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Executive summary
Aldi UK is the fourth largest supermarket chain in the UK where they have over three million satisfied customers in their company. From the beginning of the business, Aldi UK has focused on their customer preferences where they have established various platforms like web portals and telephone customer support systems to maintain a strong relationship with their large number of customers. Aldi UK manages to hold a 9.3% market share in the retail business in the UK for their competitive pricing strategy along with the affordability of a varied range of products. Whereas the company sincerely focuses on their Customer Relation Management and other marketing strategies which has allowed them to successfully establish a good relationship with their customers over time by providing 24/7/365 customer service along with affordability and accessibility of buying. This Customer Relation Management and other marketing strategies are described in this report. 
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[bookmark: _Toc133688208]Introduction
The main objective of this report is to present a discussion on the role of good customer relationships in the business of Aldi UK where this report will focus on the marketing theories and customer relationship management theories of the company. Whereas this report will also focus on describing the internal and external analysis of the company along with providing an idea of the influences of good customer relationships on the internal as well as external factors of the company. Therefore, a detailed theory of the marketing mix and communication mix of Aldi UK will be presented in this report along with providing the stakeholder mapping of the company. However, in this report, a SWOT analysis and PESTEL analysis of Aldi UK will be also provided along with elaborating on the quality process of the company and the challenges as well as the benefits of good customer relationships for the company. Aldi is an international retail chain business of supermarkets which have 990 stores present in the UK and is one of the most popular supermarket chain chains in the country where they are looking forward to opening more than 40 stores in 30 new different locations in the country to meet their customers' needs (Blazquez, 2023).
Task 1
[bookmark: _Toc133688209]Company Overview
Aldi UK is one most popular retail industries present in the UK where it has 990 stores over the country along with holding more than 9% of the market share in the retail business in the UK. Aldi UK is one of the largest supermarket chains in the UK and it has been able to manage tremendous popularity among customers because of its great quality products and affordable pricing (Aldi, 2023).
Aldi UK is also popular for their smaller range of products where they focus on saving through selecting a limited range of products to provide the customers maximum cost-saving affordability whereas ALdi UK has 1750 types of product range in total from other major supermarket stores who are having over 40000 product lines in total (Cambridge-news, 2023).
Therefore, spreading over 990 stores in the UK and having a 9.3% market share the company has overtaken Morisons and become the fourth largest supermarket chain in the UK along with that they have also managed to acquire 1.4 billion pounds in sales in the last year (Reuters, 2023).
In recent times the company has also made an investment of 400 million pounds to set up more than 40 new supermarket stores in 30 different locations in the country to expand more and meet the needs of their customers also (Blazquez, 2023).  
[bookmark: _Toc133688210]Marketing and customer relationship management theories applied within Aldi UK for
[bookmark: _Toc133688211]better customer services
Doing a successful business in the retail business Aldi UK has established their online shopping services in different internet platforms along with their offline stores where it is very important to manage a good customer relationship with the consumers of company and because of this reason Aldi UK provides a 24/7/365 customer support services through telephone and web portal. From the start of the business Aldi UK sincerely focused on the preferences of their customers to maintain a good relationship with them as well as maintain loyalty among their customers for the company. Whereas Aldi Uk has more than three million customers present in the UK who are thrust and shopped by the company because of their affordability (GlobalData, 2022).
Aldi Uk has applied different methods of marketing and customer relationship management theories to satisfy and maintain a good relationship with these large numbers of customers which are described below. 
Communication Mix theory: Communication mix theories are used in companies to promote their products by providing direct and indirect information about the products. Whereas this process includes different technologies and mediums to inform the customers (Amin and Priansah, 2019, p. 163).
The communication Mix of Aldi UK happens through different mediums like social media platforms, websites, exhibitions and also with arranging different events. Aldi uses different social media platforms like Twitter, Facebook etc. to inform their customers about their products and they maintain their prices low to attract customers. Whereas in the official Facebook page of Aldi UK, there are more than 2.1 million likes and 2.2 million people are following the company page which allows Aldi UK to connect and inform their customers about the products (Facebook, 2023). 
Therefore, Aldi UK also provides information through their official website where it generates more than 8 million views every month (Similarweb, 2023).
Marketing Mix: 
Marketing is an important aspect of any business which allows for establishing value-building capabilities within the customers of the company along with the satisfaction of the expectations of the company. Whereas marketing mix plays an important role in enhancing sales as well as improving customer engagement (Darmawan and Grenier, 2021, p. 77).
Therefore, Aldi UK applies different strategies for their marketing where they implement formulas of 4p’s which are given below.
Product
Aldi UK sincerely focuses on customer preferences where they provide a selected number of products to their customers to reduce the price of the product. Whereas the company sources their product from very selected suppliers which allows them to have ultimate control over the production and final pricing of the products and because of this reason they are able to manage their product pricing very competitively. Whereas Aldi UK is famous for its range of food products where they offer fresh vegetables and other groceries in their stores and online shopping platforms as well other products like electronic goods, clothes, and stationery products.
Price 
Aldi UK is known for the cost-effectiveness and affordability of their products where they focus on the buying preferences of the customers. Whereas to meet the needs of their customers, the company makes the product prices very competitive compared to the other retail companies which establishes a strong loyal value within their customers. Whereas Aldi UK is having three million customers in the UK where they are loyal to the company because of their competitive pricing. Whereas Aldi UK uses psychology pricing for their products which allows them to improve the buying capacity of the customers (David, 2023).   
Place
Aldi UK is the fourth largest supermarket chain present in the UK where they are spread over different places in the UK where they consider some of the facts while they are opening any outlets in a place which are good visibility of locations, the place or area should have more than 30000 people living, easy transportation of public vehicles etc. which allows them to generate an adequate number of the customers for the stores. Along with that the company also makes sure that the store has an adequate amount of space for parking the vehicles also (Wordpress, 2023).
Promotion
Promotion of the products of Aldi UK is one most important parts of their business where they use different social media platforms and other digital media like television, internet websites and newspapers also to promote their products. Through this medium, the company often shows their discounts and newly launched products to make consumers aware.
Ansoff Matrix theory: 
Ansoff Matrix theory is very to measure the development of anywhere it provides a framework or model which is based on four strategies called market penetration, market development, product development, and diversification (Bhasin, H. 2019). 
Whereas Aldi UK uses the Ansoff Matrix for the successful growth of the company where they increase their production capacity and market investment to penetrate the market along with enhancing their distribution and by making the product price very competitive. Therefore for market development, they are focusing to expand over regional territories where they have also invested to open 40 more stores in different areas of the UK. Along with that they also use different marketing strategies to spread brand awareness among the people for market development. Whereas for product development Aldi UK makes research on their product to meet the needs of their customers including launching new products to the market. Whereas Aldi focuses on diversifying their products when they produce and release new products where they create discount vouchers which can be applied by the customers in the online shopping platforms of the company. This method of giving vouchers to the customers also enhances their customer relationships where the company also provides special buys to their loyal consumers (Wordpress, (2023).  
Stakeholder map:
Stakeholder mapping means a presentation of the stakeholders of the company and measuring the impact of their influence on the business operation where stakeholder mapping focuses on the five main aspects which are systematic thinking, collaboration, stewardship, transparency, and value optimization (Bertassini et al. 2021).
Therefore, the internal stakeholders of the company such as wonders, leaders or the managers of the company and the employees are well connected and focused on diversifying the workplace. The superiors of the company provide equal opportunities to every employee and they also encourage them to collaborate and to maintain transparency among them which positively affects the company and allows them to implement a positive brand image among their customers. Therefore, Aldi Uk also focuses on equality in the workplace where they look after any discrimination which can take place in the company. Whereas the external stakeholders of the company like the suppliers and the customers are also responsible for any negative or positive impact on their business operation. Aldi works with different suppliers where they negotiate fairly and transparently which allows them to maintain a good relationship with them. On the other hand, the customers of the company are showing positive interest in the company where Aldi UK makes their customers satisfied through the offers and low prices of the products.    
[bookmark: _Toc133688212]Critical evaluation of internal and external factors influencing Aldi UK quality systems
[bookmark: _Toc133688213]and controls for customers
Any business organisation that wants to achieve a top position in the marketplace. In that case, They focus on developing the internal and external factors of the organisation. They implement certain effective strategies which are needed for increasing business growth. They improve some strategic marketing plans and make a strong management body who maintain the customer's services and check the quality of their products. The quality control department of the company plays a significant role in managing the external and internal factors of the company. If the quality control board can not focus on detecting quality defects the goodwill of the company is highly affected. Based on the quality the company increases their business growth. The customers have shown more interest in purchasing products and services from the company. Customer satisfaction is an important aspect that helps to run the business's growth. Aldi is a well-known retail sector in the UK. The company provides cloud-based customer management systems to improve its customers' services. To provide good customer service and make a strong link with the customers they help with integrated CRM software (Marendra, 2022). The internal factors depict the strength and weaknesses of the company according to the model of SWOT analysis. 
 
SWOT Analysis :
 
	Strength 
	Weakness

	● The company provides automated production methods in various stages. They make high-quality products which sell with cost-effective pricing strategizing. They maintain their pricing strategy relatable to the mainstream retailer.   
● Aldi has a good relationship with every stakeholder which gives strong support to improve their business chain. In that case, there is no conflict between their supplier and they take the necessary material from the suppliers. The company provides a training system for their internal stakeholder to promote its products and services. 
● For creating a strong distribution chain Aldi ex[ands their business in almost 20 countries. 
● They always provide their goods and services to the customers in maintaining a cost-effective pricing strategy. The company put in a strong effort to gain customer satisfaction. The company uses CRM software to improve the customer relationship. 
	● The main weakness of the company The main weakness of the company is unethical practices. Sometimes the company inputs a high workload to their employees. In this way, they increase their sales growth. The employees can not give the extra payment for their extra working schedule. It is truly unethical for the employees. 
● According to the report of 2020 market share, competitive companies like Tesco have 26.9% market share, Sainsbury’s has 14.9% market share but Aldi has a very small market share in the international market. 
● The company launched their discount store only for tier-poor and middle-income group people. That is why this provides a lack of penetration in higher income groups. 
 

	Opportunities
	Threats

	● The company provides a strong effort to gain a higher level of customer satisfaction. Customers pay for gaining the service in a premium method. The discount stores charge higher prices by providing better quality service.  
● To gain a large customer experience Aldi provides high-quality products with effective price limits that help to increase the business growth. 
● Aldi promotes their brand on social networking sites. In this way, companies create a lot of advertising to promote their brand. 
	● Aldi faces huge competition in the global market. The competitive organisations are- Tesco, Sainsbury’s, Walmart and other organisations. 
● The Retailer industry is integrated. For this growing industry the company is more used to engaging technology services. They try to increase their market share which helps them to compete with other companies.       


 
Porter’s Five Forces:  On the other hand the study has described the external factors of Aldi through the model of Porter's five forces. This model helps to analyse the managing structure of the company. This model has depicted the role of the company to control the quality system and handle the customers. 
Bargaining power of the supplier: The retailing industry grows in a high position with the help of supplies. While the supplier power of Aldi is low in range. For maintaining the lowest pricing strategy of their products suppliers can not get the actual price for their supplying materials. They can not get a switching cost. In that case, the company loses to fulfil the supplier's demand and shows a lack of interest to engage with this company.  
Bargaining power of the buyers or customers: Aldi sells their goods and services at the least pricing cost. That is why the customers have shown great interest in purchasing their products. The bargaining power of the company creates a range of high levels. The company provides many discount offers to their potential customers. They publish their brand advertisements through the technological medium by the review of customer satisfaction. They start a loyalty scheme for their trustworthy customers.  
The competitive rivalry of the market: To hold the market position in the retail industry Aldi faces huge competition. According to the pricing structure and market share, the company competes with Sansbury’s, Tesco, Walmart, Morrison and other retail sectors of the UK. It has shown that the competitive rivalry of Aldi is very high. 
The threats of substitute: There are many retail sectors present in the UK. The products of Aldi are comparatively the same as the other retail sectors. Threats to substitute for the company are very high. The other competitive companies provide 3d printing and more useful technological services to their customers. The other companies always put effort to gain more customers' interest through the best services and maintain the right pricing strategy. 
The threats of new entrants: New entrants threats of Aldi face medium level. The company provides their services for 100 years and its service record is highly valuable to expand its business growth. The company spreads their business chain all over the Uk including Europe. The new retail company can not provide a similar infrastructure and promote brand awareness like Aldi. Aldi implements an exclusive pricing structure to their potential customers which the company can not give to the customers. Aldi maintains the best service quality which helps to hold the brand value in the global market (Casemba, 2023).   
[bookmark: _Toc133688214]Quality process related to customer service
Attracting new consumers costs more than retaining existing consumers: Aldi faces a huge competitive rivalry in the retail market. All companies try to provide their best services and products to gain the interest of the customers. The company implements many strategies which help to increase the customers' growth. Along with that, they spend more money to attract new customers. In this way, the advertisement of the company switches to process from one customer to another. Aldi also gives an effort to hold their potential customers. They promote many discount coupons and payment schemes to their loyal customers. The company opens their discount store to enjoy purchasing a lot of products in the minimum pricing range. They start to give loyalty cards to their loyal customers. For attracting new customers Aldi also arranges a discount offer for their first buying products. Thus more customers are interested in purchasing.     
Effective communications: Communication is an important aspect of the retail business. Lack of communication creates a huge problem in the atmosphere of the organisation. Communication helps to activate the business process among the customers and their stakeholders. As a well-known retail brand in the UK, they always target to gain the customers' loyalty. For this reason, the company has a strong communication chain with its customers. The customers share their viewpoints with the retailer management body of the company. In this way, the communication process increases to a high level. The company provides the best goods and services to enhance the level of customer interest. In Aldi, the company uses technological tools for maintaining the communication process (Shelley, 2023). 
Why good communication is needed: To maintain the customers Aldi needs to support a good communication process. The company creates a strong management body that helps to provide good communication support for the overall employees and suppliers. Effective communication helps to ensure that the company collects more needful information which is important for the business growth. Through this communication procedure, Aldi improves the customers satisfaction. Along with that, the company implements their business strategy to access the customers' choices. The right process of communication helps to increase the customers' consistency and promote brand awareness through the market. Communion helps to boost employee retention. The employees of Aldi make a healthy atmosphere in the workplace because they maintain a suitable communication procedure. In this way, the company provides essential information to the workforce which helps to run the smooth business chain (Lumapps, 2023).       
Consistent customer service: In the competitive business market the retail sector target to provide the best customer services to uphold the customers. Based on the business school theory the company makes a strategy to gain the customers' intimacy. The company has a main focus to gain customers' satisfaction with their service. The potential customers of Aldi expect good quality services and goods from the customers. Customers always evaluate their brand awareness of the products. Based on the company's service quality the customers show interest to be involved in the company’s brand. The company promotes their advertising on various media platforms to increase the contingency of the customers. Along with that, they provide many offer schemes and loyalty cards to hold the customers' retention in the long term.
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[bookmark: _Toc133688576]Identification of systems for quality processes for meeting customers' demands and
[bookmark: _Toc133688577]maintaining a good relationship with them
Quality Control: Aldi is a famous retail brand in the UK. The company spread their business to almost 20 countries in the UK. They have connected with several suppliers and investors to increase their business growth. The company has made a strong strategic plan to analyse the quality of its products. The company will expect to spend a huge income of almost 3.5 billion euros on British suppliers in 2025 for their supplier products (Aldi, 2023). The company provides a quality management body that controls the service quality of the products. Quality control plays an important part in the business. Based on the quality the company set their business position in the global market. To provide the best service quality and services the company competes with other competitive business companies such as Sainsbury’s, Morrison, Tesco and others. Customers are more satisfied with the service quality of Aldi. Along with that, the company gives innovative structure to direct their product quality. The company maintains their pricing structure based on quality products. The interest of the potential customers arises more to focus on cost-effective and good quality products. The company focuses on selling this kind of product by maintaining a limited pricing strategy. They always provide high-quality products with a low pricing strategy. To control the quality the company arranges a training program to check the quality. In this way, the employees of the company check the quality of the products. It also helps to fulfil the demand of the customers to supply the actual qualified products.   
[bookmark: _Toc133688578]Challenges of developing and maintaining good customer relationships
Evaluation of customers' needs by creating good customer relationships:
Aldi UK is known for their affordability where the company has a motto to provide the best quality products at the lowest prices and from the start of the business they have managed to do that. Aldi UK is serving more than three million loyal customers of the company and they are able to meet their needs rightfully. Aldi Uk has been reported as the cheapest supermarket chain in the UK where they offer 35% less value for their products compared to their competitors like Asda, Tesco, Morrisons and Sainsbury's. However, this does not apply to every product of the company where Aldi UK sells some of their products at a higher price than the other competitors of the company such as milk, meats etc. which can be a gimmick for the customers (Barker, 2023).
Along with that Aldi UK uses a psychology pricing strategy for making the product price which also often creates confusion among the customers of the company. Therefore, in recent times Aldi has announced to check every bag the customers while they are leaving the store to avoid shoplifting which also disgusted the customers. Aldi Uk needs to focus on managing all these problems to build better customer relationships (Gruffydd, 2023).
Developing loyalty programs: 
The major challenge of Aldi UK to establish a good relationship with their customer is to not offer any customer loyalty programme whereas the competitors of the company often provide different loyalty programmes for their customers. However, Aldi UK is more focused on providing value to the customers by making the product price lower than its rivals but rewarding the customers can add extra value to the brand name which will also immensely help to retain the loyal customer along with maintaining a good relationship (Mirror, 2023).
[bookmark: _Toc133688579]The benefit of developing and maintaining good customer relationships
There are several benefits that can be obtained by developing and maintaining good customer relations in the business where good customer service builds customer loyalty including enhancing sales and profitability of the business along with high productivity in the business. Customer Relation Management (CRM) is an essential tool for any business to improve the sustainability of the business. Whereas Aldi UK immensely focuses on customer preferences which have allowed them to maintain a good relationship with their customers. Therefore, they gained some advantages for good customer relationships which are described below (Waypathconsulting, (2023).  
Increasing sales growth:
Maintaining a good customer relationship helps to increase sales growth because more of the customers are satisfied and prefer to come back and shop from the store again. Through the CRM companies are able to analyse the sale data along with storing them in a centralised place where this capability of the CRM allows the company to constantly track the sales report along with developing them. Whereas Aldi UK has become the fourth largest supermarket in the UK retail industry where they have overtaken Morrisons because of its good customer relationship management.
Increased brand value:
Maintaining a good customer relationship also helps to improve the brand value of the company. Customers are the key element of any business and they help to establish the value of a brand. Aldi UK sincerely follows customer preferences to maintain a good relationship with their customers along with providing 24/7/365 customer service which plays a major role in maintaining customer relations. Because of this reason, Aldi UK is able to hold three million satisfied customers in their business which has immensely increased their brand value.
Consumers’ Loyalty:
CRM also helps to establish customer loyalty where Aldi UK follows different strategies to build customer loyalty among their customers such as providing the best quality product at the lowest prices and 24/7/365 customer services, online support to the customers etc. where this strategy is successfully helped to establish a good relationship with their customers and build loyalty among them.
High productivity:
Proper usability of CRM tools and marketing strategies helps to engage more customers in the business where higher retention of the customers automatically creates demand in the business which leads to higher productivity. Whereas Aldi UK has managed to retain a large number of customers in the UK by offering them the best quality products at the cheapest price which has created a huge demand for their products.
Conclusion 200
Aldi UK is the fourth largest supermarket chain in the UK where they have over three million satisfied customers in their company. Aldi UK manages to hold a 9.3% market share in the retail business in the UK for their competitive pricing strategy along with the affordability of a varied range of products. From the beginning of the business, Aldi UK has focused on their customer preferences where they have established various platforms like web portals and telephone customer support systems to maintain a strong relationship with their large number of customers. Therefore, to make the customers satisfied Aldi UK provides discount vouchers as well as other offers for their product to attract more of the consumers. Aldi UK shares strong and healthy bonds with their stakeholders which give them profitability to have a good relationship with their customers as well and because of good relationships with the suppliers they are able to make lower prices for their products. Whereas Aldi UK also focuses on different marketing strategies which helps to engage the customer more with the company and get the customers informed about their product. The company uses different social media and other digital platforms to promote their products as well as to connect with them. However, the company has some ethical issues in their business operation where they often put a high workload on the employees which they need to focus on. Along with that, companies also need to focus on targeting higher-class consumers by offering different products. Whereas the company has successfully established a good relationship with their customers over time by providing 24/7/365 customer service along with affordability and accessibility of buying. 
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