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[bookmark: _Toc36240785]Executive Summary
The following report is going to highlight the impact of Asda’s policies on their Customers experience. The researcher is going to support his finding with evidence from Asda and their competitors Tesco and Aldi. He is going to be critically investigating various Quality Models and theories to support Asda’s CRM.
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[bookmark: _Toc36240786]Terms of Reference
On January 15th the Marketing and Operations Director of Asda requested that Christopher Davis compiles a report on his findings whilst reviewing the customer experience based on their current policies and also recommend quality models and theories to measure and improve their Customer Relationship Management. The Operations Director would also like to see the rearchers findings on some of Asda major competitors. The report will need to be submitted by no later than Friday March 27th.


[bookmark: _Toc36240787]Procedures
The report will include sources of information from books, websites and Journals
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“Organisations who fully understand their customers develop better products and services and promote these more effectively and gain insight into their customers needs.” (Kardes, 1999)
In the following report the researcher is going to identify and investigate the customer experience based on Asda’s Ethical and Sustainability policies. The researcher will be also be highlighting examples from other organisations within the supermarket sector. Through this research and using various quality models and theories the researcher believes that he can help Asda improve on its current Customer Relationship Management. To conclude the report will identify the benefits of the impact of these policies and will include some further recommendations on ways Asda can change or improve on the experience customers are already experiencing through CRM.
(Sweney, 2020) posted that in 2019 Asda was the Uk 2nd largest supermarket with only Tesco ahead of them after an increase in sales. Sweney also said the biggest increase in market sales was discounters Aldi and Lidl who are increasing pressure on Tesco and Asda. Therefore, the researcher has decided to also report his findings on Tesco and Aldi.
“To meet customers needs you do not change your customers, instead you change yourself” (Smith, 2004)

“CRM is a means of addressing increasing competition, changing economic conditions and promotional dependence through the use of intimate customer knowledge. CRM is also known as Continuous Relationship Marketing, Customer Relationship Marketing, Customer Relationship Management” (2020)
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[bookmark: _Toc36240790]Task1
Using Asda and other supermarkets investigate the customer experience based on the following policies:
1. Ethical   B) Sustainability
“From our beginnings as the first UK discounter, offering our customers the very best value has been our driving force. We built our business upon listening to our diverse range of customers and offering what they need. We're at our best when we keep things simple.” (Corporate - ASDA, 2020)

ASDA was established by a group of farmers from Yorkshire (McGuire, 1988). ASDA is the 2nd biggest food market chain after TESCO in UK. Presently ASDA operates with around 631 stores in United Kingdom ranking second top in the United Kingdom’s food retailers list. 
An ethical policy can also be known as a Code of ethics. An Ethical policy is important for all organisations as it is their guidelines on how they expect their employees to interact with each other and their customers daily. These ethics will often help an organisation gain public approval from their stakeholders, regular/potential customers and their employees. (Business Ethics: Fair Business Policies Within Controversial Subjects, 2020)
These ethics are an organisations moral conduct and will also include behaviours that are good or bad. ASDA is identified nationally for its good friendly service and less prices (www.thetimes100.co.uk).
To promote their Ethics and Corporate Social Responsibility Asda believes in the three P’s People Price and the Planet.
Prices: ASDA is helping their producers and growers to develop a range of naturally health products, providing healthier options that care for the surroundings too. 
People: ASDA listens to their colleagues and customers to make it simple for them to serve on the products which they matter whether it’s lowering down packaging or promoting Fairtrade or helping local farmers.
Planet: ASDA requires taking care of the entire world through initiatives like developing energy efficiency, sending zero waste to landfill and cutting road miles (www.beinvolved.co.uk).
This shows that ASDA is a socially responsible organization and doing its best to be ethical throughout. (Rahul, 2020)
“At Asda, our approach to sustainability is based on the belief that protecting the environment and saving people money go hand in hand. We have a really clear aims – to reduce the environmental impact of our operations, the goods and services we sell, and the suppliers that make them.” (Corporate - ASDA, 2020)
By 2025 Asda have set themselves some major changes through their operations which will help in making them even more sustainable. They are pledging to reduce all energy intensity by 30%, to reduce or donate all waste meaning no more landfill sites, reduce transport emissions by 60% whether its Frome home deliveries or suppliers deliveries Packaging and Plastic is very important to Asda and they have a target to only use recyclable packaging by 2025 to achieve this they have set some statistics and targets. They also want to ensure that all employees and stores are using water efficiently and by the end of 2020 they are hoping to of reduced their water consumption by 30%. 
Aldi believe they are using their position to make positive changes to help create a better world. Their plan is motivated by 5 key principles which are community, people, customers, suppliers and the environment. They believe in their ethics which ensure all workers are treated fairly and equally, having excellent suppliers who share the same morals, being fairer to the community farmers. They are also focused on making sure that whatever you purchase from their stores has been grown, caught or made with ultimate care for the environment. They are also highly committed to sourcing sustainable foods and reducing their waste. They are also keen to raise money for worthy causes and to help tackle the obesity in kids struggle by promoting healthier eating options for children
“Ultimately, it’s about making sure that together with our customers we feel Everyday Amazing” (Corporate Responsibility - ALDI UK, 2020)
‘Every little help makes a big difference’ is a core value at Tesco. It drives what we do every day for our colleagues around the world, in the thousands of communities where we operate, and for the millions of customers we serve. It is also the idea at the heart of the Little Helps Plan, which sets out how Tesco will make a difference to the social and environmental challenges that matter most to our customers, colleagues and communities. (Overview, 2020)
Tescos ethic set out as a code of conduct that works internally with their stakeholders to help overcome challenges within its supply chain, they are a member of the Ethical Trading Initiative (ETI). They promote the human right movement by ensuring everyone understands their right. They also support the Modern Slavery Act. They ensure there is a code of conduct for all their suppliers and they regulary ask for their corrective action plan after they have been audited. 
To become more sustainable Tesco have set themselves some KPI’S( Appendix 1) halve food waste in their own operations by 2030, whilst promising that no food that is sake for consumption will be wasted  whilst also working closely with their suppliers to help  halve the wastage in their supply chains by 2030 and also to try and halve global household waste in all areas where they have retail stores.
They are also hoping to have all packaging fully recyclable along with all paper and cardboard being 100% sustainable by 2025 including reducing the packaging weight by 2025.Tesco also hope to be sourcing their electric supply from renewable sources whilst also reducing their carbon emissions.
Most of these policies aims, and targets have a positive impact on the customers experience. This is evident in the fact that customers are returning to Asda so much so that they have become the 2nd biggest supermarket in the UK. The sustainability policy gives the customers a sense of feeling good by doing the right thing. All their recycling and waste targets have a positive impact and are also encouraging the individual to recycle more reduce their waste and be more aware of Global change and Climate Control. The researcher believes that these larger organisations are leading the way and setting excellent standards in becoming more sustainable. Customers are also supportive of Asda selling reusable bags etc to do their bit for the planet. In store Asda are also encouraging their customers to recycles their unwanted carrier bags, ink cartridges, batteries and old mobile phones. All these examples are positively helping improve the customers experience within Asda’s stores. However not all of Asda’s policies are being upheld and in the past Asda have been fined £7500 for polluting a river in Ireland. (Asda fined £7,500 for polluting river, 2020)
Customers are also more inclined to shop in a well-established supermarket that promotes its Ethics as customers will like to think that the services you are offering them have been made by employees who are treated equally and fairly when it comes to their wages and working conditions.
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Demonstrate through a literature review a critical discussion of a variety of Quality Models and theories that may assist in an organisation improving its CRM.
Lamb says” the retailer’s attitude towards data always centres on the customer. “If it isn’t driving change on behalf of the customer – saving time and saving money – it’s worthless, we need to have a rethink or go home.” (Baldwin, 2020)
Without customers there would be no Asda, so they need to ensure that they are performing and listening to their customers wants and needs. This can be achieved through excellent CRMCRM is very important to Asda as it helps them deal with their current and future customers. It is important that Asda tries to improve its CRM as it helps them keep up with their competitors, benefit from their promotional activity, change during the current economic challenges all the time through understanding their customers’ needs and knowledge. It is important that they are meeting customers’ needs  and are creating a relationship which will make that customer become a regular returning one because with so much competition out there it is too easy for a unhappy customer to shop elsewhere and not return to your business. Asda is currently collecting Customer Data Information CDI through Customer Touch points they can do this through understanding their customers patterns and purchases. Asda are currently gathering information through analysing the shop and go concept and monitoring and understanding all customer feedback both positive and negative. They are also collecting data from surveys that customers are completing and are analysing the different products and services used throughout. Asda also gather information from the following services they provide 
· Accidents and Incidents
· Asda Baby and Toddler Club
· Asda Competitions
· Asda Mobile
· Asda Money Products and Services
· Asda Opticians Services
· Asda Pharmacy Services
· Being Asda Awards
· CCTV and Number Plate Recognition
· Cookies
· Customer Insights
· Customer Surveys and Focus Groups
· Marketing and Advertising
· Online Shopping
· Scan & Go and Scan & Go Mobile
· Tell Asda
Asda think it is very important to analyse all of these findings to help them create a more effective experience for all of their customers. And have put a list on their website to even inform you of all information they collect, Why? How and for What purpose? Appendix 2
Information Commissioner Elizabeth Denham said: "People's personal data is just that - personal. When an organisation fails to protect it from loss, damage or theft, it is more than an inconvenience.
"That's why the law is clear - when you are entrusted with personal data, you must look after it. Those that don't will face scrutiny from my office to check they have taken appropriate steps to protect fundamental privacy rights." (British Airways faces record £183m fine for data breach, 2020)
However, when collecting and storing this data Asda need to ensure they are following the strict GDPR regulations or they face the uncertainty of massive fines which have faced British Airways and Facebook recently.
Asda’s mission statement should be clear and precise about what they aim to achieve and should be communicated to all stakeholders. Asda need to ensure that they have a grand plan and that they know where they are now and what they need to do/improve on to get to where they need to be to ensure their organisation can continue to grow and improve.  To achieve their mission Asda need to follow the following 5 steps Motivation, Monitoring, Co-Ordination, Communication and Control these will all help them to improve their CRM
Asda also can improve their CRM by having an excellent customer service. They need to promote that no customer has a complaint but instead they have an Issue. Every one of these issues is an opportunity for Asda to use their excellent customer service skills. The researcher found that not only do Asda have excellent CUSTOMER SKILLS but when dealing with any issues they were keeping up with their PECA-pay attention, Empathy, Clarify and Act and also that they were competent in RAVE in that they Respect Appreciate Value Everyone. All of this helps them build a relationship with the customer.

“	An organisation’s obligation to maximise its positive impact and minimise its negative effects in being a contributing member to society, with concern for societies long run needs and wants.  CSR means being a good steward of society’s economic and human resources” Lantos, (2000)

“The social responsibility of organisations is to maximise profits, Friedman M. (1972)
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However an alternative way of thinking was offered by Carroll who believed there was Four responsibilities of business: Economic, Legal Ethical Discretionary/Philanthropic             Carroll A.(1979;2000)
By following the pyramid of CSR Asda are ensuring that they have 
· Economic Responsibility - they are offering value to customers with the best quality at a fair price. They are also creating more jobs.
· Legal Responsibilities- It is very important that Asda are complying with all Laws and Legislation.
· Ethical Responsibilities-They are doing the right thing are true to their values and beliefs.
· Philanthropic Responsibilities- Purely voluntary obligations a company takes on
The discretionary activities of today may become the ethical (expected) duties of tomorrow (e.g. recycling of our waste)
The researcher has found that Asda are following this pyramid and have implemented it into their work ethos. Whilst Friedman argued that engaging in CSR could hurt a firm’s efficiency Carroll suggests that they could hurt their efficiency by not engaging in voluntary actions.
The Loyalty Ladder is also an excellent marketing concept that Asda can use by observing where their customers lie- starting at the bottom they have their Prospects who have not used their services yet followed by 
· Customer- first time purchaser
· Client- returning customer
· Supporter- likes to try new products
· Brand champion- Advocate
Asda’s CRM and Policies are ensuring that the majority of their customers are indeed Clients and many of them are also supporters’ would benefit here from having a loyalty scheme as they would attract more prospects/customers into moving up the loyalty ladder.
The researcher also believes that Asda can benefit greatly by aligning themselves with the McKinsey’s Seven S Framework

[image: ] (mckinsey's model - Bing, 2020)

McKinsey model can help the Asda to set standards for regular decision making, it is one of the most popular strategic planning tools and the seven factors if aligned correctly can help Asda be more successful.


[bookmark: _Toc36240792]Conclusion
The report shows that Asda is mainly doing what it can do interact with its customers through different techniques and styles. However, they need to establish who their target customer base is and target them. Asda also needs to continue with its plans and targets over the next 5 years to deliver to their customers and stakeholders on their promises in their Sustainability policy. Asda’s is making full use of Touch points but they need to collate the information correctly in line with the new GDPR Regulations.Asda also need to ensure that they are communicating effectively with all stakeholders not jus customers as their employees, suppliers, partners etc are just as important. 
 With the way the customers needs are evolving along with the need for supermarkets Asda need to implement some sort of loyalty card or rewards scheme which thanks them for their loyalty and encourages them to keep returning to their stores wherever they are in the country.Asda also need to be more brand recognisable and ensure that they are tailoring their deals and offers to their target customer base.
One of the most important reasons people buy an item is because they copying others or buying from another persons recommendations. (Pooler, 2003)
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The researcher has compiled a few recommendations that Asda can do to fully engage their customers
· Make their evidence of what they are trying/doing more available like Tesco’s do
· Introduce a loyalty scheme/ rewards programme
· Establish what sets them apart from their competitors
· Improve on brand awareness and advertising techniques


























[bookmark: _Toc36240794]Appendices
https://www.tescoplc.com/media/755112/data-summary_may-2019_jmjedits.pdf
https://www.asda.com/privacy/your-information/customer-information
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