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Executive Summary: 

In this assignment, the reasons and factors which prove to be a huge influence for Aldi’s constantly improving customer service and product quality will be critically analysed. As a whole, 6 factors will be discussed about what helps with developing the company and how engaging and understanding within the customer experience which is also a significant part of Aldi’s success and will also be discussed. The quality processes in Aldi will be thoroughly explored along with the advantages and disadvantages with being able to maintain good customer relations. 
The supermarket industry is very competitive and isn’t always easy to be at the top.  Within the UK, it is known that many consumers would prefer great quality food but for a cheaper price, and to meet those needs as a supermarket isn’t a simple thing and that’s why many supermarkets are working to achieve that.

 
 
 
 
 
 
 
 
 
 


1.0 Introduction: 

ALDI is the world’s top discount grocer’s and the investor of the concept. Aldi uses a single format strategy in Australia, North America, and Europe. It operates the Trader Joes supermarket alongside its discount store in the United States.  There are over 7,000 Aldi stores worldwide. The supermarket industry is a very competitive market, Aldi have a good competitive method that helps keep the quality of its products to its best quality. 
     Many customers who are looking for high quality products with low prices know that Aldi fits that criteria. Aldi places great responsibility to recruit and train many employees, training helps to increase good work efficiency and more motivation between staff. Aldi’s policy is to keep costs down for customers, the store provides customers with many ranges of good quality products. Some of their points in their policy are that Aldi minimises the cost by saving time, energy and effort. Aldi attracts a lot of low-income families, because of its many cheap prices. Although many middle-class and possibly some upper-class families shop at Aldi which does improves its profit as more people will be shopping there, increasing revenue. Many customers’ expectations of Aldi are for there to be high quality cheap food with large quantities. 


1.1 Background 
ALDI was founded in 1946 in Germany, by Karl and Theo Albrecht. By taking over the control of their mother’s store when Karl and Theo Albrecht took control of their mother’s store in Essen, Germany. From the original store, they built a big store which is now today one of Germany’s biggest retailer store. It has become renown for its cost effective low prices. Aldi’s name is a combination of the words Albrecht and Diskont. It focuses on various brands that are of 90% sales in the UK. Aldi’s first UK branch arrived in 1990 and also opened its 500th store in 2013.
 
 
1.2 Purpose of Aldi’s Organisation  
According to Aldi UK, (2019), Aldi’s original purpose is to satisfy their customers as they stated ‘we’re all about satisfying our customers and we always aim to provide outstanding value for money’ meaning they also want to provide them with good quality service and valued products for their money. Aldi provide customers with the best products they can buy regularly                                                                                     and to make sure all products are of good quality and have guaranteed low prices.
Their mission is to share their business and provide customers with a range of high-quality products at a low price and good relationships with local  communities. Simplicity, responsibility and reliability are the three core values for Aldi.
Aldi also invest to local recruitment for the youth and adults by giving them job training and the development of our local community to reduce the number of unemployed people.

2.0 Organisational strategy To maximise value
2.1 Customer relationship management (CRM) 
To understand what customers need, it’s very important to use good information so the company can respond better.
CRM strategy is a good process in business to use to develop beneficial contact between customers and keep the loyalty. To generate sales value with the customer the primary goal is more important which is consumer marketing and planning. 
2.2 Advertising 
Aldi spends less on advertisements, so that it only advertises by local, smaller-scale marketing (Beuters, 2017). Local social media and local radio are very creative with advertisements.
By maximising Aldi customer value, Aldi currently every week come with different ranges of products. This Thursday I saw posters as advertisements for Aldi, they were displayed on big posters on the road side. These products are different to the usual grocery store items. Their weekly discounted products which most often works , to promote products, many various items and posters are found in the stores for the weeks coming.
Being a regular customer of Aldi, I am always content when I visit the store. The promotions on TV, show their prices whilst comparing it to other stores. I purchased recently a new rice cooker machine and the price was very reasonable,  nearly less than the original one. Every week I need to visit the store to look at prices and the deals in magazines and by asking when it would be available, I made sure that I was the first to queue on that day. As many customers were aware of the promotions the products quickly went out-of-stock. 
See Appendix A and B  
2.3 Value
Most stores don’t have the quality of Aldi, the responsibility, simplicity and reliability is the main core values of Aldi, this allows customer to do shopping  with more happiness.                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                                        
Aldi is a company brand which mostly sell low-priced products because of the number of private-label brands they are partnered with. Aldi is officially the cheapest store for all items. About 90% of their products are from those brands. All of their employees are fully well-trained and with all areas of the store. Aldi uses boxes as their food packaging for delivery by van to the customer home and it quickens the restocking process.  The points explained stemmed from Beuters (2017) ideas, explaining how Aldi ensures that they continually serve good quality in both products and services.
2.4 Customer Service 
Aldi gives out the best quality food and offers/deals and optimize profit. As mentioned before, all staff are trained with handling stock, operating the till and learning to use self-service checkout machines, which are used by the customers. Super-fast check out tills are the best service, self-service is very helpful that give options to customers, so they do not have to be in the queue wasting time, so Aldi wants to avoid the problem, Aldi supermarket is famed for its faster, incredibly efficient checkout services. Excellent communication with customers and good product knowledge is very useful.  Knowing how to answer many and any question that customers could possibly ask not forgetting to use positive language to help make customers more confident and this could really have a good effect on how a customer views the store.  According to Lipow (n.d.) there are many different types of difficult customers they can either be indecisive, angry, intimidating or even demanding. She talks about how employees cannot control how a customer would react, but you can change to some degree how customers respond in different situations. She says this can be done by getting control of the situation, show the customer that you care, and to always listen and let the customer vent, because it will let them know that you are actually listening to them.
  Aldi staff make sure to speak to customers with positive language so they can leave with a good experience. Positive attitude gives more happiness to customers to do shopping with confidence and customers will then be happy to fill in a survey form.                                                                                                                                                     
2.5 Marketing 
ALDI use many advertising options like, newspapers and magazines to advertise their offers to many customers. Aldi have a very attractive policy to sell many products at an affordable price compared to other retail supermarkets, and this give them the advantage to bring everyday customers back to the stores. Many customers just want to buy good fresh food, fruit and vegetables and also bakery made on the same day.                                                                            Compared to other stores like Morrison’s prices, Aldi have a very good price for example- one box of fresh bananas is 1 pound less than MORRISON or ASDA, fresh breads and the best meats and fish make Aldi the best store for them. All that in good price other store like MORRISON or ASDA. Always fresh is the best option, for that reason more customers would continue to do their shopping at Aldi. This year Aldi introduced the concept of buying one and then getting the second half price, these promotions helped to increase the number of products to be sold quickly and control the buyers to spend more and this strategy worked effectively.                                                                 
See Appendix C
 All these strategies pushed customers who usually shopped at MORRISON to change their ways and come to ALDI to discover a new range of good quality products in a different place. 
Aldi used this marketing technique to attract many customers who weren’t fond of expensive products. By making a daily fresh bakery, or a cheap box of bananas attracted people to shop at Aldi. According to Lutz (2015) says that private labels and its insane efficiency help with making the store sustainable in terms of retaining many customers.
3.0 Management 
As Aldi was created in 1946, it is a long established supermarket brand company and so must know how to effectively manage a business, from training their staff in all areas of the supermarket such as restocking, cleaning up spills hygienically, knowing how to talk to customers, and maintaining a safe working environment overall. ALDI is a workplace that is filled with cooperative employees with positive attitudes for their workplace and for me, I think management is one of the significant factors of their continuing success. Aldi supermarket has a product manager to organise and solve any issues found by the customers when their shopping, all staff are trained to know how to manage any area in the store.                                                                         
  
3.1 Loyalty   
ALDI have Amazing Award winning every year. When you shop at Aldi you get quality and value, as Aldi has won many awards so customers will rely on that to know the store is of good service, they have won crown of retailer of the year in 2018 and also the best value for money supermarket in 2018 which was awarded by Moneywise Home Finance.
By making the switch to Aldi is the best idea to cut your grocery bill to half price.  Many other promotions that Aldi offer is getting a product for free every time you spend fifty pounds, every week many offers come out. Regular customers detain the loyalty card so for each weekly shopping, they can make a little saving. Aldi have already built strong connections with consumers for the future.
 



4.0 ALDI Company Structure 
 
ALDI has been the best supermarket discount retailer,  but the technology is faster, and Aldi need to adapt to all version of new technology.  A lot of jobs need to be done in that level.                                                                                    Many customers now use a smartphone to find the best deals and to shop online.
4.1 ALDI Analysis techniques  
 
4.1.1 SWOT Analysis 
Strengths 
· The store has high level of customer support and sell very affordable products.
· Customers have great savings by doing shopping at low prices and many other label products are available at the store, customers have more options to choose their products with competitive prices.
·  Around 10,000 Aldi chain stores across 20 countries globally.
· Aldi’s business is more efficient, and the company needs less workers compared to other store.
 
Weaknesses 
· Aldi’s store is the shopping place for people with low income compared to  another store.
· Because of less workers in the store, their employees need to work more hours, and this creates a lot of problems between the employees.
· Low margins make consumers confused, sometimes their prices are not really low, and this can make customers very unhappy.
Opportunities 
· Many customers with low incomes continue to visit Aldi.
· Aldi continues to enlarge their stores around the UK and Europe.
· Aldi also sees great opportunities in the UK market.
· Many emerging economy countries want Aldi chain to come to invest in their country.                                       
· Aldi currently has over 700 supermarkets in the UK.

Threats
· Brexit can be a big threat for the chain and other companies. Lidl’s products are cheaper compared to many other stores, which could lead other supermarkets to try and lower their own prices to gain consumers and increase their revenue. 
· Lidl (Aldi’s main competitor) could actually beat Aldi’s top spot of number one discount grocery retailer. 
· Global economy can bring more of a risk at Aldi because of a real challenge and competition between markets.
See Appendix D
4.1.2 PESTLE Analysis Political:
·  Employment legislations encourage to employ large numbers of students, elderly people often get paid lower rates. The UK’s political situation is not stable and a crisis in finances can affect many economies and make a negative impact in the job market. According to Moore (2016) Aldi have not let a recession in the UK, influence them instead in 2016, they used £30m to have a ‘facelift’ in all their stores in order to compete successfully with their rivals.
· Aldi met its demand from the local population for example for working parents and students. For employment the government made some changes to encourage retailers to recruit more workers.
 
Economic:  
· Brexit can cause a huge negative factor because of the influence of the prices, cost and profits have increased in the UK, and so the British pound would lose its influence and it would decrease. Many shoppers have decided to search where are the better discount retailers. According to The Telegraph (2018) Aldi overtook Waitrose making it the new leader at the top spot as Britain’s best supermarket, proving Aldi to be popular amongst British consumers.
· The actual economic factors with Brexit can create a major problem in the market.
· The world economy can cause consumers to spend less for example choosing whether to eat at a restaurant or not, spend less and buy ready-made microwaveable food instead.  This change of attitude makes consumers more aware of saving on household items.  
 
Social:  
· ALDI invest strongly to support charity organisations with clothing donations and food, because of an increase in obesity Aldi has donated more fruit and vegetables to food banks to people who have health problems. Aldi positively encourages all employees to join in the cause. 
· According to NHS Digital (2018), in 2016, 26% of adults were thought to be obese which was also a 15%  increase since the year of 1993. This proves the point that healthy eating is becoming more of a need for the British public.
· ALDI have many projects to reduce plastic in the environment by introducing compactors to recycle reusable drink trays, plastic, bottles and many more recyclable items. Many stores have trolleys with coins required to reduce a bad environmental impact.
· ALDI mostly sell healthy meals and more vegetables & fruits at a good price. The Aldi store introduced online shopping for exclusive ranges of special buys and they’re exceptional quality and amazing value.                                                                        The competitive pricing is a key strategy for Aldi, good quality products at low prices make customers want to shop their regularly.  ALDI take care about its customers, communities, employees by helping them to be in a good business environment. 

ALDI Technological:  
· Technological infrastructures are very important for the modern business. They can prove to be real benefits within the financial department for the company as revenues could increase. A lot of the disabled or carers of the disabled, elderly or sick can find it difficult to go out to do shopping and so going online to shop would be a real advantage for them. ALDI eventually decided to open an online shopping website to give more possibilities for even more customers to shop easily. Online shopping has proven to be popular in the current years. 
By having more stock and self-scanning machines enhances good service. With many cameras on the tills can decrease stealing, this strategy can help the store increase their revenue because according to Vonow (2017) £3 billion is stolen from self-scan shoppers a year from supermarkets. The world market has changing norms, that means all business need to adapt to new technology. By having a website can be a big benefit for Aldi’s business, this can be a big benefit for customers with less mobility to resort to shopping online whenever they want to; 24 hour shopping.

Legal: 
· The laws and legislations can bring more costs and tax transactions at an increase. Many consumers are switching to the cheaper brands. The government policies and legislations push businesses to lose customers.                           The customers are more aware for the prices and can be able to find the best deals. 
· Aldi’s inflation has put more pressure in the business and cut down on profits on many products.
· The competitive strategy at Aldi has made Aldi the best low cost leadership in Europe.
 
Environmental: 
· Many customers would like to buy fresh products coming from the local farmers to support local people. Customers who like to buy products that are environmentally-friendly. 
· Aldi have constantly been improving their carbon foot print partnering up with many environmental organisations. Aldi is switching to a more friendly environment by minimizing environmental impact, they reduce carbon footprint by 53% since 2012. Aldi used solar panels in 379 UK stores, and all Aldi drivers are being trained to drive more efficiently by using tracking systems. Aldi constantly work to minimise their carbon footprint. The energy efficiency is boosting. All the waste is reducing and recycling to help environment impact, because of active participation Aldi is showing industry leadership In the Greenchill partnership of the innovation refrigeration systems.                                      

 
5.0 ALDI Qualitative Processes 

5.1 Control of quality
ALDI retailer offers customers the freshest British farming products with the highest quality at the best price. Before any product go out to the stores Aldi makes a spot check for all products to go into the distribution centre, that is to make sure for the quality of the product.
5.2 Assurance of quality
ALDI’s success comes from their good quality products; many of the customers trust the quality products that they bring back home. The Quality assurance team have the responsibility to make sure that all the products being sold are up to the standard set by the UK government. 
5.3   Quantitative Research
Aldi’s business is so efficient that they have fewer workers compared to other  grocery stores. All milk that arrives are on racks and can easily be restocked immediately in minutes. Its main business model consists of giving out affordable products that are of limited range with good quality assisted by good customer services on the shop floor, with employees who know how to deal excellent customer services.
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See Appendix E and F
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Step 1: Understanding customers satisfactions 
Aldi surged into the best top spot with customer satisfactions by 74% of customers. Aldi won their customers over with the value of money for their products. Quality products at low prices dedicated Aldi to keep selling the good quality products at lower prices compared to other stores. By surveying customers, you can understand what we are getting by shopping at Aldi which was named the best in the world in terms of value.
Step 2: Segmentation and Proposition 
Aldi have simple propositions, the lowest prices in the market and the highest consistent quality, to allow customers to buy products, that are regularly bought, are always high in quality and low in prices all guaranteed than compared to any other store.
People will always be content with beneficial products; this is basically the value received by customers when they regularly do their shopping in store.
Step 3: 
Make some research to identify and segment the solution where you can create a better value in increasing consumerism with the business, because to keep customers happy and make them regular shop in store can be a significant major factor for the good development of the business.
Step 4: Strategy winning price Special
Aldi consumers use social media platforms- Facebook and Twitter to promote their winning prices and seasonal offers. Creating a loyalty card can be a huge positive impact to keep the customers regularly visiting. Installing the deal of buying and then getting the second half price is the strategy that will attract more customers, as they would know they are spending less. This marketing procedure shows customers our commitment to help them by showing that they can save money when they are shopping.
 


6.0  Customer Analysis Marketing plan  

Customers of Aldi are both men and women in the mid and low income range. Rapid growth of Aldi and its reputation make Aldi’s market share rose to 12%  and brought an increase of around 1.1 million customers which visited their stores. The brand was named the best supermarket of the year in 2017, discounts have been the first strategy to promote customer consumerism for over many years. Marketing plans can be elaborated for many years coming ahead.
The model of ALDI has remained unchanged since its initiation, and their marketing can be described as the right product with the right price in the right place and time.
The budget officer who is in charge of all the budgets always has to ensure that budget plans made for the year does not ever exceed the planned amount that was set. 

Conclusion: 

Aldi in the business has a good distinctive approach to retailing. With plenty of options, Aldi can ensure that it is the best supermarket with good quality products and low prices. All Aldi stores are staffed by people with good competence customer services and its good work environment free from discrimination, harassment and job stability. I also learn that, the strategy pricing is the principal key strategy for Aldi, Quality products at low prices give competitive advantages in the business and compete with their rivals such as Morrisons and Asda. They’re highly effective allows them to gain and maintain leadership and optimise profit.
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