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Understanding and Engaging in the customer experience 
[bookmark: _Toc523161285]Introduction

This report will critically examine the aspects that impact on my organizations ability to boost customer value, using a range of theorists to support the key points. Additionally, this report will demonstrate a high level of awareness and knowledge of appropriate activities of the organization I have chosen. I will be providing a consideration of my organization’s quality processes and the effectiveness in meeting customer requirements. Furthermore, my recommendations will be offered within this report, ensuring that customer value is enhanced, in order to meet the customers’ requirements. The case study will clearly show that I have performed appropriate reading and research, merging applicable academic theories to influence the organizations ability to maximise customer value. I am currently an employee within Premier Inn hotel, which is a well-known organization globally. Premier Inn Hotel are successfully positioned around the entire world, guaranteeing that they offer their customers with the best quality and services than other competitors in the same industry. Within this organization, I undertake the role within food and beverage, providing people with drinks from the bar, as well as, meeting and greeting the customers. My responsibilities are to ensure the customers food is up to the standards they expect within our organization. I usually take customer orders and bring the orders through to the dining area within the workplace, providing the best service to ensure that I meet the customers’ requirements, certifying that the customer will want to return and use the services we provide in the near future. I have committed myself with a positive approach in the role I undertake, performing with this organization continuously for the last two years and still to this day I am there enjoying real life experience with people from different backgrounds all over the world. 

There have been many situations, where I have had to apply critical thinking for my own initiative, as well as a team to ensure that we understand and engage in the customer experience. From my previous experiences in and around the workplace, understanding and engaging in the customers experiences involves customers perceiving their communications within my organization. Additionally, this means an on-going relationship, which is driven between an organization and customer and is determinedly inspired, accordingly to the customer’s reasons or choices. Every organization provides a customer’s experience, regardless to whether an individual develops it intentionally. The experience could be great, not so good, or indifferent, however, in actual fact I interact with customers in a specific approach, providing them to best products or service to my ability, this showing that they have an experience with myself and the organization. On the other hand, it is down to me and my team to whether the customer’s experience is superior, dreadful or average. I usually put myself in the customers shoes, which supports me come to conclusions to reach the best outcome for the customer, as well as, myself and the organization. My reason for this is so you can understand how they feel from a customer’s point of view and consider what will help maintain customer satisfaction, so that we achieve in meeting the customers’ requirements. I can strongly state that organizations cannot fully control customer’s experiences, reasons being is that experiences predictably contain emotion, perception and astonishing behaviours from the customers themselves. 
[bookmark: _Toc523161286]Case Study

I am currently undertaking the role within the food and beverage sector within my company, known as Premier Inn hotel. Premier Inn is one of many companies, alongside Costa Coffee and Thyme that are owned by an organization called Whitbread PLC, which was established in 1742. Premier Inn are a growing international hotel chain, obtaining 750 hotels across the UK channels and Europe, Including hotels in Abu Dhabi, Doha and Dubai. Premier Inn provides customers with the best services to fulfil the standards and expectation from ourselves, as well as, the organization and customers most importantly. Additionally, the organization have been recognized with their superior levels of services we provide our customers by being awarded TripAdvisor Travellers’ choice awards and Certificates of excellence from TripAdvisor as well. Furthermore, the organization have also been recognized by being rewarded for the excellent value we provide to both business and leisure guests. 

Premier Inn hotel for me provides the best services at an incredibly low price, in order to maintain customer satisfaction and exceed their requirements, which ensure the organization and every employee within the company treats everyone with the upmost respect, as we want our customers to feel important but also enjoy their experience with Premier Inn, ensuring that they use our services in the near future. Moreover, the organization are determined in the pursuit of new and improved technology, certifying that we support guests with the option of pre-booking from the app through their device or any queries or concerns they can contact a member of staff using the app whilst experiencing their stay with the organization. This is very beneficial as it gives the customers an additional service of being able to communicate with team members, whether its querying a specific point or requesting an order from the kitchen or bar. This for me is a great example of critical thinking, my reason for this is that the person who developed this method has made it simple and easy to use for the guests, supporting employees in the sector of engaging with the customers. Additionally, this method allows people to pre-book, therefore, guests will no longer need to wait in the que, in order to book their stay with Premier Inn, the app allows the guests to book the dates and anything else necessary to their stay, by the click of a button, which is very beneficial for the customers, as well as, the team members within the workplace. The organizations vision is to enhance our successful services we provide by creating a stronger customer heartbeat and innovations, to maintain customer satisfaction. It’s the commitment of our passionate team members, thriving to do that little bit more for guests, so that they feel appreciated with their experiences we provide and inspiring them to come back continuously, driving profitable growth within the organization. Within the team, we aim to be a force that is positive and user friendly in our communities.
[bookmark: _Toc521941943][bookmark: _Toc523161287]What is Critical thinking?

[bookmark: _GoBack]It can be seen by, (Jones, 2016), that people who obtain an adequate quantity of knowledge and with extraordinary memory, are not inevitably great when they appear to require critical thinking for a precise scenario. Furthermore, features of a superior individual that obtains excellent critical thinking skills, remain knowledgeable, maintain determination, self-actualization in the power to reason with colleagues and flexibility is taking on board, along with alternative processes. Critical thinking is technique in which people within a workplace or in a certain situation, capable of developing concepts on their contribution within the workplace, evaluating points of view that go outside the memorization and recall of requirements and key information, supporting positive outcomes. Commonly, critical thinking is a process used in supporting numerous procedures of learning attainment or to a broad range of alleged practises. Critical thinking appears when an individual takes on board evaluating, analysing or possibly understanding a situation or even combining relevant data, additionally, logically producing an observation to reach a conclusion, develop an argument or even resolve a specific issue within the workplace. Critical thinking can be very supportive within an organization as it helps individuals and managers to sustain efficient leadership within a specific department. 
[bookmark: _Toc523161288]Factors that impact my organizations ability to maximise customer value
Firstly, maximising customer value is not just providing customers with the best services for low prices or giving discounts. Evidently, these do add to the customer’s value, however, they will certainly affect the customers experience within the workplace. For example, if an individual has a bad experience within Premier Inn, it could be not receiving their food order on time within the restaurant, a discount or providing a free meal or drink will not resolve the outcome. On the other hand, critically thinking ahead, informing the guests on the waiting time will result in the customer satisfied for being informed and respected, regardless waiting a couple minutes extra for their order. This definitely demonstrates that the team members within my organization, showing a great deal of understanding of the customer’s requirements. An employee’s body language and behaviour towards a customer can be a key influencing factor to maximising customer value within an organization.  Research shows that according to (Shanker, 2012), the author makes it clear that low pricing, receiving what is required, receiving quality for what is been paid, or possibly receiving anything in return for what is given. Additionally, it can be seen that there two key qualities for the organizations ability to maximise customer value. Desired value and perceived value are the two aspects to influence customer value within an organization, desired value referring to what customers require in a service or product we provide them with. Perceived value assists the customers believing that he or she received from an item after it was obtained by the customer. Customer value proposals are conveyed by evaluating the existing marketing offerings, recognising what the customer’s desire and then developing resolutions that meet the market requirements for the services or products that my organization provides.
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Figure 1: An organizations value creation strategy. Source: (Kaplan, 2004)

According to (Teti, 2014) that he creation of value for the shareholders, organizations following differentiation approaches produce significantly developed value for all the stakeholder groups than companies pursing cost leadership strategies. A key strategy, which can be seen is figure 1, can be implemented to track our organizations growth within our sector rapidly is by leveraging customer value. The strategies applied within our organization not only support employees with increasing sales from existing customers. Furthermore, new customers that we acquire are just as important as the existing customers. Additionally, these methods could possibly be more critical for my organizations continuing success. On the other hand, Premier Inn provide support, as well as, beneficial training to all of their new employees. I feel that this supports both the organization, as well as, the employees, as it allows the organization to pin point the standards and what is expected from them, as well from the customers, in order, to achieve success and meet the requirements of the customers, enhancing customer value within our organization. Also, training allows new employees within my organization to deal with customers allowing the organization to analyse and monitor the performance levels within the different sectors of Premier Inn, allowing the organization to provide constructive feedback, enabling the employees to enhance and meet the standards expected within the organization, allowing individuals to understand how to create the unforgettable but positive experiences for the customers.  When an organization practices and puts in place an exclusive software business model, the value is developed by manufacturing precise software that meets the customers’ requirements, whether it is solving a specific problem or getting the job done to a high standard. A value creation, integrated framework is another strategy that can be taken on board to manage customers who value the organizations brand and services we provide.

[bookmark: _Toc523161289]Conceptualizing CEV
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Figure 2: Conceptualizing CEV: An integrated framework that is put in place to maximize customer value within an organization

For organizations, such as Premier Inn, we should put in place a strategy (Figure 2: conceptualizing CEV) that enhances a value-creation, classifying what points of value our organizations customers potentially require, in order, to not just meet the satisfaction of customers but over exceed expectations so that we accomplish success. According to (O'Cass & Ngo, 2011) their results authenticate the conceptualization of the organizations values that they provide and recommend that developing high-class value contributions supports organizations to accomplish dominance in customer-centric performance. Value-creation strategies support the diverse extents along which customers perceive their value within our organization. Additionally, they believe it is the organization’s role to understand, discover and convey value built on what they feel the customers’ requirements are within the organization. Customer impact to organizational profitability transpires from customers purchasing a product or using our services; therefore, ensuring that we create unforgettable experiences, ensuring referrals to potential customers are positive and encouraging, whether it is over the network or word of mouth. Reviews and feedback are imperative methods that we put in place and focus on, allowing the organization and the employees within Premier Inn to continuously enhance the services and support we provide our customers, which will lead to profits but more significantly, satisfied customers. It can be seen by (Smith, 2016) that he proposes a customer-value creation framework, classifying the key categories of value that can be developed, such as Premier Inn:

· Cost/Sacrifice value: The sacrifice or charge that would be accompanying with the use of our services we provide or the use of our products, within my Organization. For example, we guarantee our guests a great night’s sleep at a fair price to ensure the customers receive the quality, for what they are paying, in order, to gain their trust, loyalty, as well as, influencing them to return in the future because of the experience they have undertaken within our organization.

· Symbolic/expressive value: The amount to customers’ associate physiological implication to a specific product within Premier Inn. For example, we provide our guests with special offers on our premium Premier Inn breakfasts, lunch or Dinners, including free drinks, coffee’s or teas for our loyal customers, assisting the exceptional services we offer, which can be seen as a factor that Premier Inn put in place to maximise customer value.

· Functional value: The qualities of the product and services we offer to our guest, moreover, the degree to which a product that premier Inn supplies their customers is suitable and meets the customers anticipated ambitions and requirements.

· Pragmatic value/experiential value: This meaning a product developing relevant feelings, emotion and positive experiences for the customer. For instance, Premier Inn guarantee their guest with a great night’s sleep or will offer the customer their money back, therefore, if the customer is not satisfied with their experience or stay, they can require a refund, which can limit profit and lead to a loss in custom, which is why we have the great night’s sleep guarantee, which more than satisfies our guests.

The integrated framework is a technique used for marketing strategists to improve innovative product theories and acknowledge fresh product opportunities to maximize customer value within Premier Inn. The sources of value that have been acknowledged ought to be feasible and relevant to the framework in which they are put in place by the employees within Premier Inn. A customer value plan can be produced based on the values that an organization develops and meets the requirements of the customers. Consequently, customer value proposition should be measurable, distinctive and sustainable value and this will enable organizations to control and manage their customer value using appropriate methods or theories. Additionally, customers use several social media pages such as Facebook, Twitter and Myspace, which all influence potential customers, as well as, existing customers within my organization. The number of individuals and percentage of people to use these networking channels to leave their feedback, has increased massively over the last few years. Another level of customer engagement is accomplished when an existing customer enthusiastically includes themselves in enhancing an organization’s product they supply or services they offer by providing the organization with feedback, whether it’s positives or negatives. Moreover, Premier Inn usually focus on the negative reviews than the positives and the reason for this is so they can mainly focus on how to alter their services or products, so that the customer knows that feedback is taken on board and dealt with in the best possible way, to enhance the customer value within our organization. 

[bookmark: _Toc523161290]SWOT Analysis
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Figure 3: SWOT Analysis



SWOT was a theory developed by Albert S. Humphrey in the 1960s, also, it can be seen by (Nordmeyer, 2018) that there is a fair amount of advantages of using the appropriate theory SWOT analysis within a business, as it can help employees and organizations with data integration, cost, problem domain, multi-level analysis, simplicity and application neutrality within a specific business. However, there are also a few disadvantages to take on board when using the SWOT analysis, for instance, uncertainty within the organization, no balancing factors and subjective analysis, on the other hand, there are more positives than negatives, when using the SWOT tool within an organization.

A SWOT analysis (Figure 3) is a relevant theory that my organization could put in place to enhance customer value as the theory helps the employees, as well as, the organization by recognizing the strengths, weaknesses, opportunities and threats that could be implicated within our organization and influence the customer values. This method will support my organization to understand significant problems that impact the business; however, this theory will not essentially offer resolutions for employees within my organization.  Moreover, the SWOT is such a supportive and powerful tool that can benefit individuals within my organization, by being capable of exposing opportunities that are well-placed to seek the benefits of, once the employees have acknowledged them and by understanding the company’s weaknesses, employees will find it simpler to eliminate and manage any possible threats that would impact my organization, which is understandably known as converting and matching strategies. 

[bookmark: _Toc523161292][image: age11image11544]The importance of supply chain management
Figure 4: Supply chain network
It can be seen by (Trudgian, 2016), there are five key benefits to controlling the power of data. Moreover, Supply change management is a professional detailed system which is used by minor and massive organizations to supply merchandises to customers, from acquiring rare materials, manufacturing and dispensing the final product to the customer. An effective supply chain management system includes adjusting operations functionality to be rapid but useful. Supply chain management allows individuals within an organization to manage and control processes, which are involved in the production, shipping, buying and distribution throughout the entire whole supply chain within the company. Information flow and material flow are key overall tasks of supply chain management in order to meet the customer’s requirements. (Figure 4.) Supply chain management plays an imperative role within Premier Inn. The reason for this is that the organization’s purpose is to offer a specific product or deliver appropriate service that customers value, supporting the organization in profit growth and satisfying customers. 
Time, cost, flexibility and quality are the key performing factors in supply chain operations as it allows the organization to contend with our competitors in the same sector. Consequently, Premier Inn ought to scope their supply chain performance with these imperative influences to be capable to deliver our services in a superior approach. Quality is the most perceptible phase of the supply chain performance. Weaknesses that can be pointed out are incorrect items delivered and inappropriate quantities are indications of quality problems in supply chain methods that are clearly obvious to the customer’s needs. These issues can affect customer loyalty within an organization harmfully. Apprehensions of the organizations operation with its supply chain is known as the quality of service in the supply chain. Numerous organizations failed within our sector because of the deprived quality in supply chain performance. Furthermore, customer’s decisions on purchasing products or requiring services are made based on the quality of the services colleague offer and the quality of the product provided.
[bookmark: _Toc523161293]Organizations quality processes and its effectiveness in meeting customer requirements

It can be seen by (Duggan, 2017) that quality is a subjective term in business, which usually means that a service or product provided meets its end users’ requirements.  Managing quality involves controlling quality of the services my organization offers under continuous development, guaranteeing the quality of completed services or products, as well as, continuously enhancing quality to persist in competiveness in the global marketplace. Quality procedures and processes are part of an organization’s quality management system. Processes that apply within our organization are the customers purchase on a specific product, preventive action, order processing, for instance, customers booking in advance, instead of booking on the day, which saves the customers quite a bit of money, which meets the requirements of the customers. Quality management and its requirement for consecutive enhancement plays a crucial part in guaranteeing that customer-focused companies, such as, Premier Inn, are capable of recognizing and concentrating on essential customer requirements. 


Premier Inn are dependent on their customers for well-being and existence, therefore, employees that understand all potential and current customer needs will tend meet the customer requirements and thrive to exceed customer expectations by following quality management processes across the entire organization. The steps to follow these quality processes are understanding the customers’ requirements and expectations as understanding what customers require within the organization, will continuously support employees to adapt to suit their altering requirements and enhancing the quality of service is an outstanding track for effective quality management. Additionally, containing a balanced approach among customers and other stakeholders is key, along with communicating these needs and expectations throughout the entire organization. Monitoring Feedback and customer satisfaction, in order to provide quality services for less and act on the results, to constantly develop and enhance customer satisfaction. 
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 LEVEL OF CUSTOMERS’ REQUIREMENTS

                                       Must                             Expectation                    Above expectation
	

Obtain product order
	Easy to order

Supportive service

Additional value
	
24-hour delivery/24-hour services

	

Obtain correct information

	To be treated like a loyal and valuable customer 

Easy to deal with the process
	

Full cooperation




External


CUSTOMERS


Internal



 Figure 5: Customers Contingency table                       

The purpose of the contingency table (Figure 5) is to support employees within an organization by understanding the needs of both external and internal customers to fulfil the customers’ requirements, ensuring they are satisfied with their services or product they receive. According to (Welmers, 2015) the benefits of having control of sales with contingency planning are it makes planning easier for an individual or organization and allows a company to gain better control over the profits. Therefore, it would help individuals within my organization to plan their materials and purchases more precisely and offers a brighter indication as to how many individuals Premier Inn would need to employees. These processes are to be already produced and verified, software written, resources tracked and valued.

My organization could put this method or manage this theory and put in place to support the employees level of learning of customers’ requirements and satisfaction, however, failure to meeting the requirements of the customers, may possibly put the organization completely out of business. This method should be used by listing both external and internal customers and their requirements, for instance, what they have come to expect within their experience; what they require and what could possibly surpass their expectations, which will certainly lead to the organization fulfilling the customers’ requirements. The benefits of this process are to fully acknowledge the association between the customers and their level of requirements, furthermore, failing to meet the must level of requirement, which is the minimum level of customer requirement, could result in customer dissatisfaction. 
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Figure 6: Customer Relationship Management (CRM) strategy
Customer relationship management (CRM), (Figure 6) is a strategy that focuses on containing the ability to manage all communication networks through which the customers contact Premier Inn, which is usually via e-mail or phone. Technology is the key factor that allows employees throughout the organization to be more well-organized and efficient in their communication with customers, whether it’s face-to-face or over the phone. Organizations have discovered that applying an effective customer relationship management program, they can anticipate customer loyalty and sales within the organization. The kind of enhancement interprets straightforwardly into higher profits, additional revenue, and lower prices for products or services. According to (Dickie, 2018) that organizations can gain a lot of positives from sales performances or services, as related to CRM, pairing it with a level of sales process. Moreover, organizations that effectively applied CRM programs stated sales increases of 50 percent per rep, enhancements of 20% in customer satisfaction and cost of sales and service decreases of around 20%, which is very beneficial for an organization to fulfil their customers’ requirements. 
Precisely, an exceptional implemented CRM program could associate critical information about existing and potential customers. Also, supports targeting the most profitable and valuable customers by developing programs to enhance their loyalty to Premier Inn. Besides, it can support with personalization of the services and products we offer to each of our guests and essentially minimize the probability of scenarios or customers from falling through the cracks of an overloaded system. Additionally, it can be seen by (Tamošiūniene, 2010) that CRM involves board-level vision and appropriate leadership to push a persistent focus on the customer; else, it will continue to be disjointed around the workplace. It includes potentially challenging modifications of processes, organization and culture. Employees that work within the technology department, dealing with customer issues or complaints ought to contend with the challenges of system integration, data quality and multichannel affiliation, which are all processes to consider, in order to fulfil the customers’ requirements.
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	Industry
	Reliability
	Assurance
	Responsiveness
	Tangibles
	Empathy

	Information Processing
(internal)
	Offers relevant information when demanded by customers.
	Well trained and knowledgeable staff that respect their guests.
	Rapid response to customer requests; not being bureaucratic. Dealing with specific problems quickly and effectively.
	Dress code of employees within the organization (professional). Taking in to account internal reports within the office sector. High class equipment to keep up with customers’ requirements.
	Understands internal customers as valuable individuals, acknowledging individual and department requirements.



Figure 7: How customers judge the dimensions of service quality

There are many factors that influence the customer’s satisfaction, assisting the organization with fulfilling the requirements of their customers. For instance, within Premier Inn hotel, service quality, product quality, cost, specific service features, consumer emotions, attributions for service success or failure and perceptions of equity are factors that can all lead to satisfying customers. Additionally, guests within my organization judge the dimensions of service quality, which can be seen in Figure 7. The key points that every employee considers within Premier Inn are treating every guest respectfully and fairly, never ignore the customer’s or tell them we can’t do something when requested. Additionally, I contemplate my work to be done when my guest is overwhelmed with their exceptional experience and instead of assuming their happy I can ask them for feedback, which will benefit myself, as well as, the organization.

According to (Estep, 2011) benefits of meeting the customer’s requirements can alter from first-time visitors to loyal guests, also, increased sales as customers feel content doing business with the organization. Additionally, this will most definitely lead to further referrals from satisfied customer’s, who bring in extra business by communicating via internet or word of mouth. I think it would be very beneficial for my organization two focus on two or three key aspects that would support the company differentiate from our competitors and be sufficient in other sectors to keep customers happy and meet their requirements. Additionally, Premier Inn put in place customer satisfaction surveys, which are used to certify which departments could be enhanced or looked over, ensuring they continuously improve to gain full satisfaction of each and every guest within their workplace. It can be seen by (Macdonald, 2018), he feels that not taking responsibility and owning up to mistakes is certainly a way to gain a bad reputation towards your customer’s and within the organization. However, doing that little bit more or going the extra mile as people understand, not only results in satisfied and appreciative customer, moreover, it can go support individuals in terms of keeping themselves on their radar for business in the future.
[bookmark: _Toc523161297]Enterprise Systems

It can be seen by (Radley, 2017) that a key benefit of using an enterprise (ERP) solution within an organization is individuals would be capable of managing numerous core business sectors with only one system. The typical structure of manufacturing ERP solution consists of the following functional categories: Human resources, financials, discrete manufacturing management, process manufacturing management, inventory management, quality management, sales management and purchasing management. An ERP systems will benefit an organization like Premier Inn, as it will support individuals integrating all of the different business functions into a system and allows the employees to communicate effectively with each other. For Instance, when one of Receptionist or Bar Staff confirm a specific order, the ERP system will robotically produce a transaction for the financial department to view, generate a work order for the production floor, update your account and inform the purchasing department to refill stocks of the products that have run or sold out within the organization.
[bookmark: _Toc523161298]Conclusion

Overall, this report identifies the key factors that could possibly impact my organizations ability to enhance customer value, backing up my thoughts by providing a range of theorists to support the key points. The report also states different management theories and explained how individuals could use critical thinking in the workplace to support customer satisfaction. Furthermore, this report contains a high level of awareness and knowledge of relevant activities of the organization that I have focused on. The report identifies appropriate activities of the organization I have chosen. Furthermore, my organization’s quality processes and the effectiveness in meeting customers’ requirements have been clearly specified and again using a range of theorists to back up my various points. This report demonstrated that I have performed appropriate research and reading. Likewise, I will ensure that I enforce everything that I have learned and apply it within my organization, certifying that I understand how to engage with customers, understanding their values and more importantly how to exceed expectations, developing a better future for myself, as well as, the organization and loyal customers themselves.
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