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[bookmark: _Toc417848563]Introduction

This report will discuss different aspects of quality process that is being followed by Apple, customer’s satisfaction and advantages of maintaining ties with the customers. The report will identify Apple Company and I will critically analyse the factors that influence Apple Company’s ability to maximise customer value. And I will identify the systems that supports Apple Company ‘s quality processes and will provide a critical understanding of those systems that are effective in meeting customer requirements.
Quality control is considered as one of the vital factors that help business organizations to maintain the quality of their products and service for securing and maximizing customer satisfaction. Organizational ability to secure customers’ satisfaction is influenced by several factors. The process followed to produce and provide services to the customers is also important for business organization because in a highly competitive market, any defects in the products would turn in to considerable loss for the organization. The case organization is Apple which is a technology-based organization offering a wide range of products and services. This USA based organization has more than 132,000 employees working with dedication (Apple, 2019). This report will discuss different aspects of quality process that is being followed by Apple, customers satisfaction and advantages of maintaining ties with the customers. 
[bookmark: _Toc417848564]Section 1
Critically analyzing the factors that influence Apple’s ability to maximize customer value.

1.0 Background information about customer service in Apple.
Quality modules can be termed as the specific direction for maintaining the quality of the products and services provided by an organization. Quality module is a useful tool for ensuring the quality of products and services thus increasing customer value. Quality modules contain several important aspects that help it to follow proper guidelines required to maintain the quality of the product. Quality modules of Apple contain check sheets which enable the responsible personnel to monitor every steps of production. The steps in the check sheets are also monitored centrally so that no product is displayed and sold to the customers with a defect in it. Quality modules also include control plans which describe the process of inspection. Control plan of Apple specifies the quality and type of products the organization needs to produce in order to maximize the customer value (Woodside et al, 2009).     
Standards that are set for each product must be followed by the production line. Products’ quality standards are determined by the quality modules. Apple also tracks the deviation of standards so that deviation can be prevented. In the case of Apple, there are different levels of customers involved with this organization but most of them are upper class. The target group of this organization demands high quality products with a wide range of sophisticated and useful software. There are standards for every steps of service delivery. Apple Inc. ensures that from the production of tech products to handing over those products to the customers, the organization follows the strict line of standards. Compromising the standards of product may lead to an organizational failure. Since quality modules and standards are useful tool for ensuring and maintaining the quality of the products and services, these tools are very useful when it comes to production and delivering customers services. 
Customer service can be referred as the provision of amenities provided by the organization while selling and after sale services. Customer service of an organization is seen as a vital factor which fosters the relationship between customer and the organization. in this case, Apple maintains a high standard in the customer service so that customers’ demands and needs can be fulfilled to a great extent. In order to maximize customer value, Apple follows the line of no compromise when it comes to customer service. All the services of Apple are designed for maximizing the customer value. The organization ensures this issue by three means. Empathy is the first one and the organization tries its best to understand the requirements of the customers. Second one is the focus on the important aspects that matters to the customers. And the third one is imputing by which the organization provides the best possible products with the best kinds of amenities in a creative way. 
Apple Inc. ensures all kinds of services for the customers and the service provisions are designed according to the needs and convenience of the customers. There three ways through which customers can communicate with the organization about customer service. Customers can contact online with the customer service or they can send email to the organization’s customer service wing or even the customer care executives call to the customers upon the request of customers. Apple Inc. have considerable number of employees who are always ready to solve customers problems. Customer service wing of Apple Inc. are trained in a proper manner so that they can provide quality services to the users of Apple (Piercy & Lane, 2009).
[bookmark: _Toc417848565]1.1 Customer centrality
Customer centrality mainly defines the needs of the customers. In order to make any business plans or strategies, company needs to think about what exactly demands of the customers. In terms of Apple Inc.  customer centrality is regarded as a very vital component to create value for customers. For making any sort of decisions or marketing strategies, Apple Inc. needs to seek some following matters:
I. Analyzing customer needs: Firstly, it is very important to think about customer needs what actually customers are interested to buy. The product line must be drawn based on the customer perspective. As cultural or social trends are always changing, so it is very needed to bring diversity in the products according to the customer’s needs indeed. In this case, Apple gives high emphasis on it. For example: continuously upgrading iPhones, iPad, iPod, Apple Watch, Apple TV and so on.
ii.	Desired pricing levels: As Apple Inc. mainly emphasis on the product’s quality, so they have to fix the prices based on the customer affordability with maintaining quality. Fair price can help to get more customers. Sometimes, customer can be interested to buy products with high price if the company maintain quality products. This factor will be the key matter for the Apple Inc.
iii.	Availability of Products: It is very crucial for any company to expand their business. Products should be available at right place by right time. In case of this, the company needs to recruit many wholesalers and retailers or agent firms to ensure the availability of the products. Apple Inc. maintains availability of their products throughout the whole world by their representatives, branches, wholesalers and retailers as well.
[bookmark: _Toc417848566]1.2 Value and purpose of customer relationship management (CRM)

CRM is a type of approach which manages all the relationships and interactions of company with all sorts of customers. In Apple Inc., they are greatly emphasized on CSM to give maximum priority on customers which ultimately create value to the customer’s experience indeed. The main purpose of maintaining customer relationship management in Apple Inc. is to ensure long period of relationship between Apple and its customers. CSM mainly implementing through retailing from which Apple can possibly get loyal customers. Through CSM, Apple Company wants to give the customers a unique experience or memory of buying phones or any products rather than just buying of a product. Apart from this, they are mostly concentrating on teaching the customers to love and the benefits of using Apple products (Woodcocket al, 2007). 
Apple Inc. has been implementing customer service department approximately from a decade. The main objective of this department is to satisfy the customers with ensuring high service facility. In order to know the customer’s feelings after taking services from Apple staff, this department sends email to the customers who have used in-store services. Apple Inc. has been significantly analyzed the customers experience from their retail department. In order to maintain lifetime relationship with the customers, Apple Inc. focuses on the customer’s interest factors by collecting information from their clients or customers or loyal customers. This is one of the central strategies for them (Payne, 2009). 
[bookmark: _Toc417848567]1.3 Explaining Buyer seller relationships

The main foundation of buyer-seller relationship is trust. Apple Inc. is one of the leading companies which maintains high prioritize relationship between buyer and seller. Apple company has achieved this reputation by working hard in the field of research and development, customer service, quality management, sustainable product development, proper market segmentation, identification of the best route for supplies, production accordingly to demands, high brand value, advertising, huge delivery system, quick response, call center service and so on.
Nowadays everyone wants to hold an apple product because of their quality and brand value. Even it can be seen that people are desperately waiting in a long queue just to buy an iPhone. A customer can easily find apple's product in a nearby big shopping mall. Moreover, Apple Inc. has also a huge number of customer care center in the world which make the relationship among them more profound (Blokdijk, 2012). 
1.4 Collaborative Relationship
Basically, Apple Inc. maintains this type of relationship with their customers.  The basic theme of this relationship is to ensure commitment and trust between the buyer and supplier. Apart from this, the major objective in this relationship is to maintain a long term mutually benefitted relationship. Generally, the seller wants to sell a high level of the customer rather than a lower level. Since most of the customers of Apple Inc. are rich, so they are ready to pay any amount of money for their product due to their goodwill and brand quality. However, Apple was hold about 12% market share of the global mobile market in 2008. Afterwards, Apple iPhone were sold around 18.2% of all smartphones in 2018. That was only possible for maintaining good relationship with their customers indeed. 
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Chatterbots are sub sets of artificial intelligence that communicates with customers in the absence of a human individual. They can be programmed to respond to general queries and can provide solutions to simple problems. But they cannot replace the expertise and knowledge of human individuals. These chatterbots are utilized in Apple’s online platforms to keep customers occupied and provide them with as much aid as possible. there are several benefits or chatterbots. These benefits are enjoyed by the organization and the customers as well (DOLIGALSKI, 2016). 
· Time: chatterbots saves time by generation automatic solution and answers for the questions asked by the customers. It is mainly a computer-based tool used to provide guidance to the customers about different issues and problems.
· Money: chatterbots also saves money by providing quick answer to the customers about their queries.
· Less errors: chatterbots generate different types of answers based on the human language. The program is capable of understanding different languages and it generates answers based on the program. Since it generates answers based on the programs, it provides accurate answers and the rate of error is minimum when it comes to chatterbots (Sloan & Sloan, 2019). 
There are other benefits of chatterbots such as increased efficiency and customer satisfaction because these chatterbots provide instant solution to certain type of issues. 
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Customer value is calculated by balancing the cost of good and the profit acquired from it. The cost of good also includes the expenses involved in advertisement and customer acquisition. Apple focuses on enhancing customer experience which in turn increases the value of the customer as the customer with better experience tend to spend more on the products of Apple Inc. Apple has developed different accessories and add on to their flagship devices. These addons and accessories are mostly exclusive in nature and are made to have the best quality. Apple always tends to address customer needs through research and development. Their products are innovative and offer better quality then the third-party products available in the market since most of their technologies are proprietary (Kothari, 2019). Apples strategies include some core activities to increase customer value. These are discussed as follows:
a) Refining value proposition: Apple identifies their forte and capitalize on that. They try to occupy an exclusive status in the market through specialization. If Apple focused on making rockets, their effectiveness will fail dramatically as they don’t have expertise in that field. They ensure that their value propositions are clarified and the customers are asked for input that enriches those propositions. Apple also focuses on demonstrating the application of their technologies so that the customers are aware of the benefits that can be acquired from the product. 
b) No competition on price: There are many brands in the market which provide performance similar to that of apple products but at a significantly lesser price point. Though they provide greater value, Apple does not reduce their prices to adjust to the threshold. Apple products have significant perks that appeal to the established customer base and they are willing pay the premium for having those. 
c) Focusing on most valued customers: Apple’s iPhone is the most sold product and the customers who are using them are most valued customers rather than the ones using iPad or iPod. Apple focuses on enriching the experience of iPhone users by keeping the library up to date and introducing new iterations with value adding updates (Mello, 2007). 
Section 2
[bookmark: _Toc417848570]Identifying the systems that supports Apple’s quality processes and evaluating the process in meeting customer requirements

[bookmark: _Toc417848571]2.0 Customer expectations 
Surely Apple Inc. manages customers’ expectations with high priority and so it is one of the top companies in the world. In order to maintain customers’ expectations, it is very important to understand the customers properly. Although there are so many competitors available in the markets including Huawei, Samsung, Google etc., Apple Inc. can able to ensure their great position in the world market. Almost 700million of iPhones are being used throughout the whole world. To manage customer expectation, Apple Inc. is doing following activities:
2.1 World class customer service model
Apple company has been operating in whole world successfully by maintaining their world class service model. As an international company, they set out their strategy of products designing or making based on people’s expectation from different countries.


2.2  Focus on customer experience
As Apple company is greatly concerned about each of the customer’s experience of buying their products, so they able to meet up the customer’s expectation by analyzing of customer’s feedback and experiences (Buttle, 2015). 
Customers’ feedback is seen as a vital source of information which is used to redesign the service delivery process of Apple. If customers inform the organization about the troubles that are being faced by them, Apple takes immediate action to make sure that the troubles of customers are taken care of by a team of experts.
2.3 Effective communication
Apple Inc. send emails to their users how about the services or experiences of buying or using the phones or other products. By getting the feedbacks, it is very helpful for them to give more prioritize services or products to the customer. Apart from this, they also maintain strong communication system around the world which helps them to become a top company in the world. 
2.4 Realistic promises
It is very crucial to encourage the customers about future upgraded products in order to make them interested. In this regard, Apple Inc. always gives the realistic promises to their customers what actually will be the future upgraded products. They also provide actual specification of the products. This factor greatly helps to get loyal customers. 
[bookmark: _Toc417848572]2.5 Buying decision making process: ethical considerations such as fair-trade, sustainable resources
Decision making process of buyers can be influenced by different policies of an organization. issues like ethical considerations have significant impacts on the over all sales of an organization. but in the case of Apple, the scenario is quite the opposite. There are several allegations raised against this organization. all the allegations point to the unethical activities of Apple Inc. including causing environmental damage by dumping industrial materials into nearby waters. It is also claimed that Apple Inc do not adhere to the employment laws properly and have the employees work over time forcefully. 
According to China Labor Watch and Green America, there are various sorts of alarming issues including environmental, social, employment law violations by Apple Inc. The organization is accused of forced labor, extra working hours and insufficient protection for those who deals with toxic materials of this organization. When it comes to sustainable use of resources, Apple Inc is one of the worst rating organization in the world. According to Ethical Consumer’s, Apple Inc is the most unethical business organization in the world. This rating was published in 2016. But now the scenario has changed and Apple relies mostly (93%) on renewable energy. 
Fair trade issues of Apple Inc. have proved its eagerness to ensure fair trade. Apple is the first technological organization who signed to join the FLA. FLA is an organization established to ensure fair trade all over the world. Apple exposed all the names of supplier. Apple also introduced to provision of sharing profit with the employees of the organization as an incentive of their hard work. Ensuring ethical considerations and protecting the rights of employees will certainly ensure the ability of the organization to meet customer requirements because if internal organizational factors such as employees and policies are set in a way so that customers’ demands can be understood by Apple Inc. then it would be easy for the company to deliver services understanding the needs of the users (Johnson & Gustafsson, 2008). 
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Quality control is all about monitoring, reporting and calibrating. The importance of quality control is very significant when it comes to maintaining high quality standards. All the products of Apple go through a highly standard quality check before going into the market. Variation is important in the contemporary business world. But Apple Inc. maintains a unique line of production because there are no significant variations among the products of Apple. But Apple does maintain the quality of tis products. There are different ways by which Apple maintains the quality of its products.
i. Competence: Apple ensures the production procedure, quality and momentum is maintained with the demands of the market. Apple’s competence in producing high quality products is appreciated in the market but the organization lacks in variation. Without bringing variation in the products, the organization may lose the competence of the market.
ii.  Quality driven strategy: Apple provides significant importance of maintaining the quality of its products and in order to ensure that, the organization undertakes strategies that are driven by quality standards.
iii. Customer orientation: Customer orientation provides the organization with the scope and willingness to understand the requirements of the users. In the case of Apple Inc., the organization undertakes different initiatives to fulfill the demands of the customers. Customer centric activities of the organization paved the way of ensuring more customer satisfaction than any one anticipated (Rao & Chandra, 2013). 
iv. Market survey: The organization conducts market survey to address and identify the demands of the customers. Changing trends in the choice of customer must be addressed in order to fulfill the demands because if the organization fails to address the demands of the customers, it will ultimately fail to deliver the kind of products all the customers desire. 
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E commerce
E commerce is used to refer to a system which allows buyers and sellers to connect on an online platform for buying and selling products. E commerce has been introduced to almost all countries due to the increase in internet users. E commerce has many perks that appeal to the general consumer. These are discussed as follows:
a) Eliminated geographical barriers: Apple products are not available in all states of every country they operate in. In such cases the customers are not deprived of the utility of apple products as they can make informed purchasing decisions through e-commerce sites. They receive the product at their homes even if their region is devoid of Apple outlets. 
b) Lower costs: E commerce does not require any physical space to showcase products. It requires some digital space which is significantly cheaper than the former. As a result, purchases made from e-commerce sites can be sold at lower prices as the cost of maintaining and showcasing inventory is minimal. This also adds value to the customers purchase. 
c) Comparison shopping: Apple’s superiority can be compared through e-commerce sites where the consumer can objectively compare and contrast among features of multiple alternatives. This provides the customer to make informed choices and spend their money where there is most value. 
d) 24/7 services: Apple’s ecommerce sites remain active and they always have aa Apple genius available for addressing customer inquiries. This unimpeded channel of communication allows customers to acquire information about their products and even acquire remote solutions for their devices. Such actions produce much vale for the customer and the positive experience compels them to spend more as the customers’ requirements are met adequately.  
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Product based ecosystem
In terms of Apple ecosystem, they create a collaborative network which are maintained through a group of software-based devices. The main purpose of this system is to create a 'family' of products through which company can ensure best supply of products and services to their customers. Apple Inc. tries to drawn more customers to purchase their products by this ecosystem. There is so many software used in the ecosystem of Apple Inc. For example: iCloud, airdrop, airplay. Moreover, Apple Inc. maintains strong product ecosystem for ensuring high quality products and also, they maintain good services to the clients and customers even after buying the products. It builds lifetime relationship with the customers and help to get loyal customers as well. The core thing about this ecosystem is to impress and support the customers. Product based ecosystem also ensures that the products are designed according to the needs of the users (Brown, 2010). 








[bookmark: _Toc417848576]2.9 Customer focused ecosystem
Customer focused ecosystem can be regarded as the chain of organizational activities that are designed to maximize the value of the customers. Apple Inc. is a large tech organization who are currently operation in most of the countries of the world. In order to maintain the quality of the product and services provided by Apple Inc. the organization designed an ecosystem that focuses on understanding the needs of users. Apple’s customer orientation can be understood by the provision of customer service. There are three ways that any customer can get to the customer care service executives. There is also an automatic software by which customers can get a call from customer service and put any complaints about any issues.
When it comes to Apple, the security and privacy issues are the most dominant and exclusive in the market. Apple Inc. provides one of the best security systems in the world. iPhone and iPad are the most used products of Apple Inc. and these products maintain a high degree of security. The provision of security and privacy are introduced for the customers who have security issues with their data. There are people of different class who uses Apple products but most of them are higher or higher middle class. Even individuals having higher position in the government uses iPhone and iPad because of the privacy concerns. A customer is seen as a long-term asset of the organization primarily customers are only ‘suspects’ and then have different prospects. After this stage they become low value customers and survey proves that low value customers' have a contribution of £1200. Next phase of the customers life cycle brings average customers and after that the customers become high value customers and their average contribution is more that £1500 (Peelen, 2013). 
The system that is being used by Apple to ensure that they are the best among other companies in telecom industry, has been successful and beneficial to both the organization and the customers. The reason behind all these credibility of Apple lies behind the excellent focus on product quality and customer targeting. Apple introduces different devices with different features, specially if it is about security then Apple is the best in the market.
[bookmark: _Toc417848577]3.0 Conclusion
Based on the discussion it can be said that customers’ value maximization depends on several factors. These factors include quality modules and standards CRM and buyer seller relationship. This report also focused on the organizational system that fosters or hinders the organizational ability to maximize the customers’ value. Customers are the base of the organization and it is the duty of the organization to ensure the customers are treated in a way so that they can have trust on the organizational services. Maintaining the relationship with the customers can be vital technique for the organization to increase its customers base.
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