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[bookmark: _Toc87357092]Introduction
This report will be focused on analysing the quality processes in the workplace and customer experience. The organisation that this report will be focussing on is a multi-million-pound chain-supermarket ‘Ocado’. Ocado is a direct supermarket where customers can shop for their household groceries from the comfort of their own home. Aswell as, being the supplier and owner of Marks & Spencer (M&S), (Ocado Group. 2021). Aswell as, having a licencing partnership with Supermarket-chain Morrisons, this allows Morrisons to access their technology to create new product. (Ocado Group. 2021). The report will also investigate the customer experience of Ocado based on the following two: Tech Touch versus Human Touch and Customer Experience and Brand Experience. Also critically discussing their impact on customer relationship management (CRM).
Part 1.
[bookmark: _Toc87357093]The customer experience of Ocado.
According to customers who frequently use the service and also ‘The Grocer’ Magazine. Ocado have substantially earned the trust of their customers by providing five-star rate service, providing the best food and drinks. With fast self-service. The company was able to incredibly boost their customer experience ratings from 1.9 out of 5 in April 2020 to 4.2 out of 5 by the end of May 2020. The overall excellent reviews also elevating to 62% from 38%. (Devlin, E. 2021). The main reason of Ocado being so successful is due to the ground-breaking proprietary technology developed by Ocado. This is scalable, offering fresh food retailers a highly-accelerated and efficient route to market. (Different, O. 2021). The outstanding services which Ocado provides allowed them to gain over 1,500,000 registered users who all contribute in creating over 12 million orders since the launch of the company in 2002. (Ocado Group, 2021). Ocado sought to be unique in providing their customised customer service by shifting away from the traditional customer service channels to a more digital approach to meet the growing demand from customers who want a fast and reliable service with minimal effort.
Ocado have continued evolving with new trends in the market to specialise their customer service, one example can be seen by analysing the platform ‘Orlo’. This platform allows the company to combine its social, live chat and CRM (Customer Relationship Management). Into one easy to use tool. By using this strategy, it allowed the company to reduce the effort customers have to put in to get their household groceries, increase satisfaction and also reduce costs. (Orlo Tech. 2021). Not only did the company increase their customer service ratings via its website and live chat they also use the Morrisons and M&S stores for a more hands-on approach. Customers who shop with Morrisons and M&S supermarket are also directly buying from Ocado as they’re the owner of the companies, this allows them to have access to all customer service-related information including surveys and forums, giving room to improve from suggestions.
[bookmark: _Toc87357094]Tech Touch versus Human Touch
Ocado have many high-tech warehouses which can be found all over the UK and in Canada. These warehouses are loaded with all the necessary tools and equipment needed for them to provide the best customer service they can for their valued customers. The warehouses can be either controlled by all high-tech equipment including robots to pack the food and drinks or have a 50/50 ratio with staff controlling the easier side of the service leaving the heavy duty to robots. The technology that Ocado use is very sophisticated, some warehouses contain over 3,000 robots which systemically pack each customer’s order to top standards, this eliminates the human touch factor. (Marr, B. 2021). The company also have their own end-to-end software ‘OSP’ (Ocado Smart Platform) which control all machinery and robotics to allow them to prepare customers groceries for delivery in a fast and suitable manner.
On the other hand, due to Ocado having ownership/joint partnership with M&S and Morrisons this gives them the opportunity to gain relevant marketing information directly from the customers via reviews. Ocado have also introduced machine learning-enhanced contact centre for customer emails, this uses advanced AI (artificial intelligence). This allows live Ocado staff to reply directly to customer enquiries, giving the service the human touch. This will allow the customer to ask any questions they may have and get a direct answer instead of talking to a machine. (Ocado Group, 2021).
[bookmark: _Toc87357095]Brand Experience
Ocado continues to enhance its customer service by also enhancing the overall brand experience. The company have various products which were created directly by them. This allows the company to adjust the pricing as to suit the customers expectations. By doing this method and offering quality products for affordable prices, defines the customers experience, building their relationship with the company and turning them to a recurring customer. Another way Ocado enhances the experience for recurring customers is that they offer them free deliveries, discounts and offers to further motivate them to continue their valued business with the company. (Purity, 2021)
[bookmark: _Toc87357096]CRM policies of Ocado and how it impacts customers.
[bookmark: _Hlk86885537]A Customer Relationship Management strategy is a well strategic plan to increase sales and revenue and to also improve customer service, through a number of processes using actions and also technology. This includes the number of sales, increase in marketing, and the overall customer service skills of a business (Sendinblue, 2021).
By Ocado having a well-structured CRM strategy in place, they are able to stay ahead of new evolving trends and also be able to understand what other businesses are not doing well so they can stay on top. Having CRM policies in place can be very beneficial; it provides an enjoyable customer experience, strengthens collaboration between teams within the organisation and also allows the business to carry out targeted marketing campaigns (salesforce, 2021). Two of the main ways Ocado Group maintain a well-prepared CRM strategy is by repeatedly revisiting the overall business strategy and high-level business goals. By having a look over the overall sales number after a period of time, including all of the positives and negatives gained from the sales experience, this way their purpose is outlined from the beginning. Another way is by studying the current market and having a clear understanding of their position, this way there’s always room to improve (Sendinblue, 2021).
[bookmark: _Toc87357097]Investigate the sustainability in customer relationship management of Ocado, and how it impacts customer’s experience.
[bookmark: _Hlk87353801]The definition of sustainability in customer service is to identify the core elements that every customer requires and wants (Bacal, R, 2021). Being sustainable means that a company can continue selling its products as it did when first introduced. A sustainable business is able to continue its service for its customers at a maintained level with the upmost standards (Jennifer Belissent PhD, 2021). Sustainability for a retail supermarket remains crucial, due to 32% of consumers being enthusiastic about adopting a sustainable lifestyle in 2021, also another 28% of consumers have stopped buying certain products due to their packaging, with the excess use of plastic which is harmful for the environment (Deloitte, 2021). During a survey in 2019 by the Global Consumer insights, 35% of responses from consumers have said they chose sustainable products to help protect the environment. Whereas, 37% said they solely look at the packaging materials, and another 47% said they would completely avoid plastic if possible (Emmert, A, 2021). The sustainability polices at Ocado help boost customer loyalty and retention, as they know the products and packaging, they receive is beneficial to the environment and cost efficient. For a business to be sustainable, economically, socially and environmentally is very important in today’s industries. It has many benefits such as adding value to the overall business, being able to satisfy the customers efficiently and also creates new opportunities (Rafi, T, 2021).
[bookmark: _Hlk87353827]Ocado’s sustainability policies are mainly to reduce pollution, and save the environment. This is a great way of attracting customers and retaining existing customers as they know they will only receive products which are beneficial to their health and also will help reduce global warming. Ocado Group are committed in meeting the needs of their customers without compromising quality of life for the future generations. To do this successfully they focus on four core areas, which are; food waste, carbon Impact, packaging waste and also reasonable impact (Ocado waste, 2021)
There are many benefits of having a sustainable business, the brand becomes more enhanced with better recognition, it also increases the competitive advantage. One of the main benefits would be increasing productivity while reducing costs at the same time. It is also beneficial for the environment as it reduces carbon emissions while improving energy efficiency. A sustainable business is more likely to retain their staff and also gain more customers as people will realise that the business is not just about making profit but also helping everyone else around them to make living conditions better (Design, K. 2021).
Part 2.
[bookmark: _Toc87357098]A ‘critical’ discussion of two quality models / theories that may assist in improving the customer relationship management (CRM) of an organisation.
The main definition of quality is the ‘performance upon expectations. This means that a product is only of excellent quality if it is suitable to its customers, the product itself has to be attractive to customers. For a product to be of good quality the customers would be looking at the performance, grade, durability, appearance. But when looking at quality from a retail supermarket point of view, the customers will be looking for the freshness of the products, taste, smell, appearance and also the packaging of the product (Tech Quality, 2021). Quality also refers to how good the product presents itself when compared to other similar products, in degree of excellence (Market Business News, 2021). Quality control is crucial when looking at it from a supermarket point of view, because if the food and drinks are not fresh, taste good or with long expiry dates, then the business won’t be attracting as much customers as it would. A supermarket which always have fresh vegetables and food will look superior to others because their quality will always be at the upmost standard. There are four main components when looking at the quality of a product, this is; quality planning – this is planning and identifying the products and how you would like the quality to be like, quality assurance – means to review the delivery of the product itself and to see if it is acceptable by the customers, quality control – is physically testing and reviewing the products itself to check how good they are, and also quality improvement – after going through the other 3 steps finally comes quality improvement which is to check if there can be any room for improvement, if the product can be boosted to better suit its customers (Info.docxellent, 2021).
[bookmark: _Toc87357099]Deming Cycle
The Deming Cycle, also known as the Deming Plan-Do-Check-Act (PDCA) Cycle. This model was first invented by Walter A. Shewhart, in the 1950s. the model was then popularised by W. Edwards Deming, the famous quality-control pioneer and also the author of the Demming’s 14 points. Deming took Shewhart’s linear three-step process and then combined it together with an iterative four-step cycle (iSixSigma, 2021).
The PDSA Cycle is known to be a systematic process which is mainly for gaining valuable information which then can be used as knowledge to improve existing products. The research information which is gathered from the Demming Cycle can determine what needs to be done to make a product outstanding. This model is also known as the Deming Wheel (The W. Edwards Deming Institute, 2021)
The Deming Cycle consists of four steps, these steps have been created by Deming in order to make a business successful in presenting its products in the best quality possible. The first step in the cycle is, ‘plan’. This involves identifying a product, goal or purpose which can be then used to gain success. The three main areas to look at while on the planning stage is to understand your own definition of quality and what products you can produce at good standards, then its understanding if a change can be made into an improvement, and finally can the business predict the outcomes (Process Street, 2021). While planning, the business should always plan ahead to understand what they want to achieve. The next step after the planning phase would be the ‘do’ step. In which the components of the plan phase are used to create a product. The ‘Do’ phase forms of three simples’ steps, firstly starting by testing small scale products, for example for a retail supermarket they may introduce a new drink, for this drink to be successful in gaining revenue they have to test the product first to evaluate the quality. Then is to implement any changes, this can be done to improve the product further, and finally would be to document each step (iSixSigma, 2021). After completing the ‘do’ phase straight after is followed by the ‘study’ step, this is solely to test the outcomes which arises from the initial planning, by studying the results, the business is able to figure out any room for improvement. The study phase consists of three main areas, which is to evaluate if the outcomes match the predictions, how did the outcomes differ from the initial predictions and also how could you test the outcomes which were unexpected (News moor, 2021). Finally, to complete the cycle the last method must be conducted, the ‘Act’ phase, this is to implement every information and method which was practised during the previous three steps to be able to adjust the goal, improve the methods used to find an easier and more suitable way and also improve the overall outcome. This phase also consists of three key areas which is to be able to implement changes when needed, track the entire progress and performance of the process and also provide all findings in order to improve (processstreet, 2021).
The Deming Cycle was extremely useful for Ocado when introducing new products, as they were able to have the necessary research conducted before putting the product into the market. By following the four-step process, Ocado was able to discover new products, test them, conduct research on familiar products with better quality and taste to best meet the customer’s needs. For example, when creating Ocado’s own branded milkshake, they had to try other companies shakes to ensure they were not missing out any detail to taste, package and look.
[bookmark: _Toc87357100]Dr Juran’s Theories of Quality
In 1951, Dr Joseph M. Juran who was known globally as one of the experts and founding father of many key quality management programmes which are used by organisations in today’s business (Juran, 2021). The concepts which were created by Dr Juran can be used by anyone to establish traditional quality system, as well as a well-structured plan to keep the system running smoothly. Juran was involved in the creation of many successful quality management theories but three of the most famous theories he created were the ‘Quality Triliogy’, ‘The Quality Planning Roadmap’, and published in 1951, the ‘Quality Control Handbook’. According to Juran’s main principle and his founding rule, the definition of quality is that a product meets customers’ needs leading to customer satisfaction (Juran, 2021). Juran also states that quality means no matter what type of business affair they are involved in, they should all have the best interests of customer in mind and ensure that the product continues to meet the customer’s needs (Juran, 2021).
[bookmark: _Toc87357101]Juran’s Quality Trilogy
One of the major theories which were created by Dr Juran was his theory called the ‘Quality Trilogy’. Juran invented this theory in 1986, as means to manage quality. Before creating this, the traditional approach to quality was based on the quality control, but now this is seen as a more improved more sophisticated theory and is used widely across the globe. The main purpose of the theory is engaging the proposer in a universal way of thinking about quality, according to Juran (Juran, 2021). The theory can be used for any task, products and service lines as long as the purpose is gain quality. Juran’s Quality Trilogy consists of three processes, with the purpose of quality management. These are; quality planning, which means to plan ahead of starting a project or creating a product, create a design and to analyse competition product in order to come out with the best outcome. Quality control, which is to keep inspecting on the project, make adjustments regularly in order to get perfection (Sigma, 2021). And also, quality improvement, which is continuing to make improvements and also checking for fitness-for-use and error reduction, fixing any problems and re-producing the product to a new level of performance that is superior to any previous level.
Dr Juran’s Trilogy theory has been very useful for Ocado when looking to increase the overall quality of the product. By following the three steps, Ocado was able to take step-by-step recordings of the entire process, enabling room for improvements along the way. This ensured the product was produced with the best quality possible and all errors were discovered and corrected before the initial release. For example, while Ocado was introducing their own toilet paper brand, they had to keep inspecting the product progression, making sure the overall quality of the paper was outstanding when compared to competitors.
[bookmark: _Toc87357102]Conclusion
In conclusion the impact that the sustainability policies have had on the customer relationship management of Ocado has been substantial, being a sustainable business means to identify the core elements that the customers require. Customers are now more eco-friendly, and also want the product they consume to be less harmful to the environment, Ocado meets their customers in the middle by solving these issues and keeping pollution to a minimal, the packaging of products are from eco-friendly material, and they have re-useable products, by doing this customer become more attracted to the business, allowing them to become recurring customers. Also increasing the overall customer retention rate of the business.
[bookmark: _Toc87357103]Recommendation
Overall, Ocado has been successful as a business when providing the customers with the best products available, although they have very good products. Asda are still able to retain their customer relationship management for decades. This is due to the thorough planning, controlling and improvements made by the business, by implementing this to Ocado’s policies they will be able to continue to prosper in the retail supermarket industry successful for many years.
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