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    Introduction 
 
    The aim of this report is to analyse how an organization such as one of the Britain’s biggest retailers – ASDA operates, what are its goals, purposes, identify its customers, what they are expecting from the company and how the company responds to their expectations. The report would provide PESTLE analysis of the organization and would explain the role of the employees within the organization and their importance for achieving company’s goals.
 
The beginning 
[bookmark: _GoBack] 
    ASDA is a British supermarket retailer, headquartered in Leeds, West Yorkshire. In 1949 the supermarket owning family Asquith merged the Associated Dairies in Yorkshire. In the 60s, brothers Peter and Fred Asquith contacted Associated Dairies, forming a new company: 
ASquith + DAiries = ASDA 
   Between 1970 – 1980s Associated Dairies undertook a diversification programme – selling everything from baked beans to motor vehicles. In 1989 the company launched its own clothing brand – George. In 1999 the American retail company Walmart bought ASDA. 
    The early 2000s were years of innovation as ASDA opened ASDA Living and introduced its online grocery asda.com. A few years later the company launched its non-food online business, ASDA Direct, allowing its customers to access more than 30 000 products. It also introduced new global merchandising centres and removed the middlemen wherever it was possible. In 2010 the company focused on quality and price, launching the brands “Chosen by You” and “Extra Special”. With the Asda Price Guarantee the company made a promise about low prices. A year later the number of ASDA’ supermarkets was 180, allowing customers to buy the same quality products on the same low prices as in the ASDA superstores. ASDA’s clothing brand was exported through other Walmart markets – Argentina, Canada, Japan, Chile, India.  (ASDA, 2013)
 
    
 
 
ASDA STORES LTD NOW 
 
   Nowadays, ASDA has developed itself in the e- and m- commerce world. Asda.com is the second – biggest online retailer. More than 178 000 people work in more than 573 stores, 29 depots, 9 recycling centres.   
   
  The retailer’s customers are looking for exceptionally low prices, as there is a wide range of competitive supermarkets on the market, and the company should ensure to provide different channels and formats, within an easy access for its customers.  (ASDA, 2013)
  
    In 2018 Andy Murray, Asda’s Chief Customer Officer, explained that when making decisions the company always puts customers first. He indicated three areas, in which the retailer needs to make some improvements to be able to meet its customers’ needs – to become more relevant to the customers’ needs, to make shopping simpler, saving customers time and to increase their trust in every field, in which the company is operating.  
    The mission of the company, in its own words, is to be Britain’s most trusted retailer, which requires improvements to be made constantly. ASDA’s strategy is arranged into four quadrants, focused on helping customers, employers, community and shareholders.  (ASDA, 2018)
 
 




PESTLE Analysis 
 

· Political Influences 

· In 2017 UK Government declared new Gender Pay Gap Regulations, as indicated by which organizations within excess of 250 workers should report their gender pay gap. (ASDA, 2018)
· Walmart Inc. Group is focused on acting with integrity and straightforwardness on all tax matters and completely agreeing with UK tax law, which may include claiming tax allowances, exemptions, incentives, to which it is entitled under relevant laws and regulations. (ASDA, 2018)
 

· Economic Influences 

· Inflation, measured by the Consumer Price Index, fell off to 1,7% in August 2019, down from 2,1% in July. This is the lowest inflation rate since December 2016 
· Inflation for clothing and footwear turned negative again in August, after a short time of positive value development in the previous month. 
· Vehicle fuel inflation, which has drifted down since April this year, additionally turned negative in August, adding to the descending pressure of inflation. 
· Gross profit growth increased between August 2018 and August 2019 for most income groups, with only the lowest income group recording the same rate of growth. 
· Low unemployment and the fastest nominal wage growth rates in over a decade have profited working households the most. (ASDA,2018)



· Social Influences 

· Asda works with a company that specialises in job services for people with disabilities or health conditions, providing them with the right support in every aspect of finding a job. 
· Asda has an effective partnership with Jobcentre Plus, that helps it to understand the job market (ASDA, 2018)


· In 2010 ASDA agreed to tackle discrimination against migrant workers in its UK meat and poultry factories with the union Unite and to create permanent jobs for agency workers and pay them equally for the same job. (Lawrence, 2010)
· ASDA opened its Wellness Hub in 2018, devoted to its employees’ wellness and well-being. The company also held a week-long event where colleagues were able participate in a variety of sessions including fitness classes, yoga, Zumba and meditation. (ASDA, 2018)
 
 
 
· Technological Influences 

· In 2018 Asda introduced Scan and Go loyalty programme, that can be used by mobile app or a handheld scanner. Shopping with this programme allows customers to keep track of their spending, as it displays a running total, including all offers and rollbacks. Research shows that customers, who use Scan and Go spend half the time to check out and the queues on the checkouts are fewer, as there is dedicated payment zone for the Scan and Go customers. (ASDA,2018)


· Due to the desire of its customers to avoid delivery charges, Asda developed Click and Collect Towers, where goods can be collected in less than a minute after ordering. Through entering their code on a huge vending machine, customers access their orders. The number of parcels that could be held by the Tower is 500. (ASDA, 2018)
· In collaboration with Google Home/Assistant technology, Asda offers its customers shopping via voice, with the opportunity to ask about product information and availability in stores. (ASDA,2018)
· Foodmaestro, one of the Asda’s partners, is online nutrition tool, that allows online customers to remove any unwanted ingredients from their search result on the Asda website. Using filters, customers not only follow their dietary requirements, but are able to save them for the next online shopping.  (Davis, 2018)
 
 
· Legal Influences 

· In 2018 with the establishment of General Data Protection Regulation (GDPR), organisations were forced to change the way they collect and use customers’ personal information. In addition to this, Asda created Privacy Centre, where all customers, partners and suppliers could read about their Privacy Rights, how their data would be collected and used in the future, for what purposes it could be used and what kind of information are organizations allowed to collect. (Travis, 2018)
· 2017 - The Competition Markets Authority (CMA) identified that some promotional pricing used by Asda was misleading. Asda complied to change the way in which offers were advertised. A year after the company’s commitment, CMA welcomes the steps taken by the supermarket to make its pricing clearer for shoppers.  (CMA, 2017)

 

· Environmental Influences 

· Asda is signed up to the Consumer Goods Forum Deforestation Resolution. This is aimed at achieving zero net deforestation by the end of 2020. The company has also signed the New York Declaration on Forests, aimed at halving the loss of natural forest by the end of 2020 and ending it by 2030. Another aim is to source company’s top 10 products in a sustainable manner by 2025. 
· Asda operates a Zero waste Policy, which ensures that its aim is to reduce, reuse, recycle, and redistribute as much waste as possible in order to prevent landfill waste. Asda has diverted 99.9% of its waste from landfill, and has recycled, sent to charity or for anaerobic digestion 86% of its operational waste. Any unwanted equipment and trolleys, which are broken or unwanted, are returned to a central point to be repaired or used for parts. All the stores’ cardboards and plastic is recycled and the company’s restaurant and rotisserie used the cooking oil to produce biofuels.  
· One of the biggest operational impacts of the stores is the lighting, heating and cooling. Although the company has increased its estate with 200% since 2005, the amount of electricity used now is almost the same. The store has more than 60 fridges and changing the technology reduces refrigeration gas usage by 40% and electricity usage with 11%. 
· The stores eliminate needless plastic without impacting on food waste or overall carbon. 10% of plastic from Asda’s brand packaging will be removed by the end of 2019. The company also made a commitment to remove all single-use plastic items from its home offices, stores, depots and cafés by the end of this year.  The Online groceries has also eliminated single use carrier bags, which will remove the production of 85 million single use bags each year. 
· One of the aims of the company is to reduce the amount of food waste by 20% by 2025 and halve it by 2030. During 2018 it launched store food donations programme which allows stores to donate to charity food that is no longer sellable but still edible. The supermarket maximizes selling time by reducing the products price on the day of ‘use by’, thus ensuring that most of the food is sold and not wasted.  (ASDA, 2019)



 
The role of the employees within ASDA Group Ltd. 
The company goal is to be the UK’s most trusted retailer, but it is the employees who play the most important role of achieving this purpose. From Web designers through Suppliers finders, Waste preventers and Supermarket builders to Social media professors all employees are pursuing innovation and raising company’s standards.   
Digital and IT Department – designing websites, supporting e-commerce operations, running IT equipment, always looking for digital ways to improve the company.  
Buying Department – Buyers spend their days spotting trends, working on global deals, negotiating the best deals, trying to balance quality and value of the products.  
Marketing Department – raising money for charity, creating initiatives, launching new products, working on advertising campaigns, strengthening the name of the brand. 
PR Department – responding to journalists’ requests, giving information about the progress of the supermarket chain, guarding the company reputation. 
HR Department – the main role of the experts is to ensure all the employees feel looked after, they find the best professionals for every field, engage current employees and set up rewards. 
 
 
 
 
The role of the Customer Assistant in Asda 
The role of a customer assistant requires determination, willingness to help others, a desire to develop oneself as well as to improve the work of the team, enthusiasm to learn new skills and provide the best service possible. 
 The role involves: 
Welcoming customers, assisting them to find the goods they are looking for, giving advices on product selection
Processing cash and card payments, balancing cash registers and receipts
Receiving and processing the delivered stock, arranging goods in displays and on shelves, rotating and replacing stock
Reporting issues to the supervisor, dealing with customers complaints, dealing with customer refunds
Looking out for shoplifters and fraudulent credit cards
Keeping up to date with special promotions and displaying them

Skills:
· Friendliness, sensitivity and excellent communication skills
· The ability to work in a team
· The ability to remain calm in stressful situations
· To be able to work under pressure
· To pay attention to detail


Training: 
To improve the role of its customer assistants the company should regularly provide appropriate training.
See Apendix 1

conclusion

It is clear to see from the above report that ASDA, one of the Big Fours, is a well-structured organization focused on great customer experience, value for money. The company is an employer who takes pride of its employees and is concentrated on their personal development and welfare. Putting effort into sustainability, it is safe to say that they strive to make the world a greener place. One of the company’s goals is to reduce the food waste along the supply chain, to eliminate plastic from its own brand products and remove all single-use items and carrier bags from the stores, depots, home offices. It would be true to state that ASDA deserves to be one of the UK’s most trusted retailers.
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Appendices
Apendix 1: Training Plan

	R

	Training Type
	 Training in Retail Skills

	Training Responsible
	·  ASDA Group Ltd.


	Training Goals
	1.  To acquire skills and experience, appreciated in the Customer Service industry
2.  To gain valuable on-the-job experience
3.  To gain the soft skills, required to engage a customer
(

	Connection to Conference Goals
	·  
·  
·   

	Participants
	

	
	Optimal number of participants:
	#

	
	What training should they attend before this one?
	· There is no requirement for previous courses/training 
· 

	
	What training should they attend after this?
	·  Additional qualifications at Level 2 and Level 3
· 

	Date & Time
	10.12.2019

	Facilitators

	









	Logistics requirements
	What is needed?
	How to organize training room?

	
	· Stationary for note taking
·  Access to a desktop computer/laptop/tablet at home
· If you do not have one of the above, we recommend using the local library
· 
·  
·  
·  
	












Training Idea 
This 6-week training programme is designed for people, aged over 25 who are interested in working in the Customer Service industry and want to learn the key skills and experience most employers are searching for. This programme provides students with the opportunity to gain valuable on-the-job experience.


