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Introduction
Customer experience is something which the customers expect from different business organizations about different segments of the services which they provide. The business organizations are ought to provide the best kinds of experiences to their customers with the form of products or the services which they offer to them. The satisfaction of the customers is one of the most important ways to get success for any kind of business organizations. This assignment has been prepared with a view to discuss about the factors that influence the ability of the organizations to enhance and maximize the values of the customers and along with that the assignment will also discuss about the processes by which the organizations meet the requirements of the customers. 
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The case scenario
The case is based on the senior project manager of a marketing and communication agency and while undertaking this project, the senior project manager had to face many hurdles and while carrying out a new marketing and advertising campaign. As the senior project manager it was important to carry out the task to lead an entire employee team and this includes the employees from the marketing and the creative department. The senior project manager is also required to make meetings with the senior managers of the client organization and these also included understanding the needs of the clients and then activate the project in accordance to the service. 
The main problem that occurred here was that the senior project manager had to execute and activate a marketing campaign for a renowned British company. The other duty here for the senior project manager was to handle the clients along with giving directive to the overall team, where it was also required for the manager to provide the service in accordance to the need of the client. There senior project manager also had to face the problem with controlling the teams and this also hindered the leadership process that was required to be carried out by the manager. The assessment that has been made here is also based on this overall case, where the manager had to draw an effective outline for service delivery prior to launching the project.
Analysis of the factors that influence your organizations ability to maximize customer value
The terms customer experience and customer satisfaction have two different meanings. Generally customer experience is the relationship which the customers have with the business organizations. On the other hand, the term customer satisfaction refers to the ability of the organizations to meet the never-ending needs and demands of the customers. 
There are several factors which have great influences over the ability of the organizations in maximizing the customer values. Some of which are discussed below-
· The products and services which are offered by the organizations should be accessible to the customers. If the customers can get hold of the products and services whenever they want, their experience should be much better. 
· The language is one of the most basic things. The products and services should be offered to the customers withmore than one common language so that the customers of every language can be able to understand about the nature and elements which the products have. Alongside the customer care employees should be also hired as such that they have proficiency in more than one skill for the welfare of the customers. 
· It is the duty of the organizations and their employees to have in memory about the choices and preferences which the customers have. This is because it has been observed that the customers do not really want to repeat themselves and get very annoyed if the employees cannot remember about their precious purchases or problems. That is why; the customers should be served by remembering about all of their details. 
· The services provided by the business organizations should be very much convenient for the customers as it increases their experiences a lot more if the services are convenient. The stores are needed to be at convenient paces and the transaction methods used in those stores should be convenient as well. 
· [bookmark: _Toc523075395]The business organizations must have the policy of return or exchange in case of any kind of difficulties and in cases of the products and services which do not expire within such a short time. This kind of policy make the customers feel safe to buy or have any kind of service from the organizations. 
Understanding of the organization’s quality processes 
· Providing benefits and compensation that is competitive:The companies are also required to provide the employees with a form of environment that is high in quality and the competitive compensation allows the companies to express this in a more tangible manner (Daft, 2014). This also includes providing the employees with various benefits such as; health insurance and other health packages so that they can effectively provide for the organization. It has to be kept in mind that if the employees of the organizations remain happy and satisfied, it will be much easier for them to provide the best kind of services to the customers. 
· Belief: this is important for the employees to have over each other and the reason is that faith allows the organizations to maintain a clear and good understanding among the employees, so that the employees can carry on with their tasks effectively. Although this also must included here that, the leader or the manager is required to take the first step when taking initiative for building trust within the organization. The leaders or the managers of the company also have the duty to offer a specific and definite guideline to the employees about the ways in which they make the experiences of the customers better. 
· Constructing: The managers that are leading a team for carrying out a project are also required to design a structured team and the reason is that, the employees of any organization and mainly the marketing and communication projects since, these projects are critical and the monitoring of the of the project is also required to be done by the project managers of the organizations. The employees who are responsible for giving customer care can also take help by making groups or teams. In this ways, if any one of them is sick or is providing service to any other customer, any other employee can take the place and the customers do not need to wait in this regard. The satisfaction of the customers remains good by this process. 
· Conducting fair management process:the companies are also required to execute a management process that is fair and as this allows the employees to trust the entire management team when the project is in the activation stage. This is also important that they are also required to give appropriate information to the marketing team where the creative briefs to the creative teams and Excel sheets for the client service executives. The information and data related to the needs, demands, choices and preferences of the customers can also be known by the employees of the organization in this way. 
· Workload that is Reasonable: this is a fact in most of the business organizations that, the employees of the companies will be incapable of working, without the absence of a competent leader. Therefore, this is also highly required for the senior project managers for the companies to consider the competency of each worker and also provide them with the briefings that are required to commence and complete any form of project (Berger, 2011). This is also a factor that, the employees might become incapable of completing the work, if the companies cannot evaluate their competency and then disseminate the work to them. In this regard, motivation and inspiration from the leaders and managers do the organization can be of great use. This is because the employees are engaged in customer care service have to be active all day long and have to happily meet all the requirements of the customers which can make them monotonous or tired at times. It is the duty of the leaders and managers of the organizations to keep these employees motivated and inspired so that they can love their jobs and make the customer satisfied at the same time.

Effectiveness of the organization in meeting customer requirements
The customers generally have a number of requirements and it is the core duty of all the organizations to meet all of those requirements. The effectiveness of the organizations is observed if they have the ability to meet all the needs which the customers expect from the particular organizations.This important for the senior project managers of the organizations to concentrate over the experience of the consumers and hence, this is important for the project managers to evaluate the past experience of the consumers and this is also required prior to drawing a blueprint of the new marketing plan. Below are some of the factors which can be assessed in case of finding out about the effectiveness of the organization in meeting all the requirement s of the customers. 
· The experience for consumption: this has also been referred to as the consumption situation and this also has an affect over the purchase behavior of the customers that are relevant to a certain context in an organization as the target market (Boone, 2015).  For instance; this is important for the marketing and communication agencies to analyze the previous marketing campaigns as this allows the company to know about the consumption situation. 
· Researching the target market:this is also important that the business organizations give focus over researching the target market and the needs of this market where the companies are also required to fulfill the emotional, social and physical needs of the consumers. Most market researchers of advertising agencies are also required to use the highly quantitative and also this allows them to become more intimate with the target customers of the organization. 
· The strategies for brand engagement:this is also important for the senior project managers to make strategy engagement as this allows the companies to associate the consumers; cognitively, emotionally and physically with the brand of the organization. The companies are also required to measure these aspects, for instance; websites visits made by the consumers, allows them to know whether the brand engagement strategy has been successful or not. 
· Follow-ups: this is also important that the company follows-up the strategies that are associated with the brand engagement. Another important of follow-ups for the marketing organizations is that, this allows them to build a long term relationship with the consumers of the organization (Fernando, 2011). This also provides the company with the data so that they can know about the campaign and the success of the campaign. The follow-up procedure for any organizations are also important but the main dilemma they face here is that, the consumers might not be interested or might lose any eagerness to give their views after using the product or service. 
[bookmark: _Toc523075396]Bringing improvements for the experience of the consumers
This is important for the senior marketing managers to educate the consumers over the main purpose of the business so that the companies can enhance the level of pleasant experience by the consumers. This is also important for the owners of the business to take the steps that are important, since; the companies are also required to provide the consumers with experience that is positive. The companies can also use many forms of tactics so that maximized output can be gained. The following procedures can be taken in order to bring about improvement in the experience of the customers-
· The customer identification: this is also important for the companies to analyze the needs and demands of the core customers of the organization and here the companies are required to identify various aspects of the consumers which includes; the age, income, marital status, the hobbies and interests of the consumers. This also allows the marketing managers to make necessary improvements to the serve the customers of the organization. 
· The views of the consumers:this is also important that the companies attain the views of the consumers and the reason is that, this help the companies to make changes when they are designing any form of advertising messages (Freeman, 2010). For instance; most marketing and communication farms are designing various messages for a certain target audience through advertising. The audience can also give their feedback on the official social networking profile of the company, if they feel that the advertising messages had any form of wrong implications. 
· Educating the executives: the marketing and communication organizations are also required to give necessary training to the employees and the reason is that, the companies are constantly required to provide assistance to the clients that are working with these marketing organizations and failure to provide the clients with their desired campaign can lead to failure of a, for example; an entire marketing campaign that is planned by the marketing and advertising agency. 
· Encouraging the consumers for sharing: this is important for the marketing and communication agencies to encourage the consumers for sharing their experience after using a product of the company through the marketing activation done by that certain advertising agency. 
· Being innovative:the companies are also required to be innovative when providing the products to the consumers and hence; these marketing and communication companies also must become capable to make the advertising messages that are more innovative and can allow them to connect them effectively with the brand (Kondalkar, 2013). On the other hand, there has been instances where the consumers themselves have provided the companies with ideas that can make improvements to the marketing campaign or the designing the message. 
[bookmark: _Toc523075397]Assessment of the advantages that are related to customer relationship
[bookmark: _Toc523075398]The advantage of effective customer relationship has been listed below-
· Contacting the customers: the advantage of making effective communication with the customers of the company is that, the customers can provide the company with any form of improvements that are required to be made for the marketing process. Most marketing and communication agencies use the community engagement executives to maintain consumer feedback through social media. 
· Creating the perception that is positive: the company is also required to make a perception of the company that is positive (Dias, 2016). The interaction of the consumers of the business with the organizations is also important here and this also builds long-term relationships with the consumers and also makes the consumers loyal to the organization. Although, the companies are also required to sustain this relationships and also examine the level of negligence experienced by the consumers. 
· Awareness: the companies are also required to make the customers feel more special and provide them with adequate importance and the managers can also perform these tasks by making regular interactions with the consumers of the company (Lancaster, 2010). Although, this is also important for most of the organizations to maintain a certain form of distance with the consumers.
[bookmark: _Toc523075399]The social media platform for maintaining customer relationship
 As mentioned above, the companies are also using community engagement process for where they are effectively using social media sites for promoting the brand and also disseminating any messages that is related to maintaining good relationship with the consumers of the company. Most consumers today are using various social networking sites and due to this reason and many experts states that this is a form of a voluntary endorsement that is used by the business organizations (Lussier,2011). Due to this reason, the community engagement executives are always making sure that each feedback provided by the consumers are documented and handled sincerely by the executives, along with resolving any issues that are related to the complaints that are made by the users. This also must be included here that most marketing and communication agencies are also required to turn the negative experience of the consumers by promoting the positive aspects of the organization.
[bookmark: _Toc523075400]Motivational strategies for enhancing the value of the consumers
[bookmark: _Toc523075401]The importance of customer value and the assessment
Creating effective customer value is important for most of the marketing and communication agencies since the entire industry relies over the message created and the message perceived by the organizations. The marketing and communication agencies are also required to engage in operations by designing advertising messages that allows the main client to attract more clients for the organization. The internal chain of process is also included here where the sources such as; marketing and customer service of any organization plays a huge role for creating value for the consumers. The main basis of creating the value for the customer by any marketing and communication agencies derive from the idea of the marketing concept, where, the needs and wants of the customers are prioritized by most of the marketing and communication agencies and this also works as the main driver for them for any campaign activation. Referring to the case scenario of the senior project manager of the marketing and communication agency; the main executives and the higher executives of the company are required to understand the customer value prior to designing any form of marketing and communication strategy. 
The reason is that, the campaign will fail if the senior project managers do not understand the importance of customer value as this is mostly the main agenda for any company for introducing a product or, any new service (McCalman, 2015). Hence, this is important that, the leaders that are giving directive to the other team members are also required to maintain this mentality for creating brand value, when they are providing directives to the rest of the members of the team. On the hand, this is also highly necessary that the marketing and communication agencies make the customer value as the key motto of the organization when working for any new client of the organization. The marketing and communication agencies are also required to implement various drivers that are included in the customer value and this includes; giving focus over the function of the product, uphold the attributes of the product, implement effective marketing strategies, ensure that the branding of the product highlights the quality of the product and also the marketing messages emphasize over the price of the product (or service), when they are proceeding with the marketing and advertising activities. 
This is important for most of the marketing and communication agencies to make adequate planning as these organizations are always required to grow, retain and acquire more clients as stated and seen in most of the cases, when the organizations are running their operations. This is also required to be relevant for most of the marketing and communication agencies as these companies are constantly designing advertising messages for various products and many forms of services. The strategies for the customer value haveproved to be affective for the marketing and communication agencies.
· Differentiation that is sustainable to the rivals: most companies that  are launching new products are always expecting that the commencement of the product or service campaign has to be effective and this also has to showcase the potential of the marketing and communication agencies, in comparison to other existing agencies of the organization. The marketing and communication agencies are required to design a marketing activation strategy that allows them to stand out from the rival organizations. On the other hand, this is also important that the marketing and communication agencies that has been starting a new marketing campaign, design a more innovative form of advertising messages. 
· Value of the product: when making the product activation plan, this is important for the marketing and communication agencies to give prioritize the product or service that is being advertised by the organizations and they are also required to emphasize over the product of the company, where the advertising messages are also required to focus over the attributes of the products and also focus over the use of the product. Although, the marketing and communication agencies are also required to analyze the revenue of the organizations and also acquire adequate data from the account managers of the marketing and communication agency. 
· Creative aspects: an important aspect for marketing and communication agencies is that, these companies are required to build a strong creative team for the purpose of designing advertising messages that easily entices the consumers. This is important since, the companies will become incapable without the innovative inputs of the creative executives of the agency (Palmer, 2011). This is important for the marketing and communication agencies because these creative executives understands the psychology of the consumers and hence they are capable of designing and disseminating an advertising message that easily connects with the consumers and hence creating effective customer value. 
· Effective brand promotions: the marketing and communication agencies are required to build an effective brand promotion team, prior to designing the framework of an advertising message and the reason is that, the brand promotion executives of the organizations are the main people that acquire the brief and also provide the company with the details on time when an event is taking place. This has been very important and mainly in service marketing where the, brand promoters are the main people that are responsible for carrying out the any activity that is related to the promotion of a product or a service. 
[bookmark: _Toc523075402]The ways marketing and communication agencies ensure quality services
· Providing the satisfaction to customers: the marketing and communication agencies works as a single entity and due to this reason they are always required to look for the strategies that allows them to make more profit from the marketing plans and also serve the clients of the organizations such as; the clients in a competent manner. The main mission of most of the marketing and communication agencies is to provide the satisfaction to the consumers and mainly the clients of the organization. 
· Creating the positive image of the organization: the marketing and communication agencies are also required to depict professionalism in their work when they are serving the clients and this is achieved by the organizations by creating a competent client service team for handling the works of the clients. This for example includes; understanding the needs of the consumers and then writing the brief and conveying the brief to the senior project managers. Hence, the marketing and communication agencies fall under a circle of work where the professional attitude must be shown by every member of the agency. 
· Acting responsibly for the society: the marketing and communication agencies are always required to respect the needs of the society and remain aware of the demands of the people of the society. For instance; the marketing and communication agencies are always required to show regards to the emotions of various social watchdog organizations and also they are not required to hinder the ethics and principles of certain vulnerable group of people of the society, when designing any form of advertising message. 
· Making improvement that is constant: the marketing and communication agencies are also required to follow the trends that are included in designing the message for advertising and marketing campaign and the reason is that the tools and mediums of advertising messages are changing and they are also upgrading every year. For instance; the marketing and communication agencies are now focusing more on the digital and social media marketing and this is allowing them to convey the message more faster than the traditional advertising mediums such as; Television and radio. 
· Expansion of the business: as stated earlier for the case study of the senior project manager of the marketing and communication agency, these companies are highly required to recruit and employ competent and experience senior project managers, so that they can build a more effective branding team along with a client service department, that can cater to the needs of the clients, in a faster manner (McCalman, 2015).This is also very effective form of strategy for the marketing and communication agencies as these strategies allows the organizations for making business in other territories and regions so that they can entice consumers from that particular region. 
[bookmark: _Toc523075403]The tactics used by marketing and communication agencies for meeting the requirements of the consumers
Most of the marketing and communication agencies are always utilizing various tactics that ensures that the requirements of the consumer have been met, when they create campaigns for certain product or any form of service and here it is highly important to involve competent input of the leader. 
· Understand the customer needs: this is always important for the marketing and communication agencies to know the main attributes prior to making the product promotions since the clients of the marketing and communication agencies are often developing a product based on the needs of a certain consumer segment. 
· Selecting the channels: this is important that the marketing and communication agencies select the best channel that allows the companies to entice the consumers faster and due to this reason, they are required to follow the trend here as well. This allows the marketing and communication agencies to convey the message faster, for successful implementation of the campaign. 
· Maintaining consistency in the visuals:this is also important for the creative team of the organization to design an advertising campaign that is highly creative and innovative and due to this reason this is also important that, any message that they design. On the other hand, this is also important that, the marketing and communication agency also emphasizes over the requirement of the client when designing the advertising message for certain organization. 
· Creating effective content: this is also important that the organizations to create content that can be easily adapted and also suits the selected by the marketing and communication agencies (Fernando, 2011). The reason here is that, there are various other companies that are also using various forms of social media content for conveying the marketing messages. For instance; most companies today are also using the PR promotions today that are capable of directly connecting with the consumers through social media. 
· [bookmark: _Toc523075404]Syncing the marketing (or advertising) teams: there are various members that are working at a marketing and communication agency and these people are always working towards creating and disseminating various marketing and advertising campaigns. On the other hand, this is important that these tasks are carried on by the effective leaders and mainly competent senior marketing managers, so that the company can control the activities carried on by the rest of the team.
Conclusion
The experiences of the customers matter a great deal for any kind of business organizations. This is because the products and services which are produced within these organizations are solely for the customers and if the customers are not satisfied enough, the companies cannot earn profits and gainthe desired level of success. The leaders and managers of these organizations have the role to lead and manage all the employees of the organizationsso they can act accordingly and provide the customers with the best kind of experiences. 
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