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1.0 Introduction 
In this report I am going to look at how the company I work for values their customers and how they meet their customers requirements. I am working for the WRU in The Principality Stadium. I am going to look at different factors and ways they can bring more customers in and keep them as a regular customer. 
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2.0 Critically analyse the factors that impact on your organisations ability to maximise customer value.
In any organisation/company they will have a CRM which is Customer Relationship Management. 
‘The value the customer receives from the supplier organization is the total package of benefits, or added values that enhance the core product. As pointed out by Harvard Business School’s Theodore Levitt, competition exists not between what companies produce in their factories but between ‘what they add to their factory output in the form of packaging, services, advertising, customer advice, financing, delivery arrangements, warehousing, and other things that people value’.2 The value the customer attributes to these benefits is in proportion to the perceived ability of the offer to solve whatever customer problem prompted the purchase.’ Payne. (2005). 
Having a CRM in place will help plan and be the best at looking after your customers and meeting all their needs. As a company you want to be the best and you want people to want to come to you over any other venue. This will start with advertising your venue. When you advertise you want your potential customer to see and feel what they will experience if they choose you as a venue. You want to make them feel that you are prepared to meet all their needs. Having different offers on tickets for them will be a great way to bring customers in. For example, people who need a carer with them the stadium will allow them to come in for free, which I think is amazing and so thoughtful. For older people there will also be a discount as most of them would not be working any more so wont always have spare money, which will help bring them in to the venue. I personally think by doing these offers will help start the stadium build a relationship with the potential customers which is what you want to do. You want to make your customer to know that you know their worth and know they are important to you, and you want to make them happy. 
‘In a simplistic equation form, customer value is benefits – cost (CV = B – C).
What the customer pays is not only price (cash, cheque, interest, payment during use such as fuel and servicing for a car) but also non-price terms such as time, effort, energy, and inconvenience).
The benefits include the advantages or quality of the product, service, image and brand of the company or the brand of the product, values, experience, and success one gets in using the product and so on.
Values are distinct from value (the plural of value as defined above is value). Values are what someone or a firm stands for: honesty, morals, ethics, sustainability, integrity, and trust.
Consumers are distinct from customers. Consumers use the product or the service, but in all cases do not buy the product/service. The value the consumer perceives influences the buying evaluation and perception of the decision-maker or the customer. The customer is someone who buys or makes the decision to buy. A non-customer is someone who could buy from us but is buying from someone else.’  Mahajan. (2020).
Engaging with people is a massive wat to try and draw people in. your signage on your building and around the area so people can see. People will start talking about your company after seeing your sign or even after attending your venue and having a good experience which is one of the best advertisings for you, as people will know it will be a good place to come to if someone else has been there and know it’s well and you go the extra mile. When walking into the stadium you need to make it feel like a welcoming place to be and that their experience is going to be comfortable and have everything there that you’re going to need. Keeping in contact with customers is a good thing to keep engaged with them so sending out letters and emails with special offers or even a thank you after attending will go a long way. Understanding your customers’ needs is everything so always researching and keeping note of complaints or recommendations people tell you is a good thing and always look at ways of improving yourself as a company. 
As a company you must always look to invest in your customers. This then should bring in a profit so then you can out more money in and then you can keep improving your company. Always try and stay one step ahead of other companies so you stand out. You are never going to please everyone, and someone is always going to find a fault but in a way this a good thing. When a complaint comes in it helps you find your problems and fixing them. It can then help you think of new ideas or researching in other companies how they do things and see if that can then work better for you. Trying to be best is always going to hard but it can be done if you put the work in and always put your customers first. You need to as a company to be willing to learn about your customers and recognise what they need and want. 
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Having a huge company like the WRU and having the stadium and has a massive responsibility to meet every customer need in every way. Any decision made will either have a good or bad impact on customers views of the stadium. The customer wants to visit the stadium and want to feel valued and feel like the company have thought ahead how they should be made to feel when they are there and if its good then it’s so comforting for them. If it is bad, then they certainly won’t feel valued and want to return. 
As you can imagine the stadium sees 1000s of customers per event and I am going to look at how they go about meeting all their customers’ needs by how they value there needs so let’s start right at the beginning. The stadium itself must be ready to meet every need the customer needs not just by factuality’s but by the way they make the customer feel before they enter the stadium by buying tickets to while they are there at any event. Firstly, I am going to look at how they can purchase tickets and how they have made it efficient for the customer. The WRU has their own personally site where you can buy tickets, but they also have sponsor sites where you can also buy them. I think this is a good as when an event has realised tickets the internet site can become busy with the amount of people wanting to buy tickets at the same time and it will slow the site down. By having other sites, you can buy off makes it easier and quicker for the customer and they won’t be frustrated or impatient waiting. Tickets these days are mostly online and turn in to a E-ticket which is on your phone, and you don’t have to wait for tickets to arrive or worry about printing them out. This does make it so much easier for the customer. Some customers do prefer and find it easier having tickets in their hand or going to purchase them in person. The stadium does have a ticket shop outside the stadium where you can go have personally buy them which again, they stadium are on point with trying to please each customer and thinking of everyone. As you can imagine the stadium has lots of different clientele who visits. So, they have different have a big general seating and shop facilities for most of the clients to use but they also have hospitality for V.I.P who visit. I personally feel like they cater for everyone abut they don’t do it in a way to make people like they have less value which I feel like a big company like this is good. Everyone who visits are treated as the same value as everyone. The stadium hirers a lot of different staff to make sure that all needs of the customers are met. When you enter the stadium, you will never have to look far for a member of staff to help you show you where to go. As you enter you will have stewards at the gate that will be searching your bags and making sure nothing is bought in that shouldn’t be. This straight away makes you feel safe which is great. Then when you enter there will be stewards on every aisle and along the lobby. You will also see stewards with a different colour uniform (white) and they are there to assist people with special needs to make sure they get to the right place and are looked after the whole time and will never need for nothing with is fantastic. This shows that the stadium is thinking of every customer in their own way. Making everyone feel at ease and able to enjoy themselves. As you can imagine for the size of the Principality stadium there is a lot to think about to make sure you are meeting every customer need and making them feel valued. I am employed as a steward, and it’s opened my eyes up to how from the top of the management chain right down to the bottom how everyone cares and will always go the extra mile for them. The stadium has a complaint policy in place for anyone to use and it is taken very seriously as they want everyone to feel safe and want everyone to enjoy themselves and want to return to any other event they want to attend. 
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In conclusion I have realised that The Principality Stadium has done a lot of custom relationship management to be where they are now. I know they are always looking at way to improve and are always taking constant notes of what the customers need and want. 
I have also learnt that custom relationship management is the main part of any company and if you don’t put the effort or work in then you’re not going to succeed. You always must be pushing to find offers, watching finance, keeping up with advertising and make sure that your business stays modern and up with the times. That will keep customers coming and wanting to see what changes you have made and want to come back. Building a relationship with your customers is much more than them returning it optionally bringing new customers in and that is half of your battle there. 
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