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Introduction 
Customer experience can be expressed as the holistic preparation of buyers and their experience with companies and brands. Effective customer experiences are the result of good interaction with buyers that increase the brand reputation and values of the business. Good customer experience builds positive brand values and if a company does not meet customer perceptions then it draws a negative image which affects the brand reputation of an organization (Teixeira et al., 2012). The report will investigate the customer experience of the business in retail or supermarkets based on the two themes, namely, brand experience and customer experience and human touch Vs. Tech Touch. The report will analyze the suitability and importance of the identified themes in the relation to ASDA. The report will critically analyze their impact on customer relationship management. The study will focus on critically analyzing two quality models in the context of developing customer relationship management. 
[bookmark: _Toc86442855]Brief introduction about ASDA 
The study is organized on ASDA Stores Ltd that is well-famous supermarket chain is based in Leeds, England. The first store of ASDA was discovered by Fred Asquith and Peter in the year 1949. At present around 632 retail stores exist (Li, 2021).  The company offers different products and services to customers, namely, finance services, groceries and general merchandise etc. There are some services which offer by the organization such as Asda money, George, Asda mobile and Asda living etc. The key people of ASDA are Andy Murray as CCO, Roger Burnley as CEO and president of the company and Anthony Hemmerdinger as Retail operations etc. These key people aid the brand in making profits of around £22,899.2 million and an operating income of around (£584.2) million in 2019. Over 165,000 staff members are employed in ASDA (Li, 2021). 
[bookmark: _Toc86442857]A) Customer experience
1) Human-Touch and Tech-Touch 
Human touch helps in providing new and creative ideas for the production of new goods and also helps in making improvements in the existing products of the company (Solnetb et al., 2019). This means that customer service is being provided by the employee’s or workforce of the company to the customers of the company and this service cannot be provided by using technology. Even most people believe that service provided by human force is better. Around 40% of the consumers want to receive human services. ASDA Should emphasize employing trained and experienced employees so that they can provide better and effective services to the customers and it will also help in connecting with customers of the company (Solnetb et al., 2019). Customer relation management is the relevant part for the company and human touch can impact the customer relation. Human touch can help in proving better and effective services to the customers. Human touch helps in building long-term relationships with the customers and increases customer loyalty (Solnetb et al., 2019). The workforce of the company can easily interact with the customers and can take feedback from the customers and can make improvements in the existing products for meeting customers’ needs and it will build relationships with the customers of the company. 
Tech touch is an efficient way that helps in providing fast and effective services to the customers. The use of technology can help the company in becoming more advanced and it helps in increasing the potential of the production of the company which helps in meeting the needs and demands of the customers (Riduan, 2017). Technology makes automatic check-ins and interaction with the customers. Technology helps in increasing the value of the customers and it is also helpful in reducing the cost of production which further reduces the cost of the products and services that attracts more and more customers to the company (Riduan, 2017). ASDA should emphasize using technology effective as it will help in becoming more digitalized which increase the number of customers and it will will also help in improving customer relations. With the help of digitalization, the company can grow their business more rapidly. Technology has become the most important part of the business world and all companies have relied on technology (Riduan, 2017). With the help of technology, the company can increase the production capacity but technology cannot provide ideas and this can only be done with the help of human touch as they help in providing new and creative ideas and they also help in innovating new products in the market that helps in increasing the customer base of the company. 
Tech touch can impact on customer relationship management of the company. This can impact customer relationships as it helps in increasing the potential of the product which further helps in meeting the needs of the consumers in the market (Kumar and Reinartz, 2018). In modern days, customers prefer to buy products at low prices with high quality and technology is very effective in reducing the cost of products. It can be stated that human touch can effectively interact with the customers and can build a strong relationship with the customers. tech touch can help meet the demand of the customers in the supermarket and it also helps in proving products at low prices (Kumar and Reinartz, 2018). Both human touch and tech touch helps in building customer relations in different ways but tech touch is more beneficial as it helps in meeting the needs of the customers by increasing production capacity and reducing the cost of products whereas human touch helps in providing ideas for producing innovative products (Kumar and Reinartz, 2018). 
[bookmark: _Hlk88912530]2) Brand and customer experience 
Brand experience means how the customers or any individual feels about the brand. Brand experience can be distinctive from person to person because different people have different perceptions and experiences about the product. Effective brand experience helps in attracting customers to the company (Johnston and Kong, 2011). The brand experience helps in understanding how the existing customers are experiencing the brand and it helps in knowing the perception of the customers about the brand. Asda can use this as a strategy as it will be helpful in improving the vision of the brand and further helps in creating powerful and practical tools which allow the company to create an effective brand experience (Johnston and Kong, 2011). This can be helpful for the company in increasing brand value. The company should also emphasize designing their brand and products in a way that can help in attracting customers towards the company. ASDA need to use this concept for understanding the experience of the customers about their brand. The company should use effective brand strategies for providing a better brand experience to the customers (Johnston and Kong, 2011). ASDA should emphasize enhancing the brand experience by brand design, brand voice, customer support, etc. The company emphasizes creating a memorable experience with the brand so that it will help in increasing customer loyalty. This can positively impact on customer relationship management of the company. 
Brand experience helps in improving customer relationships with the company. Best brand experience is helpful in boosting customer loyalty and developing strong relationships with the customers (van der Westhuizen, 2018). The company must focus on improving the brand experience for customers because it helps in leaving a positive impact on the customers. The positive impacts have the potential to attract customers to visit again.  It can provide a memorable and best experience to the customers but it also makes negative influences on the customers because each customer is different and they have different demands and choices which can be harmful to the company (van der Westhuizen, 2018). It has been concluded that brand experience can influence customers positively and negatively. 
Customer experience is auditory, rational, influencing and physiological customer feedback. In simple words, it is the sum of the relationship of the company with its consumers (Tao, 2014). It is essential for the company to offer the best customer experience as it will help in building better customer relationships. Tesco produces products according to the customer’s needs and expectations that help in improving relationships with its customers (Tao, 2014).  Customer experience helps in developing a better relationship with the customers of the company. 
It is recommended to the ASDA that they should emphasize using the human touch as it helps in providing new and creative ideas for the production of new goods (Johnston and Kong, 2011). This will help in giving a positive impact on customer relationship management. This is very beneficial in building relationships with the customers of the company. the workforce of the company can help in working and making efforts on improving the existing products. The company should use effective technology for producing products at low prices which will help in meeting customer needs (Johnston and Kong, 2011). They should also emphasize brand experience as it will help in creating brand awareness and increase the customer experience towards the brand. The brand experience helps in understanding how the existing customers are experiencing the brand. This will help in making effective relationships with customers of the company (Johnston and Kong, 2011). It is also recommended to the customers that they should use effective strategies for improving customer experience and brand experience so that they will be able to increase customer base and customer loyalty among larger audiences.
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Concept of ‘quality 
The term quality can be stated as the ongoing process of sustaining and building relationships by anticipating, assessing and meeting stated and implied requirements. The main aim of the quality management system is to make sure every time process of quality management is performed, the same skills, methods, control and information are effectively utilized and implemented in a consistent manner (Polanski et al., 2018). The concept of quality management is effectively used by companies to provide quality products and services which helps to meet customer needs and preferences. This is a useful technique to provide a standard of products and services to buyers which is useful to increase brand reputation. In simple terms, quality as it effectively applies to the object of services, products and processes is effectively described as the degree to that requirement’s set (García-Martínez, De Paz and Márquez, 2012). Thus, product and services quality is effective to identify by the organizations through comparison of a predetermined set of the characteristic to fulfil the customer‘s requirements.  Quality of products and services that fulfil or exceed buyer experiments outcome buyers’ satisfaction. By providing quality services and products, an organization can meet customer satisfaction which is useful to hold customers and address potential customers by providing effective services.  Quality management increased customer and organization relationships that are beneficial for buyers to meet their needs (García-Martínez, De Paz and Márquez, 2012). It can be effectively used by ASDA to develop a good relationship with customers and gain a more competitive edge in the market. It is more significant to build positive brand value through effectively satisfying customer needs by delivering them good products.  
Critically evaluate Quality Modals
Six Sigma Modal 
This model is effectively used by the organizations to develop utilities and quality of services by involving some essential step that is useful for improving the quality of services such as Define, Measures, Improve and Control (Valmohammadi, 2011). These are effective steps taken by companies in order to improve the current process and create incremental changes that are useful to create an effective strong relationship with buyers. In simple words, it is defined as the data-driven methodology that effectively delivers techniques and tools to evaluate and define each step of the procedure (Polanski et al., 2018). This delivers to develop effectiveness in an organizational framework, quality of products and services and influence the bottom-line profits. This can be used by ASDA to improve their quality of services and product that is useful to deliver excellent customer satisfaction. By using Six Sigma company can increase customer interaction that creates a good relationship with the organization (Polanski et al., 2018).  There are five stages that can adapt by ASDA to develop the quality of services and products and enhance customer satisfaction of the business is given below: 
	Stage 
	Action of ASDA 
	Aim of ASDA

	Define 
	It is including the requirement of buyers, evaluation of saving opportunity and understanding the high-low levels of the activities (Rokicka, 2014).  
	Identifying issues and problems 

	Measure 
	Identifying the key inputs and validating integrity of data  
	Identify key measures for effectively develop quality of product and services 

	Analyze 
	Establishing the quality development plan and leveraging statically tools 
	justification of quality improvement process to make sure develop performance of staff members (Basu, R. and Wright, 2012). 

	Improve 
	Effectively implementing the developing process, improve plan and capability of working 
	Develop performance of employees 

	Control 
	Confirmation the developed implementations, stability and process validation   
	Implementation of quality control measures 



This process can effectively apply by ASDA to improve customer satisfaction and create strong relationships with buyers which is useful for the company to gain a competitive edge in the market. The best part of this model is getting a clear vision related to developing quality improvement methods through extremely essential to valuable buyers. Besides this, the Six Sigma Model has some drawbacks which reduce the working efficiency of the company and delay in obtaining their goals (Rokicka, 2014). This is a long procedure which means it is a time-consuming method that distracts employees from organizational goals.  ASDA can effectively apply this method by appointing certified employees who have a certificate of Six Sigma and it is also required training of employees that is a time-consuming and costly method that adversely affect organizational goals (Yadav and Desai, 2016). This method is also focused on internal procedure development which means the company is less capable to identify customers’ requirements which affect customer relationships but it is useful for improving the working method of employees and it is long term advantage by one-time investment.  By using this company can effectively evaluate its performance and provide effective services to customers who are more significant to increase customer relationships and provide full satisfaction to buyers (Yadav, G. and Desai, 2016). ASDA can positively affect business operations as it improves the quality of products and services and enhances customer satisfaction.  This is a customer-oriented approach that chiefly focuses on the customers developing the buyer’s vision of quality.  
TQM  or total quality management 
Total Quality Management (TQM) can be expressed as the organization practices and management philosophy that purpose to harness the material and human of the company (Mosadeghrad, 2014). By using the TQM method organization can get long term benefits through providing customer satisfaction and TQM effort, all members of the company practice in developing services, products, processes and the culture in that they effectively employed. This is considered as the structured approach which is used by the companies to improve entire organizational management. This approach basically concentrates on the procedure of developing the quality of services and goods of the company. This is also involved the development of internal practices of an organization. There are some principles used by the companies to improve internal practices and build a good relationship with companies (Mosadeghrad, 2014). By using customer focus, an organization can effectively make good relationships with buyers by fulfil their needs, preferences and wants. This encourages mutual teamwork and respect of an organization that increase the working efficiency of employees. With the help of TQM, ASDA can improve their working efficiency and provide effective services to customers. 
TQM theory is mainly depending on the process standards and effective protocols to reduce the chances of errors. It is an essential procedure used by the organization to improve the quality of services and increase customer interaction and it is an ongoing procedure that contains eliminating, reducing, detecting and chances of errors (Hung et al., 2011). Managers of ASDA can effectively involve the TQM approach in their supply modals which is an effective technique to provide a quality product to customers. Through utilizing the total quality management approach ASDA is capable of effectively creating business relationships with the buyers. This strong relationship with customers aids ASDA in constantly developing its product offering and generating higher revenue. The requirements of buyers for quality are highly maintained by the organization through various certified tests and quality control processes (Hung et al., 2011). As per the discussion, it is identified that TQM has different advantages that increase brand value and customer loyalty of the company but on the different side, it has some major disadvantages that affect TQM effectiveness which is discussed here. This involves a high cost of time and it is useful for implementing a program and the fact of this takes several years for developing a brand and fully implemented before benefits and results are seen. Total Quality Management is considered a long-term investment (Kumar, Garg and Garg, 2011). 
[bookmark: _Toc86442859]Conclusion 
The report summarized information regarding customer experience of the business in retail or supermarkets based on the two themes, namely, brand experience and customer experience and human touch Vs. Tech Touch. Customer experience can be expressed as the holistic preparation of buyers and their experience with companies and brands. Effective customer experiences are the result of good interaction with buyers that increase the brand reputation and values of the business. The report analyzed suitability and importance of the identified themes in the relation to ASDA. The report will critically analyze their impact on customer relationship management. The concept of quality management is effectively used by companies to provide quality products and services which helps to meet customer needs and preferences.  The study focused on critically analyzing two quality models in the context of developing customer relationship management. Total Quality Management (TQM) can be expressed as the organization practices and management philosophy that purpose to harness the material and human of the company. 
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