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In the competitive business environment, one of the key objectives of any business is a success and in order to achieve this objectives organization must retain its existing customers and attract new customers as customers are the foundation of success for an organization. Organization must fulfill the needs of customers as satisfying customers expectation improves customer’s loyalty which ultimately increases sales revenue and profitability for an organization. Customer satisfaction plays a significant part in order to retain its existing customers and to attract new customers as a result customer’s satisfaction improves brand loyalty, generates new customers, create a demand for a brand, increase sales revenue, profitability or create a competitive advantage over competitors. However, there are various factors that influence customer satisfaction such as customer experiences or emotions and these factors greatly influences the consumer buying behavior, for this reason, organizations must understand customers behavior, experiences or emotions, in order to build positive customer experiences as a result organization, can enhance customer satisfaction. In order to build a positive customer experience, organization must implement customer experience strategy which will help an organization to identify the strength and weakness of products and services and then an organization can enhance its products in order to meet the customers’ expectations. Customer’s experiences are the product of an interaction between the customers and organization over the duration of their relationship and creating a positive customer experience is the key objectives for an organization as it plays a key part in order to survive, sustain or to create a competitive advantage over competitors. Moreover, organization must build and maintain a strong relationship with its customers as building relationship improves customer loyalty and helps an organization to sustain organization performances continuously. However, Kotler, and Armstrong, (2013, pp.43), stated that building and maintaining a relationship with customers are not easy as there are different types of challenges which organization must deal in order to overcome.  This report will focus on the understanding of the quality process at the workplace, the factors that influence your organization's ability to maximize customer value and the benefits and challenges of developing and maintaining good customer relationships.
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Sainsbury is one of the leading British merchandise retailer founded by John James Sainsbury in London during the year 1869 and Sainsbury became the largest retailer in the United Kingdom in 1922, however, Tesco overtook Sainsbury to become the largest retailer in the United Kingdom. Sainsbury is a Public Limited Company, as a result, its stock are listed in London Stock Exchange. Sainsbury operates its business operation in three different divisions which are Sainsbury Supermarket Ltd, Sainsbury Banks and Sainsbury Argos.  Sainsbury offers a wide range of products and services such as foods, books, clothes, financial services, toys, general grocery items, telecom and internet services etc. According to Sainsbury Annual Report (2017), currently, Sainsbury has 1,415 stores and there are approximately 187,000 employees are employed with Sainsbury. Sainsbury operating income is GBP 518 million and net income is USD 309 million.
[bookmark: _Toc534202252]Literature Review
In order to achieve the overall objectives of an organization, customers are the key that drive sales revenue and profitability as customers have more power than any other stakeholders as a result customers are the foundation of success for an organization. Jobber, (2004, pp.65), cited that this is the era of the customer, for this reason, organization have to meet the customer’s needs such as quality, price or services as these factors are essential to creating an effective customer value strategy. Moreover, products alone unable to fulfill the needs of customers, as a result, it is important for an organization to identify and understand the factors which dive value for its customers which will help an organization to differentiate its business from other competitors. Moreover, organization can beat its competitors those can deliver beyond customer’s expectation as a result it will increase profitability and also organization can increase its market share in a particular market. Thus, customer value plays an important part for an organization as it brings numerous benefits to the organization as a result organization must adopt appropriate customer value strategy in order to maximize customer value.
Kotler, (2006, pp.56), cited that customer value is the products and services benefits that customers get after products consumption and it brings numerous benefits to an organization for example, customer value improves brand image, build customer loyalty, drives sales revenue, attract new customers, or organization can gain competitive advantages in a market. Keegan, (2002, pp. 85), stated that there are three main sources from where customer get benefits which are products (tangible benefits), services (intangible benefits and psychological sensation or image, for example, prestige or security and it is important for an organization to enhances these sources to improves customer value. Kotler, (2006, pp.123), stated that customer value completely depends on customer perceptions as customer values are subjective in nature. There are various factors which influence organization ability to enhance customer values which are described as below:
     
[bookmark: _Toc532746373][bookmark: _Toc534202253]Figure 1: Components of Customer Value
​
Understand Customers: organization must understand the customer needs, behaviors or emotions in order to deliver a better customer experience and to enhance customer value. In order to understand customer base, it is important for an organization to have a clear picture of consumers, for example, income, needs, age or beliefs, and organization may fail to create an effective customer value without knowing its customers better.
Value Proposition: it plays an important part in order to build awareness of the products and services benefits as Sainsbury can utilize value proposition to explain to customers what type of benefits customers will get from specific products and services or why the customer should purchase Sainsbury brands rather than consuming other brands. Organization can maximize customer value through value proposition as it engages customers and helps to understand the customer better. 
Customer Segment: in order to maximize a customer value, it is important for an organization to define customer segment based on behavior of customer as will enable Sainsbury to create an accurate customer profile and ultimately it enables Sainsbury to develop suitable customer value strategy for each customer segment based on attitude, value, behavior or demographic etc. Customer segment will allow a Sainsbury to precisely reach a customer with specific needs; as a result, the customer can maximize customer value. (Keegan, 2002)
Price: one of the key components which play a significant part in order to maximize the customer value is price as a result organization must adopt right pricing strategies in order to maximize the customer value. Moreover, organization may fail to maximize customer value if an organization implements ineffective pricing strategy which will also have a negative influence on business in the long run as the customer may switch to substitute brands if customer feels that price is higher than products value. Thus, Sainsbury must consider the factors such as the power of customers, demand or market in order to implement the right pricing strategy.
Investments on Customers: in order to maximize the customer value, organization must invest on customer value continuously by adopting different customer value strategies, for example, customer retention strategy, measuring customer retention success, measuring customer experiences or building and maintain a relationship with customers etc as such customer value strategies will enable Sainsbury to enhances customer value.
The quality system also plays an important role in order maximizes the customer value as it can help an organization to produce and deliver quality products and services, as a result, it enables an organization to meets the needs of customers. The quality system brings various benefits to an organization such as reduce defects, errors, wastes, minimizes costs, improves the quality of the products as a result overall it increases productivity and profitability. 
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Six Sigma is a set of techniques that Sainsbury can adopt in order to improve the process as this approach enables an organization to improve quality, customer experiences, minimizes costs; as a result, it enhances the effectiveness of an organization. Six Sigma approach helps an organization to eliminates any wastes, errors, and defects in a process through DMADV and DMAIC as DMAIC utilizes for a new process to define, measure, analyze, control and improves the process; whereas, DMADV utilizes in order to enhance the existing process. Six Sigma is an effective process to improve the quality process, as a result, it helps an organization to produce and deliver quality products and services to customers which helps an organization to meet the needs of customers. Sainsbury can utilize the time more effectively through Six Sigma approach as it enables managers and employees to carry out the specific tasks more efficiently in less time. Moreover, this approach can help Sainsbury to build brand loyalty as Six Sigma helps an organization to fulfill the needs of customers as a result organization can retain its existing customers and attract new customers. Organization also minimize the costs in producing the products as this approach helps an organization to achieve optimum use of its resources such as raw materials or human resources, as a result, it minimizes the production costs by ensuring quality of the products. (Kotler & Armstrong, 2013)
[bookmark: _Toc534202256]Kaizen Approach
Kaizen is another approach that Sainsbury can implement to improves the business functions continuously as this approach can help an organization to improves the overall effectiveness of an organization as a result organization can increase its productivity and profitability. Kaizen approach can help an organization to differentiate its business from other business as a result organization can gain a competitive advantage within a market. Moreover, Kaizen is an effective approach in order to maximize the customer value as Kaizen helps an organization to improves the business functions continuously, as a result, it enables an organization can deliver quality products and services which ultimately enhances customer satisfaction. Organization can minimize the errors or eliminates the operating problems through Kaizen approach; as a result, it improves operational efficiency for an organization. Kaizen can improve the decision-making process as it encourages its workforce to bring innovative ideas and to provide feedback for further process improvement.
              
[bookmark: _Toc532746377][bookmark: _Toc534202257]Figure 2 Kaizen Cycle

The key objectives of the Kaizen approach are to improve business function or activities continuously; as a result, it enhances the quality process and operational efficiency. Kaizen cycle enables an organization to identify the problems which affecting business operations and organization can implement an appropriate strategy once an organization identifies the problems. In Kaizen cycle, there are seven stages which are discussed as below:
Involve: in Kaizen cycle first stages, organization involves employees and then analyzes the problems. It is important for an organization to engage employees in the decision-making process as employee’s opinions and feedbacks plays an important part in order to improve the decision-making process as employees bring innovative ideas and provide feedback for process improvement, as a result, it increases the operational efficiency. 
Problem Identification: in this stage, Sainsbury must identify the root of the problems which affecting business operations or processes as it is important to find the problems and then an organization must adopt an appropriate strategy in order to address these problem. Sainsbury unable to overcome such obstacles without identifying the problems, as a result, it is important to identify the problems in order to improve the business functions.
Brainstorming: in this stage, Sainsbury must come up with different solutions to the problems and management must identify the possible advantages and disadvantages of each solution. Sainsbury should implement the best possible solutions in order to identify the outcomes of the solutions, though; management must not reject any solution in this stage.
Implement: in this stage, Sainsbury should implement the best possible solution which management tested and Sainsbury must implement suitable strategies to support the solutions. Moreover, employees and management have to engage in this stage as their opinions and feedbacks are essential for further improvement which will help to improve the overall business functions efficiently.
Analysis: Sainsbury must evaluate the effectiveness of the implemented solutions in order to identify whether solutions which implemented solved the problems or improves the overall business functions. Therefore, Sainsbury must analyze the complete process to identify the effectiveness of the solutions and management must come up with an alternative solution if the solutions failed to address the problems. (Keegan, 2002)
Standardize: if the solutions already solved the problems which affecting organization functions and operations which means that there is a complete fit between strategy and process, however, a new approach might be standardize if the problems are eliminated.
Repeat: Kaizen concept stated that organization unable to achieve success with single strategy as a result organization must adopt and change its process and function continuously in order to adapt with the situations which will help an organization to bring major change, as a result, the cycle of Kaizen is repeated constantly.
[bookmark: _Toc534202258]Quality
In order to attract and retain customers, quality is the important element that plays vital roles as quality of the product and services help an organization to maximize customer value. Quality of the products and services create a positive customer experiences as a result it influences customers behavior to buy a business products and services instead of buying other brands in a particular market. Sainsbury must focus to produce and deliver quality products as it builds deeper positive connection with consumers as a result it will helps Sainsbury to build brand image and trust. Moreover, organization can gain a competitive advantage over competitors as when an organization deliver quality products which lead to customer satisfaction and these customer recommends their family, friends or colleague to buy a particular products which ultimately increase organization sales revenue and profitability.
[bookmark: _Toc534202259]Value-Added Supply Chain
In order to achieve the overall business objectives successfully, Sainsbury must minimize customer value and organization must self-reinforce process in business operations or systems, as a result, it will help Sainsbury to add more value to the products and services. Moreover, it will help to minimize costs and business can achieve optimum use of its resources such as raw materials. Sainsbury must improve business functions and process across the entire supply chain from supplier to end consumer which will help Sainsbury to improves process efficiency. Value-Added Supply Chain will enable Sainsbury to gain competitive advantages within a particular market as it helps to achieve a new level of efficiency. Moreover, Value-Added Supply Chain focus to deliver the quality products and services to customers, as a result, it meets the needs of a customer which lead to customer satisfaction. (Dibb, and Simkin, 2008)
[bookmark: _Toc534202260]Build a Strong Customer Service Culture
Employees are the key asset for any organization as when these employees work with great effort as a result organization can achieve its overall objectives effectively. In order to maximize the customer value for Sainsbury, it is important to motivates its employees through different motivational techniques as employees satisfactions has a positive connections with the service quality that perceived by consumers. Sainsbury must satisfy the needs of an employees at workplace as when employee re needs are met as a result employees will fell that they are part of the company as a result these employees will contribute more to complete the work more effectively such as motivated employees will build strong relationship with customers by providing excellence services as a result it will maximizes the customer value, whereas, if organization fail to motivates its employees which lead to low morale of employees as result individual will pass negative sentiment to customers directly or indirectly. Therefore, Sainsbury must build a strong customer service culture through different customer value strategy such as  motivating employees, building awareness of customer value or  providing customer service training as these strategy will play vital part in order to build a strong customer service culture which will ultimately maximizes the customer value.
[bookmark: _Toc534202261]Brand Image
A brand image also plays an important part in order to improve customer value as result Sainsbury can differentiate its products and services from others. Sainsbury must build strong brand image through appropriate strategy such as public relations, social media or delivering quality products as strong brand image influences customer behavior in a positive way to buy a particular products and also it improves customer confidence to feel that particular products and services are different from other brands which ultimately conveys customers, as a result, it maximizes customer value. Strong brand image enable an organization to retain and attract more customers through word-of-mouth marketing, as a result, it helps an organization to increase sales revenue and profitability.
[bookmark: _Toc534202262]Brand Loyalty
Brand loyalty plays an important part in order to maximize the customer value as it will increase the trust on Sainsbury brands, as a result, it will influence customers to buy the Sainsbury products and service instead of other brands. However, in order to build brand loyalty, Sainsbury must understand the customer’s needs, behavior or emotions as a result organization can produce and deliver the products and services which will meet the needs of customers, as a result, it will maximize the customer value and also these customers will recommend Sainsbury products and services to their friends, families or colleague to buy particular products and services. (Kotler, 2006)
[bookmark: _Toc534202263]Customer Relationships Importance
Customers are the foundation of success for any organization, for this reason,  Sainsbury have to satisfy its customers’ needs by identifying customers needs, behaviour or expectations which will help Sainsbury to attract more customers and to retain its customers. Moreover, Sainsbury must build and maintain a strong relationship with its existing and potential customers which will help Sainsbury to create a positive customer experiences. The importances of customer’s relationship are described as below:
Customer Experience: building and maintain a strong relationship with customers will enable Sainsbury to maximize customer experiences; as a result, it will generate repeat business for an organization which will ultimately boost sales revenue and profitability. Moreover, positive customer experience means employees satisfaction as a result these customers will bring more customers to Sainsbury.
Customer Loyalty: one of the key benefits of build strong relations with customers is that it generates repeat business as it will influence customers to buy Sainsbury products and services instead of buying other brands which build customer loyalty. Therefore, Sainsbury have to adopt strategies in order to build and maintain strong relationship with its customer’s such as asking for feedback, exceeding customer’s expectation or offering customers rewards etc.
Word-of-Mouth Marketing: customers will recommend Sainsbury products and services to their families, friends or colleague when Sainsbury build or maintain strong relationship and majority of potential customers will purchase the products through recommendations as a result it will increase sales revenue and profitability for an organization also build company image internally and externally. (Dibb, and Simkin, 2008)
Customer Feedback: customer feedback plays an important part in order to enhance existing products and services and when an organization builds strong relationship with customers as a result these customers provides valuable feedbacks for a particular products and services for further improvement which helps an organization to deliver quality products and services.
[bookmark: _Toc534202264]Customer Relationship Challenges
Building and maintaining a strong relationship with a customer is not easy tasks as there are various obstacles that Sainsbury have to face, however, management must deal with these challenges in order to build strong relationship. Customers are the key in order to achieve the overall objectives of an organization as a result organization may fail to achieve its objectives if customers fail to build a strong relationship with customers, for example, damage company reputation, fail to retain its existing customers or decline in sales revenue as a result organization may not survive or sustain in the market for long term. The challenges of customer relationship are discussed as below:
[bookmark: _Toc330572382]Lack of Understanding: it is one of the key challenges in building a relationship with customers as when an organization fails to understand customer’s behaviors, belief or attitudes as a result organization unable to fulfill the needs of customers as these characteristics play an important part in order to deliver the products which will meet the customer needs. Therefore, Sainsbury must understand its customer better in order to build a strong relationship with customers.    
Poor Communication: it is another key factors that impacts negatively in order to build and maintain a strong relationship with customers as due to poor communication lead to misunderstanding, create a conflict or demoralizes employees as a result employees fail to provide quality services to its customers. Therefore, organization must stress the important of effective communication at workplace to prevent any misunderstanding or conflict which will help employees to provide excellent services to customers.    
Employee Morale: motivated employees are more effective than demotivated employees as a result when an organization fail to meet the needs of its employees which lead to low employees morale, as a result, these dissatisfies employees provide poor customers services which impact negatively in order to build a strong relationship with its customers. Therefore, Sainsbury must fulfill the needs of its employees in order to boost employees.    
Fear of Technology: in the era of information technology, an organization must utilize the information technology to build a strong relationship with customers as information technology completely changes the way organizations conducts its business operations. However, organization fears of new technology adoption as a result business fail to build a strong relationship with customers. Therefore, Sainsbury must utilize information technology software such as Customer Relationship Management (CRM) application or other IT software in order to build a relationship with customers.
[bookmark: _Toc534202265]Conclusion
Organization must fulfill the needs of customers as satisfying customers expectation improves customer’s loyalty which ultimately increases sales revenue and profitability for an organization. Customer satisfaction plays a significant part in order to retain its existing customers and to attract new customers as a result customer’s satisfaction improves brand loyalty, generates new customers, create a demand for a brand, increase sales revenue, profitability or create a competitive advantage over competitors. However, there are various factors that influence customer satisfaction such as customer experiences or emotions and these factors greatly influences the consumer buying behavior, for this reason, organizations must understand customers behavior, experiences or emotions, in order to build positive customer experiences as a result organization, can enhance customer satisfaction. In order to achieve the overall objectives of an organization, customers are the key that drive sales revenue and profitability as customers have more power than any other stakeholders as a result customers are the foundation of success for an organization. This is the era of the customer, for this reason, organization have to meet the customer’s needs such as quality, price or services as these factors are essential to creating an effective customer value strategy. Moreover, products alone unable to fulfill the needs of customers, as a result, it is important for an organization to identify and understand the factors which dive value for its customers which will help an organization to differentiate its business from other competitors.
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