Speaker Notes 
By Prashant Thapa



Introduction
According to ASDA (2020), the company was founded in 1949 through a process of acquisition and diversification. The name ASDA comes from combining the first two letters from the company title Asquith and the term Dairies. The Asquiths chose to join with Noel Stockdale in charge of the Dairy Farmers Ltd. ASDA (2020) further mentions that in 1999 ASDA merges with the Walmart family and becomes part of the world’s leading retailer. 
ASDA (2020) states that in 2000 the business entered the new millennium at an incredible pace and experienced revived development, with new business areas added, new brands introduced and new stores opening. It was then when ASDA introduced the grocery home shopping business. ASDA (2020) mentions that in 2002 ASDA was named the best company to work for by the Sunday Times. ASDA (2020) mentions that in 2004 it was named the ‘Best Value Retailer’ by The Grocer for the seventh year running and was also proud to have contributed in raising over £21 million for the Children in Need and Tickled Pink. ASDA (2020) also mentions that by 2016 ASDA’s Tickled Pink campaign which has been running for over 20 years strikes £50 million pounds which helps support the Breast Cancer Care and Breast Cancer Now charities. ASDA (2020) states that In 2017 ASDA’s devotion to providing great value for customers is recognized again as the company is named the lowest priced supermarket at the Grocer Gold Awards for a record 20th year in a row and also in 2017 to assist the suppliers and  to help small businesses better manage their cash flow, ASDA pledges to paying all small suppliers in 14 days. ASDA (2020) stresses that ASDA is always rolling out a number of technologies to support the customers in making shopping easier as in 2018 ASDA introduced the UK’s first parcel tower, where customers can collect online orders in less than 60 seconds and voice-activated shopping through Google Home.
CRM
Goldstein (2019) explains that Customer Relationship Management or CRM is a software that helps business manage their customer communications, focus on the most valuable opportunities and provide the best customer experience throughout the entire buying process. Goldstein (2019) further states that CRM helps business consolidate all their data in one central location and can help the organization in different ways:
· CRM puts all the contacts, customer communication history and buying history in one place so that everyone employed in the organization can retrieve any information that they require, from one platform. 
· By a business using CRM, the business can sell more rapidly as CRM programs the repetitive admin tasks as CRM can improve develop a standardized sales procedure which will help to decrease the length of the sales cycle. 
· CRM helps business stay focused on their customers by having access to the information on customer’s interest and behaviour. CRM helps the business to predict the customer’s needs before it evolves, so that the organization can solve these problems and the customers are left satisfied. 
Advantages

Plaksij (2020) notes that there many benefits of Customer Relationship Management in business:
· Better knowledge of customers as Swain (2020) states that CRM gives a 360- degree view of customers and prospects. 
· Improved segmentation which will benefit the business as Dontigney (2019) observes that market segmentation can reduce cost, improve product development, break into new markets and improve business focus. 
· Improved customer retention. Akhtar (2019) mentions that customer retention can benefits the organisation as there is low marketing cost, the loyalty of the customers boosts sales, it improves the image of the brand and increases acquisition. Akhtar (2019) further notes that customer retention is the most valued asset to the business.
·  Better anticipation of customer’s needs such as if there was a complain of something in the past the business can restore their status by offering superior customer experience.  
· CRM provides efficiency, better communication and saves time which is very vital in business.
· Improved protection of data privacy.
Drawbacks
Gaille (2015) argues that there are disadvantages in CRM that must also be considered:
· [bookmark: _Hlk36182905]It eradicates the human aspect from the business equation which might not work for all the customers.
· Due to the data being contained at a centralized point this can create threat to any organization as there might be security issues. 
· CRM requires a long period of learning and business training on how it works, so implementing the process requires time. 
· Data can still get lost if it is not backed up.
· Sensitive customer data can be obtained by third party.
Nguyen (2012) mentions CRM has several escalating concerns from customers privacy, favouritism towards beneficial customers to dynamic pricing and hidden surcharges. Nguyen (2012) further declares that misuse of CRM may put the organizations marketing attempts at risk of long-term failure.     
By implementing CRM ASDA can constantly improve and develop new technologies to enhance their customer experience with their customers. ASDA (2018) mentions that ASDA are always putting their customers first in every decision they make and have set an ambitious plan in three areas to meet their customer’s needs. ASDA (2018) further states that the three areas to meet their customers’ needs are:
1. ASDA have a wide range of products across various categories, ASDA aims to do a better job by being more relevant to their customer needs by connecting those wide range of products and various categories with the needs of the customers. 
2. ASDA intends to save time for the customers by becoming simpler and more seamless to shop. This is where ASDA can use the benefits of CRM strategy. 
3. ASDA also aims to increase their customers’ trust by demonstrating how they support the local communities to how ASDA takes responsibilities in improving the planet.
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