people in the community and into the entire world as their purpose with to be the first choice for chemist provider too never the less it is promising indeed with the help of scientific tools or latest technology they are never left behind. 

Factors that boost customer value in Boots are the following:

Product selection/quality 
With a variety of product available from Households, beauty products range including makeup, Perfume,  babies stuff, opticians in some areas,  food to go like healthy meals, Boots photo, personalised gifts, Boots kitchen appliances and hearing care and of course their primary  is the  Pharmacy as well as electric toothbrush , hair dryer etc. although in some shop floor like in high street Kensington branch there is health centre at the bottom floor so it is quiet accessible for the less able people in the area  after check-up they can directly avail medicine in shop floor as well as   online purchase via website  this could lead as an advantages for the company besides customer would prepare to go on shopping if they can avail altogether to save time for their needs of personal care to attained in one go  fact that most people especially the mummies  in this country has no enough time to room around from one place to another to find what they need time is very important for them. 

Online presence(media)
Social media these days has a huge impact in this era take it or leave it Instagram, Facebook and other flatform has gone a bit wild. Our privacy or personal data is on the edge. However,
It is up to us on how to protect it from hoax. However, it is an advantages for  company like boots and other organisation because it’s pretty helpful the social media page or online presence for them to provide customer up-to-date product presentation, selection online on what are the latest trends for the products range, the offer as well as a the information about the organisation  display on their web page for the customer easy to access and view all variety of offer.


 Boots advantages or Loyalty card
is a shopping reward for frequent shoppers in Boots earned 4 points for every £1 spending any products in store or online purchase. Also, it can downloaded the app Boots in your phone and scan the advantage card to link and start shopping to enjoy and more personalised to go.   
It is also partnered with the NHS Organ Donor Register to help save lives. Most frequent shoppers at Boots enjoy the reward and as an advantage to the company to keep the customer rewarded for being loyal in return however, this strategy was introduced by Tesco many years ago and later realised by other enterprise like boots to follow the same scheme. Hence it was helpful to retain customer on a long-term basis as well as keeping a good relationship between parties.




The evolution of loyalty program 
 
The history of loyalty program was started in earliest 18th century. When the US merchants begun to give copper tokens to their customer to redeem for future purchases and later in the mid of 19th century become popular this idea of giving rewards to the consumers not only that but to retain customers and soon every business establishment were doing similar. And of course, the introducing of trading stamps in 1896 to replace the copper tokens because it was too expensive according to the merchants. Providing printed stamps or known as the S&H green stamps to various business sector to offer rewards to their customer in return for their loyalty. And this practice last until the mid-late 20th century. And of course, the coming of box tops


Customer service
Customer service assistant in shop floor are well trained employee provided and  professional apart from a part time student who are keen to have experience in the same fields of specialization as well as young trainee who come and go for couple weeks to keep the customer reach out their needs and provide quality service both shop floor and online presence.





 

  Assistance 

Boots believe both customer and employee are very important asset of the company that is why health and safety are one of the top priorities of the management concern in the shop floor and to ensure everyone feel safe inside the premises while doing some shopping. Customer service assistant is there to help and assist customer to the highest level as well as checked every product are organised and put accordingly daily and updated to avoid none are missing and out of stock. Additionally, to provide information alternatives option for example any offer available for product promotion and offer assistance. 
   This Photo by Unknown Author is licensed under CC BY-SA-NC


 







 These are the several theories or concepts that are using by organization to boost their customers value are the following: 

Service quality

Service quality is the customer’s judgement of overall excellence of the service provided in relation to the quality that was expected.it could be the outcome quality, interaction quality or physical environment quality.
Consumer are buying or exchanging money for good or service on a certain amount because of worth paying for and quality of the product which is why they are happy or meet their needs.
In my workplace we provide service to the highest level to ensure customer meet their needs whether it is in the shop floor, pertaining to information or assistance especially those less able like the senior, mummies and sick people who come to the shop-floor to buy medicines
As a customer service assistant our duty is to provide a warm welcome with pleasing gestures in assessing them make sure they are serve well and satisfied with the service provided.


We all know customer is always right. as old saying goes, perhaps it might be considerable according to the situation because when the customer is acting rudely we should have to remain calm and be firm and act like professional let the customer speak and responds in a very calm way like nothing happened however, if a customer is mean then you need to call the manager to have witnessed and assist you.


 

Servqual
 Servqual (service quality gap model) is a gap method in service quality measurement, a tool can be used by product manager across all industries.
 


The five servqual dimensions are:

Tangibles-
Employee comes in uniformity like in Boots everyone inside the premises wear top with boots logo on the upper chest with name tag, black trousers also with prescribed shoes to be safe when getting stock from stockroom to avoid accident or injury. The facilities for employee like the common room for the workers who work long hours, toilet, kitchen according to the size of the branch the equipment  for the customer to be used such as the shopping basket whether it is located and organised properly, the stocks at the same time which is the most important part knowing is not crumble ensure it is in the proper place the product display accordingly.
   
  
Reliability
one of the most expensive form of trading is reliability especially in Boots as a leading chemist in UK, medicines is vital element for those who are taking medication on a maintenance basis. 
So, medicine is the primary source and should take accountability for those who in charge in it being responsible in disposing the right medicines as well as being dependably and correctly. Although as a human being mistakes are likely to occur but serving customer on a faulty basis most of the time can lead to a bad image of the organisation so it is vital to addresses and pay attention especially when a customer is from abroad if you give a wrong product it’s a big disappointment for them too.  

Assurance 
According to electricalfundablog.com that however the reliability is measured during/after the customers product use. Quality is the measure of conformance to laid down product specification. once design is over, maximum system reliability is fixed and through quality assurance what we can achieve is design reliability. (eletricalfundablog.com) 
 In other words products those made by company which came to be known by customer having good impact apart from medicines like beauty products that has been around for ages which was launched by Boots such as the no.7 soap and glory and line with cheapest household products however its quite useful that customer rest assured the benefit of using.



Responsiveness
Hearing or answering customer comments in a professional way with a pleasant gesture can make a difference at all. Some people they don’t have this courage to ask but if you see a customer rooming around the shop-floor and seems cant find something they are looking for its good to start a conversation by simply asking hi can I help you, or would you like any help things like this to break the barrier. Moreover, some customer are boastful but the way you responds by addressing Madam or sir in a normal tone does not make you anything less at the end of the day don’t let that negative energy of others ruin you.
Another thing is reply customer queries and comments on the website in a professional way on time if products is not available try redirecting to other branch or nearest shop that can help customer save their time. Alternatively, similar to the products they are looking for.  



Empathy
The care for customer, individualised attention bestow by the company to the valued customer by hearing their feedback answering their queries whether online or in the shop-floor to make them feel they are valued. returning a call for them if being missed ensuring they get the service provided.


Supply chain management 

The supply chain management was begun in the shipyards of japan in 1950’s. this modern concept of supply chain management eventually made a progress in the car manufacturing industry, particular the Toyota. One of the existing systems of Toyota is Just in-Time or JIT. The just in-time has help the business industry of this era lot in organising the stock/ order especially for those who hasn’t enough storage for the products. But what is the function of supply Chain Management in the organisation?
 Supply chain management or SCM is the wide-range of activities that involve planning, controlling and executing of products flow, from acquiring raw materials and production through distribution to the final customer, in the most streamlined and cost -effective way possible. (searcher.techtarget.com) 
 


This Photo by Un


known Author is licensed under CC BY-NC-ND

       There are four elements of supply chain management
          Supply, logistics, operations and integration

Supply is the procedure by which company buy either raw materials or immediate manufactured goods use by the company. If the supply chain gone defaults by circumstances 
A supplier goes out of business or there is shift in the demand for a certain supply. This would cause the firm to look for alternative supplier to sustain their customer needs, the price of goods would likely go up high due to customer demand and shortage of product availability at some point. moreover, it would a dismay a valued customer which can lead to distrust of customer to the organisations. To prevent all this sort of stuff planning and organising as well as time management is pretty crucial in this situation monitoring both the supply chain and the inventory section to make it balance observed how stocks last and always leave margin not to run out otherwise it would create havoc for both parties.

Logistics refers to the carrier or mobile that delivered the product from raw to finish products.
Through inland or shipping distributing to ensure everyone has enough supply according to needs and order operation in a storage solution. The logistics also provide space for the excess materials or products.
Operation
Is the process by which company ensures that the correct number, amount quality, cost and consumer service of product they are being produced from the raw materials is made to the consumers. When the operation malfunction it can cause shortage to the consumers.
Integration is the overall on how companies use and integrate supply, operations and logistics component to form their supply chain. At the same time, it is How well the integration of the first three components works together to boost the profit over the supply chain.

The supply chain management is very important according to study.com it increases competitiveness and customer satisfaction. Especially nowadays the SCM plays an integral part of the business industry success. An efficient and competent SCM allows firms to deliver products on time to customer by all means on a low cost. (study.com) nowadays organisation relay on the SCM where they can trust and assure deliver products on time. however, it is important not  focus on the single storage or SCM alone to avoid future disappointment like to what happened to KFC couple years ago shortage of chicken and some shops are closed because there was no sufficient supply we can learnt from that scenario it is important to focus and be organised, time management be vigilant and always have backed up. 
 


  
Customer relation management
 

In today’s world particularly in business the relationship between consumer and business sector has dramatically increase and improved with the help of technology in order to reach out and vice versa to maintain a good relationship, unlike in the olden days, years ago customers feedback would likely be in doing market survey using primary data or secondary data. However, with the help of expert developing theories in models as well as concept in order to uplift human lifestyle and attracting customer and as well as with the degree of human capacity of being able to generate ideas and create a developing world thing changed gradually. Just like the scientific way although it consume time to process unlike today with the introduced of CRM it changed completely the entire market in pleasing their customer it wasn’t that difficult to know what valued customers preferences and needs by exchanging email in an instant with the internet access
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What is customer relation management?

It is about the relationship between business and its customers.
Each party contributes and expect something from the relationship.
Customers expect value from their money and a lower price
Companies expect money, profitable customers and certain degree of loyalty in exchange for good and services.
“customer relationship management (CRM) is the combination of practices, strategies and technologies that companies use to manage and analyse customer interactions and data throughout the customer lifecycle with the goals of improving customer service relationships and assisting in customer retention and driving sales growth.” (techtarget.com) CRM has a multiple function as we can see from the illustration above with the help of technology life has becoming much easier for society and for business sector as well. Combining those elements to reach maximum customer satisfaction truly it create a better world for the both consumer and organisations. From lead managements who are equipped and skilfully developed with academic background to well experienced in various fields of specialisation like complete sales activities with a set of methodologists, systems generally operated thru a variety of marketing campaign to project management who are focus on meeting deadlines organise and goals keeper. The area of specification in dealing with planning, executing and controlling the task. Customization of the products, the inventory management that deals with inventory control for managing the safety stocks, re-order point and inventory efficiency. Here comes the integration followed by call, SMS, text and e-mail then back to back routine cycle as shown in the picture.


Pros and cons

The pros of CRM, Since the evolution of Customer relation management tools in business industry the connection between with customer  has gone clearer and have a deeper meaning like never before  it feels like a close friend or family members  that talked to one another via phone call , email, sometimes survey appear on your text messages. because they can communicate directly and heard feedback soon as possible in return shopper can make comments about their experienced shopping, in over all impact whether a positive or negative feedback is still valuable to the company, so they know what customer preferences.
 According to unifiedinfotech.net the CRM has a scalable solution that fits with any budget to help grow the company and meet everyone expectation in terms of software solution to provide interaction and invest in a personal level of communication with consumer. Moreover CRM put everything in one place so it is safe and organised save space for the organisation too and for the customer at the same time beside our data is very important not to ignore because it contains our personal identity that can be stolen by fraud and use it against us. 
It allows data mining, means gather specific sales report and other analytics. That can lead to organization realised what is needed to change and improve for the customer satisfactory. CRM can speed up the process of conversation because it focus on giving and taking positive and negative feedback from a well- trained CRM representative of the organisation. Lastly it environmentally friendly because it reduced paper based due to all data is being centralised and yet the productivity goes up, so it Is quite helpful for the company it lessen their daily cost instead.
The cons 
the cons of CRM is that because data kept in a centralised point which create treat to any organisation on executing solution. What will happen if the power goes out of database or an unfaithful employee put data incorrect or unorganised so queries and comments from customer would crumble. Technical support from various organisation offer help support. However, it way cost higher for the customer and time arrangement especially waiting on queue can be quite intimidating furthermore organisation can lost data if don’t keep database appropriately as we all know this is one of the problem mostly we encounter in digital world so it is important to have back up to function well but am pretty sure they are aware of this.

  



E-commerce
it has been said the used of e-commerce was begun in 1995 it grew rapidly and even when the economy was not stable.  business industry that survived in the extreme growth now thrive. 
The E-commerce is the process of maximising the sales to the consumer, encouraging continuous relationship through the use of digital communications technologies such as operational databases, personalised web messages, customer service, email and social media marketing. The e-commerce includes email service on the web and other form of social media service and service touchpoints to accelerate the customer supports.
E-commerce is a process of buying and selling produce by electronic means such as mobile applications and the internet. Refers to online retail as well as electronic transactions. (ecommerce-platforms.com28aug)

Why E-commerce is different
Why e-commerce is different because it is ubiquity the marketspace is common as shown on mobile apps, accessible, convenient at the same time. the transaction cost reduced you can view from your apps for example click and collect.
Global reach ordering products via internet access from abroad like amazon, wish browsing products and from mobile apps or through your computer and your country of choice is possible with reliable logistics.
Universal standard the use of internet. 
Products shown on the internet or online web the richness of exchanging video, audio, chat in an instant even live video.
The interaction, information is precisely customer can enable compare pricing of the products quality, well detailed. Personalised, customization and the ability to maximise customer product selection on the web availability 24/7 a week for the customer to access.

The pros and cons of e-commerce 

The pros of using e-commerce is beyond boundaries as long as there is internet access customer can avail no limit to buying products, gained more clients from all over the globe thru search engine visibility, low cost maintenance and rent higher capacity for goods and deliveries while cons over trading strategy as well as the sense of personal touch to the customer over the products, sizes might be issue texture of the clothe if fabric for example or colour blind. 
















Conclusion

 At the end of this chapter we recognised and understands the benefits of engaging with customer through researching, gathering information, using techniques, methods and tools on how to developed a true meaning relationship with the customer apart from experienced interaction on a daily basis at work. However, tools and techniques gather from different text, journal through reading online as well as with the help of university guide author able to understand elaborate further the use. The importance of customer in the business industry on why their value means a lot to the firm, factors that influence  to boost customer satisfaction in the organisation such as the online presence, the induction of loyalty card to retain customers attention in reward to them for being loyal  as well as customer service assistance offer in the shop-floor. Additionally, authors recognised the type of right systems using by the organisation to boost their customer needs such as the service quality where recognising the standard service provided to the customer to meet their preferences, SERVQUAL able to understand the gap between trading, and all sort of business transactions.
And of course, the main point is the supply chain management how it works and the important aspect of SCM in the business industry in efficient way. The customer relation management and the last but not the least is e-Crm that uplift the business firm since it was developed by expert and the consumer is loving he idea as it give them more flexible time and maximum shopping benefits and as well as to the company developing good relationships
Among clients. However, there is always good and bad effect going through using online activities but nevertheless, the general data protection regulation or GDPR is here to help and monitor and ensure everyone is doing the right thing. The GDPR is a set of rules designed to give EU citizens more control over their personal data. It aims to simplify the regulatory environment for business so both citizens and businesses in the European can fully benefit from the digital economy. (zdnet.com>
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