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INTRODUCTION

This business report is to aid the principal researcher at an Asda organization, by analysing the current quality processes, customer’s experience and customer relationship management. This report will stress the importance of managing and engaging in the customer experience. The report has been split into two main section’s section A which will discuss the impact of systems in place in Asda supermarket, and the impact of customers experience. The report will cover themes of systems in place such as tech touch points versus human touch point’s, customer experience versus brand experience.
Due to a competitive retail industry Asda has to keep track of it’s CRM policies', so for the second section of the report will cover Customer Relationship Management systems and their impact on customers. Thirdly sustainability systems and their effect on customer’s experience. Section B will be a discussion of two quality model theories' that may assist the organization. It will cover in detail meaning of Quality and its component’s. This report will also discuss two quality models’ specifically that may aid the customer relationship management systems. A then a summary of the finding’s with any recommendations.







Section A: Asda Retail Supermarket System’s
Asda is a successful company which started with the Asquith family back in the 1920’s. Asda was purchased by US Walmart and is the UK’s second largest supermarket. Asda is known for its famous smart priced product’s and saving the consumer’s money. Asda provides many services such as food, clothing, optician’s, car insurance, pharmacy, PayPoint, Music Magpie and gift card’s just to name a few. So many services available to consumers under one roof through expansion and improvement, making day to day shopping easier for customers. The ‘’business is built upon listening to our diverse range of customer’s and offering what they need.’’ ASDA 2021
CUSTOMER EXPERIENCE VS BRAND EXPERIENCE 
‘’Customer experience is the impression your customers have of your brand throughout all aspects of the buyer’s journey, the primary touchpoint’s that create the customer experience are people and product's’’(J.Bedeaux 2021). Customer experience is explained by (Lemon and Verhoef 2016) as a ‘’multidimensional construct focusing on a customer’s cognitive, emotional, behavioural, sensorial, and social responses to a firm’s offering’s during the customer’s entire purchase journey’’. Asda train’s its employee’s that there is huge importance on giving great customer service by matching or possibly exceeding customer experience expectations. A customer’s experience can also link with customer satisfaction but also to the quality. ‘’Service Quality (and its constituent element’s) would be considered an antecedent of customer experience (Mittal, Kumar and Tiros 1999).
  [image: ] 
(Moodle 2021)






Brand experience can be explained as what a customer see’s the company as. This one-way Asda has built up customer loyalty. ‘’Brand experience is an all-encompassing, totally transforming impacting how people feel about a brand’’ (L. Parke’s 2019) this increase’s profits and loyalty. Asda has built a huge consumer base by promising, Every Low Price’s helping consumer’s save money. In 2010 Asda promised if they’re not 10% cheaper they will give back the customer the difference, this was hugely successful. Asda also launched many ideas to help it’s brand, an example would be as most of it’s sale’s are food related, Asda has its own branded low-priced food sold in store such as pasta, bean’s, biscuits and many more. Asda has won Retailer of the year 2021 for the third time in a row due to its low-priced own brand products. Asda has also won other award’s such as Bakery Retailer of the year, Vegan retailer of the year and Free from retailer of the year. Asda is also well known for supporting many charities' such as collecting food for food banks in store near the tills.  Asda also support’s BBC Children in need and raised £2.3million helping children across the country and also with breast cancer research. They are also a part of the Green Token Scheme giving charities' a chance to win £500 and runner’s up £200. Asda has policies in place to support hunger and improve communities as a whole, which the consumer’s appreciate working together.














-TECH TOUCH VS HUMAN TOUCH
Customer experience can vary in a retail supermarket, a topic of discussion is the tech touch vs the human touch. Oxford Dictionary defines tech touch as ‘’ a place or situation in which a business has contact with its customer’s’’ (2021). Touch point’s is ‘’individual contacts between the firm and the customer at distinct points in the experience’’. (Homburg et al. 2015; Schmitt 2003) Sometimes this touch point could be with an Asda product or the Asda service or someone linked with the company such as a third party. Customer experience is managed by finding out what a customer thinks of a company, this is managed through all the customer touch points. Asda can manage what the customer’s think of the company by surveying and asking about experience or what could be done better etc. This information collected is called Customer Data Information or CDI. The Asda principal researchers should then use this information collected for future guidance and improve areas where needed. The customer data information collected allows Asda to create a better and more personalised shopping experience for the customer and thus a better experience. Asda has an increase in the use of technology as do other retail supermarket’s the reason being companies can now adapt to meet customer needs. Asda has many touchpoints such as online with a help section, a contact number also. They have recently released a downloadable app available on phone's, ipad's etc. The app is called Asda Reward’s app this allows customers to earn money while they shop at Asda at selected store’s, the money collected is used back into the Asda store strengthening the customer relationship. Customers can also click and collect items purchased online saving customer’s time; money is saved on delivery but also the service is quicker.
Human touch is referred to as ‘’ a friendly and pleasant way of treating people that makes them feel relaxed’’. (Cambridge Dictionary 2021) Asda customers can enjoy the shopping experience by visiting a store, collecting any groceries and being served by a member of staff. Asda customers can also get shopping delivered straight to their door and this make’s the shopping experience quicker but also allows customers that would not be able to reach store get the product’s they need. The delivery system also build’s and strengthens customer relationship with Asda but also build’s a reliance on the weekly shop and in doing so an increase in profits. Asda sometimes offer’s free delivery slot’s which bring’s in more customer’s and build’s customer loyalty.










CRM POLICIE’S OF A RETAIL SUPERMARKET AND IT’S EFFECT ON CUSTOMER’S
As the retail supermarket industry has become so competitive, Asda needs to keep it’s CRM policies constantly updated. CRM stands for Customer Relationship Management, ‘’it’s a technology used to manage interactions with customer’s and potential customer’s’’. ‘’ CRM enables organizations to know their customer’s better and to build sustainable relationships with them.’’ (International Journal of Education 2011) The system allows a company to build a stronger relationship by connecting with its customer is by collecting information. It is ‘’a top-down view...CRM is considered as a core customer- centric business strategy that aims to win and keep profitable customer’' (Ellis, 2011). Asda use’s CRM to increase sale’s, productivity, and customer service. 
[image: ][image: ] 
(Moodle Lecture 2)                                                                                   (Moodle Lecture 2)

Asda collect’s customer information to better understand their customer’s, to provide a better service and manage customer relation’s. This is done through Tell Asda on receipts or online form’s that can be filled in by customers about a recent shopping experience for a chance to win £1000. Asda understands that Technology is a huge factor on customer relationship management, such as television, especially social media such as Facebook, Instagram, and Twitter to reach customers. ‘’Asda already has a number of communication routes to reach it’s customer’s, to more than 18.5 million customer’s a week through its instore radio channel ASDA FM’’. ( IoT Events 2021) Asda understands that long term customer relationship management is essential and that customer needs are essential for repeat business. Everyone in the business should know the objectives and work towards the customer relationship management goal. In 2015 Asda wanted to achieve world class CRM. Asda understands the customer’s value, ‘’value is the customer’s perception of the balance between benefit’s received from a product or service and the sacrifices made to experience those benefit’s’’. (Buttle and Maklan 2015)



SUSTAINABILITY POLICIE’S IN THE SUPERMARKET AND HOW IT EFFECT’S CUSTOMER’S

Sustainability mean’s ‘’ the property of being environmentally sustainable; the degree to which a process or enterprise is able to be maintained or continued while avoiding the long-term depletion of natural resources’’. (Oxford English Dictionary 2021) Asda has many sustainability policies used in the customer service it provides, by using resource’s effectively and considering the impact on the people, environment and supply chain. AMA (2020) ‘’As marketer’s we recognize that we not only serve our organization’s but also act as stewards of society in creating, facilitating and executing the transaction’s that are part of the greater economy’’. Asda take’s responsibility over its plastics and packaging by reducing plastics by 27%, and is promising that all packaging will be recyclable by 2025 in their plastic manifesto. The retail supermarket promises to reduce energy use by 30% by 2025. Asda’s target for waste is zero by reusing, recycling and redistributing. Also, their sustainability policies include reducing emissions from transport of their vehicles by 60% and reducing water use by 30% by 2020.
[image: ]
                                                   (Asda Sustainability Commitment's 2025)
The sustainable policies' of Asda product’s involve showing commitment to recognise organisations such as RSPA and Compassion in World Farming to make sure animals are well treated in the supply process. Asda work’s closely to the fisheries and poultry supply to maintain good quality and the company also use locally sourced products, so it’s cheaper for the customers who will return for such a great competitive service. Asda retail supermarket provides certified product’s which mean’s customers have clear information when purchasing, build trust and long-term commitment. The commitments to the customer’s but also the environment show how deep-rooted Asda work to keep both consumer’s need’s and environment needs well balanced. ‘’ Ethical marketing is the cornerstone of sustainable marketing’’. (Kotler, et al,2017)
 



(SECTION B) A DISCUSSION OF TWO QUALITY MODEL THEORIE’S THAT MAY ASSIST THE ORGANIZATION: -QUALITY AND Its COMPONENT’S
‘’ Quality refer’s to the extent to which processes' products, services and relationships are free from defect’s, constraints and item’s which do not add value for the customer’’. (Pryor, et al 1998, p2.3) Asda must ensure that it goes that extra mile for customer’s, the retail supermarket has been very successful in keeping up with changes to technology etc. to meet its customer’s needs. Total Quality Management is something in where all employees are involved in improving what’s available for customers such as products or services. Quality is so important for all organizations, it can be seen through a product or a service and must meet customer needs. Quality level’s must be checked, quality performance is it fit for purpose and is it consistent.
           [image: ]
                                                       (Moodle Image Total Quality Management)
TWO QUALITY MODEL’S THAT MAY HELP THIS RETAIL SUPERRMARKET IMPROVE CUSTOMER RELATIONSHIP MANAGEMENT.
There are two quality model’s the company can use for their business with regards to their products and service’s. Deming’s Quality management theory describes responsibility of around 80%-90% lying with the manager to improve system’s, it’s about high quality and strength as a company. Asda could adopt this method by preventing defects, and getting it right the first time. ‘’Quality can be defined as ‘no defect’s’’ (Kotler et al 2017, pg. 2017) ‘’Crosby argue’s that business should focus on attention to customer requirements and prevention of product defects. (Crosby 1979)





               [image: ]
                                                             (Deming Cycle, Moodle Lecture 6)
Asda can use Deming’s cycle to plan-do-check-act (PDCA) to plan, perform, monitor and improve consistently to meet with customer needs. This is used for continuous identification and improvement. Deming also came up with The Seven Deadly Diseases that affect a business, such as lack of plan, short term profit’s, telling off and promoting fear in the staff or competition, short term ideas, not thinking if the customers are happy or unhappy, excessive medical costs. Asda needs to be aware of the seven deadly diseases and prevent against them, Asda can adopt the fourteen-quality points created by Deming. They are creating a goal a competitive strategy for the business and everyone should be made of aware the aim within the company. Adopt ways to prevent any mishaps or delays. Build the quality into the design from the offset, and inspect. Continuously improved through PDCA. Training for all Asda employee’s is essential as well as communication in a fearless environment. The Asda retail supermarket should remove any barriers. A structure should be in place from the management as a system o ensure all point’s above are adhered to.



                          [image: ]
                                                                         Deming 14 Quality Point’s
                                                                          (Moodle Image Lecture 6)
Another popular Theories of Quality is by Dr Juran that Asda can follow, it’s based on an original and traditional management system. This theory includes his Quality Trilogy and also his Quality Planning Roadmap. Dr Juran’s Quality Trilogy is about planning the quality, planning the quality control and quality improvement. The planning is all about providing goods and services that meet customer needs, which is vital for Asda as customer’s are central to business success. Dr Juran for his second quality point explains the importance of planning what feature’s each product or service may have to meet customer needs. It is also important for Asda to take into account Dr Juran’s third quality point that control must be inspected in order to prevent thing’s from getting worse.    
                                  [image: ]
                                                                  (Moodle Image Dr Juran’s Quality Trilogy)



His theory on Quality planning and Road Map can be used to understand need’s and ensure they are met, using process’s that are reliable. Asda can adopt this method and use it for their products and services to check process development. He also discusses that a structure with top management showing the way of effort and quality should be taught central with the whole Asda company involved.
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                                       (Moodle Image Lecture 6 Dr Juran’s Quality Road Map


SUMMARY OF THE FINDING’S
This report has found that Asda is really a very customer orientated business, with customer’s needs at the forefront of its promise. Asda promises to secure products and services at a cheaper rate for its consumers. Asda promises to meet or exceed a customer’s needs by offering many services all under one roof. The company successfully connects with its customer’s through tv, magazine, radio. They also regularly receive feedback through receipt’s and online to make any improvements needed showing they are managing customer relations successfully. They value the consumer and the aim from the offset is to meet that need through products and services. Asda also takes pride in its sustainable policies' promising to reduce water use, energy, plastic use by 2025. They also aim for zero waste in their products by 2025. They also have in place monitoring to ensure all poultry and fishing is sourced ethically with quality in mind. Customers have clear information from the company, which build’s trust and Longterm commitment. This report has also suggested the company adopt two quality model’s that may assist the company further in its successful business. One is by Deming theorist about PDCA, but also the deadly diseases to avoid, and the 14-quality points to follow. The report also suggested Asda to adopt Dr Juran’s Quality Trilogy and Quality Management Road Map.
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