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This presentation is based on Asda supermarket. My part in this presentation is to describe customer relationship management along with the advantages and disadvantages of CRM, and give you an insight into the history of Asda, and how Asda uses customer relationship management (CRM) with their customers in return to gain loyalty and customer retention. CRM is a strategy which they would use to gain revenue and increase profits. Kulpa, J. (2017).





CRM
CRM is used to build relationships with both current customers and potential customers, the purpose of this is to increase their sales, increase the organisations profitability and improve customer service. The use of CRM allows an organisation to strengthen its relationships with not only customers but colleagues, suppliers, partners and service users. Salesforce, (2019).
My knowledge of CRM is how a company treats its customers and staff while looking how they can continually improve their service along with quality of its products at the best possible price for the customers. CRM is about knowing what your customers want and going that extra mile to provide that service which will not only keep its existing customer base but will entice new customers who are looking for top quality services.
CRM is important because every organisation need to know who their customers are. It may take several years of hard effort in order to build up a consistent number of customers, the next thing is to keep them, and this is where CRM plays a major part. Porter, Smith and Fagg. (2006, p.315).
Advantages of CRM
· It allows for more effective sales and marketing.
· It enables widely dispersed teams to work closely.
· It can improve customer loyalty through exceptional experience.
Thakral, R. (2016).
Advantages of CRM for Asda
· It would provide an effective and efficient service across all customer relationships.
· It will allow Asda to become more sustainable.
· It allows Asda to improve customer service.

Disadvantages of CRM
· Staffs over-reliance on CRM may diminish customer loyalty through bad experience.
· Security concerns associated with CRM software. 
· CRM Systems may not suit every business.
Thakral, R. (2016).
Disadvantages of CRM for Asda
· High implementation costs across all stores.
· Will Require more management to control the CRM systems that are put in place.
· They don’t have a loyalty scheme which makes collecting data more difficult.


Conclusion
 
ASDA SWOT ANALYSIS
	STRENGTHS
	WEAKNESSES

	· To You parcel service
· Maintains in constant touch with customers through social networking sites and sharing feedback
· Various Brands-Smart price, chose by you, George Clothing, Asda mobile and Asda money
· Asda has various awards for excellent services
· Skilled Workforce well trained – Good for Customers
· Good Brand History
	· Critics about Asda’s quality
· Lack of specific customer profile
· Lack of Market Research

	
	

	OPPORTUNITIES
	THREATS

	· Improve CRM
· To expand photo department
· Loyalty card to understand their Customers
	· Price wars with other supermarkets
· Aldi/Lidl Fresher Quality for less
· Simpler way of shopping








Bhasin, H. (2019).



[bookmark: _Hlk34166094]Recommendations 
The recommendations I would suggest for Asda would be:
1. For Asda to introduce a Loyalty Card Scheme so that they can gather more accurate customer data to improve their CRM.
2. Improve quality produce as customers would rather pay a little extra for good quality then low-price product which lack quality and freshness.
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1998


Online retail service started


1999


2002


Asda named the best company to work for


2010


George 100 day satisfaction guarentee


Asda joined Walmart the worlds biggest retailer



2012


First click and collect drive thru installed


2014


2015


Asda 50th Birthday


George 25th Anniversary


2020


Named lowest price Supermarket





George Home Range


First Premature range


Grocer Gold Award 20 years in a row


Gregg.s are to open in Asda stores



1965 


Asda was born


1967


very first discount petrol station





1977


Asda price advert famous pocket tap


1989-90





George brand created


