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Executive Summary 

    Customer relationship management is important for ASDA to improve customer service for future growth. For customer satisfaction, ASDA mainly focuses on a CRM system to personalize with the customer to increase the sales as well as profit margin. This report has discussed the Tech Vs human Touch to improve customer service. Apart from this, the report has explained the strategies to improve the customer skills and knowledge for brand development. This report has highlighted the quality system of ASDA to improve product quality for customer satisfaction. This report has evaluated the quality management model that helps ASDA to improve service for customer satisfaction. 
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[bookmark: _Toc87809311]Introduction
    This report has explained that customer relationship management is important to attract customers with the view to retain talents loyalty. The main purpose of this report tech touch and human touch is to grow its profit margin and income for the smooth running of business activities. ASDA has developed a management team to resolve the customer problem quickly. With the help of effective management, ASDA focus on customer service and brand experience that also help to improve the customer relationship. At present, customer relationship is very important to expand the customer base and market share. ASDA also use the quality system and different model of the quality system to improve the relationship with the customer. 
[bookmark: _Toc87809312]Company Background (ASDA)
    The Company is British leading supermarket. At present, the Company offered a wide range of products or services to meet the customer demand for future success (Asdasupplier, 2021). The Company has operated more than 259 stores in UK and world to fulfill the demand of the customer. With social media, ASDA also sells its products to increase sales and profit. The Company focuses on customer relationship management to improve the demand of customers (FashionUnited, 2021). In 2020, the Company entered into a partnership to explore the market and focus on customer needs. 
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Source: (Asdasupplier, 2021)

[bookmark: _Toc87809314]Tech Touch Vs Human Touch to Improve Customer Experience at ASDA
    ASDA collaborated with the Customer Analytics team to build a grocery segmentation to increase online and store shopping behavior (FashionUnited, 2021). With the help of the CRM system, the company will increase customer engagement, increase sales margin, and positive impact on ROI. The Company also develops new strategies to deliver customer relevance and intelligence to gain customer attention. At present, Tech-Touch plays an essential role in customer success solutions and delivers the best value for customer satisfaction (Lemmon, 2021). With this technology, the company easily protects the customer base and improves its service to accomplish future success. 
    In ASDA, the CRM system helps to analyses the customer attitude and gains a competitive edge (Tang and Wei, 2021). With the help of tech-touch, ASDA directly communicates with the customer to convey knowledge about the latest products or services. The Company will use automation and technology to improve customer experience. Through tech-touch, ASDA mainly focuses on the tech touch team to monitor, interpret and learn about customer data (Asdasupplier, 2021). The Company mainly focuses on CRM systems for customer experience. In the pandemic, ASDA develops an Ice-Cold sales robot good customer relationship is everything to meet the demand of the local customer. With the help of media, ASDA target 18.5 million customer women for the smooth running of business operation.
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Source: (Lemmon, 2021)
     Facebook and Twitter to speak directly with the customer to target 18 million customer weekly customers spend (FashionUnited, 2021). ASDA is a UK leading retailer to active on social media websites to improve customer services. With corporate communication, the ASDA team mainly focuses on social media tools to attract customers for future development. CRM system helps to offer a proactive, and personalized value to gain customer attention. 
    The Company mainly focuses on customer segmentation to motivate the customer to use products and customer expansion effective (Tang and Wei, 2021). Tech touch of ASDA also helps to resolve the customer problem for better connection. With the help of the latest technology, ASDA help customer to feel empowered and reach a wide range of customer base.           The Company mainly focuses on tech touch to enhance customer service. The Company focuses on social media websites so the customer easily purchases the product with clicks and collects (Capuano et al., 2021). 
    In a pandemic, the Human touch plays an important role to communicate with the customer. ASDA focus on developing a direct connection with customer to improve the customer journey (Asdasupplier, 2021). Strong relationships are mainly based on emotion, and it develops between customer and brand value. In global health crises, customer behavior and expectation are changing. In this condition, the Company adopts a service model to maintain a strong connection with the customer. The Company motivates their employee to maintain human connection using data and analytics to provide personalized to build trust. In a global crisis, the Vaccination program motivates employees across the globe for smooth functioning. The Company will focus on the human touch to maintain a connection with brand value. With the help of the latest technology, an employee of ASDA lens of awareness, engaging, learning, and measuring. With a CRM system, ASDA understands the buying and customer service journey to gain a competitive edge. The Company quickly reorganizes its store to create a distinctive experience for future success (Capuano et al., 2021). 
    CRM platform helps employees to improve the customer journey and ensure to satisfy the demand (Soltani et al., 2018). B2C is the best strategy to maintain a connection with the customer. The Company mainly focuses on decision tools to guide the customer to resolve their business problems. 





[bookmark: _Toc87809315]Customer Service and Brand Experience 
    ASDA maintains a strong relationship with the delivery experience platform to attain desired goals (Asdasupplier, 2021). The company mainly focuses on real-time, updates to improve the pre-post purchase to track the attitude of the customer for future success. At present, the company focuses on a sustained appetite for online shopping planning to increase the capacity of the product to delivery slots. 
    In 2021, Supermarket focuses on clothing brands focuses on identifying the greater need to communicate with customers and simplify to monitor the deliveries (Tang and Wei, 2021). With the help of the latest software, ASDA to improve communication receive positive feedback from customers. The Company focuses on software to enhance its customer service experience to gain the attention of potential customers. ASDA's focus on communication skills underpins strong customer service during the pandemic. Expertise employees of ASDA mainly focus on creative activity and expertise to improve the brand image in the global market (Guerola et al., 2021).     The Company also partners with famous personalities to celebrate the store and market position in the competitive market (Guerola et al., 2021). The Company develops customer understanding of their offering and increases increase brand loyalty. 
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Source: (Capuano et al., 2021)
    The Company has maintained a strong relationship with ASDA to shape the customer experience and offer need at a different level. 
The Company operates its store and delivers a wide range of events from pop-up shops, and competition (Dewnarain et al., 2021). The Company also develops a new concept of full-service event management to increase customer service.  ASDA work with big and small brand across a range of sector is to improve the customer experience. 
    With the help of social media, the Company sends digital content, great adverts, press, and point of sales to satisfy the demand of potential customers (Guerola et al., 2021). 
    The above discussion helps ASDA to improve its clothing brand as well as enhance online experience customers through partnering. The Company should update its products or service to improve the post-purchase service for future growth (Guerola et al., 2021). Social media platforms should update to resolve the customer problem and gain the attention of local people for future development 


















[bookmark: _Toc87809316]Quality System of ASDA
    The Company has launched a new cloud-based management system to improve the productivity of products or services. With this platform, the Company monitors the quality of products to improve the customer experience (Asdasupplier, 2021). ASDA focuses on the QmS system to offer a different range of private labels such as groceries, health, beauty products, and others to gain customer attention. The Company main aims are to provide the best information required for product development. The Company's clear and detailed picture of products is to improve the performance of the marketplace. ASDA mainly focus on developing a new system to process working with private label supplier to improve the customer experience (Dewnarain et al., 2021). 
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Source: (Guerola et al., 2021)
    The Company will take the right action to deliver a consistent quality of product or service to meet the demand of potential customers (Guerola et al., 2021). At present, the Company maintains a strong relationship with suppliers to deliver their label product. With this system, the The software helps ASDA to work effectively with the supplier to increase service for their loyal customer (Gil et al., 2020). In a pandemic, the Company also double checks the quality of the product to keep their customer safe and protected from infection of the virus. 




[bookmark: _Toc87809317]SERVQUAL Model
    It is an effective model that compares service quality with customer satisfaction. SERVQUAL model is widely used to identify gap analysis within service quality performance (Guerola et al., 2021). The main purpose of the SERVQUAL Model is to deliver a consistent brand reputation among customers. ASDA can use this model to put much emphasis upon quality systems and gain customer appreciation. This model also helps ASDA to identify potential shortcomings within business operations. Through the SEVQUAL model, ASDA was able to create distinctive product concepts for customers (Souri et al., 2019). In addition to this, the SERVQUAL model is entirely based upon different service dimensions which are as follows: 
Reliability: It is the conscious effort to provide certain services to customers in an accurate manner. For instance, ASDA has launched 1-hour express delivery service to provide quick grocery service to customers. Through this service, Customers may be able to order 70 products within one hour (Migdadi, 2020). Apart from this, ASDA has also established a strong partnership with Wayve to launch innovative delivery options to customers. The company also takes advantage of personalized email campaigns to showcase live content of its products and services among customers. The supermarket has also established a 100 Day Money Back Guarantee policy for customers (Soltani et al., 2018). Thus, Reliability plays a crucial role in conveying strong brand promise among customers. 
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Source: (Daradkeh et al., 2018)
Assurance: It mainly refers to creating mutual trust, commitment, and confidence among customers. Assurance involves mutual courtesy, credibility, and competency towards customers (Souri et al., 2019). 
    For example, ASDA has adopted the lowest pricing strategy to develop confidence and self-esteem among customers. The supermarket has increased its online capacity by around 90% to fulfill 1 million orders per week (Bespalov et al., 2021). Apart from this, ASDA has also introduced new digital technologies such as anti-theft detection systems, video surveillance, and integrated label deactivation systems to display greater professionalism and commitment towards excellent customer service. 
Tangibles: It mainly involves a wide range of products and services being offered to customers. For example, ASDA provides a variety of products to customers including the latest clothing collections, baby care, children's toys, and other household items to customers (Migdadi, 2020). The company has mainly categorized its products into different categories such as wine, clothing, beauty products, and seafood. Apart from this, ASDA has mainly adopted efficient digital infrastructures such as RFID, online payment options, and self-checkout options to improve the shopper experience. 
Empathy: It is all about delivering distinctive and personalized service to customers. It is mainly concerned with understanding customer needs (Zerbino et al., 2018). For instance, ASDA has introduced a new loyalty scheme named the "ASDA Rewards" smartphone app where customers may be able to gather free promotional codes and discounted coupons to customers. Through this reward program, customers may also be able to purchase highly-labeled products at reasonable costs such as Pampers, Heinz, and Cadbury. The company has also established a new emotional advertisement campaign named ''don't settle for less" to attract large customers (Daradkeh et al., 2018). Thus, Empathy plays a crucial role in demonstrating greater kindness and respect among customers. It may often demonstrate a sense of belongingness and happiness among customers. 
Responsiveness: It is mainly concerned with resolving customer needs and expectations (Chopra and Garg, 2012). For example, ASDA has mainly established its virtual customer service centers to handle customer queries. The company has created a follow-up plan to improve its delivery slots and resolve logistics issues (Bespalov et al., 2021). ASDA uses Google Analytics to collect large information about customers. The company has also created a separate feedback portal on its official website to gather positive word of mouth from customers. The company mainly asks customers to rate their products and services. 
[bookmark: _Toc87809318]Gronroos Quality Model 
    It is an effective quality management model that focuses upon positive word of mouth, customer satisfaction, and brand image. This model states that the success of any new product is entirely dependent upon customer perception (Purba, 2017). Moreover, Gronroos's quality model demonstrates that how customers are deeply affected by product features and technical functionalities. It demonstrates that customer experience is deeply influenced by supplier quality and product features. This model helps ASDA to concentrate more upon promotional strategies and improve brand identity (Daradkeh et al., 2018). Apart from this, Gronroos quality model is categorized into different subcategories which are as follows: 
Technical Quality: It demonstrates that what products are delivered to customers. Technical quality mainly involves efficient computerized systems and digital infrastructure to deliver excellent customer service (Zerbino et al., 2018). For example, ASDA often implements coating technology to keep their fruits and vegetables fresh for a longer period. The company has also created separate innovation labs to add new exciting flavors to their organic ingredients. The company has also implemented efficient lean kitchen network technology to create an interactive menu for customers.
Functional Quality: It mainly highlights the promptness and quality standards of the company's products. For example, ASDA mainly offers highly nutritious food items to customers including Spinach Lasagne, Mushroom Pie, and Korean Beef Chilli (Purba, 2017). The company has introduced Good & Balanced Meal Bundle to promote healthier choices among customers. The company mainly collaborates with health nutritionists to introduce low-calorie options for customers. Apart from this, ASDA often implements a cloud quality management system to access detailed information about large product portfolios (Chopra and Garg, 2012). The company often uses high-quality ingredients such as nuts, olive oil, and avocado to create healthy food items for customers. 
Brand Image:  It ultimately demonstrates the brand positioning of the business (Daradkeh et al., 2018). For example, ASDA often positions itself as an affordable and healthiest supermarket among customers. The companies often try to maintain a genuine interest in customer expectations. 
    The supermarket often promotes itself as "Britain's best value grocery retailer among customers. The company has introduced more than 150 clicks and collect sites for customers.
[bookmark: _Toc87809320]Conclusion

In conclusion, the report has explained the customer relationship management of ASDA to enhance the service. The report has evaluated the customer service and brand experience of ASDA to maintain their brand image in customer mind. It has examined the quality management system that also helps ASDA to enhance customer service. The quality Management team of ASDA monitors the performance for future growth in the global market. The report has discussed the right action to improve the quality experience of the customer. 
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