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Executive Summary
Customer experience is a very crucial factor for any kind of organisation, as the customers are the prime source of profit for organisations, and if a customer is not satisfied with the product or service of an organisation, he/she will not make the purchase. So it is very important for a business organisation to study the subject very carefully to understand what a customer needs and expects from the organisation and should try its level best to come up with the best product or service for the customer as per his/her requirements. In this study, the customer value, satisfaction and experience will be studied from an organisation’s perspective. A business organisation will be chosen and studied to analyse factors that influence an organisation’s ability to maximise customer value. For this reason, factors will be chosen very carefully completely based onto the nature of the business, its products and services and the customer expectations from that particular business. After that, the quality management system of that organisation will be critically evaluated to better understand the systems that support the quality processes of that organisation. Also, the extent to which such systems actually are effective in meeting customer requirements will also be evaluated. So, through this study, a deep insight related to the customer experience and ways to better meet those customer expectations will be identified.   
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[bookmark: _Toc15857034]Introduction
Customers are the most important element for any business organisation as they are the main weapon for profit generation, stability and growth of a business. So customer satisfaction is an equally essential factor for any company, but not all companies give this matter as much importance as it deserves. The organisations excelling in customer service have also seen to become the most successful business organisations around the world, so ensuring satisfactory customer service is a must for any business. Customer satisfaction is considered to be gained when the products or services a company offers, meets or surpasses the customer expectation (DR.K.VANITHA, 2016). In this study, the customer experience of an organisation will be thoroughly discussed for understanding the value of fulfilling it. The factors that influence an organisation’s ability to maximize customer value will be critically analysed and related to a certain organisation. Also, the systems that support the organisation’s quality processes will be identified and a critical understanding of the effectiveness of those systems in meeting customers requirements will be provided. For this reason, John Lewis has been selected as the organisation for this study, which is a chain of high-end department stores operating throughout the UK and is famous for being one of the top best customer service providers (Talbot, 2018). So in this study, multiple factors that influence John Lewis organisation’s ability to maximise customer value will be discussed. Customer centrality, customer relationship management, customer value, ethical considerations, buyer-seller relationship and so on will also be thoroughly studied for better insight. Also, how the company’s quality system is processed will also be described. At last, the effectiveness of those systems in meeting the requirements of the customers will also be carefully evaluated for better understanding. 



[bookmark: _Toc15857035]Part 1: Factors influencing organisational ability to maximise customer value
The customer value refers to the level of satisfaction that a customer gains from a certain product or service. It is the perception of the customer regarding the worth of a business, and it greatly impacts the overall organisation as customer satisfaction also depends on this prime factor(Estrella-Ramón, 2013). Every organisation has some ability to maximise the customer value that can be influenced by a number of factors, and John Lewis company is no different.
Retailer John Lewis company has been one of the leaders in terms of customer service for a long time, and it uses many innovative ways to increase the customer satisfaction level. There are a number of factors that influence its ability to maximise customer value. Some of those will be discussed below:
[bookmark: _Toc15857036]Accessibility and Convenience
The accessibility and convenience are some factors that majorly affects the organisation’s capability to maximise the satisfaction level of customers. If a store is easily accessible and convenient to purchase from, the customers naturally gravitate towards that store.
In the case of John Lewis, it has 52 departmental stores throughout Great Britain, providing one of the most accessible and convenient services possible for the British (Street, 2006). Also, it has a very dependable online service and delivering system for its customers that is available almost for any time of the day. So he customers don’t even need to cross the physical distance to the store to buy products, which makes it even more convenient for the customers to buy from the John Lewis departmental store.
[bookmark: _Toc15857037]Reliability and Staff’s behaviour
The reliability refers to the trust of the customer into a particular brand, which is greatly impacted by the behaviour of the employees working there as well (Wellington, 2010). If the employees of a company, by any chance, misbehave with any customer once, it creates a permanent negative impression in the mind of that customer and most possibly ends the hope of any future transactions between them. 
John Lewis is a brand which emphasises most on customer-centrality and so it highly prioritises its customers and trains the workers to serve the customers as gently and nicely as possible. It has many services for customers such as letting them test-use a product before buying it, post-purchase services and so on to increase the reliability of customer on the company.
[bookmark: _Toc15857038]Communication opportunity &Handling of Complaints
The communication of a customer with the organisation is very important for maintaining a healthy and long-lasting buyer-seller relationship.A customer should be given the option to communicate with the employees of the stores for whatever reason if necessary. Also, in the base of customer value is the ability of customers is to voice their opinions, give feedbacks and complaint about certain issues if necessary. A proper and fast communication system with the company increases customer satisfaction. 
In the John Lewis company website, there is a ‘customer service’ page packed with useful information and advice to give customers great service as well as complaining system. Also, the company makes sure to have employees readily available to directly talk with customers to provide any service if needed, which makes the customers feel more at ease.
[bookmark: _Toc15857039]Customer experience
The way a customer’s interaction goes with a company and what impression it creates on the mind of the customer about the company is very important for a business. One customer can either attract more customers by promoting a good product or he/she can even drive potential customers away by recommending not to purchase from the company if their own experience was not good with the company itself (Shannon, 2014).
John Lewis company knows the importance of a good customer experience very good and so it tries its best to ensure that the customers always have a nice and positive purchasing experience with the company by using many conventional and innovative methods.  
[bookmark: _Toc15857040]Customer Relationship Management (CRM)
It refers to understanding what a customer wants and needs and then providing product or service according to the customer’s preferences (Payne, 2012).It is always better to recommend customers products or services after having an idea about what they might really want or need to buy rather than to suggest any product randomly. It increases the probability of the customer actually buying the product and also increases brand loyalty.
For this reason. John Lewis has launched a CRM-based programme called ‘my John Lewis’, which helps to create a better customer experience and gain a deeper understanding of the customers’ tastes and wants by collecting and storing information on the customers’ preferences to recommend them products likewise. 
[bookmark: _Toc15857041]Brand nameand product quality
Ensuring product quality is one of the prerequisites for maintaining a stable customer value in the market. If a company can establish a brand name and maintain its product quality, it can easily retain its old customers as well as attract new customers (Dupont and Ménard-Lépine, 2016).
In the case of John Lewis, it has already made a name for itself as one of the leading brands providing the best customer services along with quality products. And this is playing a great role in maximising the company’s ability to maximise customer value.
[bookmark: _Toc15857042]Corporate Social Responsibility (CSR)
Fulfilling corporate social responsibility makes a company become more trustworthy and reliable in the eyes of the customers. Also, it belongs to one of the social duties of the business as a part of society, so it is very necessary for any business to help society as much as it can (Trong Tuan, 2016).
John Lewis runs many kinds of CSR activities to protect nature, human rights and so on. It holds various campaigns, does voluntary services in many fields and donates to multiple charities as a part of CSR activities. Even though CSR seems to have no direct effect on the customer value maximisation, it actually plays a great role in that case. 
The above-mentioned factors are some of the ones that influence the ability of an organisation to maximise its customer value. All of the factors mentioned have been described in relation to its applicability in the John Lewis organisation and how it actually maximises the customer service has also been discussed. Due to these reasons, John Lewis is very attentive about fulfilling those factors and making sure the organisation is providing as much customer value as possible in order to retain the old and attract new potential customers. 

[bookmark: _Toc15857043]Part 2: Systems supporting quality process and it’s effectiveness in meeting customer requirements
Customer satisfaction is one of the most important things for a company, as customers are the main source of profit for it. For satisfactory customer service, the proper quality management system is very much essential. A quality management system is the collection of business processes that are based on an organisation’s aims and strategy, focused on meeting customer demands and increasing their satisfaction (Addey, 2015). There are many quality management systems based on the nature of the organisation, its aims and purposes, organisational structure and so on.
John Lewis organisation is one of the leading brands in the UK, providing customers with products with great quality and services that exceed customer expectations for a long time. There are many quality management systems that the organisation maintains and follows in order to hold its leading position in the market and also for the stable growth of the business. Some of the main systems that the company maintains in order to satisfy its customers along with its effectiveness will  be discussed below:
[image: ]
[bookmark: _Toc15849464]Figure 1: Quality Management System
Source: indiamart.com
John Lewis company deals with almost all of the systems mentioned in the quality management system above, but only the most important ones will be discussed in depth below: 
[bookmark: _Toc15857044]Defined business process
For ensuring quality products, it is very much necessary that an organisation has a defined structure of business processes, and assigned roles and authorities. Every employee working should know about his/her duties and responsibilities for a smooth working flow. They must also know the line of command and who to report and take orders from as well as who to monitor and control. 
The John Lewis model
The John Lewis model is the basic structure that the company operates on. It has an unconventional system, that is making every employee a partner of the business, as in providing each employee with a share of the company (Limb, 2014). This is a strategy the company has been using for a long time, also quite successfully on top of that. 
As per the company, it makes the employees more sincere in providing the best service and maintaining products quality. Because in the end, if the company profits, it causes higher returns for the employees as well, and it has proved to be a very effective system for quality management for John Lewis company.

[bookmark: _Toc15857045]Customer Focus
Customer focus and centrality is essential for customer satisfaction, as without knowing what a customer wants and providing them with that, no organisation can become successful. So customer focus is very important for any organisation in case of quality management as the quality itself is the reflection of what the customers expect and needs from a company (Armstrong, 2017).
Enhanced customer relationship system
John Lewis is one of the brands that are known for giving their customers the highest priority. This company focuses the most on customers and runs thorough study to better understand what the customers want and need. It prioritises their demands and always be ready to provide customers with better and developed services. 
It seems to be very effective as it has created a strong positive brand image in the minds of most British people about the company and also ends up resulting in brand loyalty. So customer focus is a great system for providing quality products that customers want and expect from an organisation.

[bookmark: _Toc15857046]Resource management
A company has many kinds of resources that it has to properly manage in order to ensure a smooth working flow. It can be human resource, financial resource, physical resource and so on. John Lewis company manages its resources in many innovative ways in order to ensure a good quality of product and proper service being delivered. Two of such measures that this company takes are described below: 
People and Supply chains management system
John Lewis company follows a domestic approach to give their partners a clear voice in how their business run. Through their supply chain, they promote the importance of employee engagement, which they believe helps them do a better job (Kocherlakota, 2015). Also, they work with the suppliers to raise the standard of work and quality of the product. 
This seems to be very effective for the quality management of John Lewis company, as the clear guideline related to the human resource management results in faster and better working process and eventually in better quality products.
Raw materials and sustainable sourcing system
A sustainable sourcing system is a prerequisite for any organisation, as it is what ensures smooth manufacturing and product delivery system. In the case of John Lewis brand, it depends on the world’s natural resources for the products they make and sell. And they make it a priority to ensure that the sourcing is done in a responsible way. This company promotes itself-manufacture and encourages customers to buy British products for the overall development of the country’s economy. Also, it helps the company in making sure that the products are being made as per the required quality, as it is being made by the company’s own manufacturers. 
So this system of John Lewis makes sure that the company is following the working system and making the products available as per needed, which ensures quality products by the company. Also, it assures a stable source of raw materials which is very much important for unhindered manufacturing processes in the business. 

[bookmark: _Toc15857047]Service provision
There are many kinds of services that a company provides to the customers. It can be letting customers test before buying products, providing utmost guidance and help while choosing the products and even postpurchase services. It is very necessary for a company to maintain service quality as it is also a part of the overall quality of a brand. If the services provided by a company are not satisfactory for a customer, only good quality of products will not be enough for them to purchase products from the company. 
The services are also not only for the customers but for the society as well, as a company must make sure to fulfil its duties properly to create a positive brand image and improve the overall quality of the brand in the eyes of customers.
CSR strategies
The John Lewis company holds many kinds of campaigns for human rights, nature protection, environmental issues and so on. It is very much conscious of its corporate social duties and knows the importance of fulfilling it. The company also participates in voluntary activities and encourages its employees to do so as well. It also participates in charities and donates for various social causes. It has provided work placement to over 177 through its community, over 5,00,000 pound was donated to the marine sector by the company and over 2,00,000 was raised for donation to the Marie curie funds (Dandy, 2014).
All these activities make the company have a very positive image in the society, which raises the level of brand quality even higher. The companies that are conscious of their corporate social duties are also more preferred by the customers, so it also works as an advertisement as it attracts new customers towards the organisation.

[bookmark: _Toc15857048]Monitor & measure
Monitoring refers to the action of evaluating the working results on a regular or periodical basis in order to determine the difference between the targeted result and acquired result and then acting on that difference. Monitoring is an essential part of any organisational process because in this stage an organisation can actually understand the level of quality its products hold in the eyes of the customers and how to improve that. John Lewis company uses many systems in order to maintain a well-structured monitoring system, two of those are mentioned below:
Training and development system
The John Lewis company has training facilities for its employees to make sure that they know how to treat their customers, how to always be ready to serve them and keep them at the top priority list. Doing this makes sure that the employees actually know about what they should do and what to not. So it is a very effective step for the quality management system because training an employee properly is very important for ensuring the product quality(Lewis, 2016). Capacity-building projects that are done collaboratively after proper training ensures that the organisation can avoid risks and gain a better understanding of the supply and manufacturing system for the best product quality. Many employers in the company are given mandatory training and even e-learning for best quality services.
Due diligence and risk assessment system
Due diligence and risk assessment systems make a company able to predict the risks better and prevent possible losses in the future. Also, it makes the employees more attentive towards the working process and increases their efficiency (Garbolino, Chery and Guarnieri, 2016). John Lewis company runs risk assessment on its factories on a regular basis to make sure nothing is out of place and that the working process is being carried on smoothly.
This is very effective in the case of the company, as they could identify risk factors after the assessment and prevent those to a certain extent by taking possible preventive measures. Also, it increases the diligence of the employees because of constant monitoring and assessment which also increases transparency in the workplace. 

[bookmark: _Toc15857049]Customer feedback & satisfaction
The customers are the most satisfied with a company when they are given the opportunity if getting as much information they need along with a stable and easily available communication system in case of any queries. And increased customer satisfaction in turns increases the quality of an overall company.
Strong online presence
John Lewis is a company with a very strong online presence, which has almost all the information available on the internet that a customer can most probably ask for. The company has its own website where a lot of information is available regarding the company, its products and services, working structure, management committee and various financial reports and statements. Also, the company has contact numbers provided to communicate in case of any queries and even make sure a customer can communicate with an actual employee and not an automatic machine as quickly as possible. 
All these measures have proven to be very effective for the company as now most of the British customers acknowledge the John Lewis company as one of the best quality services providing company to exist around. 

[bookmark: _Toc15857050]Continuous improvement
A good company always focuses on improvement even if its the market leader already. The current business environment is highly competitive, and in the case of departmental store chains like John Lewis, the competition is even more fierce. So continuous improvement is very much needed for growth and to hold a leading position in the market(Gummesson, 2002). This company uses many innovative ways to continuously improve its service providing system and raise the overall quality of the product. Two of those will be described below:
Waste and packaging system
In developed countries, people are fairly conscious of the environmental factors related to the business and are actively engaged in protecting the environment from harmless things. Great Britain is also such a country where people are very much serious about environmental pollution and how to prevent and reduce it. So in such a country, no business can actually succeed without putting the right amount of emphasis on the environmental factors related to the business. John Lewis company works actively for reducing waste and introducing an environmental-friendly packaging system for its customers. It has an aim to reduce waste while packaging efficiently. They recognise the strong partner and employee interest in this issue, making them more motivated to focus on this factor more closely. This company is developing recyclable bags to sell its products into and aims to reduce and eventually remove the use of black plastic bags that cannot be recycled. 
This approach has helped their quality management system by a great notch and even the customers acknowledge that. It has also made the customers more interested in buying from this brand due to its eco-friendly approach.
Reuse and repurpose system
This approach is another step ahead of the recycling step, reusing and repurposing its products in order to maximise the use of a product and reduce waste. John Lewis organisation sells over 62,000 own-brand products, in which they put a lot of valuable and natural organic resources. They aim to keep those resources in use for as long as possible by developing quality products with a long-lasting ability. The company also plans to recover and regenerate materials from various products after they are no longer okay to use and also the customers don’t need those anymore (LLOYD DAVIS, 2015).
This is another approach that has gained a lot of customer interest, as most of the people there are against wastage and try to prevent it as much as possible. So it can be considered another effective system in meeting the customer requirements for the John Lewis company.
The systems described above are some of the most essential systems that the John Lewis company uses for the purpose of supporting the quality processes of the company. The effectiveness of each of the systems has also been described along with the actual scenario of the company for better understanding the extent of effectiveness. So the quality management system of the company has been explained thoroughly to understand the engagement of the organisation with the customer experience. 


[bookmark: _Toc15857051]Conclusion
Throughout the study, the factors that are believed to have an impact on customer value have been discussed. Many factors such as customer relationship management, convenience, corporate social responsibility, brand name, reliability, customer experience and so on have been discussed in details in order to understand its impact while relating it to the John Lewis organisation’s customer value. Studying and discussing the factors provides a clear idea of the influencing issues related to customer value, which is very much important for the success of any business organisation. After that, the quality management system of the company has been analysed, where the system that John Lewis uses in order to manage its product and service quality has been discussed. In this part as well, a number of systems have been discussed along with the actual practices that the employees carry on in the organisation. The systems have been discussed along with the extent of their effectiveness in meeting the customer requirements. Some of the factors discussed were defined business process, customer focus, resource management, service provision and so on, as these are actively practised in the company. These systems have been explained in details with a reference of the various strategies, functions, policies and models that the company uses in order to maintain its quality. The John Lewis company is widely recognised for providing the customers with products and services with the required quality and meeting or exceeding customer satisfaction level for a long time. Most of the British people, even the ones who are not customers of John Lewis acknowledge that it does give its first priority to the customers and provide as much service as possible to its customers. So it can be assumed that the company has managed to gain that through these systems that it maintains for the quality management and so these are actually effective for the organisation. It can be concluded that this study gives an insight about customer value, satisfaction, quality management system and their impacts on an organisation. At last, above all, it gives a clear understanding of the engagement with the customer experience of a particular organisation, and in this case, of John Lewis company which has been studied.  
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