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Introduction: 
Customer engagement is the powerful connection between customer and a brand. It is highly advantageous for many organisations to understand customer behaviour in order to profit from its impact. The positive aspects of extremely engaged customers is that demonstrating loyalty and purchasing more.  According to (Baines, et al., 2011), a customer is an individual or business who buys goods or services from a shop or a business. Without customers a business cannot survive and customers’ behaviour may influence the way organizations in different industry to conduct their business.
Precisely offering the needs and desires of consumers. In addition, providing a tailor made customer service may lead to a well satisfied customer. Subsequently, high level of customers’ satisfaction probably.  Probably enhance customer retention and invariably increase customer numbers. Thus, turnover may improve and the business becomes more established. 
In terms of the business to survive in a highly competitive environment more organizations are deploying technology to improve customer services in a cost-effective and efficient way. The fact remains that customer service is vital to business of all sizes and the quality of that service likely to either enhance or lower consumer loyalty to the brand and your business. Customer relationship management (CRM) is an important process of integrating technology to develop a productive customer engagements. The main purpose of this is analysing customer interactions and understanding their behaviour. The fundamental aim and objectives of CRM is to observe customers’ behaviour in order to apply it to enhance customer service. This will help customer retention and attracting new ones.  
The main purpose of this report is focusing and analysing the experiences of customers and all facets of customer services utilizing Asda being one of the largest retail store in the UK for my case study. By researching and visiting the local branch enabled the researcher to understand the history and the struggle of the organization. The report is split into two sections. The initial part of the report is to critically analyse the factors that may influence a salary ability to maximise customer value. Part two will aim to identify the systems that support Asda’s quality process and evaluate its capacity to effectively meet the customers’ requirements. The report will also highlight how Asda can raise their service level as a company to give customers outstanding experience. It is well known that services organizations to organizations depending on type of service provider, marketing approach the company has applied and the size of the market. Therefore, the level of competition will depend on the size of the market. It is vital to keep customers satisfied at all times and the best possible ways is to achieve this is to communicate well and be patience with them. 
Nowadays, providing excellent service is very challenging as the competition is strong where most organizations are confronted with ever increasing challenges from every sectors around them and it is vital to employ strategies to retain loyal customers at the same process enticing new customers. As mentioned in a study (Forbes.com, 2018) discusses 8 ways to engage customers with a company. These include introduce emotional connections, initialize technology, promote a forum, hold a competition, create customers part of the team, distribute especial offers, develop a product tour and an event can be held.
The aforementioned customer engagement can be useful for many organizations but other companies have alternative ways of thinking and managing their customers. To achieve its target the organization needs to provide excellent service and value the customers. It is a demanding duty for the employer to attain, as they need skilful and well trained employees who will aspire to give their most in providing excellent customer services. By engaging customers, you are making them feel respected and valued and in return become a loyal customer to the organizations. The supermarket asda will be focused for my case study as they are providing their customers with excellent services and with cheap price possible becoming the second largest supermarket overtaking Sainsbury’s and only behind Tesco.


2.1 An analysis of customer service of Asda 
Part one: the factors: 
The supermarket chain asda is the top three leading groceries, household product and electrical supplier in the UK (Asda.com, 2018), they offer a vast range of services which include in store shopping experience, banking, online shopping, clothing, vehicle insurance, home insurance, mobile sim cards, and credit cards travel insurance, free home delivery service. They also offer other alternative services such as click and collect where ordering into take place online then collected from a local store. They also cater for returns and exchange on clothes and other goods. Asda are facing stiff challenges from their rival companies as they also provide similar services and products. To keep satisfied all the time can be demanding as other rival companies are offering similar services and products. Therefore, it is vital to keep the customers happy so they become loyal as they are the core assets of the business. Asda value their customers through keeping primes as loud as possible and also give offers like 2 for 1. 
In other forms for instance if an item are £10 for two they occasionally give three for £10. In various festive time in regardless of culture or religion they will have special promotion offer which are value for money for examples, currently with the Easter period, Asda giving offers on various products such as  easier chocolate eggs, cakes, food and drinks. 
[bookmark: _GoBack]2.2 factors that influence asda ability to maximise customer value 
The satisfaction of customers is important in order to maximise profits. A satisfied customer will inevitably enhance customer loyalty especially in the highly competitive supermarket industry- customer receiving good shopping experience and satisfaction can lead to increased revenue and profit. Asda is always aiming to improve customer value. The main three factors that customers’ satisfaction is influenced by is the quality, price and time. Asda is fulfilling at satisfying customers by prices on products without compromising on quality. The customers who shop at Asda are from all class groups and background. Thus, prices of products are competitive and easy to find. Asda is further aware that to supplement value to products giving quality customer service is vital to retaining customers from going to their rival supermarkets. 
Asda believe and are strongly committed on qualities service in regards to retaining regular customers and luring in new ones’. As mentioned by (Zeitham, et alo), there exist five importance of service quality dimension and the diagram below snows its degree of importance. As the figure shows that reliability is the most essential, disregarding one of the others can have a negative effect on the quality of the service. It can be viewed as an inadequate customer service. Therefore, inadequate customer service result in customers shopping elsewhere as Asda is in a customer focused business.
Below is the different ways of addressing service quality at Asda supermarket.
Reliability- customers would be provided with what asda promises. Take for example, customers are assured that asda is open during opening periods. Additionally, most of the products must be available to the customer either shopping online or in store. Finally, the stores has the capability of providing customers with free parking on all its stores. 
Responsiveness- staff members are trained well to respond to customers’ needs or requests and eagerness to give prompt service. For example, if the customer wants light bulbs, the member of staff will adhere with the request. So, a prompt delivery of service to the request of the customer is important to the business. 
Assurance- Asda assures the importance of food and safety in all its products. Employees are well trained and have the knowledge to satisfy customer needs and request. Therefore, the trust and the confidence customers have are vital. 
Empathy- the showing of caring attitude portrays that employee’s care for their customers which is an essential element to hold on to regular customers respect visiting the stores. For instance, an individualized attention and a service with a smile. It is a good practise not to get livid with customers whenever they break something but to show understanding and patience. The store tries to chat and help individual assistance to regular and elderly customers. 
Tangibles- the main priority of asda is keeping food safety and hygiene a top priority. Throughout the store including the equipment are clear to a high standard so customer feel safe and happy. The appearance of the staff are always clean and the store kept tidy at all times. It is important for the staff to wear clean uniforms and practise personal hygiene in the supermarket industry. 
Asda also do offers on other different festival events for example at the moment Ramadan is coming so there are plenty of offers are available to celebrate these occasions. In doing this, they are valuing customers who belong to different cultures and communities. In a way, asda is participating in all the celebrations of different cultures in which helps to bring communities together and at the same time gives everyone the opportunities to understand each other’s traditions and cultures. Asda is keen on providing a vanity of jobs to make the employees life effortless and pleasant by allowing them the freedom to work the way they feel comfortable (Asda.jobs, 2018). This approach will give the employees the drive to give a better service to the customers.  
As mentioned in the case study (LLP, 2018) the mission and aspiration of Asda is to make their services and products affordable for all and desire to be UK’s best value retail organization who may excel customer expectations. To acquire this, the company has to provide creditable products at allow price as reasonable and their motive is to value every individual with admiration and offer excellent customer service. To achieve this Asda provide each new employee with a 24 hour induction schedule and the title given as ‘best welcome’ this bright innovation programme the new employee will able to understand the mission and value of the organization. Asda also conduct online survey on various departments in order make improvements of their surveys on various departments in order make improvements of their services by engaging satisfactory decision where is needed. Asda value its customers by respecting them as a stakeholder which makes them the asset of the business. Furthermore, they are always trying to keep the price as low as possible so the customers become very loyal to the company. In a real of high ethnic groups, they are providing the demand for example they now stock frozen fish, Asian foods and beverages including foods and products from around the globe. They also have petrol stations within the vicinity of larger stores and stock arrange of clothing for people of all ages which also include children’s school uniform. 
Interaction with customers are very important and the management of Asda usually achieves this by phone, email, in person in the stores and also exchange facilities are available in stores. 
Asda’s closest rivals Tesco and Sainsbury’s use similar customer service as factors in competing to win hearts of mind of customers to be more loyal to them. Some of the recent factors that asda enjoys include reputation, market research and advertising. Currently asda uses a catchphrase “Always happy to help” (Paperapp.com, 2018), their vision is fairly simple, as they are willing to give customers good service and attention have plenty of staffs on the shop floor ready to deal with any customer queries. There is always a friendly member if staff nearby to assist shoppers or the product they are looking. The fact that Asda is the loudest priced supermarket and to remain that way, of keeping prices low the company recruits workers to price check their fellow rivals in order to make sure their prices are kept low. In utilizing this factor has been demonstrated the effectiveness as Asda winning the prestigious award of claiming “Britain’s bets value supermarket” for five consecutive years, it is a great achievement to be proud of and it shows that the company are honouring their promise which they made to the clients in providing products that costs less. In the state of current economic environment where the cost of living  are extremely high for majority of the people it is essential for large organizations to consider these factors by trying to support the economy by retaining the prices of the product low without compromising quality. 
Furthermore, asda constantly are offering promotion in brand products particularly at festive times for example, currently it is the Easter period and the company has reduced their prices on many items such as chocolates, Easter eggs, food and drinks, also there are great bargains throughout the calendar year. Along with generous low prices in products the customers are very satisfied with the level of service they are receiving. Asda are proud of the training and knowledge their staff are given which is visible when customers feel that they are valued. The outstanding success of being the leading valued supermarket, asda has established a reputation of providing the aforementioned services to the customers. To sustain this organization are taking part in market research and always competing their rivals and acknowledging the needs of customers is an essential features of the above factors. 
2.2 Part two: analysis of Asda systems and its effectiveness 
In order to operate smoothly asda have numerous systems in place to meet customer requirements, the company values its customers, the importance of customer feedback and abundant of space in the stores. The stores have self-checkouts that are comparable to regular checkouts but without a checkout attendant and the difference in these checkouts is that they are long with automatic belt which drags the shopping at the same time the customers are scanning the products. This makes it convenient for large shopping as it scans and payment is completed fast, the introduction of these tills has made the shopping experience a lot straightforward and always a member off staff are nearby to assist a customer  when a problem arises.  
(UK Essays, 2013) a case study was performed on Asda and lots of interesting information in which they viewed at various systems of the organization, many of the systems that they value their clients is technical in nature and this is where they draw and introduce new products. The trend is a healthy life style, so the company keeps increased amount of healthy lifestyle, so the company keeps increased amount of healthy items and promotes them to cater for this growing trend in healthy living. The other system they use is competing with rival supermarkets is by maintaining their prices as low as possible. In being competitive the management provides their customers with excellent service by recruiting workers who works who works diligently and contributes to the organization and customers more innovation with new products and concepts. For added customer engagement and satisfaction Asda provides the needs of their customers by keeping slows in the stones, for instance customers can purchase items form frozen fish to oil and now kosher products for the Jewish community, also available are halal food and products for Muslim customer. The company can provide the source of these communities’ products if the customer approaches a member of staff and should contain traceable hallmark. 
Asda can boast of having their own state of art petrol pumps and the price of fuel is one of the cheapest in the country. To make it convenient for the customers, payment can be made at the pump instead of paying at the kiosk which saves time. A loyalty card is circulated for customers to use in the store and this will help the company to keep record of customer information. When the customer was the loyalty card in the stores the system records all customer activities like what types of purchase they have made and the company has the opportunity to contact the customers through email and via post form details small self-checkout system available in all the stores which is very easy to use and quick and impressive fast home delivery is widely available, the vehicle used for delivery is clean and environment friendly.
Asda has a database system where they can monitor the spending details of the customer and their frequently of visits to the stores this system allows the company to identify the visiting habits of customer and if they been away from the stores for a long period, the company will be able to contact them by sending an email or a voucher through post which should entice the customer in a visit back to the stores. The parking facilities at Asda are excellent with large car parks in majority of their supermarkets with separate designated spaces like spaces for disabled people which are designed near the main entrances so people with disability need not worry about finding parking spaces as they are situated close to the shop entrance making a satisfying shopping experience. In addition, there are parking spaces allocated for people with young children which helps them find a space to park nearest to the store entrance and there are plenty of spaces for the rest of the customers to park. The store provides shopping trolleys of all sizes with the large one’s having baby or child seats where the shopping and the children can be in one trolley keeping an eye on the children, the parents can have a pleasant shopping while making the shopping less stressful. There are also two types of small baskets available for the customer, one is hand held and the other type comes with a long handle which is pulled along the floor making the shopping more comfortable.
Due to government legislation on banning plastic bags Asda has successfully implemented charging 5 pence for a plastic bags which dramatically reduced the usage of this bags by customers. According to (Anon, 2019) the supermarket are getting rid of these bags for life, instead are introducing non profitable reusable cups and also completely removing of all plastic products particularly the plastic straws replacing it with paper straws. This system will help the customers to protect the environment and create an eco- friendly atmosphere.
Asda recently launched another system to enhance its productivity, a cloud based system known as cloud- based management system, (Retail- Systems.com, 2019) solutions 4 Retail Brands developed this system to assist to increase innovation and inspire better productivity through the private label ranges. This system accomplishes researches and provides Asda better knowledge of the companies they are purchasing goods from. Therefore, Asda purchases different products from various supplies in particular the groceries and this service delivers the data online at a single place giving Asda the chance to check the quality and the information of the suppliers and choose where the best product available is. This system demonstrates the importance of customers to Asda as they continually moving forward to provide quality products at a cheap price to all their customers.
2.3 Customer Engagement:
In the current climate the retail completion are growing faster as there more companies demanding to engage customers further. According to a journal (Puccinelli et al., 2009) it highlights that the better the organisation understand a customer which will result in the customer being satisfied. To achieve this companies need to focus on providing customers with better quality products and services, for instance understanding customer behaviour is important and finding out if they are pleased with the services and products. Therefore, if the customer becomes disappointed not able to get any item they came in for, to satisfy that customer the member of staff should offer the customer with alternative product or give a date of availability of the item. This is one approached of engaging and involving customer which would result in them feeling valued and not neglected.
The organisation needs to take advantage of customer feedback in order to provide better customer service. This will help the company find out customer expectations, where are they going wrong and how they can improve the quality of products and services.
The key feature to engage the customers and provide them with a positive experience is communicating well, there are plenty of staffs available in the store to assist customers with any requests or products they cannot find. Asda is able to make the service more efficient because of extra staff on the shop floor and the customers are always valued.
3.0. Findings
Online sources was mostly used for this report as the information was relevant to this case study and in order to finish this project the research was exhaustive as the assignment was to assess customer engagement and value, how organisations engage and understand the customer expectations. Vast amount of information was collected by researching the supermarket Asda and used to compile this report, the report draws upon the importance of providing the needs of customers and also their understanding of customer value.  


3.1. Recommdations:    
Asda are fulfilling the promise there in engaging customer by giving cheaper prices, quality products and offers to their customers. To improve the service asda can open more small local express outlets as their rivals Sainsbury’s and Tesco have taken advantage of this by opening these small stores around the country. These stores are very conveniently situated in the main high street or shopping parade giving customers the chance to pick something up on the way to and from work. In order for asda to challenge their two main rivals, they have to introduce more local express for providing with that extra convenience for their regular customers and increase in revenue. 
Although the self-checkouts was a good innovation it has not reduced cost but it is more time consuming because they have to go through this whole system of scanning, packing and then making payment for their items. However, going through an assistant is a much more efficient process because while they are scanning you can start packing the items at the same time. Another dilemma with self-checkout is when certain items are not recognised when scanned, a member of staff has to use their card to reset the system. There should be more tills with employees in larger stores then more self-checkouts with less staff. 
To maximise customer priorities the management should explore to above ideas through surveys and questionnaires. Therefore, the customer will feel important and this increase customer loyalty for the company. 
Due to new competitors like Lidl and Aldi who themselves have low prices to offer customers Asda should be in a position to compete with a low price and providing more promotion on products. 

Conclusion:
Customer value is measured by quality, price and time and the satisfaction of customers is the main aim of Asda to maximise profit. With so many supermarket giving good offer and value for money, the competition is very fierce for companies to sustain their business. Asda is always striving to give excellent customer service by well trained, courteous and helpful staffs. They offer a range of products from oil to frozen foods. They also have their own brand in products. They are also becoming environmentally friendly by reducing plastic materials and cater for all the diverse communities. To stay competitive Asda has to maintain the standard they set and should continue to value the customers in return for loyalty. In any organisation the effective factors and systems are vital in order for the company to fulfil the aspect of customer value. 
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