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Executive summary
Every organisation seeks a success of itself. Either it is a non-profit or commercial organisation, they all depend on their customer to maintain their productivity as without customers, no company/organisation can survive. According to Robert Mason and Barry Evans (2017), an organisation purpose, either it is a profit or non-profit organisation; providing services or selling directly to customer or toward a third party, the purpose of a company is to provide value for the product or service to its customers. 
Therefore, a company must at all time, develop and create new ways to satisfy customers and always update their customer relationship at all time as customers are in constant development and well informed; and require more from the company. By conducting different surveys, a company will be able to the customer perspective and their ways of building and developing loyalty to the product or service received. Customers are a big influence in the way a company, in every industry, manage its trade. Business practice has proven that the biggest asset of a company is its customers and the relationship between the company and customers. Customers often know exactly what their need and expect the company to provide services or products according to it. That is why it is important to maintain a good and strong customer relationship management.
According to Helen Armour, “Customer Relationship Management (CRM) is a strategy for a business to manage its interactions with its customers. A CRM system is an essential tool for business that helps you manage your customers, sales and marketing.”  Customer Relationship Management must focus and build around customer’s need, either it is a direct consumer or a third-party customer. The information collected during the survey must contain the required customer’s data in order to understand the customer needs and use it to anticipate their behaviour. In another world, Customer Relation Management 
The objective of Customer Relationship Management is to manage the customer cooperation to the organisation and to guaranty that they stay loyal. It is about spending as much time as possible on the company’s present customer support data with the objective of saving their practice and rising their pay out. According to Zendesk (2019), in the other hand, the Customer Relationship management can also be seeing as a software or solution designed to provide company with a clear image of their relationship with customers at every level. This system will allow the company to save a record of any communication between employees and customers, from what they have purchased or which service they have used and the date of purchase, to all the conversation/exchange they had. Once input into the system, the organisation will set tasks to contact its customers every few weeks or months. This system will enable the organisation to prepare in advance for when the customer is in need for their service or want to purchase anything from them again.
With the Customer Relationship Management, Customers are waiting for company to provide them with better quality and faster service at a better price as we should know that competition on the market it is always based on the pricing, timing and quality.
Managers should be able and must provide employees with all the needed tools to work on this relationship and maintain it as according to Ian Linton:” Maximizing customer satisfaction makes an important contribution to maximizing profitability, although other factors such as cost control, productivity and marketing strategy also impact the bottom line. By maximizing customer satisfaction, you can increase the opportunity for repeat sales to customers, while reducing the cost of sales and marketing. Customer satisfaction helps to increase customer loyalty, reducing the need to allocate marketing budget to acquire new customers. Satisfied customers may also recommend your products or services to other potential customers, increasing the potential for additional revenue and profit.” 

1. Introduction
What is Classic Support?
Classic Support it is a cleaning company created by Noella Wudala Pashome in 2018. She worked for a similar field (Midland Cleaning Service) for over three years, and after noticing that something was missing on providing the service to customers, she decided to create her own company for the purpose to fill in the gap.
Classic Support was given as she (Noella) wanted to provide a 5 stars service at a standard price, not to make the appellation to sophisticate not simple either.
Classic is mainly a company that provides housekeepers, to different hostel and hotels in central London more specifically and around it; as well as providing commercial cleaning to offices and residential or domestic service to upper-class, to singles, couples or families as well as to professional or entrepreneurial people; in London. Through charitable angel capital investors, Classic Support will surpass customer’s hope. We aim to provide our services to the wealthy single-income households and affluent two-income households as well. We targeted those families as we know that they will able and happy to pay for our minimum premium service because of the professionalism way to have the job done and the trustworthiness service that we offer which are not provided by any of our competitors.
Classic Support Cleaning Services is aiming to grow is price rate highly each year with an appropriate profit of margins as an interest of sales. Classic Support (CS) will be a home-based start-up business as a start with Noella Wudala Pashome as the only manager director and is counting 4 employees already. By December 2019, CS will have an additional of 15 more employees

Objectives
Classic Support objectives are listed as below for the next coming year:
· Create and develop a domestic cleaning network with the main goal of exceeding customers’ satisfaction.
· Increase our client network served by 2% each month through our superior quality service. 
· To promote a continuous home-based business, able to exist from its own cash flow.
· To maximise the utilization of Classic support on a daily basis by at least 5% of the client that contact us for further information.

Mission
Classic Support Service’s objective is to present the customer with all the domestic or residential cleaning services options in an environmentally sound, absolutely truthful and with a professional hand worker. Classic Support exist to fascinate and keep customers. Once we have adhered to this level, anything else will fall into place. Classic Support services will exceed, with no doubt, the expectations of all its customers.
The aim of the assessment is to identify the factors that will influence my company ability on maximising customer value as well as the systems that supports the quality processes and provide an understanding of the extent to which the systems are effective in meeting customer requirements.

2. Discussion

The factors that influence Classic Support Cleaning Service ability to maximize customer value
Customer Value can be defined as the perception of what an organization product is worth to a customer Vis-à-Vis/versus the value the clients might get when they purchase products or services offered by rival firms. In other words, customer value is the feeling that a customer has when they are getting the value for their money while they are purchasing a product or services (Maiyaki & SMokhtar, 2011). A few months ago, I have created a company called Classic Support, which happens to be now a rising up company. In this company, we have mastered the art of maximizing its customer value.  Many factors have helped influence Classic Support Cleaning Service’s ability to optimize its customer value. One factor is that Classic Support is a start-up company that enjoys several economies of scale and which makes it possible for the company to price its products and services competitively (Roger, Ndjodo, Lopez, & Ghislain, 2010). These low prices make it possible for the company's customers to feel that they are getting value for their money when they purchase a service from one of the Classic Support range. Another factor that has enabled the company to achieve this objective is the ability of the company to employ highly skilled employees who can cater to the needs of their clients as fast as possible.
The systems that support Classic Support quality processes and help attain customer satisfaction
Classic Support Cleaning Service has a particular system that helps ensure its operations run efficiently and without any errors which may compromise the quality of services and products sold or provided to clients. This system also works in making sure that the client satisfaction is attained in its maximum. Furthermore, the company has a system that only ensures that it operates under the six-sigma concept that aims to minimizing errors and inefficiencies while increasing customer value and their satisfaction. All those systems together have enabled the company to have a big customer network following in all its range and calling across London and beyond.  
However, as the business is growing as well as the competition, Classic Support is well aware that the systems which are supporting its quality processes and helping to attain customer satisfaction will not be efficiently enough to maintain the existing and attract new customer. Classic Support will have to create or develop new system in order to maintain and maximise its customer network and survive in the market.
The next step of this assessment will be to analyse which system will influence Classic Support ability to maximise customer value and to identify which system will supports best Classic Support quality process. We will then provide a critical understanding of the extent to which we think those systems are effective in meeting customer requirements.







3. Analysis
According to CRC (2012), “Customer value maximization is a real-time service model that, proponents say, goes beyond basic customer relationship management (CRM) capabilities, identifying and capturing maximum potential from prospects and existing customers.” 
Customer value is very important. According to Lucjan Kierczak, they are 5 reasons why customer value is important. Lower down, Lucjan Kierczak said that:” You should never ignore the importance of customer satisfaction. There are dozens of factors contributing to the success (or failure) of a business, customer satisfaction is one of them. It’s important to track this factor and work on improving it in order to make your customers more loyal and eventually turn them into brand ambassadors. If you don’t care about customers’ satisfaction, don’t expect them to care about your services or products. Sad, but true.  The sooner you face it, the better you’ll perform.” Here are 5 reasons why Customer value is important:
· A Loyal customer is a treasure you should keep and hide from the world, According to Lucjan Kierczak, on average, loyal customer worth up to 10 times as much as their first purchase. We should know that it is more expensive to acquire a new customer than it is to keep a current one. According to his research,” Banks or mobile providers know it best, so they don’t have any problem with going an extra mile for a customer who is not quite satisfied and often offer him something special. Not only it is more expensive but also much more difficult to keep existing and loyal clients (let alone keeping them fully satisfied and happy!) than to gain some new ones.” This order needs to be taken into consideration when setting up the customer service of an organisation processes and we must do our very best to run after customer.

· They can stop being your clients in a heartbeat: According to Kristin Smaby:” When customers share their story, they’re not just sharing pain points. They’re actually teaching you how to make your product, service, and business better. Your customer service organization should be designed to effectively communicate those issues.” We should know that it is easy nowadays for clients to easily leave one client for another one this is usually caused by a bad customer service. Clients are waiting since long time ago to get feedback and comment from a brand; regrettably, this still happen. And to gain customers trust and respect it takes, at least, up to 12 positive experiences to make up one unresolved negative experience.
Customer’s satisfaction cannot be kept for ever, we need to search anyways to them satisfy at all time by trying to talk with them instead of talking to them. We should do so by trying to ask them more questions, by offering them a constant support, sending them a personalized message or offers, requesting them to participate to a website surveys or email or phone call surveys or even using any other technique that will help us to communicate efficiently with customers. We should take care of each customer’s need individually and reward them with gratefulness and loyalty as often, company take their customers for granted. One bad decision or lack of good customer service can lead to losing a lot of customers, their respect and their loyalty. That is why keeping customers satisfaction is very important.

· It’s about the money, too: We should know that customer satisfaction is also influencing in our revenue. Customers choices and opinion regarding an organisation can impact, in both negative and positive way. Satisfy customer will not check at your competitors offers or proposition as they are cheerfully interacting with the company service, as they are placing their order and they will be recommending the productor service to their entourage. Once the company has met all the customer’s request and has answered their needs by delivering the best quality of its services or products sold, Customers will be plenty satisfied, not to mention that the company productivity will be increased and its sales revenue will be raised.

Checking customer satisfaction must become our daily routine instead of something to be done time to time after reading a bad revue or facing a management crisis. 

· Customer satisfaction is a factor that helps you stand out of the competition According to Kate Zabriskie (2017):” Although your customers won’t love you if you give bad service, your competitors will.” In which I totally agree. A companies’ competitors are impatiently waiting for your company to make a wrong step, even more, they often play a role of an agent provocateur. You should be prepared for an eventual provocation from their side and find strategies to deal with their negative repercussion. Furthermore, if you are providing your customer with an irreproachable customer service, you will always have good reasons to convince the one who are not sure of your services or products.

· Great customer experience can take your brand places According to Lucjan Kierczak:” The importance of customer satisfaction should never be neglected. You should consider it especially while planning your marketing and positioning campaigns. Satisfied customers are more likely to share your content across the social media. They will also more keenly interact with your posts, leaving some delightful and admirable comments. Later you can use it as the source for case studies and success stories. Being an example of a company that provides a ravishing customer satisfaction? Every brand should aim for it.”

According to Susan Solovic (20) they are 10 Ways to Market Our Small Business on the market:
1. Craft an elevator pitch: Research as shown that an average of an adult attention is usually about six to eight seconds. And that is the time you have to engage with someone and gain their attention.  Once succeed, you only have few minutes to really try to sell them your products or service. The result on your invested time will pay a significant reward in terms of developing your business opportunities.
2. Leverage your community: We don’t need to think huge when it comes to our marketing strategies. Think local and community. Print out few leaflets and put them in the library, for example; you need to find out who is your ideal customers and how them spend their time. Afterall, look for windows to reach your customer with your marketing message.
3. Collaborate: Bring together, a group of interdependent and non-competitive business around you and accept work with them. Things such as leaflet, fliers, website links or social media are very useful. By using them, you can succeed to extend your customer network as you will reach new people and potential customers.
4. Network: You need to create your networking. You should do so by going out and meting people and get to know them as creating a network require an investment in term of time and a strong well-done network is one of the most important pillars of any organisation that someone can have.
5. Give a speech: Must people do not like giving speech in public; however, many other companies are looking for speech master to present to their audience. You must try to do it as the more you practice the better you getting and it will give you a position of a trustful and credible authority in your market. 
6. Create a buzz: Thank you the social media, it is easy for a company to create buzz and marketing your business.
7. Ask for references: do not hesitate to contact your existent customers for references. Most of people and most of them are often very happy to do so once you requested it to them but few will genuinely take the initiative to do so on their own.
8. Build up relationship: it is more expensive to try to gain new customers than it is to keep what you already have. That is why it is very important to develop a firm relationship with your customers. You can start by asking for your customer email address then an informative, helpful and professional email as customers always looking forward to receive it.
9. Offer coupons or discount: as they are so many good ways for business to gain new customers. Research shows customers are always happy to receive coupon or discount and they even sometimes go out of their line to use them.
Coupons or discount can also create a positive return visit.
10. Give it away: If someone has the opportunity to experience your product or service, chances are they will want to purchase more. Do not be scare to give customer or potential customer a free trial or sample as often people are happier and more comfortable too purchase something that they had the chance to try it first.
She added that:” These ten, inexpensive marketing strategies will help you engage customers, build relationships, and ultimately keep your brand top-of-mind. It’s not always about the money you have to spend on marketing, it’s about the time and effort you put into it and above all, the relevance it has for your customers.”

4. Conclusion
“Providing a great customer service will satisfy both you and your targets. They get a proper service, you get a proper revenue and everyone is happy. As simple as that. Think, is there something more you can do to better treat your audience? That’s why you should never forget the importance of customer satisfaction. It’s high time to face the truth – your brand can always do better!”










References

1. Ahmad, (2011), E-Banking Functionality and Outcome of Customer Satisfaction: An Empirical
2. Banking And Its Relationship With Pereceived Value And Customer Satisfaction, Managing Global Transitions, Vol 8 No.2, 187-205 
3. Between Service Quality Features And Customer Satisfaction, International Journal of Business and Management, Vol. 4 No. 2 
4. Business Process And Workflow Modeling Within An Organisation For Customer Satisfaction, International Journal Of Engineering Science And Technology (IJEST) , Vol. 2 (12), 7350-7362
5. Ismail , N. Ali, M. M. Abdullah , (2009) Pereceive Value As A Moderator On The Relationship
6. Maiyaki, S SMokhtar(2011) The Relationship Between Service Quality And Satisfaction On
Customer Loyalty In Malaysia Mobile Communication Industry School of Doctoral Studies (European Union), 32 – 38.
7. https://smallbusiness.chron.com/maximizing-customer-satisfaction-maximize-profitability-35724.html [Accessed 1 May 2019].
8. https://www.koganpage.com/article/customer-value-provision-the-purpose-of-an-organization [Accessed 1 May 2019].
9. https://www.reallysimplesystems.com/blog/customer-relationship-management/ [Accessed 1 May 2019].
10. https://survicate.com/customer-satisfaction/importance-customer-satisfaction/ [Accessed 2 May 2019].
11. Roger, M. F. Ndjodo, A. C. Lopez, A. A. Ghislain , (2010), Knowledge Management-Driven

12. Superior customer value/ Buch. CRC. 2012. ISBN 9781439861288. OCLC 799019107
13. Smaby, K. (2017). customer service. [online] BEING HUMAN IS GOOD BUSINESS. Available at: http://kristinsmaby.com/ [Accessed 2 May 2019].

