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[bookmark: _Toc6842348]Introduction
Understating the customer and making the strategies as per customer satisfaction level is important to achieve the desired goal of the organization. Several strategies are taken by the organization to increase the relationship with the customer for developing a good brand value. It’s a fact that a company can’t survive without its customer and they influence the management process as well. 
It’s a challenge for every organization to effectively manage the interaction in order to serve the customer by following the business goals along with the growth and profit margin. Building a strong customer relationship management helps to make a customer loyal in the long run. Before making any kinds of strategies for the customer, it's required to make changes as per the needs and desire of the customer (Andaleeb, 2006).
All the information about the customer needs to gather in order to predict customer behavior. Make different types of interactions with the company to ensure its loyalty margin. Managing customer expectations as per the nature and value of the customer help to future development. The customer always wants the best product with quality services along with fast service and based on a market analysis of all the factors, customer relationships are made. 
Technology is playing a bigger role in terms of customer satisfaction level and making collaboration with them (Conway, 2006). Security service for the customer and making market transactions as per the security policy can enhance the reputation as well. The organization that I am currently working for is KFC as an assistant customer relationship officer, Tottenham branch. This report will go through all the activities of customer relationship that are done by KFC. Satisfying customers by making the best policies are helping to make a different position in the market for KFC. 




[bookmark: _Toc6842349]Background
KFC is an international restaurant chain shop that has an operation in different countries of the world. they have more than 22700 outlets over 136 countries and founded in 1952 (Dominici, 2010). Different types of activities are performed by them to make a variation among the people and satisfy their customers. The main food item of KFC is fried chicken, French fries, burger, shakes, rice, cold drinks chicken fillet sandwiches, and wraps, as well as salads and side dishes.
Making satisfy the customer is the main target of KFC that helps them to build a strong network. They have targeted customers and strong market base that helps to understand the preference within a group of people. As per analyzing the needs and wants of the customer, they make the policies and initiate planning. Engaging the customer is the main target that makes different and several policies are also taken by them. KFC management follows the hierarchical system and all the decisions are made by them that are followed by the others (Han, 2009).
Based on the analysis of the internal and external situation, policies are made for KFC for engaging the customer experience. Effective theories and application help to enhance the quality system. Competitors always try to stay one step ahead in terms of customer satisfaction level that makes an impact on decision making. Customer relationship management practice is regularly monitored at KFC to enhance sustainability. Several customer touch points are also made for developing business opportunities and engaging with customers.
The vision of KFC is to be the leading integrated food service group in the ASEAN region delivering the consistent quality products and excellent customer-focused service. To maximize profitability, improve shareholder value and deliver sustainable growth year after year (Ryu, 2009).
[bookmark: _Toc6842350]Steps of services:
· KFC makes different types of policies that are helpful for customer relationship management.
· Makes the best food considering the health situation that are important for the customer.
· Prices are considerably cheaper than competitors that make a different identity.
· Different types of touch points are available for the customer to make good communication.
· Face to face meeting by arranging mail, email, call, fax, and many other activities.
· Provides the best quality product as per the customer satisfaction level with the faster service.

[bookmark: _Toc6842351]Value and importance of customer group
Customer value is always important in order to understand the needs, wants and demands to get preference on the target customer for the service sector. Based on the analysis of customer preference, different types of decisions are made for the organization that automatically increases the sales margin, the customer is treated in order to access the information and communicate with them when it's needed. 
Customer group helps to make the product and price variation as per the requirement and demand cycle (Hu, H. H., Kandampully, 2009). It differentiates the policies and overall development as well. There are some loyal customers who need better support and more opportunities than regular customers. Segmenting the customer group as per the loyal and normal customer make the relationship stronger as per the customer gets older. 
Finding out the complexities and build or maintain the customer company relationship helps to do better or change on the customer to repeatedly purchase the product. Building a customer group helps to promote business activities and increase the performance level as well. 
Understanding the needs and wants of the customer and make the product as per their interest level helps to increase the sales margin and productivity as well. It enhances the operational activity that finds out which customer is important and makes the best policy as per the choice level. 
Customers are differentiated as per their income level, age, geographic location and many other processes that help KFC to review the factors and make policies as per the level of their expectations. All the policies and procedures are taken by the management team that influence overall activities or works for the sustainability on over the market (Kazlauskaite, R., 2006).

[bookmark: _Toc6842352]Reasons for Customer service policies
Customer service policies are a broad segment that helps to ensure that all the customers are treated properly. Policies are made as per evaluating all the factors that are helpful for the overall development, here are these:
Segmentation: Segmenting customers into different groups after gathering all the information helps to predict the behavior and increase the efficiency level. It helps to provide special service to a particular group of customers to target the customer with the marketing campaign.
Internal process development: Customer service policies are increased by the segmentation policies and reduce the cost margin that fits and ensures the effectiveness. In order to support product development and enhance the efficiency level to provide a good return on investment to the customer service (Buciuniene, I., & Turauskas, 2006).
Customer loyalty: Customer service policy helps to focus on the loyalty service. In order to diversify the business areas, there must need to ensure that the customer is properly satisfied with the service policy. Foodservice, customer loyalty service, and many other services are helpful for KFC to enhance the satisfaction level.
Cost-effectiveness: Effective relationship with the customer helps to provide the cost-effectiveness that cooperates with different staffs accordingly. Making customer-oriented service helps to effectively reduce all the activities and get extra privilege for reducing the cost margin as well. 

[bookmark: _Toc6842353]Ethical sourcing and sustainability
In order to increase the efficiency level of the organization, thee always need to make sure the ethical sourcing. Right tools, training and motivation help to constantly make good bonding and sustainability (Friedman, 2006). Recruiting the right people from the very beginning always provides the best service to the customer which is important. Good customer relationship management practice mainly focuses on the improvements and developments of culture. It helps to constantly develop the ethical practice by making improvements on the right tools, training and motivation process. 
Ethical practices at the organization mean doing all the things as per the requirements and the policies that are related to the overall aims and objectives (Miles, 2006). Employees are get trained from the very beginning to make sure that they are properly following all the rules and regulation that are sufficient for the customers. Human resource management finds out the most appropriate employees who are eligible for the overall development and performance improvement. 
Customers always need to be set on the priority list as their decision are helpful to make changes on the organization (Kehoe, 2011). The decisions of customers are taken by analyzing the factors and overall situation. It automatically enhances the sustainability of the organization by making policies where required. Sustainability comes by proper staffing on every stage of the organization. employees who are able to take the workload as much they can and decreases the pressure of working can lead the overall development and make improvements. 
Proper motivation to the employees, staffing by proper working planning, reduce the work pressure by evaluating all the situations and communication process at the workplace by making a good collaboration of all the practices automatically helps to make sustainability (Kourdi, J. 2003). 



[bookmark: _Toc6842354]Customer experience and supply chain management
Customer engagement helps to achieve the target and fulfill the major activities.  Making different groups and provide the support as per customer requirement is the moto. Customer experience is evaluated to find out the choice or buying behavior of the customer in terms of doing different activities. Selling the product through different management process in a chain way is call the supply chain management. 
KFC follows the most effective strategies that are helpful for the business reputation and it can influence the customers buying behavior as well. They make a group of customers based on evaluating all the factors and make the target. Making the products as per the customer's interest level or based on the target customers automatically increases the sales margin as well. The service quality that was given to the customers always need to make sure that they are reliable, responsiveness, analysis of all the situation (Laar, P., 2013). 
Supply chain management of KFC are strong that helps to make sure the product quality, service, specific product or service feature, emotions of customers, attributions for service success or failure and analyzing all the situations. Different types of value-added services help to increase the quality of the product that gets closer to the customer. It increases the information technology and capabilities in terms of offering the possible. 
Customer experience occurs when they use the services at the stage, or make a good approach in a way that makes proper events (Tretmans, 2013). There are different types of steps to the customer experience that makes a good identity with the brand. Delivering seamless experience channels and touch points. Care about the customer's outcomes and their preference that helps to measure as well. Provides value to the customer for the requirements and needs of core values.



[bookmark: _Toc6842355]Sustainable customer relationship management
Customer relationship management is the process that helps to create consistent, repeatable, and measurable result in order to associate with different equipment and another process. Organizations invest a large amount of money for customer relationship management and increase the overall performance level as well. Technology helps to increase customer relationship management by providing different elements and improvements (Nutt, P. 2010).
Practical approach: Practical approach to sustainable customer relationship delivers tactical and strategic customer service. A major concern on this approach is to provide the best customer service at a cheaper rate. It can quickly influence the customer who is unhappy with the service that they got for the first time. 
Tactical approach: On this approach, front line staffs must be trained and provide the best motivation, tools, and equipment that can make customers happy for the first time. There must need to be able to provide the 90 percent query of the customer with smiling face without the support and intervention of other managers. 
Strategic approach: This approach mainly concerned with the channel of communication and the experience that ensures the process can be improved with the right training and facilities. The communication process should be in such a way that can be improved and can provide innovation as well. 
Hiring the right people: Employing the right people is important as the positive attitude of the employee can impress customers. Without a friendly approach to the customer, it’s not possible to make them happy by making a good extent. Hiring the right people also reduces the cost margin as well (Wilson, 2010). 




[bookmark: _Toc6842356]Customer experience map
A customer experience map is all about follows the activities that help to increase the customer satisfaction level. All the policies or strategies are included in the process that can find out the activities that follow the priority list, here are these:
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Figure: Customer experience map of KFC
Whenever a customer enters to KFC, they are anticipating with the decision and makes the final decision to enter. Later on, they enter a seat on as per their choice, staffs of KFC make cordial welcome when they seat and engage them with the service quality. The food menu is already provided to the seat so that they can have a look and choose which item they are interested to have. Staffs are always ready to hear whenever the customer asks for the service and take a list of the items. 
After the order process, foods are served to the customer and there always needs to keep on eyes of another table as well. If there any consequences happen that are making customer dissatisfied like they found a raw item on the food changes instantly. Managers also take care of the customers and say sorry regarding the disturbance that they faced. 

[bookmark: _Toc6842357]Customer touchpoint
A customer touch point is an activity that helps to engage the customer and provide the most updated information as per the requirement (Schultz, 2009). This process mainly involves service activities and meet the customer face to face to ensure a dedicated service. The customer always asks for the new information and activities that help to find out the process or activities that automatically stay up to date, here are the importance of touch-points in terms of business opportunities:
Information process: Touchpoint helps to provide the most updated information to the customer of KFC that can influence to buy food. different offers, premium services, customer analysis, and data are collected by the touch points that stay in touch with the customers.
Competitive advantage: Competitors of KFC always tries to provide different new services and making touch point can increase the opportunity to beat competitors. Providing the most updated information to the customer can enhance the process of information to the customers. 
Customer segmentation: Making different groups of customers as per the age, sex, interest level, income level, and many other processes form the data collection are helpful tor the segmentation process that increases the sales margin as well (Welch, 2002). By making face to face conversation with the customer and get the idea or collect all the information are done by the segmentation process.
Service development: Customer can share their ideas in terms of service quality or food quality that are helpful for service development. The cost-effective activities or approach can be beneficial for the customer to enhance the overall development. KFC takes suggestion from the customer to make internal development that is beneficial for overall improvement. 

[bookmark: _Toc6842358]Digital technology and customer relationship management
Technology is changing on a regular basis and the use of modern technology in terms of customer relationship management is really impressive. Customer relationship management is the technique that is given through different practices and technology are used to do things cost-effectively (Christensen, 2014). However, the customer doesn’t really love or hate technology itself, all is a need for the customer is the service level that must need to be met. Below is some technology that is used by KFC to enhance the customer relationship:
Facebook: KFC uses Facebook to stay in touch with the customer with different types of new updates or offers that are important for the customers. They make announcement, shares ideas, chats and make good communication with the customers to make them happy. The customer wants the updates and by sharing new information to the customer, they make a good relationship with them.
Website: KFC Website provides information regarding the location, mission, vision, current offers, marketing tasks, and any information that are helpful to influence the customer's interest level. The useful information that customer gets can enhance the satisfaction level as well. It also affiliates the group of people to make a response to customers directly. 
Mobile application: Smartphone application for ordering food and home delivery service are increases the communication level of the customer that makes good bonding. Customer can have a look of all the food item and make the order as per their requirement by just clicking the app. This helps to stay in touch with the customer and analyze on which location customer are asking for food that can make changes on the planning as well (George, 2011). 
[bookmark: _Toc6842359]Advantages of digital technology
Digital technology has some advantages that are beneficial for KFC to make a good integration among the customers and make planning as per the requirement. Here are these:
· Digital technology helps to stay focused on the customer and make the best possible changes where required.
· It helps to do all the things cost effectively and analyses data to make strategical changes.
· It influences the customer's perception and develop the best needs and wants of the customer services.
· Helps to stay in touch with the customers without opening touch points or making huge investments.
· Internal developments are done by making a good interaction with the customers and making necessary changes to the process.
· It provides competitive advantages and advancement that helps to enhance the satisfaction level of the customers.

[bookmark: _Toc6842360]Disadvantages of digital technology
· Hackers are always trying to make an impact on the business activities that make the overall planning process.
· Some complicated technology makes an impact on the fast process due to bug and other interaction.
· Customer data analysis can be impacted due to having theft by the third party. 
· There requires a huge investment in training and development program for the implementation of technology.
· There is some customer who wants to talk face to face and using automatic service makes disturbance on them.

[bookmark: _Toc6842361]Customer service strategies
Different types of strategies and techniques are used by KFC to make good integration that helps to boost up the performance level and sales margin as well. here are the strategies that were taken for customer service management:
Loyalty program: In order to provide extra care for loyal customers, they have made some loyalty program as per the transaction level. Customers who come mostly and have some food will get the extra privilege that can increase the satisfaction level to come on future (Tomas, J. 2011). Bonus points, discounts, free delivery, and many other activities were given to the loyalty program.
Customer service development: By analyzing different data there have been made development on the customer service which is mainly dedicated to the customer service. It ensures that customer will get the best service as per their requirement and can be able to complain if they face any disturbance.
Training and development: Whenever there are new techniques implemented, training and development for the employees are a must. It will be helpful to get customer empathy and build a good infrastructure as per the support. Employees must need to have proper product knowledge so that they will be able to provide an answer without getting help from others.
Resolving issues: Resolving the customer issues as per the incidence happen by taking necessary implementing and changes will be given the highest priority to make all the activities successful. Empowering the customers as per their priority level and do the things which are obvious (Doerr, 2009).
Employee and customer satisfaction: When employees are satisfied with the organization, they will automatically work hard and do the best for customer satisfaction level. The customer satisfaction level is gathered by the service that was given to them. 
Data and implementation: Using the most advanced technology to collect the data and implement them as per the requirement are helpful to provide the best service to the customers. Different types of necessary changes will be made and implementation will be done as per the service quality for the customers. 

[bookmark: _Toc6842362]Recommendation 
Improvements in customer service are a necessary part of any organization. By evaluating all the practices of customer experience level, there have been made some recommendation. KFC has their operation on multiple countries of the world and they always try to focus on the overall satisfaction level of the customers to provide the best delivery service by making good strategies, communication process, justification of valid recommendation and having a special treatment on the customers as per the process (Borth, 2013). They follow several delivery processes to make a good supply chain management process but needs to make some improvements to beat the rivals. Here is the recommendation that is needed to follow in terms of enhancing the customer satisfaction level: 
· They need to develop the customer service system by evaluating the market trend as the current strategies that are following are mostly from the previous process.
· Before taking any initiatives, they must need to analyze all the situation and find out the result that can take place in terms of customer service.
· They should need to be able to make necessary changes and implementation process by making a good bonding with the customers.
· Using the most advanced technology, they should need to minimize the cost margin and focus on the customer satisfaction level.
· Making prioritizing on both loyal and normal customer is important that will help to make growth and development of the business process.
· Proper training and development must need to give the employees before making any changes to the service quality.
· Managers and leaders must need to ensure that everyone has the ability to provide the information as per the customer requirement.
· Effective planning and monitoring system of all the service quality must need to be follow up by the managers to facilitate customer engagement. 

[bookmark: _Toc6842363]Conclusion
The customer always looks for the service quality and organization always need to make sure that every customer is happy with the service quality. Ensuring the most advancement in service quality with proper monitoring by the management system will help KFC to provide the best service. Understanding a customer’s mind is helpful to make different initiatives and service as per the requirement. Competitors of KFC always tries to make an impact on the strategical development and they should need to focus on the customer's service quality to beat competitors.
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