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[bookmark: _Toc17712733]Executive summary:
This report discusses about the understanding of customer needs and how to engage them in business for better experience. Customer satisfaction is the most critical issue for business. Each business wants to deliver the best service from them. But organization needs to understand the requirement of them. After delivering services, customers will value the services based on their expectation and satisfaction. Uber started its business with only a few employees and mow working more than 22000 employees for its qualitative services. 110 million customers are taking services from Uber for customer’s satisfaction. Customer has full opportunities to choose services from Uber and deliver their feedback (Boyajian and Boyajian, 2019). Uber is now reached at this position for understanding customers, taking information from them and solving problems as soon as possible. Business buying decision process also impacts on customer service and centrality. Uber provides quality services by using different quality modules and standards. Proper evaluation and understanding customer’s needs, Uber is now operating its business with high customer service. 






[bookmark: _Toc17712734]Introduction:
Understanding and engaging customers is easy for management as customer’s data is available in market. customers are more interested to provide data about their needs, their satisfaction level. Organization requires customer data as organization can take business decision and deliver quality service (Dolan et al., 2019). Uber is the car hiring service provider operating its service since 2009 and its total worth is £70 billion in 2018. More than 110 million customers involve in Uber services. It is operating its services in 63 more countries and 785 metropolitan areas. It is operating its services through mobile application and website. Total income in 2018 was -£2.83 billion which shows the negative growth of business (Uber, 2019). Total 22263 employees are working in Uber where only 11488 employees outside United states. So, Uber focuses on how to engage customers from different local market and engage them for increasing business position. The initial business planning of Uber doesn’t work as customers are getting available suppliers of car services. Huge market competition in recent market changes the business strategies of Uber. According to Boyajian and Boyajian (2019) Uber should focus on diversified market. Customer satisfaction, customer value and development of positive customer-supplier relationship. 

[bookmark: _Toc17712735]1) Critically analyse the factors that influence your organisations ability to maximise customer value. 
Chiu et al. (2017) argued that customer satisfaction depends on several factors such as customer value level, their expectations, customer service, buyer-seller relationship and customer centrality. Organization needs to maintain business process of buying to ensure customer satisfaction. Some factors which contribute to Uber business process and understanding and valuation of customer satisfaction and needs are strong influence on success of Uber. All those factors help Uber to provide services more than 110 million users throughout the world. Uber is providing car hiring service since 2009 and it has now reached at 2nd market position for its quality services. It has earned -£2.27 billion in 2018 for its diversified and customer service. Customers get first priority in Uber car service. Almost 110 million customers get involved on Uber in 2018. Customers gets trustworthy on Uber for maintaining quality of services and high level of standards followed by Uber (Chiu et al., 2017). Ethical standards and policies ensure quality of customer service.
According to Dolan et al. (2019) Customer value refers to the level of customer satisfaction for services 0f an organization, Uber car services get rating after providing car riding services. Customers provides rate to from 1-5 for satisfaction level. This will clarify about the customer value. Uber evaluates rating and services using this rating. If any customer provides 1-3 rating, Uber strongly evaluates what are the reasons behind this rating and what problems they face in services from Uber. If any customers provide rating 4-5, then Uber want to collect information about how to improve the services and collects feedback from them. in review section of Uber software, Uber provides opportunities to discuss with customer representative. 
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Chiu et al. (2017) argued that Customer value refers to the customer’s perception about particular product or services from organization. Customer value depends on several factors such as customer needs, customer’s satisfaction. Customer value increase for the improvement of services quality and business process. Uber mainly concentrates on customer’s satisfaction and wit will increase customer value. 
· Refine Value Proposition: Uber should add value from initial level of services to delivering services to customers. Uber also initiates it in all level of customer service such as Software can deliver all information to customers, customers has full opportunities to choose services, quality drivers, reasonable pricing, security etc. Good communication with customers also value the service and ensure customer satisfaction. 
· Segment Audience: Uber can segment customers based on their rating and satisfaction. If Uber can segment customers properly, it will be productive to deliver more quality services to customers. Segmentation also helps Uber to track and offer different services to customers. in 2017, Uber provides more offer than any other business towards customers for attracting them and valuate customers. 
· Don’t Compete on Price: Uber has unique pricing model to fix up price of services. Customers provide information where the person wants to go, which cars person prefers etc. after choosing all indicators, Uber provides price and customers can choose and evaluate alterative choice in Uber cars. So, Uber reduces the price competition hic increases customers from 2009 to 2019. Now it is serving 100 million customers with high value. 
· Focus on Valuable Customers: After segmentation, Uber will understand the valuable customers, single user customers etc. Uber can deliver more offer to valuable customers to ensure more satisfaction. It will increase the level of satisfaction of customers. Uber invests £1 million of understanding market and customers on Uber software development. 
· Bonus and discount: It is the strategy use by Uber in their services. Sometimes the cost of services below £1 because of discount rate and bonus offer. Uber offers customer based on seasonality, customer type and their locations. Free offer also increases attraction to get service from Uber. 
Value and purpose of customer relationship management (CRM):
Harris and Dennis (2016) differed that Customer relationship management is the tool used for developing and continuing long term customer relationship with business. CRM can achieve the long term customer relationship and provides success to business. Uber uses CRM software for new level of business success. To develop customer relationship, CRM collect customer data and Uber uses own mobile application and website for identifying data and use them in decision making. Uber uses Batch Book software for managing CRM. 
The value of a CRM system:
· Letting customers to register leads and contacts: Customers can want services from anywhere and any moment. So, Uber needs to track and available at every moment to provide services. So, collection of customer information and contact with them is important for Uber. Using offer software, customers can directly communicate with drivers. So, CRM helps to categorise customers, suppliers and others parties to take decision. 
· Tracking all customer interactions: According to Harris and Dennis (2016) Drivers talk with customers to provide services after offering ride by customers., talking with customers and offering services to customers reduce communication goal and build up long term relationship. 
· Revealing possibilities many businesses ignore customers and suppliers for traditional communication system. But CRM contributes to reduce that gap and helps to build up relationship.  Uber has no gap with customers for methods of communication in mobile application. 
· Keeping customer data: Uber collect customer data using CRM software and uses in decision making. So, data uses as resource for Uber companies. In 60ncountries, 110 customers are getting services from Uber and data is important to ensure quality of services (Harris and Dennis, 2016). 
[bookmark: _Toc17706691]Purpose of CRM:
According to Kujur and Singh (2017) Uber wants to provide services to everyone in every location and want to achieve customer satisfaction. Customer relationship management depends on customer value, satisfaction and quality of services. Uber initiates quality services for customers for their satisfaction. CRM software can collect data about customers and develops relationship for long term benefit for both parties. 
The main goal of CRM for Uber is to develop long term customer relationship. But earning profit is the target of Uber. So, CRM helps to coordinate both. CRM helps Uber to empower employees and customers during services. CRM can launch in Uber in supply chain management, labour intensive and customer satisfaction (1000ventures.com, 2019). CRM helps to minimise the cost of operating mainly department, target customers and clients base services etc. 
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· Improved Informational Arrangement: According to Kujur and Singh (2017) CRM helps Uber to collect data and organize data for taking decision about customers. Information based decision helps customers to take positive experience from organization. Customers can access to Uber data and take decision about ride. 
· Improved Customer Support: Uber improves the customer support. CRM contributes to save time and cost for Uber. As customers can provide information through software, it is not required to analyse market Uber can take decision from that data. Uber analyse customer preferences, their experiences and crevice quality as well by CRM. It shifts Uber service at advanced level. 
· Task Automation: Uber operates its services through mobile software. Uber minuses its cost of reports, documents and oaths issues by controlling one software and website. Uber controls its business using CRM. By sue of automations, takes can diversified from eon employee to another within a moment, for example if one driver cancels the ride another driver will accept. 
· Team Work Efficiency: For using CRM in Uber, it minimises the organizational conflicts and misunderstanding. It ensures top-level cooperation in Uber car services and reduces conflicts with customers. Customers cannot provide any blame to Uber company after choosing the services (Okumus, 2019). 
· Improved Reporting and Analysis: Uber has solved the reporting problem after adding tracking data of customers. Different ethics uses by Uber for analysing customer data and take decision. Uber can draw automatic business report yearly, monthly or daily based o CRM. 
· Reducing cost of business process: Uber allows CRM in their business process as they can reduce the total cost of business. After allowing CRM after 2013, it reduces its total cost and increases profitability (KSL Training, 2019). It is not only contributing to reduction of cost but also impact on customer relationship. 
Customer Service: 
Okumus (2019) differentiated that Customer service refers to the way of providing services and evaluating customer satisfaction. Service quality depends on how customers react after service from Uber. Employees are related with providing quality services to customers. If employees can provide better service to customers, it will be fruitful for Uber to ensure quality customer service and satisfaction. 75000 autonomous vehicles will introduce in 2022 by Uber which will also contribute to increase customer service (KSL Training, 2019).  There are several factors which indicates quality of customers services from Uber:
· Pricing model: Uber has unique pricing model which increases customers from global market. the price of services depends on service type. In 2016, Uber has started new service type as customers can get self-driver car from Uber. Pricing model depends on customer driven. Uber doesn’t focus on cost driven pricing model. Because Uber has no own cars since starting business. 
· Ubiquity of service: Uber provides services in 60 more countries. Customer can take car service from anywhere. Uber uses GPS to track customer location and provide on-time service to customers. Uber provides more fast service than any other transportation services in UK.
· Politeness: employee is politer after development of new ethical standards in 2016. So, it increases the quality of customer services. Uber provides standards as employees can provide better service and customer gets satisfied (KSL Training, 2019). 
· Professionalism: Drivers work more professionalise way to deliver quality service. Drivers use own skills and experience as customer gets satisfied. After cancellation of 5000 trips from Uber in 2015, Uber is more professional to ensure customer service by providing on-time service.
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· Customization: Customers can hire cars from anywhere. The cost of service depends on the customer’s choice. Customers can choose cars, price and place. So, it is mostly customisation for Customers and increases customer satisfaction. 
· Promptness: The most important for increasing customer satisfaction by Uber car service in on time service (Marketingdonut.co.uk, 2019). Uber is recently more professionalise after cancellation of ds 5000 trips and avoid cancellation of services. So, it increases customer service. 
Customer centrality:
According to DOLIGALSKI (2016) Uber is now providing best quality service for centralise customers. After facing problems in 2015, Uber focused on how to centralise customers. Only customer satisfaction and fulfilment of needs cannot achieve customer centrality. Customer centrality is the way of increasing customer satisfaction by providing services and finding the customers experience before, after and during getting services (Marketingdonut.co.uk, 2019). Uber evaluates customers’ needs before getting services, during services and after services. Customer can provide feedback through software and point out about service. Uber has centralised its customers by collecting data from customers and imposing several business strategies.
Knowing Customer: First of Uber collects data from customers who want to gets service from Uber. Uber analyse data from Uber application. More than 500 million plus downloads of Uber software and it indicates Uber can provide service to them. after installation, Uber provides service offer to customers. Sometimes, Uber provides specialised service for gender based customers. According to DOLIGALSKI (2016) there is no discrimination in Uber services. As it is app-based services and customers can get it from anywhere. So, Uber can target customers and offers services by tracking their location and information.  
Customer-Centric Experience: This is another strategy of customer centrality. Uber can centralise and prioritise customers in Car services. As customer has choice to get services and cancel the ride, customers can understand they are in the centre of the business. 110 million people has full opportunity to get services from Uber. After understanding the customer-centric service, Uber will be able to design new services, customer goal. As it is app-based services, customers can provide information and send the problems about services. Uber also develops a new policy in their service as customers can pay their price by mobile banking and return policy (Gordon, 2017).
Evaluating Customer Feedback: This is most important part of evaluating customers and centralise customers. Uber collects data about ride and business process from customers through software. Customer feedback can provide better solution than innovators. Uber can understand what customer requires, what problems they face and how to solve this problem after collecting customer feedback. It includes customer interests, customer satisfaction and market trends. 
Empowering members in team: this strategy also provides the better service to customers and centralise customers. Uber provides power to employees to show own capabilities and work for developing the quality of business. After empowering Uber drivers, it will be positive to ensure better car ride for customers. Because customers will realise that Uber will centralise themselves for ride service.
Buyer seller relationships:
Gordon (2017) differed that Business process develops buyer-seller relationship. To develop relationship with customers, Uber follows several business strategies and techniques. To develop relationship with customers for Uber, Uber needs to solve the problem of buyers during, after and before services. Uber company will collect data from market about customers through market analysis and application based (Kahraman et al., 2017). There are some key issues related with seller-buyer relationship for Uber. As 110 million people directly linked with services. 22000 more employees are providing services to buyers for Uber riding services. It includes some factors such as:
· To develop the buyer-seller relationship in Uber, drivers and customers should interact with each other. After interaction, the relationship will build up and continue
· The relationship contributes to the reputation of Uber company. So, Drovers should believe with customers politely (Jayaswal et al., 2017)
· There are some factors include in that realties hip such as employee needs, customer needs, social needs and organizational needs etc.
· Delivers of Uber require to play a vital role for managing seller-buyer relationship by maintaining some strategies such as information exchange, negotiation, social relationship, crisis insurance etc. 
Transactional Relationship: Uber faces this kind of relationship during riding services. Most of the customers from outside the Uber services areas use only one-time service. This relationship accumulates many suppliers. Gordon (2017) differed that Customers don’t think about services of Uber; they think about requirements of services from Uber. As Uber services is low price service than other competitors and easy to use. Customers are interacting in Uber services. Uber services in India mostly deliver within 5-10 minutes after offering ride. So, it is effective for buyer-seller relationship in Uber. 
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Value-Added Relationship: According to Jayaswal et al. (2017) Some customers depend on Uber services and wants to get value added services. Medium level customers and drivers relate with that relationship for Uber. The target of drivers is to deliver fulfil the customers’ needs than any other competitors. Value addition means drivers will deliver services with high value such as on-time services, high security of customers etc. Uber focuses on that relationship because of long term existence on market. 
Collaborative Relationship: This kind of relationship depends on trustworthy, commitment between customers and drivers for Uber. Customers has potential trust over Uber services as customers has got quality services, high satisfaction etc. So, this kind of relationship provides long term relationship with Uber and customers won’t focus on service from others. 

[bookmark: _Toc17712736]2) Identify the systems that supports your organisations quality processes and provide a critical understanding of the extent to which you think those systems are effective in meeting customer requirements
Jayaswal et al. (2017) argued that Uber works as transportation provider based on mobile app-based technology. Customers can get services from anywhere with ow cost. Buying decision making process is complex process for manufacturing business. But in Uber buying decision is very short process as Uber facilitate customers as they can track the services within short moment via mobile application. Decision making process for getting services from Uber is easy for customers. There are several issues needs to consider during busying decision such as ethical issues, social issues, environment etc. Uber has developed ethical standard of code as drivers and customers follow the standard and reduces complexity during services. Fair trade policy needs to follow by drivers during providing services to customers. Drivers cannot claim additional price or harassment customers during services (Kahraman et al., 2017). Sustainable resources are available in Uber to facilitate customers. Reasonable pricing strategy needs to maintain by Uber to deliver quality services. In five stages, buying decision process are describing for Uber company: 
1. Problem Recognition:  In the first stage of buying process, buyers will identify the needs of services required. Customers want car service for going one place to another place. So, it is a problem how to go to this place. Uber can solve that problem. There are different ways to solve the problem. Initially, customers will identify to get services from Uber. This stage clarifies the actual needs and desired needs of customers. Uber also identifies problem of customers by tracking their information (Kahraman et al., 2017). Uber develops ethical standard as customers can get required services from Uber. 
2. Information Search: In the second stage of buying process, Customers will search for information to get services. In this stage, Uber will provide information about their services available for customers. Customers will seek information from different alternatives spruces to get services. This stage helps customers to collect information from several sources. There are several issues related with information searching such as public sources, personal sources, experimental sources and commercial sources etc. As Uber has own application and available in Play store, customers will be able to collect information form that software. 
According to Kozielski, (2018) Sustainable resources of Uber help customers to get information from the software and website. The main resources of Uber are mobile application and website. So, this will help to provide information to customers for further evaluation. 
3. Evaluation of Alternatives: This is stage is important for evaluating information collected from several sources. Customers will evaluate data for taking best decision about getting services. As customers collect information from Uber that they provide different car services with different pricing model and options. According to Kozielski, (2018) Customers will evaluate and compare with other competitors based on Price, Time and availability of services. Uber is proving services with more than 60 countries where other riding industry cannot deliver it. So Customers can choose that services. 
On the other hand, Uber follows some ethical standards of code and sustainable services for customers (Nickels, McHugh and McHugh, 2016). For example, Uber develops code of ethics as drivers cannot claim additional price, cannot harass passengers, passenger’s security etc. 
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4. Purchase Decision: After evaluating the alternatives about car riding services, customers will take decision to get services from organization. Customers will choose the best option as they get satisfied. Uber focuses on customer satisfaction and fulfilment of their needs. So, several situational factors need to analyse by customers. 
According to Kozielski, (2018) Sustainability and quality of service provide by Uber to customers. As customers get high security from Uber, they can take ride from Uber. Decision about Uber ride will be preferable for Customers for maintaining ethical standards. In 2015, Uber has fired 50 drivers for sexual harassment. The security issue is stronger than other industry. 
5. Post-Purchase Evaluation: this stage is important for Uber company to understand about the requirement and satisfaction level of customers. After completing service, customer will provide feedback and rating services (Nickels, McHugh and McHugh, 2016). So, this will indicate the level of quality services. Post-purchase behaviour from customer will ensure the satisfaction and dissatisfaction of customers. 
According to Nickels, McHugh and McHugh (2016) it clearly shows that Uber car service is qualified and customer oriented to ensure customer satisfaction. Because Uber follows ethical standards and has available resources to fulfil customer’s needs. New vision of achieving customer expectation will be possible by 2022 by adding 75000 cars. 
Quality standards and modules:
According to Ravi Sawhney. (2017) Quality maintaining process is complex and organization is now applying several quality standards and modules in business as they can achieve customer satisfaction. Customer wants more value than the provide in return. But organization has to design business process and services with high quality. Several quality modules and standards followed by Uber in their service (Senith, Ramson and Jency, 2017). Quality module helps a business for monitoring the workplace performance, using communication methods and meeting with customer needs.  
Quality Modules:
· Total Quality Management (TQM): It is one of the method of controlling quality of business. According to Ravi Sawhney. (2017) Organization focuses on lower level to top level management and ensures degree of excellence for ensuring quality service. Uber applies TQM by recruiting quality control manager in their business process in 2014. 
· Continuous Quality Management (CQI): This is another business tool for controlling quality of business. Here, Organization focuses on who to control quality and improves quality continuously. The main goal of Uber is to increase quality continuously. So, this strategy will help to ensure quality for Uber ride service. 
· Six Sigma: This is the quality control strategy which helps a business to control quality. This helps to monitor the errors and controls errors. This tool helps to find out performance errors in service and solve the problem immediately. Uber uses Six Sigma to evaluate the performance errors and solve the business problems in quality.
· Peer Review: This is way of coordinating the performance and review from individual person. In Uber, driver’s performance evaluates through peer review. After collecting data from website, Uber take control strategies over drivers for reducing sexual harassment (Senith, Ramson and Jency, 2017). 
· Chart Review: This is another module of controlling quality. Managers of Uber collect data and use data for reviewing about quality of service. Here, Uber uses indicators to evaluate the data and take decision. 
· Score Card: this module of quality helps to focus on real-time data. Excel sheet, multiple score cards use for evaluating data for quality control (Senith, Ramson and Jency, 2017). 
Quality Standards:
· ISO 9001: this is the standard of quality which focuses om the performance of work.  ISO 9001:2015 describes about the guidelines required for increasing quality of product or services. It also wants to increase customer expectation. Uber has applied ISO 9001:2015 in their business after sexual harassment and cancellation of ride. 
· ISO 14001: This standard of quality evaluates the environmental quality. To provide quality product or service to customers, a business must need to develop quality environment (Senith, Ramson and Jency, 2017).  several regulations of environment relate with this quality standard which apply by Uber during registering cars, providing services in different locations etc.  
· ISO 22000: This standard of quality evaluates the safety of foodservice. Uber offers food service to customers. They need to think about safety of foods. HACCP principles controls the safety of foods and increases customer’s satisfaction. 
· ISO 27001: This standard is most important for increasing quality of service. Uber collects information about customers and ne to ensure security of data and information. ISO 27001:2018 provides security of data by ISMS. 
Importance of Quality Control and Quality Assurance:
Tomsen and Faith (2015) differentiated that Quality control is now staying in the front of business modelling and planning. Quality of service will ensure after implementing the standards throughout the entire business process. Quality policy and assonance need to develop for controlling quality. In 2015, Uber has cancel 5000 rides and more than 50 drivers fired from their services for business problems. For maintaining quality there are several modules and standards need to follow by Uber in theirs services. Some quality modules are: 
· Improvement of Production Process: Uber will be able to improve the quality of services and production process. Here, Uber will develop quality control team as they can control quality (Uphill and McMillan, 2017). In Uber, QC Team focuses on how to redesign production process as drivers can deliver best services to customers after offering ride. Inspection and minoring requires for ensuring quality control of Uber services. 
· Quality control can exceed customer needs after delivering service to customers. Quality control also needs to initiate in Uber for minimising wastage of business and delivers high level of productivity. ISO 9001 develops a standard form of quality control for operating business with high quality and facilitate customers (Uphill and McMillan, 2017).
· Maintaining quality control and assurance is one of the way of controlling quality. Uber applies these strategies in their business process for delivering best quality service and meeting customer expectations. The main target of quality control is to deliver quality service. 
· Supply chain management: After proper controlling of quality of services for Uber, it will ensure to manage supply chain of business. In Uber drivers deliver services to customers after offering rides. Uber provides guarantee of quality of cars and drivers which ensures the quality of services for customers. So, the quality of service depends on cars, drivers and other factors. So, Uber has developed a standard module as they can control the quality of services (Uphill and McMillan, 2017). 
· Ensuring safety of service: Uber has focused on how to ensure security of drivers and customers and develop standard of ethics. After applying these ethical standards in service, it will be effective to control security issues. 
· Meeting with environment safety: Uber is aware of how to save environment from several issues (Uphill and McMillan, 2017). Uber arranges Environment friendly program every year and provide knowledge to drivers about the safety of environment.
Managing customer expectations:
Customer plays vital role for success of business. Uber focuses on managing customer expectations. Without managing their expectation, no business will achieve target. Uber set up new vision to increase 75000 own cars in 2022. But it is important for Uber to redesign business process and model as customers get satisfied. The main problem of customer satisfaction is customers want more than they deliver. So, balancing between give and take is critical situation for Uber. But if Uber can maintain this balance, it will be fruitful for Uber to achieve target. Here, allocation of customer data and their needs are important to deliver the service as they get satisfied. Uber can focus on allocation of customer needs and development new business strategies as they can deliver quality services with low cost. 
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1. Cover more solutions: Uber deliver car riding services to customers. As drivers are in the front line of Uber car services. Uber should provide alternative options to customers as they can choose the best one. Here Uber will confirm about the customer’s needs. Uber will empower customers to choose the best one and fulfil needs. Uber can arrange meeting with drivers and workshop with drivers, promote different services such as one-stop services, self-driving cars to customers. So, Uber should ensure different alternatives to manage customer expectations. 
2. Be transparent: Uber had eared trust from customers in USA, India, UK etc. Because Uber clarifies about the rules, policies and standards of ethics with customers via Uber Software. It builds trust. Uber clearly evaluates the positive site of services from Uber. It increases customer’s attraction towards Uber services. For this reason, it has reached in 2nd position in 2018 and earned -£2.86 billion profit last year. Transparent polices will ensure long term relationship and mange customer expectation (Tomsen and Faith, 2015). 
3. Give clear timelines: Uber provides clear understanding about time, price and service category during service. For example, if any customers want to go California to Washington, the total cost will be £100 and take 5 hours. So, the clear view will ensure customer expectations. 
4. Be optimistic and realistic: Uber should concern about making customers happy. To make customers happy, Uber needs to be more optimistic and realistic. Because unrealistic service or something cannot deliver quality and required service. Realistic service can fulfil customer expectation (Tomsen and Faith, 2015). 
5. Follow up: According to Kahraman et al. (2017) The most important element if managing customer expectation is following up the needs of customers. Uber can use different communication channels as they can understand the needs of customers. Communication reduces gap of understanding and develop relationship. To ensure customer expectation, Uber should follow the needs and provide service towards customers. After following up customers, it will ensure solve the problem when face by customers. 






[bookmark: _Toc17712737]Conclusion: 
Market segmentation should initiate in Uber car company as it mainly concentrates on customer vale, their satisfaction and meeting their expectation. After segmenting markets based on locations, Uber will track more customers, diversify them for taking immediate business decision. Uber company focusing on several factors which increases value of customer needs such as customer service, centrality, their expectations, quality control & assurance, buyer-seller relationship etc. Buying decision is complex process for service organization. So, Uber should concern about needs of customers and how to fulfil it. As customers want low costs service from Uber, Uber should provide information to customers before switching Uber services. Uber can Update their software based on long journey as it is now providing short journey service. After adding long journey services, customers will get more interested over Uber. Self-driving service will increase the efficiency of business. customer engagement and understanding them will provide better outcome to Uber. So, Uber should more focused on development of marketing strategies and maintain quality as it won’t face any problem which will impact on cancellation of rides, sexual harassment etc. 
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Buyer Decision Process

nnnnnnnnnnnnn




image8.jpeg




image1.jpeg
Prifysgol Cymru
» Y Drindod Dewi Sant

" University of Wales
Trinity Saint David

%




image2.png
Table of Contents

Exccutive summary
Introduction: 3

1) Critically analyse the factors that influence your organisations ability to maximise

customer value. 3

2) Identify the systems that supports your organisations quality processes and provide a
critical understanding of the extent to which you think those systems are effective in mecting

customer requirements 11
Conclusion: 18

References 19




