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Costumer touch points 
Costumer touch points can be defined as any contact with a company a customer may have or receives throughout their customer purchase journey, whether it be prepurchase stage or post purchase stage, customers will generally go through many interactions with a company on their purchase journey customer touch points or any contact with a customer can greatly influence the customers brand perception and customer brand experience, customers can experience touch points through call centres, websites, support centre, email support, in store, product usage, social media, ads, and person to person to name a few examples
Customer touch points have a great effect on numerous aspects of company sales, Customer Experience, Brand Experience, and customer satisfaction. Customer touch points can have a positive or negative  influence on costumer buying behaviour and essentially encourage the costumer to make their first purchase or not to make a purchase based on their experience of the costumer touch points they have encountered, a customer touch point weather it be a positive or negative experience for the customer can allow the customer to have their own opinion and insight on the brand, customer touch points can help a company to gain loyal customers and essentially result in a repeat purchase 
Apple uses many customers touch points. apple successfully advertise their product in many ways such as television and social media, using attractive short informative adverts and using a range of promotional methods to attract customers, another way apple implements their touch point are through their apple store. Apple stores tend to differ from most of the other phone brand stores offering a relaxed approach, all products are on display allowing customers to experience, test and feel comfortable with the product before purchasing with staff available and willing to help or advise and also offering in store promotions. Apple also allow their products to be sold in numerous different stores resulting in further exposure and creating more customer touch points such as word of mouth, advertisements, and special offers. Apple also has a website and uses social media allowing customers to browse and purchase their products online. Apple implement their touch points in many ways for example emails and offers to existing customers allowing the brand to gather data and develop a good customer (Aichner, 2017) 









Customer experience 
Customer experience can be defined as the experience a customer has received throughout their purchase journey with a company and the relationship the customer may have developed with a company. According to lemon and Verhoef (2016) customer experience is multidimensional concentrating on cognitive, emotional, behavioural, sensorial, and social reactions a customer has towards a company throughout their purchase journey.  
Costumer experience is an incredibly important factor for every company or brand. Customers who receive good customer service form a company are likely to stay with the company and become loyal to the company essentially preventing the customer from switching to another brand and ensuring they continue to be a customer for longer. Also, a customer who receives a good customer experience is highly likely to refer others to the brand by word of mouth and make a repeat purchase which in result would boost sales for the company. good customer experience alone can make a brand stand out from their competition (Meyer and Schwager, 2022)
Apple is known for excellent customer experience. As mentioned previously in the report apple’s stores stand out from any other mobile brand stores on the market today. Staff are trained to help solve any problems customers may have rather than attempting to make sales for the products offered of the brand. Apple employees are taught several steps whilst interacting with customer. Some of these steps consist of providing a warm welcome to customers on arrival. Understanding and finding solutions for customers to name a few. All resulting in great costumer experience whilst visiting the store. (IWATANI KANE and SHERR, 2011). Apple implement exceptional customer service via phone or email the brand also offers repairs of their products which enhances customer experience in the post purchase stage giving the customer a sense of safety and security with the product they have purchased as well as offering apple warranty and customer insurance policies for devices called Apple care again enhancing the costumer experience with the brand  










Brand experience 
Brand experience is essentially the feelings and emotion a customer feels whilst interacting with the brand. Brand experience can be identified by the impact and the experience a brand creates for their customers throughout the purchase journey to impact how customers feel about the company or brand. This can be achieved by the brand through the many interaction’s customers have with the brand for example customer touch points. Most brands will aim to provide a trustworthy, dependable, and essentially the best experience with their brand 

A proficient level of brand experience can help build brand awareness and in return if a customer has a good experience when they’ve interacted with the brand, they become advocates for the brand. Positive experience with the brand can give customers a valuable experience with the company allowing the company to make a good impression of the brand. Brand experience can be achieved through customers touch points, websites customer services, retail stores. Brand experience can impact the brands position for the customer and effectively inspire customers to join the brand  
Apple implement their brand experience in many ways their website is simple but informative of products allowing easy use for customers whilst browsing. In the prepurchase stage customers receive great advertisement from the brand hinting how the brands products can entertain, help, and simplify life for customers, apple stores differ from similar stores on the market in todays tech world with a great approach to customer service. in the post purchase stage customers receive products in slimline attractive packaging creating a sense of excitement for customers whilst unboxing their new products. Apple offer a range of additional accessories for their products allowing customers to personalise their new devices. The company provides great customer service in the post purchase stage offering a 1-year warranty on all products and in store tech support available on short notice as well as a website support with delf help steps for customers to solve issues themselves giving customer a piece of mind whilst purchasing resulting in effective brand experience (brakus, 2009)











CRM definition 
CRM can be identified as a process that concentrates on collection of customer data for strategic objectives customer relationship management is an approach that  focuses on keeping and gaining customers the aim for CRM is to collect data from customers to provide the best suitable customer touch points possible to give customers a good customer experience and in result creating customer loyalty and repat purchases 
Customer touch points have a significant impact of customer relationship management touch points can allow the buyer to gain knowledge about a product or help a customer to decide if the product is right for them through this companies can inform buyers and build buyer trust. Touch points help develop and establish a good relationship for customers. also, the touch points can be used to advertise to specific audiences for example apple advertise a student discount on their mac book with partnership with student discount websites and apps allowing the company to collect data for CRM example the number of sales or age of customers. This can further help the company with their target market, targeting customers and deciding weather certain touch point will be Undifferentiated, Concentrated, or Differentiate. Touch points can influence CRM allowing brands to identify why the customers has purchased or where the customer has seen heard been recommended or found out about a product and help a brand to understand why the customer may have purchased and the issues the customer may have. 
Customer experience impacts CRM because essentially the main aim is to enhance customer experience with high demand in todays mobile phone market customer experience is important if a customer receives a bad existence it may lead to customers leaving bad reviews which can also deter new customers from joining the company the brand and  possibly  lead customers to join the brands competitors, good customer experience can result in good reviews and cause people to talk about and recommend the brand to friends and family, Recommendations and reviews can allow the company to collect CRM data to be able to critical review and make improvements on customer experience CRM looks into collecting data from many sources around the company for example collecting data from phone calls or emails form this the company can take a better view of customer needs allowing phone companies to asses what type of issues their customers are facings or what type of brand experience they could crate to differ from other competitors on the market, apple does this by their in store approach, website, and packings which in return can give customers a sense of quality and enhance their experience with the brand. It is important for brands to provide a valuable experience of the brand in all stages of the purchase journey. Apple offers a brand experience which differs from the opposing brands in the mobile phone market today which enables apples products to stand out on the market customers who receive a good experience with the brand are more likely to re purchase once a customer has purchased a product from apple the company send emails and updates to keep in touch with the customer and receive feedback from customers all the data collected from this can help the phone company improve the negative experiences customers have experienced whilst purchasing products (Rajput, n.d.)


Quality models
Demings
Quality can be known as the level to which something has been done referring to products, process, services, and people. Quality can be defined as the standard of something or the relevance of something quality can be used to explain how good or bad something is it can also be known as the characteristics a person may posses
Deming suggests that nearly all issues can be systematic and workforce managers are responsible for improving work systems and help staff to work in a more simple and an efficient way Deming suggested that better quality can impact workforce productivity and overtime can strengthen the company Deming’s theory of quality implies that better quality can help to keep costs down and help companies to get it right the first time round making less mistakes the first time round can save on resources and create more time for the company to produce more and be able to supply better quality at a lower cost giving companies a higher market share. (Suarez, 1992) Deming says that company employees are only accountable for around 10 or 20 percent of quality issues in the workplace and that the company managers are responsible for the rest of the issues the companies may face. Deming believed that getting things right the first time is better than going back to rectify mistakes by taking note of how problems were solved allows the company to refer back and avoid the company making these mistakes again Deming created  framework which maigers could used to help staff and regularly improve the way staff operated the framework was designed for managers to be able to use and implement different stages they could follow with improving staff and generally give the company an advantage in the market Deming speaks about seven negative aspects around the approach to quality and employees he called these points the seven deadly diseases he believed these seven points created a barrier for quality the first of these  seven deadly diseases is Lack of constancy of purpose to plan this point emphasises that the lack of purpose and planning a company does to create a product that can help the company to thrive and succeed in the future the second point in the seven diseases is emphasis on short term profits which implies that if a company focuses on short term goals and short term earnings this can have a negative affect on the company and the company’s future position thus creating financial fear in the company. Third is performance appraisals implementing that performance appraisals can create a negative affect by generating a sense of worry for employees about their performance in the company. Fourth in the seven points is mobility of management suggesting that when managers are changed it has a negative effect of worker in the sense that quality and determination fall down a low standard again next in the seven points is Management by use of visible figures without concern about other data suggesting that improvement of quality is essential for customers saying that all that can be calculated does not count. Next is excessive medical costs which is generally working towards ways of lowering medical costs Lastly in the seven deadly diseases is cost of liability which is essentially thinking about trying to lower liability costs and fees
· Deming created fourteen points of total quality management these fourteen points are essential for managers to implement and work from these fourteen points consist of (U. Farooqui and Ahmed, 2009)


1. Create a constant purpose towards improvement Generating a constant purpose towards improvement within the workforce. A plan long-term is key for excellence. This avoids responding to brief results. Suggesting that management should be concentrating on long term solutions.
2. Adopt the New Philosophy
Adopt the new philosophy values quality within the company. Making the needs of customers its key priority instead of falling into competitive tension and to layout services and goods which take on requirements. 
3. Cease dependence on inspection to achieve quality
Inspections do not improve quality and can tend to be costly and non-dependable and rarely find any setbacks with quality. It develops quality throughout. It does not just discover the ‘wrongs’ or what could have arisen. 
4. Work with one supplier 
Using a single supplier for items can help reduce costs, ensure quality ands creates a small inventory. Using multiple suppliers is a poor long-term strategy.
5. Continuous improvement 
Demings suggests that the PDCA cycle can be used by organisations to constantly improve. For example, improve training, and selecting suppliers.
6. Institute on the job training 
Adequate training can boost employees’ skills and abilities.
7. Institute leadership
According to Demings, this step is about creating leadership within the organisation. 
8. Drive out fear
Creating a place where employees feel they are within fearless and blameless environment which can improve product quality.
9. Break down barriers 
To break down walls between departments as well as to enhance focus across departments. 

10. Eliminate unclear slogans
Slogans can cause employees to feel dissatisfaction and frustration throughout the organisation which in return can affect employee performance.

11. Eliminate management by objective
instead of trying to manage, managers should focus more than leadership by improving details rather than focusing on the results. 

12. Remove barriers to work pride
This requires removing any obstacles which prevent your team from taking pride in the work they do without judgement or workers being ranked against each other. Also, for financial gain or reward systems. Workers should be treated equally which will in turn raise production to an equally elevated level.

13. Implement education and self-improvement 
To promote and encourage educational programmes and self-improvement of workers to prepare for potential changes and to help adjust to them.
To improve staff skills so they can adapt to different processes and so they can find any accomplish any improvements necessary.

14. Involve all worker in transformation
This suggests that all workers should take a step towards equality and work together as a team to improve the overall quality of the company. Each small decision must be carefully processed to see how it will work within the future of the organisation. 

Demings’s theory may not be as relevant in today’s world as it was in era the model was developed in. in today’s world more there are better developed models of quality which are proven to work better. Point seven in the list institute leadership of quality points that Demings suggested is one of the most controversial points on the list as it is the opposite of how many managers perform in today’s world as many maigers tend to set targets for employees. Demings’s cycle uses a systematic step by step approach this step-by-step method doesn’t give room for possible issues that may arise with projects. The fist stage the planning stage may take longer than it should causing a negative effect on the workforce. The deeming quality focuses issues with quality expert’s rather than the workforce itself producing a divide between the people who plan and the people who are set to do the work (Bondigas, 2022) 

Crosbys theory of quality
Crosby was a prominent philosopher and author Crosby created theories on quality and motivation Crosby is known highly for saying the term quality is free. Crosbys theory suggest that businesses should concentrate more on the expectations of there customers and avoid faults with their products. Crosby suggested that quality is conformance to needs Crosby’s suggested that there is a cost to produce quality, but it can create further cost when quality is not accomplished. Crosby claimed it is better to get it right the first time instead of going back to rectify mistakes Crosby created fur steps of quality called four absolutes of quality management this consisted of the following. (Johnson, 2001)
· Quality represents conformance to requirements, not goodness. 
· The system for producing quality is prevention, not assessment. 
· The performance standard must be zero defects, not "that's okay." 
· The volume of quality is the price of nonconformance, not tables
.
To further elaborate on this framework Crosby also created fourteen steps which consist of the following. 
                
· Commitment of management 
· Formulate quality improvement team 
· Evaluate quality in existing practices 
· What will the price of quality amount to?
· Quality understanding is crucial towards success
· Taking corrective acts against quality problems
· Prepare for zero faults
· Follow efficient training for supervisors
· Increase awareness by holding a zero faults quality event
· Including the whole workforce in target settings
· Remove sources of error
· Apply recognition for contributors
· Design quality committees
· Repeat and implement the process 




When exploring this theory disadvantages and restrictions should be considered. The confidence to be successful in this model could be seen as one of the setbacks within the theory. There is an importance that everyone within the workforce is putting the same amount of effort and there is a substantial extent of work which is necessary for this to be validated throughout the process (Halpin, 1966). Plunket and Dale (1988) criticize the theory as there is no specific guide to implement the concept. They also mention that there is no means to the theory. Crosbys theory also suggested that in some cases employees may be also at fault for mistakes. (Crosby's Four Absolutes and Organisational Functions, 2022)



Conclusion





















































Reference list

IWATANI KANE, Y. and SHERR, I., 2011. Secrets From Apple's Genius Bar: Full Loyalty, No Negativity. [online] Blandi.org. Available at: <http://www.blandi.org/fguillen/files/2011/06/Apples-Retail-Secret1.pdf> [Accessed 1 April 2022].
Bondigas, A., 2022. Weaknesses of the Deming Cycle. [online] Small Business - Chron.com. Available at: <https://smallbusiness.chron.com/weaknesses-deming-cycle-74907.html> [Accessed 4 April 2022].
Suarez, j., 1992. three experts on quality management. [online] Apps.dtic.mil. Available at: <https://apps.dtic.mil/sti/pdfs/ADA256399.pdf> [Accessed 4 April 2022].
Halpin, J.F. (1966). Zero defects: a new dimension in quality assurance. New York; London: McGraw-Hill.
Plunkett, J.J. and Dale, B.G. (1988). Quality costs: a critique of some ‘economic cost of quality’ models. International Journal of Production Research, 26(11), pp.1713–1726.
 (2018). Crosby’s Four Absolutes and Organisational Functions. [Online]. Available at:https://phdessay.com/crosbys-four-absolutes-and-organisational-functions/[Accessed: 4 Apr. 2022]
Johnson, K., 2001. Philip B. Crosby's mark on quality - ProQuest. [online] Proquest.com. Available at: <https://www.proquest.com/docview/214748625?pq-origsite=gscholar&fromopenview=true> [Accessed 4 April 2022].
U. Farooqui, R. and Ahmed, S., 2009. [online] Laccei.org. Available at: <http://laccei.org/LACCEI2009-Venezuela/Papers/CEM248_Farooqui.pdf> [Accessed 4 April 2022].
Aichner, T., 2017. [online] Available at: <https://www.researchgate.net/profile/Thomas-Aichner-2/publication/321060888_Managing_Customer_Touchpoints_and_Customer_Satisfaction_in_B2B_Mass_Customization_A_Case_Study/links/5a0b2283aca2721a23f9aa71/Managing-Customer-Touchpoints-and-Customer-Satisfaction-in-B2B-Mass-Customization-A-Case-Study.pdf> [Accessed 4 April 2022].
Meyer, C. and Schwager, A., 2022. [online] Idcexed.com. Available at: <https://idcexed.com/wp-content/uploads/2021/01/Understanding_Customer_Experience.pdf> [Accessed 4 April 2022].


brakus, j., 2009. Brand Experience: What is It? How is it Measured? Does it Affect Loyalty?. [online] Available at: <https://journals.sagepub.com/doi/full/10.1509/jmkg.73.3.052?casa_token=ah9wYH3QkT8AAAAA%3AiguQ_d9ghEUa7RZjDVtdLXXKGMqgFi9CDI7mnJ8Zw2aS5PA8Yanqi8etsdUiq1E10bdxKzSixyrURw> [Accessed 4 April 2022].
Rajput, K., n.d. [online] D1wqtxts1xzle7.cloudfront.net. Available at: <https://d1wqtxts1xzle7.cloudfront.net/31400708/process-with-cover-page-v2.pdf?Expires=1649079973&Signature=W74uHnsOn5yFFUgJvwYmD~KicEDmmr33pGmpJ6YVVMNoVJFPGF-uz1LTtH29mECQYCz9Ss5IOqM9r6q6jfSrAN6nS5M-tSOhh0eXi4BN6HonkIFoT76wc5cg7EP2dqYt3ucTWX~KAVJkVTbL2RhcpWXHDXKQa1klvSPAsr1SsDJzHDcs0w4WYpjIX1RmwLpe6s665iQ18HM2xAV8tO096S8lP5sBCj3g2bCS6pyFY29kBK6EEzG15GZqImDuu0iBQO1GpPZjVSElFQQZKBETMXcfopSCtn9Z-CI-htdNvpyYOIeOsFMcUurLfTQsFvCkRim~NYvWrofA1tawLc4epw__&Key-Pair-Id=APKAJLOHF5GGSLRBV4ZA> [Accessed 4 April 2022].


