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[bookmark: _Toc8815239]Executive Summary
The purpose of this report is to gain an understanding of organisational engagement in customer experience. Written in two parts. Part one investigates and explains significant factors that determine an educational institutes ability to increase customer value for their stakeholders. In part two is a critical understanding of the organisations quality processes and effectiveness in meeting the requirements of our customer's needs and desires. The direct attention for this assignment is on an organisation which is a faith-based, combined primary and secondary school; sponsor-led academy; run by a single academy trust.



[bookmark: _Toc8815240]Introduction
The purpose of this report is to gain an understanding of organisational engagement in customer experience (CE).  The management of the customer experience (CEM) is not to be confused with customer relationship management (CRM). CEM looks at how satisfied customers are with our school. Whether they will return each year, choose to go on to the secondary department and then the sixth form or go elsewhere, recommend us to their family and friends? CRM watches customer behaviour, are the pupils happy? Do they have good attendance and punctuality? Are they thriving educationally and socially? 
	
The management of the CE in the context of this education service captures every interaction between the customer (the pupil/ student, parents/ carers, the community and the taxpayers) and the academy throughout the lifecycle of the relationship. For this report, we will mainly be relating to the pupils as the primary
customer. A responsibility that we take seriously is the creation of a relaxed atmosphere for happy, successful children (Fig.1).

CE also encompasses value propositions in the form of touch points, such as excellent teaching, all-around effective communication, and supportive pastoral care, quality of school excursions, quality of learning aides (tablets used in class, apps as an extension to learning at home) and extracurricular activities.

Our organisation has built a team of teaching staff focused on the learner. We aim to support their efforts to upgrade learner-centric services. These efforts can vary and need to be strategically measured and managed. How we measure our school's success ranges from taking pride in our reputation (we are massively oversubscribed), our position on the school performance league tables and satisfaction surveys. Most importantly the attitude and testimonies of our pupils and their families.

A deliberate focus on the CE proffers teaching staff a sense of authority and worth; allowing them to have an even more holistic plan of action for the whole child and their issues; whilst realising how they, the teacher, impact the lives of learners. Through this understanding of our pupils' precise needs and developing competencies, we are reporting consistent growth year on year. 

Our targeted provision of expertly produced and presented programmes of study stimulate the intellectual, social, and emotional development of each pupil/ student, ensuring a positive CE. When challenges are well met, this empowers each pupil/ student to access and use the provisions with positive effect, the atmosphere in and around our school and the pupil retention is exemplary.
[image: ]Fig. 1
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Value and Purpose of Customer Relationship Management (CRM)
When creating customer relationship management (CRM) processes in an educational organisation, the prospective students are just as if not more important than current ones. It is vital to choose the right staff for the team throughout the different departments. For staff living locally, it is common for us to come into contact with one or more of our customers while out and about in the community outside of working hours. Therefore, we must remember that we are representative of the organisation at all times.

[bookmark: _Toc8815242]Experience Management
A great CE, created on purpose, generates value for all pupils and students, the organisation as a whole. A purposefully organised set of management procedures will collate all vital information in one place. Ordinarily gathered in the admissions process under Section 84 of the School Standards and Framework (1998), on the application form are parent/ carer name, address, email address, a range of phone numbers, pupil/ student name, date of birth, gender, religion, ethnicity, and so on. This information is used to personalise touchpoints, allows the school to keep track of specific assessment details, attendance, punctuality and contacts for emergencies. Furthermore, to keep parents/ carers informed, where necessary, of day to day happenings during term time, in good time.

Our management processes in the secondary department allow our teaching staff to; document individual behaviour as well as deficient equipment of each pupil (i.e. pupil forgets their pen, ruler, calculator, exercise book); in combination merits and demerits are awarded, all through the computerised register. Our internal systems allow our receptionists to contact teachers and other staff throughout the organisation directly to pass on information left for them during teaching time. To add to the experience, we are in the unique position of being one of only ten schools in London, running a Mandarin Excellence Programme. We have scored nothing less than A and A* in Mandarin since the programme began three years ago. 

Parental engagement feels more spontaneously managed in our primary department than in the upper year groups. Parents appear to be more involved as younger pupils must be accompanied to and from school each day. Therefore, unplanned informal face-to-face conversations can take place in the playground, whereas teaching staff in the upper years are not so accessible to parents and carers.  Parents must first confirm an appointment, most teacher-to-parent or vice versa conversations will take place over the phone or via email. Failing that there are two parent evenings per year. Touchpoints play a vital role in engagement in the upper years.

[bookmark: _Toc8815243]Value Propositions
Many families choose our school because of our association with the church. We have a good reputation, focus on developing ethical and spiritual values, and the life skills of all of our pupils and students. Our biblical motto describes this focus quite simply,
	"Show by a good life that your works are done by gentleness born of wisdom" 	James 3:13
In a recent assembly of parents and carers, the head teacher Victoria Linsley enthused "we drive home the gentleness and wisdom portion of the above scripture. We believe that it takes great strength and wisdom to be gentle". Educational accomplishment is of course of great importance to us, but not more important than our dedication to producing and promoting global values in multiculturally aware individuals (Fig. 2).

We are incredibly fortunate to have Deloitte Consulting partnering with us; supporting our less self-confident year six children to develop a love of reading; teaching our older students real-world leadership skills (Deloitte, 2018). We cater to the gifted and talented by offering masterclasses delivered by academics and other front runners and innovators of industry (citation). Our teaching of Mandarin has gained a reputation for achieving consistently excellent grades. Hence, we have earned Confucius Classroom status. Moreover, in our affiliation with Arkwright (Arkwright Engineering Scholarships, 2018) (who run one of the most outstanding scholarship programmes for upcoming masters in engineering) dedicated to promoting science, technology, engineering and mathematics subjects intending to raise subsequent leaders in these industries.
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[bookmark: _Toc8815245]Touch Points
Our school have created touchpoints that appeal to considering families. We believe that recruitment begins before prospective pupils become customers. We use high-quality images alongside clearly written, simple verbal illustrations in the school prospectus and on our website; to showcase our impeccable facilities, students and staff. They set the tone of what we expect from our pupils in our learning relationship, in the service that you seek, and we provide. Our imagery is consistent throughout; exhibiting our school motto and logo; colours that complement our uniform; and smiley studious faces, shown in our magazine advertisements, glossy prospectus and school website. Enquiry forms plus relevant admission information is made easily accessible for all on our website which includes a high visibility version.

Pupils, parents and carers can remain engaged with our service for a potential fourteen years. We house a primary school with four-year-olds among the youngest entrants through to the sixth formers, the oldest turning nineteen in year thirteen. All through this journey, the pupils' experience the use of various touch points; some used to estimate customer satisfaction through the eyes of their parents and carers.

Questionnaires are handed out upon the attendance of every parents evening in the primary department. Text messages and emails broadcast reminders for payment (e.g. excursion fees, lunch card top-ups), school closure, alert parents of last-minute activity changes before/ after school. Apps are used for language practice, to notify parents of set homework, to complete additional timed assessments at home online. Letters are sent home with the pupils - more important ones in the post and via email throughout the year for a myriad of reasons. When parents and schools interact closely they share information among themselves and this information-sharing helps families to understand better the schools and schools to understand the families.

[bookmark: _Toc8815246]Customer Service
Customer service in our school encompasses a type of support provided for our pupils, students, parents and carers; to aid their experience pre-enrolment, during their time at the school, and preparations for life after school. There are aspects of customer service contact points in most sections of this work.

Our school day begins at varying times. In the Primary we open at 7:45 am for breakfast club. This service is used by mainly working parents. On occasion families who struggle with punctuality are offered a place. Lessons begin promptly at 9 am. The children are lined up in an orderly manner according to their assigned class and led into the school building by their class teacher often watched by parents and carers.

When the regular school day ends at 3:30 pm all children in years five and below are expected to be collected by a parent or carer. A range of low cost, optional after-school clubs are offered every term by letter upon return from the holidays. Selection is in order of preference of a list of ten activities (select activities 1-3). Activities allocated according to this desired preference. In most cases option one is offered, option two allocations are more probable when forms are returned late as the classes fill up quickly. These classes are a low-cost option for additional child care for working parents.

In the Secondary Department, a choice of classes begins at 8 am. Some formal, like Mandarin for higher-level learners. Others more recreational, like chess club. The style of breakfast offered is less formal. The school gate (observed by heads of department on differing days) closes promptly at 8:40 am, with lessons starting at 8:45 am. - detentions issued to latecomers. 

One hour of enrichment activities is mandatory for all year seven pupils. They take place after school once a week. Selection is in order of preference from a list of sixteen activities (select activities 1-16). Activities allocated according to desired preferences made known in the enrolment stage before the summer holidays, issued in the first week of the new term. 
Music lessons are made available throughout the Primary and Secondary, beginning with choir and individual instruments graduating onto intermediate and advanced band and orchestra participation.

No long-term relationship is perfect. Complaints are bound to arise from time to time. There are policies in place to deal with these complaints. We expect parents and careers to approach the teacher as the first point of contact at Primary level and the head of year at Secondary level; after the issue has been talked through at home. The proceeding steps should follow the school policy according to the seriousness of the problem.

[bookmark: _Toc8815247]Part Two

[bookmark: _Toc8815248]Quality Processes
Policies guide our quality processes. They are streamlined to ensure that key deliverables produced for our customers are appropriate. Shaping processes begin with planning and target setting. Mainstream media focus much attention on one quality system, in particular, the Ofsted Inspection. Inspections take place under the Education Act 2005. Their purpose is to improve teaching and learning services, making sure organisations like ours are providing a productive learning experience. They provide impartial external diagnostics on areas of improvements (Citation). 
Some areas measured for quality by close examination are; subject expertise, school and pupil aspirations and expectations, assessment information, pupil knowledge and progress.
Quality systems help to foster a constant initiative supporting improvements in teaching practice; they do not depend solely on close inspection and observation  to deliver quality; engage in the continued re-evaluation of assessments related to planning, production of good results; provide ongoing professional development  

[bookmark: _Toc8815249]The Need for Quality Checks
To maintain quality in the management of schools’ policymakers have implemented internal and external checks and balances to measure improvements, processes and outcomes. When analysed closely, improvement assures that data is used to distinguish necessities, amend school policies, and drive reforms in tutelage. 

At the core of improvements, internal quality assurance of control and accountability drives the collective effort of the teaching staff; who are encouraged to take ownership by accepting a higher level of responsibility; spurring on improvements in instruction by self-evaluating, taking part in development discussions and classroom-based student assessments.

Learning outcomes are judged by specific measures that demonstrate what our pupils and students know, understand and can do at the end of a learning cycle. Our quality checks assure the ongoing improvement and innovation of teaching and learning in our school. This focus supports our organisation in readjusting to the changing needs of our learners, taking in mind customer evaluations and decision making covering all systems.

[bookmark: _Toc8815250]Teaching and Training
Initial teacher training, named so because learning never ends, can take up to four years of full-time study or six years part-time. We only employ teaching staff who are highly trained and just as motivated. Teaching staff and their assistants have five days (independent of one another) each year when we all come together as a team to take part in advancing development, seeking to assist and support all levels of teaching staff to further their knowledge in a bid to maintain high standards. Planned ongoing professional development is a continuous learning process and causes learning staff to strengthen their instruction.
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The Five Expectancies ‘The SMMA Way’ in The Secondary Department

Author adapted from information at: http://www.smmacademy.org/438/expectations-and-standards
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SHOWING THROUGH ACTIONS


A GOOD LIFE


BY WORKING TOGETHER


IN GENTLENESS


MAKING WISE CHOICES














Behave Kindly


Take Pride


Engage and persevere




























Respect Learning


Aim for 100% 
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Foundational Core Values Used in Teaching to Create ‘Happy Suceessful
Children’ in the Primary Department

VALUES —

We do the right thing.
We are considerate and patient
We persevere to do our best
We collaborate
We are grateful
‘We progress from misunderstandings
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