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INTRODUCTION ~/

* THE CUSTOMER EXPERIENCE OF CONSUMERS USING ASDA AND OTHER UK SUPERMARKETS
DETERMINE THE LOYALTY AND LEVEL OF SATISFACTION. MARKETING AND CUSTOMER
EXPERIENCE ARE CLOSELY RELATED BECAUSE TO ACHIEVE POSITIVE FEEDBACKS ON MARKETING
AND CUSTOMER EXPERIENCE, CUSTOMER PROBLEMS NEED TO BE SOLVED (QUAZI, 2010). IF
CUSTOMERS ARE NOT PLEASED ABOUT A PARTICULAR PRODUCT THEN THE MANAGEMENT OF
SUPERMARKETS NEEDS TO SOLVE THE PROBLEMS SO THAT CUSTOMERS MAY BE LOYAL AND
SATISFIED. THE ANALYSIS OF CUSTOMER EXPERIENCE IS NECESSARY FOR ASDA AND OTHER UK
SUPERMARKETS TO KNOW THE SPECIFIC AREAS THAT NEED IMPROVEMENT. THE EMERGING
ISSUES NEED TO BE ADDRESSED TO DEAL WITH THE RISING POPULATION. CUSTOMER
EXPERIENCE CAN BE ASSESSED IN TERMS OF ETHICAL TRADING AND THE SUSTAINABILITY OF
THE SUPERMARKET TO SATISFY THE CUSTOMERS’ NEEDS (QUAZI, 2010). \/
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2 WHAT IS MEANT BY CRM <

* CRM IS AN ABBREVIATION FOR CUSTOMER RELATIONSHIP MANAGEMENT. IT'S A SYSTEM USED
TO BUILD AND MANAGE CUSTOMER RELATIONSHIPS.

* A CRM SYSTEM HELPS BUSINESSES MANAGE ALL THE INTERACTIONS IT HAS WITH CUSTOMERS
AND POTENTIAL CUSTOMERS. WITH A CRM SYSTEM, CUSTOMER PREFERENCES ARE RECORDED,
AND CUSTOMER ACTIVITY CAN BE TRACKED. SO EVERY TIME THEY ARE SPOKEN TQO,
REGARDLESS OF WHO THEY TALK TO, CUSTOMERS GET A FULLY PERSONALIZED AND
CONSISTENT EXPERIENCE.

* CRM SOFTWARE HELPS ORGANIZATIONS STREAMLINE THEIR PROCESSES AND WORKFLOWS
SO THAT EVERY PART OF THE BUSINESS IS ON THE SAME PAGE. SALES AND MARKETING TEAMS,
ESPECIALLY, RELY ON CRM TO CREATE COLLABORATION AND IMPROVE THEIR PRODUCTIVITY.

* THE OVERALL AIM IS TO PROVIDE MORE ENGAGING CUSTOMER EXPERIENCES, INCREASE
CUSTOMER LOYALTY AND RETENTION, AND DRIVE BUSINESS GROWTH AND PROFITABILITY. "
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THE ETHICS OF SUSTAINABILITY
” ina without 6 Does human need
How do we tell our define ecosystem
needs from our health, or does
desires? How much should their standard ecosystem health
of living be raised, how much define the limits of
should ours be lowered? human need?
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VULGAR SUSTAINABILITY
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\/ ETHICS AND SUSTAINABILITY o/
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* COMPANIES CANNOT BE SUSTAINABLE WITHOUT BEING ETHICAL. ETHICS AND SUSTAINABILITY
GO HAND IN HAND BECAUSE BEING SUSTAINABLE IMPLIES THAT DECISIONS ARE MADE WITH
FUTURE GENERATIONS IN MIND AND WITH THE IMPLICATIONS OF ANY ACTIVITY MADE BY AN
ORGANIZATION.

* |F COMPANIES AROUND THE WORLD START TO WORRY ABOUT SUSTAINABILITY ISSUES
CAUSED BY PRESSURE FROM CERTAIN BUSINESS OR SPECIAL INTEREST GROUPS, SOONER OR
LATER THEY WILL HAVE TO INCULCATE A CULTURE OF DECISION-MAKING AND REDUCE ANY
CONFLICT OF CORRUPTION OR BRIBERY.

* AN ETHICAL BUSINESS DOES NOT GIVE MORE WEIGHT TO AN ECONOMIC VALUE OVER A
SOCIAL OR ENVIRONMENTAL VALUE AND MAKES DECISIONS BASED ON THE WELLBEING OF
ALL OF ITS INTEREST GROUPS, NOT ONLY OF ITS OWNERS OR SHAREHOLDERS. /
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2 ETHICS AND SUSTAINABILITY

* SUSTAINABILITY CAN NOW BE A BRANDING STRATEGY, COMPANIES MUST TAKE SERIOUSLY
THEIR IMPACT, THE DEMANDS OF INTEREST GROUPS, AND INSTILL VALUES AND PRINCIPLES IN
ALL THEIR ORGANIZATIONAL CULTURE.

* A SOCIALLY RESPONSIBLE BUSINESS MUST TREAT ITS WORKERS WELL AND THAT BEGINS AT
HOME; SELL HEALTHY AND LASTING PRODUCTS THINKING OF THE CONSUMER; WORK ON ITS

ENVIRONMENTAL MANAGEMENT; BE TRANSPARENT AND INVEST SOCIALLY IN A SYSTEMATIC
WAY.

* SUSTAINABILITY COULD MEAN STAGNATION OR STASIS BUT MOST OFTEN IT IS USED TO IMPLY
BALANCE AND ACCEPTS THE NEED FOR INNOVATION AND DYNAMISM.
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2 QUALITY SYSTEMS

* A “QUALITY SYSTEM” IS YOUR ORGANIZATION'S BLUEPRINT: IT IDENTIFIES YOUR BUSINESS
MODEL AND PROCESSES, PROVIDES DETAILS ABOUT HOW YOUR PEOPLE WILL WORK
TOGETHER TO GET THINGS DONE, AND ESTABLISHES SPECIFICATIONS FOR PERFORMANCE —
SO YOU CAN TELL IF YOU'RE ON TRACK... OR NOT. IT'S A LIVING, BREATHING SYSTEM.

* THE PURPOSE OF A QUALITY MANAGEMENT SYSTEM IS TO ENSURE EVERY TIME A PROCESS IS
PERFORMED, THE SAME INFORMATION, METHODS, SKILLS AND CONTROLS ARE USED AND

APPLIED IN A CONSISTENT MANNER.
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\/ BUSINESS INTELLIGENCE

* HE TERM BUSINESS INTELLIGENCE (Bl) REFERS TO TECHNOLOGIES, APPLICATIONS AND
PRACTICES FOR THE COLLECTION, INTEGRATION, ANALYSIS, AND PRESENTATION OF BUSINESS
INFORMATION. THE PURPOSE OF BUSINESS INTELLIGENCE IS TO SUPPORT BETTER BUSINESS
DECISION MAKING.

* THE PURPOSE OF BUSINESS INTELLIGENCE IN A BUSINESS IS TO HELP CORPORATE
EXECUTIVES, BUSINESS MANAGERS, AND OTHER OPERATIONAL WORKERS MAKE BETTER AND
MORE INFORMED BUSINESS DECISIONS. COMPANIES ALSO USE BUSINESS INTELLIGENCE TO
CUT COSTS, IDENTIFY NEW BUSINESS OPPORTUNITIES, AND SPOT INEFFICIENT BUSINESS
PROCESSES.
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- @@ Data mining is the
practice of searching
through large amounts of
computerized data to find

useful patterns or trends.

Merriam-Webster Dictionary
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\/ - DATA MINING
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* DEFINITION OF 'DATA MINING' DEFINITION: IN SIMPLE WORDS, DATA MINING IS DEFINED AS A
PROCESS USED TO EXTRACT USABLE DATA FROM A LARGER SET OF ANY RAW DATA. IT IMPLIES
ANALYZING DATA PATTERNS IN LARGE BATCHES OF DATA USING ONE OR MORE SOFTWARE.
... DATA MINING IS ALSO KNOWN AS KNOWLEDGE DISCOVERY IN DATA (KDD).

* DATA MINING IS THE PRACTICE OF AUTOMATICALLY SEARCHING LARGE STORES OF DATA TO
DISCOVER PATTERNS AND TRENDS THAT GO BEYOND SIMPLE ANALYSIS. DATA MINING USES
SOPHISTICATED MATHEMATICAL ALGORITHMS TO SEGMENT THE DATA AND EVALUATE THE
PROBABILITY OF FUTURE EVENTS.
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