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[bookmark: _Toc134395344]Introduction
Consistent adherence to customer expectations in an organisation is the definition of quality. Some people refer to quality as excellence, the best available, value, etc. When quality is defined by organisations, the organisation must survey and categorise how quality is defined and perceived by its consumers in order to make efforts to live up to these expectations. 
(M Doughton & Cox, 2001).
The report writer explains how good products and services can enhance the customer experience throughout the assignment. The study author also discusses technologies and techniques that might help businesses achieve the greatest customer service experience.
[bookmark: _Toc134395345]Evidence a critical understanding of quality process in the workplace.

The report author is employed by Lidl. The report's author discusses his workplace's critical quality process below-
Company acceptance is to adhere to the eight dimensions of excellence toward the employee and their products, but it is not always possible to succeed because of various issues that will be discussed in more detail in this section.
[bookmark: _Toc134395346]Eight Dimensions of Quality-
[bookmark: _Toc134395347]Performance-
In this initial step, Lidl aims to hire knowledgeable people who are the greatest performers and the ideal people for the job.
[bookmark: _Toc134395348]Features-
This stage is the secondary part of peer performance, where training and services must be provided to enable performances.
[bookmark: _Toc134395349]Reliability-
Lidl created a simple hiring process where they may select dependable workers who won't leave the company after a predetermined amount of time. Lidl has a lot of in-demand products that give customers access to them.
[bookmark: _Toc134395350]Conformance-
Lidl employs a knowledgeable team that chooses affordable, high-quality designs that live up to client standards.
[bookmark: _Toc134395351]Durability-
Lidl places a high priority on product longevity and ensures that it has no negative effects on product profits.
[bookmark: _Toc134395352]Serviceability-
Lidl strives to provide customers with quick solutions.
[bookmark: _Toc134395353]Aesthetics-
Lidl wants their goods to appeal to their customer by its appearance, sensation, sound, flavour, or odour.
[bookmark: _Toc134395354]Perceived quality-
Lidl wants its product to meet perceived quality in every element.
(Garvin,1987).
The author of the study discusses numerous causes of poor-quality processes at work and also demonstrates the importance of the following pieces of evidence:
[bookmark: _Toc134395355]A focus on immediate profitability-
Lidl always prioritises profit and better margins, which increases short-term profitability, but over the long term, customers look for less expensive options, resulting in a decrease in the number of repeat customers who buy at Lidl.
[bookmark: _Toc134395356]Reducing costs while accepting high waste levels-
Lidl accepts more inventory every day with a short use-by date, which results in a high degree of waste every day. Despite the product always having a high margin, this waste has a significant impact on the profit.
[bookmark: _Toc134395357]An attitude of "take it or leave it" regarding customers-
Lidl's customer service has several hurdles in place where they treat certain forms of contact, such leaving feedback or working to improve customer service, as though the customer doesn't want it and we don't care about making them happy.
[bookmark: _Toc134395358]Treating workers like productive machines-
Lidl's training programme and orientation period are extremely constrained, and they don't care if you've learned enough to do your job successfully or not because you'll be serving customers using scripted behaviours regardless.
[bookmark: _Toc134395359]competing on price rather than quality enough-
The majority of Lidl's products are of poor quality; they are procured from less well-known suppliers in order to lower their prices, which causes customers to become dissatisfied and look for quality in other stores.
[bookmark: _Toc134395360]Finding the best deal possible-
Most customers say that Lidl is well-known for its low prices and subpar quality. As a result, customers who typically buy at supermarkets prefer Lidl.
[bookmark: _Toc134395361]Anti-change, yet when forced, changing in an arbitrary manner-
Unless forced to, Lidl has no plans to change their behaviour or service in the future.
[bookmark: _Toc134395362]Macho leadership-
Lidl is experiencing a management issue as they try to save costs by hiring inexperienced managers who make less money per hour. As a result, the company is struggling to provide excellent customer service because of the macho leadership that created a weak team. (Mortiboys, 1991).
The author of the report made the decision to enhance the quality process in order to enhance the manager's perception of the workplace. He used the Juran model, which is described in more depth below, to enhance the quality process.
[bookmark: _Toc134395363]Juran Model
Understanding the founding principles of the Juran approach to quality improvement is the first step in creating a culture of excellence. Dr. Joseph M. Juran introduced the Juran Trilogy, commonly known as the Quality Trilogy, as a way to manage for quality in 1986. The Trilogy has evolved into the foundation for the majority of quality management best practises worldwide. At the time, the conventional approach to quality was based on quality control.
(Juran and Gryna, 1988).
The Juran Trilogy is essentially a way of thinking about quality that applies to all levels, functions, and product and service lines. The fundamental idea is that there are three common processes that make up managing for quality-
[bookmark: _Toc134395364]Good Planning-
The report writer must adhere to the organization's vision, mission, and goals as well as customer and compliance requirements. The primary goal for the first stage is to improve customer service to be able to bring customers with satisfactions based on the privileged weaknesses of the customer and employee experiences. To be able to accomplish this, the manager who wrote the report makes the decision to hire the greatest customer service representatives who will give their all to assist the clients. He uses training and mentorship services that are available for as long as is necessary to enable the person to perform their job properly. Making regular customers who routinely shop at Lidl for their weekly needs will be the goal. To be able to accomplish this, the manager will call a meeting with top management to address the problems with losing consumers and find a solution. The primary objective will be to maximise profits while maintaining satisfied customers and staff.
(Snyder, 2014).
[bookmark: _Toc134395365]Quality Assurance-
The report writer must ensure that the plan they have created is successful. The report's author effectively used customer feedback and surveys to get their opinions on the services they received as well as information regarding the price and quality of the products. Regular team meetings have been implemented in an effort to use employee feedback on the organisation to enhance employee cultures. Regular quality checks will be conducted since higher quality is valued over cheaper pricing. Stock levels will be watched so that waste from the overstock may be tracked.
(Great Britain. Department Of the Environment & Great Britain. Directorate General Of Design Services, n.d.).
[bookmark: _Toc134395366]Quality Boosting-
After completing the prior steps, it is crucial to execute this step correctly in order to be able to routinely check the results and make any necessary adjustments. After completing the prior steps, it is crucial to execute this step correctly in order to be able to routinely check the results and make any necessary adjustments.  This phase is crucial because it involves a potentially controversial issue that will only be addressed after receiving feedback from both customers and employees. Although there is no timetable for achievement in this stage, relevant efforts will unquestionably lead to the desired result.
(50Minutes, 2015).
Lidl Juran model is displayed in the Appendices A.
After having a thorough understanding of quality processes in the workplace, the report's author believes that it is not an easy task to establish quality standards of procedure in the workplace to satisfy customers and employees because some actions are very difficult to implement due to management's processes and company procedures. However, by carrying out routine actions it is possible over a long period of time, so it is still possible to apply for company benefits.
[bookmark: _Toc134395367]Analyse the customers’ experience of an organisation.

A consumer's perspective of their cognitive, physical, emotional, subconscious, and psychological engagement with any aspect of an organisation is known as their "customer experience." These memories and perceptions shape consumer behaviour, which in turn fosters customer loyalty and impacts the economic value an organisation produces.
(Shaw, C. & Hamilton, R. 2016 p.195).
Understanding buyer and seller interactions is necessary to analyse client experiences with a company.
There are four relationships between the buyer and the seller that should be understood, according to Hutt and Speh. Below is a description of them-
[bookmark: _Toc134395368]Transactional connection-
Whether a company wants to make a quick sale or take the time to develop a solid clientele for future sales will determine how it markets its products and services. Transactional marketing is the way to go if a company wants to have things flying off the shelves with no additional customer involvement. However, relationship marketing might be more advantageous if the company wants to focus on the needs of its customers and create a long-term strategy for generating revenue. An approach called "transactional marketing" tries to boost point-of-sale transaction volume and efficiency. Instead of establishing a relationship with the customer, this strategy places more emphasis on closing the deal. Other than potential customer care help, there is no more engagement with the client after the business completes a transaction. The four classic marketing pillars of product, pricing, placement, and promotion—commonly referred to as the "four Ps"—are followed in transactional marketing. This indicates that firms put a priority on offering client’s high-quality goods at prices that are both lucrative and alluring. Additionally, businesses set up effective distribution networks and market their goods in a way that appeals to consumers. For instance, a company might advertise a product via discounts, coupons, buy one, get one (BOGO) deals, cash-back deals, and mail-in rebates. Companies who employ transactional marketing gain in a few areas even though it doesn't emphasise developing relationships with customers. Transactional marketing initiatives are often low-cost because this strategy prioritises immediate sales. Sending out flyers and promotional emails is a common component of transactional marketing efforts, allowing marketers to spend less money here. Quick sales can shorten the time that organisations hold things in their inventory, which can lower costs associated with managing big inventories for extended periods of time. A company can increase sales and replace its shelves with popular products if it can swiftly empty them.
(Mastroianni, 2017).
[bookmark: _Toc134395369]Value connection-
In the business world, people frequently consider new ways their company might produce value. You can also consider methods or processes that would enable you to produce benefits that would outweigh the costs involved in creating or capturing them. The Porter Value Chain was used by the report's author to better comprehend the value relationship with his clients. The following four steps can be used to implement the value chain model at work-
1. Estimating potential customer profit by using medium sales.
2. providing the greatest value by exceeding other competitors in meeting customer needs.
3. The primary goal of the seller is to build relationships with the buyers in order to gain the largest market share.
4. provide customers a variety of solution options.
(Porter, 2008).
[bookmark: _Toc134395370]Relationship of partnership-
The development of legal management careers, the success of our employers, and the Association of Legal Administrators depend on good business partner ties. Choosing the appropriate goods and services is a crucial component of legal management. As we carry out our duties, make plans for the future, and increase our knowledge of products, changes, and trends, business partner relationships serve as crucial links and resources. When a product or service evolves or when a new product or service is required, developing ties with potential business partners can be helpful. Positive business relationships also give us a way to further our profession in our communities. The dedication and trust between the buyer and the supplier serve as the fundamental cornerstone of this kind of relationship. If a provider delivers high-quality goods in a timely manner, they will ultimately satisfy their customers. For this step to be successful, selecting a well-known and dependable provider who can meet the needs is crucial.
(Foxall, 2016).
[bookmark: _Toc134395371]Relationship of trust-
The relationship between a buyer and seller is based on trust. If the customer orders and pays on time, the vendor will be happy and deliver the items the following time on time. On the other hand, if the supplier delivers on time, the seller will typically pay on time. Customer trust is based on the quality of the products; if a supplier produces high-quality items, they will purchase there frequently, which fosters trust. If this relationship of trust is successful, everyone will benefit.
(Burchell & Robin, 2011).
[bookmark: _Toc134395372]Understanding the Customer Experience-
The author of the report outlines the customer's experience in detail when they decide on their purchases-
[bookmark: _Toc134395373]The logical viewpoint-
When making decisions on the purchase of things, people act in a collected, prudent manner with lots of information.
[bookmark: _Toc134395374]Perspective on behavioural influence-
Due to attractive deals, customers may decide to purchase more things or expensive goods.
[bookmark: _Toc134395375]experiential viewpoint-
Certain things might sometimes draw customers who might otherwise remain steadfast in their purchasing decisions.
The following are three different ways that Lamb, Hair, and McDaniel explain how to comprehend client experiences-
The 5 Step Process for Buyers-
[bookmark: _Toc134395376]Problem- The buyer will choose the item they mentioned as an issue first.
[bookmark: _Toc134395377]Information Lookup- In this step, the customer will research the goods they intend to purchase.
[bookmark: _Toc134395378]Alternative Assessment-Due to rising prices, lower quality, or shortages, the buyer will hunt for alternatives in this step.
[bookmark: _Toc134395379]Choice of Purchase-The buyer will decide what to purchase in this step after weighing his or her options.
[bookmark: _Toc134395380]Post-Purchase Conduct-In this final phase, the buyer will decide if they are happy with their purchase The Deming Cycle (or Plan-Do-Check-Act (PDCA)) is a four-step iterative technique used to solve problems and to improve organizational processes of the goods or not. They will be able to identify if their choice was good or bad.
Hutt and Speh can simply analyse the report's author's perspective after knowing consumer experience with any organisation. The buyer and seller connections go through four steps. With offers and discounts, the first step is to attract new clients. Offer those clients affordable, high-quality products to maintain them as customers and generate repeat business. The second stage is to use client feedback to enhance service and instil a sense of value in them. Continue to provide customers with higher-quality services by responding to their demands quickly. Developing a relationship with the supplier is the third stage in order to keep receiving high-quality products on schedule. In the closing stage, customers begin to build trust in the company by receiving excellent service.
(Hutt, and Speh, 2013). 



[bookmark: _Toc134395381]Critically evaluate the benefits and challenges of developing and maintaining good customer relationships

The Plan-Do-Check-Act (PDCA) cycle, often known as the Deming cycle, is a four-step iterative process used to address issues and enhance organisational procedures. The report's author used the Deming cycle to analyse the advantages and difficulties of creating and maintaining strong customer connections, which are detailed below-
[bookmark: _Toc134395382]Plan: In order to completely comprehend the nature of the issue being solved, you investigate of the current situation in this stage. Make sure to create a plan and a framework from which to work, and to outline the expected results. 
[bookmark: _Toc134395383]Do: To determine the true issue by doing a data analysis, creating a solution plan, and putting it into practise. The PDCA cycle emphasises tiny, gradual improvements that enhance procedures while causing the least amount of disruption possible. To avoid upsetting the organisation if the solution does not operate as anticipated, you should begin with a small-scale pilot.
[bookmark: _Toc134395384]Check: Must keep an eye on the results of the execution strategy and, if necessary, find countermeasures to further enhance the solution. To ensure that the project's goals are being accomplished, you should conduct a check while it is being implemented. After finishing, conduct a second check to address any achievements and shortcomings and to allow for future improvements based on the lessons learned.
[bookmark: _Toc134395385]Act: Put your suggestions and solutions into action. Determine the effectiveness of the remedy, and then either adopt it into regular work procedures or discard it. If you stop the cycle, reflect on what you've learnt from it and start it again.
(W Edwards Deming, 2000).
After thoroughly comprehending the Deming cycle, the report's author demonstrates below how it contributes to the advantages and difficulties of establishing and sustaining positive customer connections.
[bookmark: _Toc134395386]Focus on customers-
The report writer will first identify his or her customer to better understand their needs. Due to poor customer service and low product quality, most customers do not frequent Lidl stores. The report writer will take the following organisational procedures after consulting with top management in order to be able to satisfy the client. Lidl will begin using local better grade of veggies suppliers in place of local low quality of vegetables to be able to lower costs. Customer complaints will be handled by the manager right soon, and they will be documented for service improvement. In order to enhance the company's reputation, sell overstock items at a discount before they are discontinued from the supplier. Focusing effectively on consumer wants can bring in new customers who will buy frequently, increasing long-term company earnings.
(W Edwards Deming, 2018).
Since improving the customer experience is a difficult endeavour, offering them something for their personal benefit will encourage them to return and begin frequenting Lidl stores.
[bookmark: _Toc134395387]Focus on processes-
To be able to make the initial step successful, a new process must be adopted. In this step of the process, it is important to value both business and consumer needs. The report begins tracking daily sales to determine success. Lidl begin encouraging online client input so that the customer experience can be enhanced. Additionally, a customer suggested to download the Lidl app in order to take advantage of continuous promotions and discounts to attract new shoppers. introduce new hires to customer service training to please the new and fascinating clients. To help them feel valued, all employees are also given new employee feedback. Employees are rewarded and encouraged to do effectively.
(Hansen et al., 2003).
Starting out is difficult because new processes take time to become habitual, but in the long term, the company will benefit from content employees and satisfied clients.
[bookmark: _Toc134395388]Well-trained employees-
The author of the report individually hires the best candidates for each position as well as those with appropriate experience in customer service. No obstacle will be explained during training to enhance client experience. The report writer's primary goal is to persuade readers to purchase at Lidl, which they can only do if their first interaction with the company is pleasant.
Old employees will receive new training to fulfil their work duties as new procedures are adopted for the greatest customer service.
[bookmark: _Toc134395389]Continuous Systematic Improvement-
When good results start to come about, keep going. Main success will be tracked by ongoing development. The report's author will keep a daily improvement log to track regular success. The report writer trains others to monitor in his absence to ensure that everything is well taken care of while he is away on vacation or at work because it is difficult to measure improvement while he is away from the situation.
[bookmark: _Toc134395390]Innovation, Incremental and Maintenance-
This last phase actually involves returning to the first to ascertain the clients' perspectives. whether or whether the customer experience has improved toward the company. If it doesn't get better, figure out why, then come up with a fix. Because of a shortage of product options, the report's author noticed that customers were switching to other supermarkets to do their shopping. It is difficult to expand the item selection, so he brings up this problem with the upper management to urge the buyer to take off.
(Newbery & Farnham, 2013).
[bookmark: _Toc134395391]Process management-
Process management is a measure that businesses can use to assist in achieving their long-term strategic objectives. It is a business methodology that may make use of various strategies, methods that are structured, and technologies. Process management places more emphasis on results than tasks to make sure that a business stays on course. Teams and organisations can continuously seek for ways to increase productivity and manage processes well because it is an ongoing activity.
To be able to track progress, the report writer will employ three different process management techniques. Below are their descriptions-
[bookmark: _Toc134395392]Information process-
This entails conducting research and gathering information about the organisational business needs. He will gather data for the intriguing new provider. Asking if they can meet his customer's needs, he shares information with them. He will use information processing to assist him make decisions on how to enhance customer experience.
[bookmark: _Toc134395393]Management process-
This involves making decisions, planning, and controlling the organization's business operations. The report author will decide which training programme should be used to obtain the most effective customer care representative. In order to be able to introduce something new to the consumers and make them feel valued, he also hires a person to greet and assist them throughout the entire opening period.
(Kotler & Keller, 2019).
[bookmark: _Toc134395394]Operations process-
This entails selecting and assigning workers, as well as deploying equipment, to carry out specified duties, apply workplace rules, and oversee workflow. When the proper individual is hired for the correct position, it makes the employee happy since they know what to do. additionally, improved training helps people feel confident in their professional roles. Additionally, the report writer offers flexible hours to workers, increasing family workers' satisfaction with their working conditions.
(Kotler & Keller, 2016).
Lidl was a company whose communication between managers and employees was weak, and employees neglected to value the needs of the customers. but after adopting all reputable technologies and techniques, it turned into a prosperous supermarket for both workers and customers.
[bookmark: _Toc134395395]Conclusions
More than just low costs and cutting-edge products are necessary for survival in today's economic economy and competitive retail environment. Businesses must concentrate on the customer's purchasing experience if they want to compete successfully. Retailers must comprehend what "customer experience" really entails in order to manage a customer's experience. Each point of interaction a consumer has with a company, a product, or a service is considered to be part of the customer experience. A company approach created to control the customer experience is customer experience management. It stands for a tactic that enables a mutually beneficial value exchange between the shop and its clients. The key topics of this project, which makes use of pertinent tools and techniques, are the impact of macro elements in the retail environment and how they can affect consumer experiences and enhancing behaviours.
(Grewal et al., 2009).
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[bookmark: _Toc134395398]Training
Mentoring




[bookmark: _Toc134395399]Select relevant actions.
      Feedback
Survey

Quality management Model






	
(The Juran Model, n.d).
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