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Executive Summary

The report is prepared to analyze several factors which help businesses to improve customer services and satisfy their needs. It also described the customer value and its influence by the business on the customer value of the business (Kelly, 2017). The report has described the contextual background of ASDA and their strategies for improving customer service and identify systems which help the organization to fulfill customer demands. Overall, the report has analyzed the customer experience in ASDA which is the leading supermarket industry in the UK. 
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The main objective of the report is to analyze customer experience in ASDA (supermarket industry) in the UK. It also analyzes the factors that impact on business capability to maximize the customer value. The report has analyzed several factors that help an organization to provide better services to customers. The report provides a brief description of systems that enables businesses to fulfill customer demands (Pandey, 2020). Customers are an integral part of business and companies should prioritize buyer’s needs to enhance brand image and maximize profits. 





















Customer Value
This is the raised advantage that consumer drives from taking a good and service after disbursing in return. The value means the benefits will get a consumer from the good. It creates a difference between aids and costs. The value of a consumer is mainly reliant on the three main factors such as quality, price, and service. The value of the product will also enhance the quality and services, it also increases the benefits of the customer. The value will be reduced with an increase in cost due to the increase in the cost of products and services. Customer value is based on an assessment of cost and benefits provide to market offer in the specific customer application. It also depends on circumstances on the availability of information, customer coordination, a supplier may enhance the value of customers of the different market segments (Reinartz, 2016). 

Customer value is not very easy to develop, but the experience of suppliers that also built and use by providing various guidelines that are useful for a company to measure the value of the company. Customer value is the satisfaction level of customers that making after buying products and services considered by give up to receive them. A consumer cannot relate only with value in terms of spend money, but it also considered with the time taken by the consumer to purchase the product and interaction with personnel of customer services. Customer value has various tires and the best structure for the ASDA Company. It is a very important service in the mind of the consumer in terms of customer expectations and cannot expect the experience of the customer.
 
[image: ]
Figure 1: Customer Value  (Meyer and Schwager, 2007)

ASDA Company will provide the customer with products and service they also at a competitive cost and terrific customer services that are the best ways to ensured that customer remains with the company for the long term. There are specific activities are available by ASDA Company that will help to encourage their customer to stick around a long period and spend more on company product and service. The company also faces many problems that help to maximize customer results. Optimove is introducing by ASDA to increase the customer value model method that is advanced and more effective for the success of the business. ASDA Company also used a combination of several technologies that are integrated, a closed-loop system enjoyed by the marketer to provide accurate customer value maximization for successful business premises. 
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Customer value is influence through many aspects include friendly employee, courteous worker, skills and helpful employee, maintain accuracy in billing, quality of services, value and quick services provide to the customer. The most essential aspect that affects customer value is employee satisfaction. The ASDA is supermarket also influence through location, additional service, quality of product, facilities, reliability process, value, employee and other services are expected by customer value (Pandey, 2020). 
[bookmark: _GoBack]The customer value of ASDA is different from other supermarkets as the company focuses on improving product ingredients and provides nutritious guidance to customers. ASDA has large product portfolio over 7,000 products. ASDA stores are full of useful services that keeps customers happy and satisfied. The supermarkets provides better in-store and online services as compared to other companies (Richardson, 2010). ASDA  provides several brands like extra special, little angels and smart price to customers. The supermarket used social media  platforms to analyze customer opinion regarding product. The company has monthly magazines which is read by 5.5 million women and owns radio channels that broadcasts to more than 18.5 million customers per week. In terms of price, ASDA is cheaper than Tesco as ASDA offers 62 groceries at £ 121.11 whereas Tesco provides same goods at £ 129.31. The supermarket has fulfillment centre for online orders that improves customer experience. ASDA has a contact centre that provides better customer services as compared to Sainsbury and Tesco. 
Customer value has also created a focus on procedure and system of ASDA and it is my mindset and culture as it may create problems to change and also difficult to imitate. This is easier to copy products and system than to change the culture and mindset of the consumer. ASDA mainly focuses on customer investments that also required for the best quality service to the business. The company also needs to create customer value in the procedure of buying and providing the best quality services (Meyer and Schwager, 2007). The company must utilize this procedure of buying and selling the best service and market survey to provide customer value for products and services they may produce to satisfy a need. Customer value maximization is a set of methods and actions used to the customer to enhance the amount of transaction to increase the length remained too the active customers of the business. 

Barry Williams the chief customer officer may monitor the market and also focus to collect information about the need and wants of the consumer. ASDA provide different kind of discount facility to its existing customer and they also face challenges from the leading supermarket such as Tesco, Sainsbury, and Morrison. Many factors affect the business to maximize customer value are as under:

· Desired Customer Value: This is based on customer value structure and also includes the customer to purchase product and service experience. This is the first opportunity of ASDA to move from different competitors to increase the customer experience. 



· Unanticipated Customer Value:  The customer will also receive services or buying experience that helps to expect customer loyalty. The main feature of ASDA to win customer loyalty over the competitors and also help to increase sales. ASDA focus to provide customer satisfaction on purchasing through hiring an employee with important expertise in business can give to satisfy the customer with a good service experience that also helps to increase the expectation and achieve the customer value (Kelly, 2017). 

· Training and Performance Reward: ASDA Company mainly focuses on employee training related to a higher service level. Employee training is necessary to learn or apply high services to increase customer value. The different supermarkets of ASDA situated in the UK will provide training facilities or practices to increase the superiority of services to enhance the value of a customer. 

· Reputation: The biggest platform is social media to increase the value of ASDA with the help of promotion and to maintain brand value. Currently, the customer will prefer that product, whose brand value is high in exiting a competitive market. The company will develop a positive reputation of the brand in the marketplace to help to sell its business impact of the customer will purchase decisions more frequently by them. Customer value will increase the reputation of the company in different areas. 

· Pricing: ASDA Company will be faced many problems related to competitive pricing to target the audience of the exiting the market. Customer value will also play an essential role in a successful business strategy (Pandey, 2020). 

· Customer Satisfaction: It also impacts on the brand loyalty of the Company. In recent years, the company will effectively perform a business operation to accomplish the goals and objectives of the business. It also includes a component of service provide support to deliver new service in exiting the market and they also solve customer problems by evaluating different programs. 

· Personal Relationship: Customer is also treated as third parties like a store clerk, salespersons or business representatives to increase the value of a customer. There are many product purchases by the customer to increase the reputation and brand value of ASDA. 

The company also needs to increase customer value by providing the best quality of product and service involved its positive effects on the customer. According to the marketing study of ASDA, they get information about customer value through online banking interaction will have a positive effect on both customer loyalty and positive word of mouth. The company also creates a customer value that is important to accomplish the goals of the business. The most important aspect of increasing customer value is the satisfaction of the consumer. ASDA Company will use the best customer relationship management system is designed to empower to increase profits by reducing cost and increase income, the company also gets competitive benefits through streamline operations to accomplish the goals of the business (Reinartz, 2016). 

[bookmark: _Toc37329554]Systems That Helps In Fulfilling Customer Demands
ASDA used efficient technology to improve business operations and upgrading of customer experience. The supermarket used IT systems to achieve customer satisfaction and gain a competitive edge in the market. ASDA has introduced a policy named “Customer is always right” and installed several IT Gadgets to offer high-quality services. The company used self check out machines, electronic tracker and wireless devices to fulfill the demands of customers. ASDA has taken an initiative to introduce extranet systems (Young, 2018). 

This system helps ASDA to build strong relationships with customers and partners. It has helped ASDA to achieve its long-term goals and maintain control over the volume of goods and services. The supermarket used RFID to store large information regarding inventory systems which makes their systems more effective and upgrades customer experience. ASDA used the Total Quality Management system to expand the quality of the product and to satisfy the consumer's desires. The supermarket follows a standardized procedure and hires a highly skilled workforce to provides innovative goods and services to consumers. ASDA company used several systems to upgrade customer experience and conduct business operations effectively. Some of them are described below: 
Self Checkout Systems: It is becoming popular among customers and retailers. The survey shows that 75% of consumers prefer self-checkout systems as it saves time. These systems are more flexible than traditional cash registers. Self Checkout is quick and customers don’t need to spend much time in queue for the payment of goods. These machines save time and keep customers happy and satisfied. Modern self-checkout systems provide a variety of payment options like credit cards. The main advantage of these systems is that it increases the in-store productivity of the business. Self Checkout Machines are good for financial investment and increase the sales collection of ASDAs. 

Electronic Shelf Labels: It is defined as systems used by retailers to distribute their products in stores. Primarily, display modules are associated with retail shelving and additional information about products. The first ESL system was established in the Cash & Carry Store in 1995. The module used electronic paper to display information regarding the product. ESL systems help ASDA to conduct business operations effectively and interact with customers. 

Electronic Fund Transfer: It is defined as a transaction that takes place over a computer or either bank accounts. This system includes debit transactions, ATM withdrawal, and online banking services. ASDA used EFT to provide better payment options to customers and secure their financial transactions. Customers can instantly check their payments and deductions by using these systems. ASDA used these systems to transfer funds in employee’s bank accounts and improving customer experience. 

Radio Frequency Identification: It refers to the utilization of radio waves to capture the information regarding a particular object. RFID helps ASDA to manage and track their inventory systems. It allows retailers to be alert regarding which shelves are empty and needs restocking. RFID enables ASDA to avoid putting wrong items on the shelf. RFID is mainly used for item tagging in retail stores. 

Information Technology: These systems play a significant role in improving the business operations of ASDA. The supermarkets have adopted different IT systems to reach large customers across the world and stay updated regarding the latest market trends. IT systems help businesses to maintain an accurate record of stores, employees, business plans and loyalty schemes for improving customer experience. ASDA is committed to improving its IT systems by introducing several initiatives and projects (Ramanathan, 2017). 

Overall, ASDA technologies are penetrated in each aspect of business operation. The supermarket has decided to launch online stores for better convenience of customers. ASDA was the only supermarket company that has entered the e-commerce. The supermarket collaborates with e-commerce to work on payment options, advertising, site context, and other crucial aspects. In 2012, the supermarket has developed sophisticated software to strengthen its position in e-commerce and distribute goods and services effectively. This technology has helped ASDA to avoid delays in production activities. It helps ASDA to attract large customers and achieve a competitive edge in the market. The development of new technology has enhanced the operations of physical stores. For instance, ASDA has recently introduced RFID which allows employees to identify the location of each item and monitor stock volumes effectively. This has made easier for employees to develop a strategic plan regarding stock levels and ensures that all products are available to customers. This will make customers loyal towards the company’s brand and they will not switch to another brand. So, this system helps   ASDA to improve business operations and provide better services to customers. This technology allows businesses to used different methods to attract large customers and capture a huge market share. It helps ASDA to build a strong brand reputation and achieve a competitive edge in the market. 

Apart from this, ASDA used quality assurance to add significant features in products and provides accurate information to customers regarding goods. The company takes its products into a laboratory to measure its quality. This quality test helps ASDA to offer better services to customers. ASDA has adopted several tools to measure the quality of products which are described below: 




Stock Control: It is considered a crucial factor in every organization. ASDA puts the best efforts in maintaining stock control. In this procedure, the senior checks stocked goods and make effective decisions for instant orders. The company checks raw materials and analyzes the requirements of raw materials in their stock. This will help ASDA to avoid low stocks and enhance its performance in the market (Fowler, 2019). 

Quality Management: It is another significant aspect which is essential for improving business performance. In this procedure, there is the utilization of a machine which is linked with the computer system. The machine tests the potentiality of products at every stage during production activities. This will help ASDA to improve the quality and checks its goods at each stage of production activity in the organization. 

Machine Utilization Control: This machinery is an integral part of the production process. The company has highly skilled engineers who maintain this machinery regularly to avoid risks and problems of production activities. This will help ASDA to complete its task on a time basis and provides better services to the stakeholders. 

Food additives: These are chemicals used by ASDA in their food items. These additives are used to save food for a longer time. These additives make the taste of food better and stop them from being poisoned. Government bodies have approved food additives. 

ASDA takes an effective initiative to improve quality standards and provides better services to customers. The company has adopted quality audit systems to check the quality of products. Quality audits are usually time intervals which are predefined and performed efficiently. These systems help ASDA to improve business operations and monitor several procedures for achieving better outcomes. These audits are used for managing business processes and define the target of the organization. They provide evidences that help organization to solve their problems effectively. Audits help businesses to determine how successful procedures have been implemented. It is an effective management tool that eliminates problem areas and improves the efficiency of the business. IN 2016, ASDA has introduced new cloud-based QMS to increase its output and to inspire innovation across their private labels. QMS monitors the quality and performance of a particular product (Young, 2018). 

ASDA's private label includes groceries, health products, and household products. Development of the system of QMS will help ASDA Company to collect valuable data for large goods portfolio which was before not available to owners. This new system is designed to collect feedback from customers and upgrade their experience. This QMS system enables ASDA to take an effective initiative to upgrade customer experience and maximizing sales growth (Oden, 2014). 

ASDA has adopted suitable software to expand its business in e-commerce sites. The supermarket will install the software in several distribution centers across the UK. The software will be used to manage internet orders from the official website of ASDA. The supermarket is focusing on general merchandising and provides a wide range of products to customers. ASDA works with clipper logistics to fulfill their online orders and satisfy the needs of customers. The head of distribution at ASDA states that “We want a system platform which allows us to increase the efficiency of distribution processes and manage inventory systems effectively. ASDA needs a supply chain technology that can integrate with the company’s systems and enhance business growth. This technology will help ASDA to improve their business procedures and provides quick home delivery services to customers (Fowler, 2019). 


Service Quality 
It is defined as systematic procedure that helps organization to meet customer expectations. Service quality is considered as output of delivery system and closely linked with customer satisfactions (Lemon and Verhoef, 2016). Service quality focuses on business standards and main products that are offered to customers. Service quality allows businesses to focus on quality of products for making customers loyal towards their brand. There are five dimensions of service quality which are reliability, assurance, responsiveness, empathy and tangible. All these dimensions helps businesses to upgrade customer experience. 
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Figure 2: Five Dimensions of Service Quality (Lemon and Verhoef, 2016)

	Dimensions
	ASDA
	Tesco 

	Reliability 
	The supermarket provides high quality goods and services to customers. When service delivery fails, ASDA assures customers regarding product repayment and satisfy customer needs. However, ASDA often fails to give positive results to customers. So, the ranking is  3 out of 5.
	This retailing industry dominates the entire market due to its innovative products and services. Tesco provides accurate information to customers. The company creates strong brand promise among customers. So, the rating is 5 out of 5. 

	Responsiveness
	The supermarket responds effectively with customer complaints and queries. The company works with supplier to maintain balance between efficiency and responsiveness. So, the ranking is 5 out of 5. 
	Tesco conducts special meetings and loyalty programs to understand employees problems. The company provides major benefits and food items to customers. so, the ranking is 4.5 out of 5. 

	Assurance
	The supermarket provides quick home delivery services to customers. However, ASDA often faces several risks in business operations. Thus, the rating is 3.5 out of 5.
	Tesco makes sure that their products are easily available to customers at lower prices. The supermarket is specialized in technical capabilities. So, the ranking is 4.5 out of 5. 

	Empathy
	The supermarket understands customers opinions and often sells their products at reasonable prices. So, the ranking is 4.5 out of 5.
	Although, the leading supermarket listen to customer views and expectations. However, Tesco sells their products at higher prices as compared to ASDA. Thus, the ranking is 3.5 out of 5.

	Tangible 
	The supermarket used cloud computing and other specialized tools to improve their infrastructure and upgrade customer experience. So, the ranking is 4 out of 5. 
	This retailing industry has global infrastructure. Tesco used process control system to improve business processes. So, the ranking is 4.5 out of 5. 




Thus, all these strategies are effective in fulfilling customer demands and increasing the growth of the business. The supermarket organizes loyalty programs to offer an incentive to customers and enhance business reputation. ASDA has more than 145,000 devoted workers who serve 18 million consumers per week. The firm has supercenters that provide banking services, food items and dry cleaners to customers. ASDA has 39 distribution centers that provide high-quality goods and services to customers. The supermarket delivers parcels to customer’s homes and hires skilled employees to accomplish their goals and objectives. Customers can return their parcels if they found a defect in products. The supermarket has a large product portfolio including vegetables, fruits, salad, houseplants, and flowers. ASDA has launched a mobile app for its customers which allows customers to enjoy rich and better shopping experience. In 2014, the supermarket has built a shopping list feature by which customers can purchase their products while sitting at home. The mobile app is designed to save customer’s money and improve their shopping experience. The supermarket has built-in class analytics in their app to understand customer behavior and make effective changes in the app in the forthcoming period for improving customer services. ASDA understand the affordability of customers and helps them to save a huge amount of money. The organization gives the food of high quality to customers at lower rates for maximizing profits. ASDA maintains a good relationship with suppliers to provide a variety of goods and services to customers. The supermarket puts the best efforts to create a strong brand image among customers. ASDA has more than 4,000 good vehicles and their drivers travel 130 million miles per year. The supermarket provides proper training to employees to communicate efficiently with consumers and solve their problems regarding products (Young, 2018). 

Overall, it can be stated that ASDA puts the best efforts to advance the experience and skills of consumers and to attain success in the market. The supermarket used automation systems to improve business procedures and accomplish business goals. ASDA has a user-friendly website that attracts large customers and enhances business performance. The supermarket has better transaction systems and workstation systems. The main objective of ASDA is to provide high-quality services to customers at reasonable prices. ASDA is successful in achieving one million customers through its strong brand recognition and innovation in products. The company conducts several marketing campaigns to attract large customers and increase their market share. 
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Conclusion
From the above analysis, it can be stated that ASDA has secured a strong position in the market and provides the best customer services. The findings indicate that customer satisfaction plays a significant role in improving business efficiency. The ASDA mainly focus to improve the customer value with the help of providing the best quality of product and services. The organization should work harder to upgrade customer experience and adopt efficient technology to improve business operations. ASDA used several tools and methods to perform business operations effectively. Apart from this, ASDA should make changes in its products and menus on a timely basis to satisfy the needs of customers and occupy a strong position in the market (Ramanathan, 2017). It can be stated that ASDA is better than competitors like Tesco because it provides high quality products at reasonable prices and used several communication methods to interact with customers. ASDA adopts better pricing strategy as compared to Tesco. The company provides both instore and online services which attracts large customers. However, ASDA is facing tough competition from Morrison in terms of customer retention rate. Morrison is considered as cheapest supermarket followed by ASDA and then Sainsbury. Over the past few years, ASDA has maintained good relationship with customers and achieved customer loyalty.
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