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[bookmark: _Toc534796348]    Introduction:

The purpose of this report is understanding and explore the experiences of customers and other aspects of customer services using UK retail giant Asda as my case study. The essay is divided into two parts. The first part of this report will critically analyse the factors that influences Asda’s ability to maximise customer value while the second part will look at how Asda’s systems are built and assess its ability to meet the customers requirement. the essay will also discuss how Asda can improve their services as an organization to provide its customers with best possible service. It is important to state that services vary in different organizations and this depends on the type of service provider, the marketing strategy the company has employed, the type of service organisation involved and the overall size of the market. If the market is big, competition will definitely be huge. To keep customers happy, its very important to communicate well with the customers.  

customer service is very challenging especially at this modern era where competition is very tough, every company is facing challenge from everyone around them as a company it is essential to keep hold of the loyal and regular customers as well as attracting new customers, according to an study (Forbes.com, 2018) there 8 ways to engage customers with an organization these are  develop emotional connections, build a community or forum, hold a contest, use technology t an advantage, make customers part of the team, share exclusive contents and offers, create a product tour and you can hold an event, 
these can be very helpful but different companies have different way of thinking and handling their customers, most important aspect  for all the organization is customers, main objective is to progress in business and to gain those target companies needs to provide good service and value them, it is a difficult task to fulfil for that employers needs well trained and skilful workers who will strive to give their best to give good customer service, as well as engaging customers in above mentioned ways where customer can feel valued and respected, if the customers feel valued and respected they will be loyal to the company they will have belief and trust  for the case study I have chosen the supermarket chain Asda, they are the one of the supermarket in the country who offers best possible price and service to their customers(Asda.jobs, 2018) they have wide range of services and they challenge their rivals like Tesco, Sainsbury’s, Lidl and Aldi
[bookmark: _Toc534796349]The Case Study – Asda.
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Asda is one of the leading groceries, electrical and household product supplier in the country (Asda.com, 2018), the services they offer are online shopping, in store, clothes, mobile sim cards, banking, credit cards, home insurance, motor insurance, travel insurance, home delivery services also click and collect where ordering online than collect from a nearest store, they also provide returns and exchange on clothes and other products, they face challenges from other companies who also does similar products and services therefore its very difficult to keep the customers happy due to other companies who offers similar services and products it is important to keep the customers happy and loyal as they are the main assets of the business, to value the customers Asda always try to keep low prices as possible also giving offers like 2 for 1 and some products like if an item is £20 for 2 they sometimes offer 3 for £20, also in festive season no matter what religion or culture they offer cheap and value for money deals for example at the moment it’s Christmas time they are offering lots deals on chocolates, cakes, food, drinks and clothing, they do similar offers regardless if its Ramadan and Eid for Muslim community and in Diwali of Hindu community, they value all cultures  of all communities, they celebrate every occasion with pride which helps bringing all communities together so everyone can learn about other culture and traditions, Asda also provide good range of jobs they want to make life easier happier for the employees by giving them free hand to work the way they will be comfortable so the employees will strive to give the customers a better service (Asda.jobs, 2018) Asda believe in giving and taking which is to gain something you have to give something,
According to a case study (LLP, 2018) Asda’s mission and purpose is make their products and services affordable for everyone and they want to be the Britain’s best value retail company who always can exceed customer expectations, the achieve this by giving good products at low price as possible, they value each individual with respect and give good customer service, to maintain this they provide every new colleague with 24 hour induction programme which they call ‘Best Welcome’ with this programme the employee can understand the value and mission of the company , they also run internet survey on all departments for improvement of their services by taking appropriate decision where is necessary, they value their customers by giving them the respect as one of the stakeholders so they are asset of the business, therefore they try to provide lower possible prices for their customers so they can be loyal the company, they try to provide the demands of customers from ethnicity  for example they now stock Bangladeshi frozen fish, Asian food and drinks and other world foods and products also they sell clothes for people of all ages as well as school uniforms for children, they involve modern customers in different events and community events as these customers wants to get involved 
The management of Asda interact with customers by phone and email or in person in the stores, they provide exchange services in store, 
some of the factors Asda is using to compete with their rivals who are also using similar customer services these are Tesco and Sainsbury’s who are ahead of Asda currently, the factors are Reputation, Advertising and Market Research, Asda uses a slogan “Always Happy to Help” (PaperAp.com, 2018), they try to help all of their customers by providing good customer care and service, all the stores of Asda’s are huge and spacious so they have lots of employees are on floor, that helps customer’s to enquire about anything as staff are near by and they are happy to help to show around or check the stock and inform the customer if a product is available or not, Asda’ is the lowest priced supermarket to ensure to keep their prices low Asda hire employees to price check their rivals so they can keep their prices low, this factor has been proved very effective as Asda is winning the award of being “Britain’s best value supermarket” for fifth year in a row, the title they are very proud of, it also proves that they are keeping their promise which they made to their customers and providing money saving products, in this age and time where living costs are very high to most of the people it is very important that big companies to look in to these factors and try to help the economy going by keeping the prices of the product low as possible but also keep the quality good, if the price is low and quality is not up to the standard than there could be another problem, 
however, Asda always are giving offers in branded products especially at festive occasions, like currently its Christmas season therefore they slashed their prices on chocolates, drinks, crackers cakes and many more, even though throughout the year they always give these offers, they offer better deals in at festive period, since the year 1999 Asda always cut their prices around 0.5 million worth of price being cut till date, this is well recognised by their customers who enjoys shopping and supporting available everywhere the customers are travelling by own vehicles and public transport to shop there, which proves that customers are very happy with company therefore they are happy to travel, another reason is customer expect great service and value, the employees are well trained and have the knowledge and all the employees are ensured that they are wearing the badge “Happy to help” when customer see that they feel that they are valued when the staff are so helpful which they are, Asda has built a reputation of being the best valued supermarket by providing these services to the customers and they are maintaining by doing market research and competing with the rivals, therefore understanding the needs of customers is important aspect of these factors
[bookmark: _Toc534796351]Part 2: The Systems:

Asda have various systems to meet customer requirements, these are they value their customers, they take customer feedbacks, they have big spacious stores, to name a few,
in their stores they have self-checkouts which are similar to normal checkouts but its not with a checkout assistant, what makes these checkouts different is they are long with automatic belt which pulls the shopping while customers are scanning the items so it makes lot easier for big shopping to scan and pay quicker, these tills makes shop lot easier and they have staff there to assist if anything goes wrong, (UKEssays. 2013) did a case study on Asda and come up with lot of information in which they looked at different factors of the company, some of the systems which they value their customers is technical side where the they design and launch new products, they want customers to be more healthy therefore they stock more healthy products and they always promote them as well as they promote all the healthy products, another system is they always compete and try to keep their prices lower as possible, the management always try to compete and offer their customers better service by hiring innovative employees who always work hard and give the company and the customers more innovation with new ideas and products, for customers satisfaction Asda provides everything at their stores for example when an Asian customer goes to shop in an Asda store they will find most of items they need from oil to fish to clothes, also Asda now stocks Halal food and products for Muslim and Kosher products for Jewish customers as well as other world products for everyone, Asda have their own petrol and diesel pumps which is the cheapest in the country and they always try to cut the prices much as possible on petrol and diesel as well as their supermarket prices, they look at their all products to cut the prices not just one side of their products , also the clothes offer they try to stock all the kinds of clothes from school uniform to casual wear for men, women, children and babies, to keep record of customer they provide loyalty card which customers can use at the stores when they shop and this system helps to keep customer records and what they buy and the company can contact the customers via email and by post from details which are on the loyalty card, in 2018 (Munbodh, 2019) Asda launched Christmas loyalty cards which gives more bonuses t the customers where they can save money by spending and get reward on the card which they can use within four month s each time they use the card they get bonus,  they send new offers and money off coupons so customers save more by using those coupons and taking the advantage of the offers, Asda also keep the customer data in their database where they can monitor how much customers are spending and how often customers are visiting their stores, if a customer don’t come for a long time they can contact them by sending an email or a coupon by post which can bring the customer back, Asda provides the facility of car parking with massive car park in most of their superstores, they have different sections in the park like separate disabled spaces which are near the entrances so people with disability have less to walk and find easier place to park which makes them comfortable, as well as they near the disabled parking they have parking spaces for people with children this helps people with little children to find a space to park nearest to the entrance then they have lots of spaces for everyone else to park, the shopping trolleys are at different sizes some are big and deep some are small and less deep so that people who wish to do big shopping they can take big trolley and people who will do small shopping they can take smaller trolley, the big trolleys also have to baby or child seats where children can seat so the little children don’t need to walk they can enjoy as well parents can do shopping peacefully which makes shopping less stressful also children like it siting on the trolley it’s fun for them, there is also small baskets are available for very little shopping, due to banning on plastic bags all the supermarkets has to start charging 5 pence for a plastic bag which used to be free Asda also started to charge the price for the bags but now they are scrapping the 5p bags for life (Anon, 2019), instead to compensate they are introducing non profitable reusable coffee cups for their customers they are getting rid of all the plastic products notably the plastic straws with paper straws, this system will help the customers with better environment and healthier atmosphere, also for the nature as more trees will planted to generate more paper and cardboard,
Asda introduced another system to improve their productivity, it’s a cloud based system called cloud-based management system in short QmS, (Retail-systems.com, 2019) this system was developed by Solutions 4 Retail Brands to help to improve innovation and encourage better productivity across private label ranges, this system does researches and give Asda a real picture of the companies they are buying goods from, Asda buys the products from different suppliers especially groceries and this service provides the data online at one place therefore Asda can check the quality and the report of these suppliers and decide where will be best products available, the company Asda always care for their customers and this system clearly shows how important is the customers to them as they strive to give quality products to their customers,  
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The retail companies are in bigger competition in this time and age therefore all the companies trying to engage customers more, in a journal (Puccinelli et al., 2009) it studies that  the more understanding a customer the more the customers will be satisfied, to do this companies needs provide customers with better services and products, they have to bring in more innovations and meet the needs of the customer, for example the companies needs to understand the behaviour of customers which is that are the customers happy with services and products, is there any item are not in the stock for which a customer came but was disappointed that the item is not there, to make that customer happy the staff should provide the customer with alternative item or a date when will it be available, this is one way of getting customer involved and engaged so the customer will feel they have been valued and not ignored, 
to provide more better customer service a company can take customer feedback and find out what the majority of the customer expects, and they can figure if they are doing anything wrong or how they can improve their quality of service and products, they are also competing with their rivals by providing lower prices and better products, they provide online shopping and complaints services which they deal effectively via live chat and email communication, also they have freephone service which can accessed via any landline or mobile phones which are dealt very well by less waiting times, they also have postal writing facility where customers can write to the head office directly,
the main aspect to engage the customers and give them good experience is communication, that can be instore where a customer can ask the staff for anything they cannot find, Asda have more staff for that which makes service more effective, they value their customers always continuing by competing with their rivals, engaging customers will make customer valued as well, to engage the customers companies needs to understand them by putting themselves in customers shoes and evaluate what customers want, if the management can understand the customer requirements only then it will be possible to provide them with service and products they want
Recommendations:
Asda are doing every possible way to engage their customers more by giving lower prices, lots of offers and products, they can improve their service by opening more small express stores, their rivals Tesco and Sainsbury’s have more small sores everywhere, both of these companies have small express stores next to each other, Asda have very low small branches if they have more smaller stores they challenge their rivals more which will be good for customers as lot of customers have transport issues therefore they go to other stores which are near for small shopping’s, if there is a Asda express or local it will be more convenient for their loyal customers and it will boost their sales, 
the self-check-outs are good idea but its not reducing their costs, in fact its more time consuming as customers have to scan their items make the payment hen pack everything where in tills with assistants the employee scans and the customers can put it in the bag straight so it saves bit of a time, another problem is any item the system can’t recognise it needs a staff to come and reset the with their card so the customer can restart scanning, this idea is to use less staff but one or two staff have help around 15 self-scan tills can make more time wasting for customers, therefore if they have more tills with employees it will be better especially with large shopping, the self service tills can be used by smaller and less items which will more convenient for the customers,
the management should investigate these areas and maximise customer priorities by taking a survey about these few factors and any other issues if customers like to share with them, this way the customers will feel more valued and will be more loyal to the company, the more communication is made will help build a good and healthy relationships between the customers and the company, 
as the competition is tough especially companies like Aldi and Lidl are providing very low prices products Asda should find a way to match their prices and products which will benefit Asda and their customers
Findings:
In this report mostly I have used online sources as they were useful to the case study, in the process to complete this assignment the research was very challenging as the task was to write about customer value and engagement, how a company engages and understand the customer expectations, by researching Asda I have come across lots of information which I have included in the report, how does Asda provide the requirement of customers and understand the customers feelings, as well as their ability to value their customers
[bookmark: _Toc534796353]Conclusion:

All the leading supermarket are rival to each other therefore the competition is very tough for any company to sustain their business, all the companies try to match each other by giving customers similar deals and offers, each company tries to keep their customers happy, Asda is no different to any other supermarket they have well trained staff who strive to give customers best service as possible, they are polite and helpful, Asda have very stand out uniform for their staff the colour is green and black which is easier to identify their staff other companies uniform colour is sometimes hard to figure out the staff although not always, lot of things Asda are doing very good like the paper straw which will help to make more healthier way people use these straws, Asda have everything at their stores from food and drink, electrical goods and clothes, customers can get everything they need from one place, they also have their own value products for people who have limited income as well as branded products, they understand that they will have customers from all over communities, also they will get rich poor and middle class customers therefore they stock all kinds of goods, to continue their customer service they should maintain their standards which they have set, Asda is a chain which everyone knows about all the customers are loyal and always comes back again and again for the service and value they get at Asda, the factors and the systems are helpful, only things if they look into and improve as written on the recommendations they will be even better at their services, Asda is going very strong and will be more stronger if they carry on and improve their services and products bit more, looking back at this report and researches it shows they provide one of the best service and they highly value their customers, hopefully they keep up their good work and go even higher, however in a organization or a company to value customers it is the factors and systems are essential to make customers feel valued, companies have to show and engage the customers that they are valued, hope Asda can maintain their efforts and hard work in the future
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