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Redesigning the Service Experience
Introduction
 I am the proprietor of JJ limited company. It is a transportation firm which aims at providing both cargo shipping and passengers transport services. Due to the operations at this company, redesigning of the experience among the staffs is essential.  Currently, organizational change is all-encompassing, as the firm struggles to adjust to the volatile working environments. Just like any other business, JJ Company experiences the hardships of the current global economy as well as the political world, these potent impacts influence service rendering to our customers. In addition to those challenges, demographics, competition, professionalism and technological innovations in the transport sector have had a significant impact on the company. As a result, the firm ought to shift focus, restructure roles and duties, modify goals as well as come up with new development forms. The paper will seek to address the service experience redesign at JJ Company.
Company Description
JJ limited is a privately owned company, which began in   2003. During this time, the economic development was down, similarly to transport infrastructure. Need for efficient transport system was vital; it is at this point I thought of opening a firm which will help the public with effective means of transport.  The company began with five cars with only eight employees; consisting of five drivers for each vehicle two operations managers and a mechanic. The idea behind this project was triggered by seeing the pain people went through an attempt to get convenient transport during the rush hours and peak period.
Upon implementation of this project, the company operated mainly within short distances travels within the locality. Operations were effective in the morning and evening hours when people are going to their working stations and back home.  Besides, during the festive seasons, holidays and weekends, we used to make a lot of profits. With the determination of the employees, the company grew tremendously resulting in the purchase of extra cars, cargo couriers. Currently, the company has 78 vehicles in total and has about 100 employees. The company is offering both private and public transports, vehicle hire, mechanical services as well as a driving school. It is providing services to people of all demographics 
The company vision is to be the leading organization in providing transportation services across the globe. The mission is to integrate technological innovations in the transport sector to enhance efficiency. The JJ’s vision and mission have played an integral role in ensuring its success. It is through images that we can compete for our competitors in the transport industry; through our mission, we can incorporate modern technology thus improved services. As a company, we are guided by the core values which include, customer satisfaction, integrity, goal, and business oriented and beneficial competition. In additional we have set high goals concerning the efficiency of the company that we are optimistic to achieve in the year 2030.

The 5Is in Transport Services
Just like any other organization, JJ limited is as well at risk of criminal activities. More importantly, the company deals with customers from different demographics which mean JJ limited is susceptible to illegal activities. The 5Is framework is thus, a useful tool that is being used by the management to prevent such incidences from occurring. It aims at fostering performance, delivering and scope both locally and globally, enhancing efficiency in service provision.
It is a well-organized model revolving on intelligence, intervention, implementation, involvement, and impacts. This model flexible and adaptable depending on the situation, For instance, at JJ we employ some of it techniques to reduce insecurity incidences. The intelligence approach is the beginning step, where we as the company we get to understand the situation of the organization and the possibility of threats. The intervention comes in, where we get to consider the appropriate measures to prevent occurrences and implement them. We seek to involve the entire management group, together with security them. Evaluation of the possible impacts is done to ascertain the level of damage and what will be done as a recovery plan.
Evaluation of the Current Service package
Currently, JJ limited is a nationally recognized firm through its services delivery. It is majoring its operations in the private sector, by offering all transport services, and courier services. All the areas are effective, and the company is entirely doing well with the passenger's transportations leading, followed by courier and lastly driver training. Initially, the company was designed to facilitate travel services; we only target the local people; however, JJ grew at a higher pace resulting in needing of other services. Recently, we offer night traveling services to our customers at a convenient price; also the hiring of vehicles is another area that is currently generating a lot of income. Due to the need for transporting goods in a safe and fastest means, we opened courier services, whereby we deliver all items including valuables in a convenient manner. These services have seen the company develop dramatically, and we still anticipating for higher performance.
Forces affecting this sector
Although we have experienced favorable outcomes, we also experience some challenges that impact the transport sector. Several effects are changing the industry, which is well explained through Porter's five forces.
Porter’s five forces is a competitive position assessments framework used to evaluate the situation of a business and its competitive strength. It is based on the ideology that five forces dictate the level of competition and attractiveness of the market. JJ is facing stiff competition from peer companies; therefore utilization of this tool will help to determine the business situation.
The supplier bargaining power, it is an analysis that illustrates the capacity of the organization to increase prices. At JJ, the management is the supplier of the transport services to our customers. Therefore, the power that we have determines our strength in provident services at a convenient price while still making a profit. The buyer power implies the assessment of how the customers can bring the costs down. At JJ, this situation is attributed to the significance of the customers to the company, the implications of the consumers moving to another company.
The competitive rivalry in JJ limited is the primary driver in regards to the number of competitors. The primary challenge is the lack of product differentiation; if a company offers different services, it will attract more customers. The risk of substitution is another factor affecting the company. The likelihood of having several alternative methods of transport will automatically reduce the organizational powder in the market. Additionally, new entrants are a risk to the firm. Ideally, profitable markets are liked by the new entrants, which reduce the profitability of other firms. This is a key a challenge we are currently facing at JJ and may influence the economies of scale.
Target Market
JJ limited targets customers from all demographics, but mainly those who do not have personal means of transports. It as well focuses on those work deals with bulk goods to provide shipping services. Based on the forces affecting the company, we tend to use certain segments to the target customers (Armistead, 1990).  For instance, we segment our clients by the nature of their work, working hours, availability of private means and the need for cargo services. These segments are significant because they help the management to have a clear projection on the number of customers that we anticipate. They as well assist in cost and benefits analysis of the company. The common characteristics of these market segments are customer variations depending on their needs (Day & Day, 1990). Ideally, product differentiate is the primary attribute that determines market segments. Market segments have different needs from each other depending on the number and the type of customers we have. Usually, these needs are addressed sufficiently by the management through products differentiation to cater for every customer wants.
Considering my target market, we can have another company vision that is relevant to the enterprise's needs. The new idea would be world class organizations that integrate the needs of its customers to attain its goals. The vision would sufficiently cater for the clients since; it’s for these target groups that the organization is still on operations. Without customers, the company would collapse. Based on my target market, I would focus on a different competitive approach that will establish loyalty. Ideally, I will focus on the reliability, price, personalization, safety, and speed. Once these aspects are availed, the consumers will have trust in the company and be loyal.
Customer Criteria to Address
Customer criteria are determined by the aggressive approaches and the target markets. Therefore based on these concepts, I would consider convincing.  Any organization which is convenient is offering services to its customers tend to attract more. While designing the services experiences, considering location, safety, speed, dependability, price and personalization convenience are a key foundation of client loyalty. In this case, it is easier to translate these criteria to transportations. For instance, the company will design services to cater for a large number of stops, and purchase more couriers to facilitate the needs of the customers.
Intrinsic attributes are among the model of the service value that will add value to the company. These values are from within the firm, and therefore as a company, we have all it takes to ensure the services delivery is convenient for the customers. Unlike the extrinsic values with are from the outsides, the intrinsic is developed within the organizations; thus it is easier to redesign them accordingly. Perceived value is one of the critical components of the model service in organizations (Armistead, 1990).  In JJ limited the perceived value in designing the transport sector is based on the innovation. We believe that using modern technology in transportation and shipping services; it will have an added benefit to the overall organizational performance. 
Designing the Service Delivery System
While creating the transport service delivery system, I would consider a different customer contact. A divergence contact best suits JJ limited because of the prudence the management is fostering to ensure customer satisfaction. The extent of the contact divergence at JJ company for instance in cargo shipping is different from passage transportation. This divergence helps to understand better our customers need and to redesign better services that suit their needs. 
In JJ limited we need a front office s rather than a back separation office. This is so because; in open office, we require customers unlike in the back office. 
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Concerning failed points on the blueprints; the company needs to convince to its customer. Customer satisfaction is the idea behind the success of this organization. Therefore, as a company, we will work toward ensuring the entire transports sector is convenient for the users. The shipping services will be availed any time of the day as well as passengers transportation.
Experimental Blueprint
	Services
	Impact(high, medium, low)
	Resources needed( Money, time, etc) who is responsible
	How the service description and intended experiment aligns
	Recommendations for improvement

	Cargo shipping
	high
	Time to load and offload cargos
Money is needed to cater for expenses
Cargo department is responsible
	All the services align well with the resources required.
	
Cargo shipping should be done online about two days before the actual date to avoid delay.
All passengers booking should as well be done online date before the date of travel






	Passengers Transpiration
	high
	Money is need
Customers do not need to wait since the travel schedules are made prior
	
	

	Driver Training
	low
	It requires money
It is time-consuming
	
	



Information
The JJ Company offers innovative technology to both the employees and the customers. The technique is observed to inform of incremental innovations. In this case, we focus on the categories that are service extensions, whereby arguments are in line with the services offered.  Service improvement is another way of using technology, in that we change the direction of delivering service by increasing speed and ensuring safety measures.  Besides, the mode of service delivery changes through the use of technology. For instance, online booking of travel schedule helps to save time and avoid delays.
While using technology, there is a higher possibility of getting trapped in indulgence rather than the necessary delivery tools. In this case, the company ensures that it has a specification on the relevant changes to be implemented. These technological innovations are founded on the needs of the customers. Therefore, through careful follow-up, we get to eliminate indulgences and but promote the progression of the company.
To sufficiently assess the services offered better, we collect information from our clients. The feedback from the customers helps to evaluate the customer’s satisfaction and needs. If the customers have got complains, as the company will have to address the issues accordingly. Therefore, the best way to determine the company performance is getting the customers reviews on the services offered.

Conclusion
JJ limited company is a firm that is devoted to facilitating transport. It is among several other companies that offer similar services; however the determination of this company has seen it go far. The company began as a small enterprise which later grew, increasing its operations. The vision and mission for this company are the guiding principles for the impressive performance of the years. Currently, it is operating nationwide offering driver training, courier services, and passenger transportation. Regarding goals, the company target market comprises of people from all demographics. It majors on those people who do not have alternative means of transports from all corners. Additionally, the company seeks to address some of its intrinsic values to facilitate better services delivery. In designing the service experience, the company would consider divergent customers and open office blueprints. The company relies on innovative technological information to enhance overall organizational performance. To better improve its services the company focuses on customer reviews regarding their satisfaction. This method best helps the company to evaluate its performance and seeks for alternative ways of improving its services.
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