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Introduction 
In this report, I will be discussing about the understanding and how engaging in customer experience can potentially maximum customer value throughout the whole organisation.   The organisation I have chosen as a case study is my place of work which I currently work for called Enfield Cars. The reason why I have chosen this organisation is because I have been working for them around 8 years.  In addition, I can also relate on my own personal experience as well as my colleagues/customers opinions on the service they receive from us in general day to day bookings.
Enfield Cars as a business has been around for over 30 years and still going strong despite big companies like UBER, it is currently owned by my former boss, Mr Mehmet Combat. He took over the office single handler and basically started the company from scratch. Over the years he kept increasing his workload by for example, setting up business accounts with Enfield council and other business companies such as surrounding schools and local businesses. When he first took over the company, he only had 10 drivers working for him with very little work to go around each driver. By increasing the workload, he was able to employ more drivers which meant more profit. The company Enfield Cars is based inside Enfield Town Station and currently has around 10 members of staff working in the office and around 100 drivers working for us. We provide a minicab service to the local public as well as the whole of North London postcodes. We operate 24 hours a day 7 days a week 365 days a year.
The purpose of this report is to find out which factors could affect or influence my chosen organisation and the ability to be able to maximum customer value within the workplace. This can be analysed by seeing which types of supports or systems are put into place, to control the same level of customer satisfaction throughout. Another way I could find out if the quality of processes used are up to date or renewed frequently. In addition, If the processes put into place are effective enough to meet customers' needs, why are they not being met.  In order to future my research and see which systems is needed in my organisation, I would need to research on this topic to come up with a conclusion on the individual needs of my company.

Section 1:
Enfield Cars value their customers:
We operate 24 hours a day 7 days week and throughout the whole year 365 days a year, this provides a service to customer who need a cab regularly or when the trains/buses are not working. There is always someone in the office to be able to answer your questions or give you an update on your vehicle status. Having someone to talk to instead of a having automated service or responding only via emails goes a long way with our customers especially the elderly who are not up to date with the latest technology.  Anyone within the local area of North London can book a taxi in under 10 seconds via the application we have for Smartphones such as, Android or Apple phones. But if you prefer you can always call us to speak to one our trained operators at any time of the day.

No more standing outside waiting for your taxi to arrive:
· You can track your car on a live map sent by the company
· You can call the driver when he is nearby through the application
· No more wondering how long your taxi will take to arrive outside 
· You can place bookings weeks before hand to suite your convenient
· If needed, cancel or change your booking at any time. 
· Only takes a few seconds to make a new booking from your handy favourites list, with your recent destination. 

Sometimes our customers do not always carry cash on them and as a company we have made it easier for them to pay by debit or credit card over the phone or via the application we have. Once the card details are saved on the customer mobile number, they can use it to pay for their journey by only providing the expiry date, this helps protect customer personal details saved onto our system. This would also help avoid stopping along the way for the cash point as life is always such a rush (Enfield Cars, 2019.) 
We also have a Google review service where customers can give their opinion or feedback on the service they have received by the driver or the operator they spoke to. After a journey has been completed the customer is also sent a link to give feedback on the service they received from the driver on the day of the booking.
Here are five reasons why customer value is more  important than the product itself provided:
1. Prospective customers would not be looking for the products or services provided
Prospective customers are not on the lookout for products provided more in relation with how you search for answers to their questions or equires they have.

2. Customer value means something different for each customer
customer value is measured in different forms for example, for one customer the value important to them may be the immediate delivery or resolving a issue and for another customer could value the return over a long term period.

3. The unvovering customers allows you to align customers value
It is in the company best interest to make the customer always feel valued. However some customers may hold more value than others e.g. for lifelong customers or repeat business.

4. Customer value creates timeframe which ends up being urgency
When a prospect looks into a product without fully understanding the true value of the product, they could easily delay buying the item when he/she is ready to buy.

5. Normally the sales person are soley responsibile for building customer value
When a customer buys a product without a expect explaining or meeting a customer needs this is not customer value. Once the customer explains their aims and needs for the product then the sales person can satisfy the customers requirements fully  (Beckerman, 2015.)

Here a few examples of good and bad feedback received on the reviews about Enfield Cars:
[image: ]
(Figure 1: Google Review of customer feedback of Enfield Cars)

As you can see there is good and bad feedback left on the Google review site, which shows that the ability to change in order to maximize customer value is needed in this organization. Even though the good and bad weighs itself out we need to look into the bad and see where we can improve or prevent this from happening again the in the future.  In my opinion the new drivers need to be trained more to avoid taking the longest route instead by taking the shortest route or using a navigation e.g. waze which has the latest traffic updates as well.



Section 1.2:
Which factors affect/Influence Enfield Cars ability to maximize customer value?
There are many factors which can affect or influence an organization ability to be able to maximize their customer value. Some businesses are more concerned about the income as a factor, while others businesses look deeply into "market value" by seeing what has been sold the most recently. 
Below are some key factors which are the common reasons organizations are low on customer value within the organization:
· Growth Prospects - This is where it looks inside the business potential in growth in the future. 
· Location- Is the key in any business as customers like to know how long an item will take or if they can do for example a click and collect service which would be quicker then delivery.
· Staff and management - The way the staff and management deal with how customers are spoken to and if they are anything to be able to improve e.g. communication skills for example, good morning sir/madam.
· Reputation- Word of mouth is very important in any business! If you provide a good service a friend will tell another friend and so on. This will not only help keep your regular customers happy but also you will gain new clients by doing this (Trembly, 2016.)

At Enfield Cars we take reputation very seriously especially when it comes to our drivers. A few drivers have been sacked on numerous occasions due to bad attitude or repeat overcharging customers.  At our company each driver gets three strike and then you are out. These have to be serious complaints e.g. swearing, driving recklessly etc... As we have customers who have used our services for over 10 years, we cannot have them upsetting them and losing them to another cab firm. Also, in the office sides of things the staff have all the calls recorded and can be played back anytime, which only the manager and the owner has access too.  If a customer is rude or the staff, we can easily get this checked, but we mainly use this facility to clarify if a customer has made an error on the booking or the staff which took the booking. Without setting these barriers to prevent unprofessional behaviours the business will not be able to sustain customer value to it fullest. As the managers are only aware of the bookings, we take over the phone, when customers do ring up to complain about a particular driver, we do take it seriously as we are unaware what really goes on whilst customers are in the car with the drivers.

Section 1.3: 
Quality of Service given to the Organization Customers:
Quality of service given to customers always seem to have a negative press coverage in the poor service they have received. The number one reason a customer will stop using you is because they do not feel as a company you really care about them. By changing the way, you respond to a customer or how you speak to an upset customer can prevent a customer from using you again or not.
There are five factors which will help provide excellent customer service which are listed as followed:
· Try to espond as quickly as possible- One of the main factors in providing excellent customer service is how fast you respond! Whether it be by email or on the phone resolving the issue or helping the customer as quickly as possible is the key.

· Know your customers- The best interactions are knowing your customer’s needs, customers love feeling special and unique, for example, the usual order with an extra ribbon. By remembering what you spoke about the last time and being able to rely on that information by taking notes on the customer account.

· Fix the mistakes you make- By not taking responsibility of the mistakes you or the company makes is the way you get a bad reputation. Always try to strive for higher quality output as this would show a high level of standards throughout the company.

· Go the extra mile- will only keep your customers happy and put you onto the radar for future business with the client. E.g. making sure the product they wanted in that colour is the one you sent within the timeframe given to the customer.

· Think long term- A customer is for life-when thinking of customers, you need to fix long term and try to keep them happy in order to regain business on a regular basics. As happy customers tend to do most of your marketing for you by using word of mouth according to, Pete Blackshaw a satisfied customer tells at least three friends whereas an angry customer tells 3,000! (MacDonald, 2019.)


At Enfield Cars customer service is key to ensure we can continue operating and by ensuring we keep our regularly customers from using other cab firms. The staff in the office are highly trained and there is always a manger on duty to help resolve any issues or complaints on the day and night shift. However, for the drivers they are regularly monitored and new drivers who join our firm are trained in advance before starting their shift to ensure there are no hiccups along the way. For example, if a driver joins our firm and does not live locally around the area, they are going to find it difficult to find certain places such as, pubs or clubs we always advise the driver to call the office for directions and not the customer as this could seem unprofessional from our end towards the customer.




Section 1.4: 
Are the pre-booked jobs/ over the phones booking on time, if not how long are their late?
The system used by Enfield Cars is run by a company called icabbi the software we use to book and dispatch our jobs. The system is internet based and is easy to find customers addresses and see each driver on the map. The system has a priority system which allows customers travelling to the airport or stations have first priority of available drivers to ensure the cab is on time to travel in plenty of time to the destination. After the system allows the local bookings and the customer who books from the window which we call it as 'BASE' are given the next priority.
Below is the order of priority of customers booking on the system and how late they could possibly be:
· Priority 4/5 - Airports/stations - always on time unless a customer has certain requirements e.g. a people carrier 

· Priority 3/4- School jobs/hospital appointments- School jobs must be on time as we have a contract with our local council and deal with children who has learning difficulty, therefore we need the extra time to allow the passengers in the vehicle.  

· Priority 2- Local jobs around the area- During the rush hours in the morning between 7-9am and 2:30pm-5pm around these times we are able to ensure the taxis are on time. They do tend to run late around 15-20 minutes on more than 1 customer.

· Priority- 1 - Base customers at the window- They are told how long before the next cab is available before allowing the customer to book in to make sure you do not have any issues afterwards. Usually there are cabs on the forecourt but again busy times sometimes customers have to wait around 20-25 minutes for the next one.

Here is an example of how the system we use priorities airport with number 5 as you can see below: A= means airport job. 
[image: ]
(Figure 2: Icabbi system prioritising airport first before any other jobs booked)


Overall the day shift has more issues on their shift due to busier times and traffic not allowing the drivers to get to addresses smoothly. As the school jobs and airports take more than half of the available drivers in the morning, the booking for locals to tend to run late which is out of our control. However, on the night shift the only time we are short of drivers is between 6pm-8pm due to traffic and the rest of the night the drivers are able to do more locals in quicker time. Saying that on the weekend for example on Friday/Saturday nights it does tend to get busier and sometimes there is around 10-15 minutes wait before the next available taxi arrives. It all depends on the time of day but normally a customer is able to get a taxi within 5-10 minutes.


Section 2: 
The importance of the Enfield Cars application/website:
For the modern day and age, we live in, everyone is up to date with the latest technology and always on their phones. Having a company application available on Smartphone's tends to be the latest trend.   The convenience of being able to book a taxi within seconds on your phone without speaking someone is very important for people with a busy lifestyle. The important of having a company website is just as important as the application for the phone. On Enfield Cars website you are able to read about our services we provide and the company's history. You are also able to get general information on the vehicle types we provide to travel far distance e.g. minibus 8-seater. The website and the application are both just as important for our customers to be able to gather general information about the company or general price checks. These are really important factors for all companies I believe, and I am glad both the website and application are always up to date. 

Having an application for each company is as important as for big companies such as Bank of America. These days more and more small sized companies are following the mobile trend with an application for their business. 
Here are some reasons why the business needs a mobile application for the business:
· By being visible to customers always- Statistics shows the average person spends several hours a day on their mobile phone. Having a mobile application available to these users can increase the chance of your company app being used or seen by the user.

· By creating a direct marketing channel- The mobile application has many purposes such as, general information, prices, booking forms, searchable features, the users account and messages plus much more. Special sales and promotions will also pop up or alert customers who use the application on a regular basics. 

· Provide value to your customers- Instead of people collecting rewards via a booklet, you can allow your customers to collect rewards or points via the application instead which becomes much easier for the customer to keep track of their points/rewards.

· Build brand and recognition- Brand is like a blank sign and you can do what you like with it such as, make it stylish or modern, shocking or informative. Recognition is making the customer more engaged within the application, because the sooner they are the more likely to use your service or buy your product.

· Improve customer engagement- whether you are selling beauty services or flowers, your customer base needs to be able to reach you. Having a help centre for frequently asked questions or a section where you can message the company directly can make a big difference with the way you communicate with (Haselmayr, 2019.)














Section 2:1:
Identifying Enfield Cars systems put into place to assess the quality of the processes being used:
Having the right type of systems into place such as a quality management system can enhance the organization ability to performance at a higher standard. A quality management system is normally defined as a formalized system which involves things such as: 
· Documents processed
· The procedures
· Responsibilities of the system/management
· Quality policies
· Objectives of the company
This system allows and helps coordinate by directing an organization activity by meeting customer requirements. In addition, it helps improve effectiveness and efficiency on a regularly basics. 

Quality management systems have many purposes which includes the following:
· Improving the processes- current/new
· Reducing waste e.g. less paperwork - by a tablet/PC
· Lowering costs - where possible e.g. cheaper toner
· Facilitating and offering training opportunities - improve staff current knowledge
· Engaging the staff - within the projects/targets
· Setting organization- wide direction

The benefits of having a quality management system in place:
Implementing the quality management system will help any organization performance, by helping to meet the customer's requirements which would lead to more sales and repeat business in the future. Also, by meeting the organization requirements ensures the company compliance with the rules and regulations, it is the most cost effective in reducing overall costs and the processes are defined and controlled at the same time.
Setting up and implementing a quality management system
Before an organization can establish and implement the quality management system into force there are a few steps needed to complete such as, identifying and managing various, multifunctional processes which help ensure you meet customer satisfaction. The design itself is managed by the organization wants and needs as well as the service they provide. 
The basic steps to start up a quality management system are the following:
· The design used
· The way they built it
· Control- on how the company is controlled
· Measure
· Reviewing the organization
· Improving where possible 
· Deploy (The Global Voice of Quality, 2019.)

At Enfield Cars as all our jobs saved on the software we use (icabbi) all data is stored safety under the company unique reference number. This means you can log on from any computer and access these files/data including pre-bookings as long as you are connected to the internet. We also have a back up Wi-Fi in the office in case one provider goes down we can use the other one which is on standby. 
Here is a list of precautions to avoid any unnecessary delays in providing a service to our customers:
· icabbi the software is updated with new and improved versions once a month- we are able to rely on any faults or issues with the system 
· Broadband modem is regularly renewed by the service provider to ensure we have the latest working technology.  
· The electricity in the office has a backup power generate- to ensure we are able to operate 24/7.
· Customers details and addresses are backed up on the system - they are private and no one is able to share this information with others - unless it is the authority e.g. police
· New drivers are given full training before starting on the job
· New staff members are trained in the office with an experienced member of staff 
· Receipts/ invoices sent by email - save on cost and the environment 
· No paper used all documents and information either scanned on the computer or entered onto our data system.

All these mentioned above help us all as a team provide a good service to our customers on a daily basics. These precautions have been set up to avoid any hiccups along the way, as we are a company who operates 24/7 7 days a week.  We also help save on cost and by saving the environment by not using paper or photocopying. Enfield Cars has set up the software we use to book and dispatch jobs in such a way, like mentioned before anyone with the unique code is able to access the data as long as they have access to internet. However, saying that each member of staff has a login and password, where the owner is able to see who was logged on when if anything goes wrong. These are the system put into place to ensure the quality of process is affect at all time whilst operating. This helps us as a company to be able to provide a service to our customers regularly.






Section 2:2:
How effective are Enfield Cars in meeting customer requirements?
Meeting the requirements of a customer help drive sales is common in all businesses. It is how they build business relationships, and how we can expand into new territories. The process to meet the needs and wants of a customer is different to one another. The aim is to satisfy a customer to ensure future work is received from the client for the company. 

Talking with your customers:
To ensure you meet the customers' expectations, your staff need to understand what they expect from the company. 
Here are ways to determine them as followed:
· Face to face - meeting up with customers 
· Being able to ask open creative questions about what they expect
· Using a "content mirror" to make sure you are listening and understanding
· Taking notes on their account for future times
· Returning to a customer for approval before beginning the project
Even though the customer will have some ideas of what they require, but some simply do not and need an experienced team member to guide them through the process.

The steps you need to take to meet the needs and wants of your customer:
Once the needs and wants of your customers are established that is when the work for the team members really begin. 
Here are a few steps you can take:
· Working as a team to solve any problems presented to you by the customer
· Choosing the right product which meets the customers' expectations
· Giving the right solutions to the customer whenever possible

When taking these steps consulting the customer first to ensure you are on the right track is the first step. Since customers tend to get worried or frustrated from time to time, so it is best to keep them in the known. Keeping customers updated is the secret ingredient in being successful. 

Customer Follow- Up
After a sale has been completed where the customer receives their product, a follow call or survey is needed from the customer to make sure you have met their expectations. If expectations have not be met you should show ownership and try to resolve the issue as soon as possible not to lose a potential customer (Millett, 2013)

Enfield Cars try their best to accommodate to the customer's needs as we provide different types of vehicles for all occasions such as: 
· Executive cars e.g. Mercedes Benz for special occasions 
· Low vehicle e.g. Toyota Prius - for the elderly customers 
· High Car e.g. Ford Galaxy - for customers who are taller 
· Minibus- Mercedes Vito- for special events or airport transfers
· Estate car- Toyota Auris- for extra room for luggage

As you can we provide several different sized vehicles to accommodate to the customers' needs. If for any reason we are unable to provide the preferred vehicle type to the customer, we will always inform them beforehand to see what the customers intends to do. We tend to do most of our business over the phone but we do have an office window where the public is able to book/talk to us directly, and being only 24 hours, a day tends to suit every customer need around the clock. 
Customer follow up is very important part of our company, once the customer journey has been completed, they are able to give feedback on the service they received which includes the driver they had and the operator who took the booking (Station Cars, 2019.)























Conclusion
The aim of this report was to find out if Enfield Cars the organization I chose to work with is maximizing customer value and if so, which systems have been put into place to show this. Throughout my research I have found the company I work for tries they best to maximum customer value where possible, but still has a few issues with unhappy customers.  The system they have put into place in the office tends to work perfectly fine and has backup solutions in worst case scenarios. However, when a driver is not fully trained or maybe some need longer than others to learn this tends to reflect badly on the company. In order to overcome this as a company having a system management put into place will definitely benefit Enfield cars as a company and help them success future if the right precautions are set in place.  Even though the company has highly trained staff working inside the office, providing the right information and taking the correct booking the driver tends to receive the negative feedback. Seeing on Google review on the company you can see the customer is unhappy with the service received by the driver.  
Overall the company does need a new system in place to monitor drivers more closely e.g. by installing cameras in all vehicles where we can see the driver behaviour with our own eyes. However, overall the company does help save on environment by reducing costs on paper and using the computer or scanner Also, the company has been around for over 30 years and is still going strong even with competitors such as UBER has come along. My last thoughts on this report would be even though they have some faults which needs improving, overall the company has put a lot of safety measures to ensure we meet customers needs 24 hours a day 7 days a week. 
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