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[bookmark: _Toc37511514]Executive summery
This assignment has been prepared on the perspective of ASDA which is one of the biggest multinational companies in the world. In this task different aspect of understanding and engaging customers has been described on the perspective of ASDA the customer value creation is the first and foremost priority of every company and this is also for the ASDA. There are several factors which affect to maximise the customer value and these factors have been described.  Every customer wants quality product and service but ensuring quality product is a very critical task. For ensuring quality product or service, the importance of SERVQUAL is many. In this task different attributes of this model have been described. PDCA model which is regarded as the quality control model also has been described which may help ASDA to control quality in their product. A description of customer experience has been described in this task which is very essential for a company. At last the benefits and challenges of maintaining good customer relationship have been described.


[bookmark: _Toc36894513][bookmark: _Toc37511515]Introduction
This is about the understanding and engaging customer experience on the perspective of ASDA. This task will describe about the brief description about the ASDA and its product type. Customer value maximisation is the core task of any business and customer value creation has a significant impact on the success of a business. There are several factors which have significant impact on the maximisation of the customer value and these factors will also be described in this task on the perspective of ASDA. In this section, different impact of different factor will also be described. Every company wants to ensure good quality in their product but all the companies are not succeeding in this regard. There are some definite ways to ensure quality product and the ways ASDA ensure quality product will be described in this task. For ensuring good quality, SERVQUAL model is a very effective tool which will be also described in this task. Good customer experience is necessary for every business and they always try hard to ensure this. In this task the definition of customer experience and its four elements will also be described. This assignment will also cover the benefits and challenges of maintain relationship with the customers.


[bookmark: _Toc36894514][bookmark: _Toc37511516]Overview of the organisation: ASDA
ASDA is one of the well-known British supermarkets and the headquarter of this supermarket is situated in Leeds, West Yorkshire. This company has been started its business since 1949. This company was regarded as the second largest supermarket from the year 2003 to 2014 but this company is now at third position in UK (Walsh, 2020). ASDA also provides other services like financial services and mobile phone provider besides its core supermarket functions. ASDA emphasises on providing quality product at a cheap cost and this bring competitive advantage for this company.
[image: Asda supermarket in Old Kent Road, London - Contact Directory UK]
PICTURE 1. ASDA (Asda Homepage, 2020)
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[bookmark: _Toc37511517]Factors that influence ASDA ability to maximise customer value
Customer value is regarded as the satisfaction that customer achieve by purchasing any product or service. An equation can easily describe the concept of customer value and this equation is perceived service minus the cost of the product or service. Increased customer value creates customer satisfaction which is very necessary for an organisation. For every business organisation it is their core concern to maximise the value of the customer as the success of an organisation depends on the maximisation of the customer value (Hamza, 2019). ASDA is the renowned retailer of UK and this company puts more stress on the maximisation of the value of the customer. There are several factors which influence the maximisation of the customer value and this company tries to consider factors very carefully to maximise the customer satisfaction. Factors that influence ASDA to maximise customer value are described below.
Product quality
ASDA sell different types of food, beverage products and other daily necessaries; the product quality of this company has great importance to increase customer value. Every customer wants to buy quality product which can serve his need best. For maximising the value of the customer ASDA always tries to produce quality product which have health value. Product quality is one of the reasons behind the success of this company (Hamza, 2019). 
Service quality 
Service quality is another issue which can affect to maximise the customer value. ASDA focus on the quality of service more effectively. For ensuring quality service ASDA hire skilled personnel to ensure quality service for the customer which can maximise the value of the customer. For the sake of quality service ASDA is ensuring convenient place, good quality product, and transaction related service (Akpoviroro et al., 2019).
Price 
Price is another factor which influences the customer value and for this every company thinks very carefully before selecting the price of a product or service. High product of a service relative to the cost of the product can decrease the customer value of that particular product. ASDA put great importance while fixing the price of their product. And this company doesn’t fix high price of the product and this is the reason behind the higher customer value of this company (Akpoviroro et al., 2019).
Product differentiation 
Product differentiation is way how a company produces its product differently from its competitors to gain competitive advantage. And this strategy is very effective to maximise customer satisfaction. ASDA produces different types of different types of product which can serve the need of the customer. Product differentiation strategy of ASDA enables it to increase customer value and satisfaction (Kumar and Reinartz, 2016).
Marketing strategy
Marketing technique can also maximise customer value and ASDA adopts different types of marketing strategy to increase customer value. ASDA adopts different marketing strategy to aware the customer about their product and service. And also adopts different promotional technique to create customer satisfaction. ASDA use both online and print media as their mode of marketing strategy which delivers the feature of their product (Kumar and Reinartz, 2016).
Loyalty 
Customer loyalty to a certain brand or company can increase customer value, so every company tries to increase customer loyalty to increase the costumer value. ASDA is able to gain the customer loyalty by producing quality product ensuring quality service. And this loyalty of customer to the ASDA is working as a driver to maximise customer value (Kumar and Reinartz, 2016). 
Brand image 
Brand image also increase the customer value and for this particular reason famous brands are able to maximise customer value. ASDA. ASDA has created a good brand image among the customer which influences to maximise the customer value.
These are the main factors which are influencing ASDA’s ability to maximise the customer value of ASDA. And these factors are providing ASDA competitive advantage in the market. 
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The systems that supports ASDA in quality processes
ASDA is the biggest food and beverage producer in the world and it has great fame all over the world because of the quality of it product. Regarding ensuring quality of the product ASDA engage skilled personnel in the production and in delivering service. Quality process system is a process by which a company can produce product according to the need of the customer and ensure the fulfilment of the customer demand. ASDA works hard to fulfil the needs of the customer and always try to produce according to the need of the customer. There are different approaches to ensure the quality of the product and a model of ensuring quality in product will be described below.
SERVQUAL attributes
SERVQUAL model is the mostly used model for measuring service quality and this model is used to compare customer expectation and the service encountered. And this model also considers the perception of customers regarding their actual service. There are five attributes of this model and also have some stages which are used to measure quality of service and this model is described below.
[image: Servqual model]
Figure: SERVQUAL model (Brajaballav Kar, 2018)

Reliability:
Reliability describes the ability of a company to provide relentless service to its customer. It also describes that company will produce products according to the demand of the customers and deliver the product what they have promised to the customer. This attribute is very crucial to deliver quality product to the customers. ASDA ensures reliability to their customers by delivering quality product to the customers (Ali and Raza, 2017).
Responsiveness
This point of this model describes the response of the company to the complaint of the customers. Company should need to be very responsive to the complaint and problem of the customers. ASDA is very responsive regarding the requirements of the customers and response quickly to fill the demand of the customers and this issue provides impetus regarding the quality of ASDA (Ali and Raza, 2017).
Tangibles 
Tangible of this model describes the facilities, equipment, machines, attitudes which are required to produce quality and delivering service to the customers. Tangibles describe the physical setting of a company which is essential for producing quality product (Ko and Chou, 2018). ASDA has good physical setting and skilled personnel for product preparation and delivering product to the customer. And this tangible setting of ASDA influences to maximise the quality of the product of this company.
Assurance 
This element of this model describes the credibility and trust of the customers to the company. Assurance is very crucial for the any company and it can create customer satisfaction. Assurance can be gained by providing quality and professional service to the customers. ASDA has achieved assurance from the customers by ensuring quality product and good service to the customers. And this helps ASDA to create customer satisfaction (Ko and Chou, 2018).
Empathy 
Empathy describes caring and good behaviour to the customer, and this is very crucial for a company to ensure customer satisfaction. Every company should show empathy to the customers so that they can feel always welcome to the company. In this regard ASDA carries out different activities to let customers feel welcome to their organisation and this also work behind the huge customer satisfaction of this company (Ko and Chou, 2018).
[bookmark: _Toc37511519][bookmark: _Toc36894517]Five gaps model in the service quality 
Gap model was developed by. Parasuraman, Valarie Zeithaml, and Leonard L. Berry in 1985 and this model is a very helpful tool to understand the service gap. This model also helps to ensure quality in the product r service and to understand the customer satisfaction (Franceschini and Mastrogiacomo, 2018). ASDA can use this model to understand five types of service gaps which are prevalent in the business and this model can also help ASDA to mitigate this gap and bring customer satisfaction ensuring quality in the product and service. Five gaps of this model which are related with service are described below.
[image: Gap Model of Service Quality]
Figure: Service gap model (Franceschini and Mastrogiacomo, 2018)
GAP 1: Knowledge Gap
This sort of gap occurs when there remains a discrepancy between the customer’s expectation of a particular service and the provision of that service by the company. Generally, this gap occurs when management of a company don’t about the particular needs and want of the customer.


GAP 2: Policy Gap
Policy gap may prevail when management of company misunderstand the needs of the customer and translate that wrong understanding into the product or service. For mitigating this gap ASDA should define the service quality properly and regularly update the service level which can best service quality and bring customer satisfaction.
GAP 3: The delivery gap
This delivery gap may occur if there remain difference between the standard of the policy delivery and the actual delivery of that product or service. There are different reasons which are responsible for creating this gap and these reasons are: lack of employees, inability to match the demand with supply and the lack of teamwork.
GAP 4: The communication Gap
This communication gap may arise if the company can’t supply the product according to the promise they keep through advertisement. There are also some reasons which are responsible for this gap and these gaps are overpromising attitude of a company, lack of communication channel etc.
GAP 5: The customer gap
The last gap of this model is the customer gap and this gap may arise if there remain a difference between customer expectation and customer expectation. This gap generally arises because of not acknowledging the service that company provide by the customer. Many companies remain unaware about this gap but this gap is very dangerous for a company.
This five gaps model will help ASDA to understand what sorts of gap may prevail in delivering product and service and these gaps can be reduced to ensure quality product for the customer and bring customer satisfaction. And this model will be also helpful to create good customer experience.


[bookmark: _Toc37511520]Quality process model on the perspective of ASDA
Quality process model is a kind of model which describes how the quality of the product of a company can be improved. For ensuring customer satisfaction and also for the success of accompany it is very crucial to improve the quality of the product of a company because every customer wants to buy quality product. By delivering quality product to the customer, a company can also maximise the customer value. ASDA focuses on the continuous improvement of the product of this company and thus ensure customer satisfaction. For ensuring quality product for the customer, every company should underscore on the expectation of the customer. For knowing the expectation, they should conduct market research to know about the expectation of the customer. Here a quality management process model will be described.
[image: https://conceptdraw.com/a1742c4/p1/preview/640/pict--diagram-example-quality-management-process-model]
Figure: PDCA (Plan- Do-Check-Act) model (Gupta, 2016)
This model was developed by Dr. W. Edwards Deming who was an engineer ad this model is also known as Deming model. Deming is often considered as the father of quality control because of his contribution in this field. This model can be implemented to improve the quality of the product of a company. There are four components of this model and these are described below (Gupta, 2016).
Plan: this is the first task of this model and this describes that manager of a company should plan how their product should be developed. In this regard manager should collect information about the preference of the customer and planning should be made according to the preference of the customers. Their preference should be followed in the product (Realyvásquez-Vargas et al., 2018).
Do: Do is regarded as the second component of this model and manager should implement a solution to produce product according to the preference of the customer. At this stage every company should take necessary step which can ensure effective product which will meet the demand of the customer. In this regard ASDA will take effective measures to produce the products according to the demand of the customers (Realyvásquez-Vargas et al., 2018).
Check:  This is another phase of this model which underscores on the checking the production what has been done. Every company should take necessary step to check the production process which will help to mitigate the error and it will also help to confirm whether the demand of the customers met or not. This is a very crucial part of every company who wants to go through this process to manage the quality of the product and fulfil the demand of the customers (Jovanović et al., 2017).
Act: this is the last stage of this model which entails to taking result of the production and informs other about the changed process. At this stage production manager will provide recommendation about the new production process. ASDA takes necessary steps while trying to improve the quality of the product (Jovanović et al., 2017).
ASDA can implement this model with a view to managing the quality of their product and by implementing effectively this model; ASDA will be able to improve the quality of the product. This model is very effective for every company which wants to improve the quality of the product. And this model will also help ASDA to maximise the customer value.


[bookmark: _Toc36894518][bookmark: _Toc37511521]Analyse the customers’ experience of ASDA
Good customer experience is very important for every business and ASDA always focus on this issue. Success of a business also depends on this issue. Customer experience is regarded as the overall perception of the customer about the company. As the overall perception is linked with the customer experience, it is very tough maintain good customer experience. But good customer experience is necessary for every business, and this helps the business in different way. ASDA always try to maintain good customer experience and perform different type of activities for this. Delivering quality product isn’t the only way to make good customer experience besides there are other issues which are linked with this (McColl-Kennedy et al., 2019). Good customer experience has great importance and this importance is described below.
· Good customer experience helps to increase customer loyalty.
· This practice is directly related with the increase of revenue of a company.
· This helps to bring customer satisfaction.
· Good customer experience helps to retain the customer.
· This practice also helps to get word of mouth recommendation.
· This also brings positive reviews for that particular business.
These are the direct benefits of the good customer experience and these are linked with the success of a business. So, every business organisation tries to maintain good customer experience. ASDA as a well-known retailer shop in the UK always try to maintain good customer experience. Here some guidelines will be described which will be helpful regarding ensuring good customer experience.
[image: C:\Users\DOEL\Desktop\blog image copy 2@1x.png]
Figure: Customer experience. (McColl-Kennedy et al., 2019)
Marketing:  marketing has a dynamic role in the customer experience as it works to identify, satisfy and anticipate the customer needs and demands. Marketing always try to adjust the policy of a company according to the changing needs of the customer. This department of a company also creates first impression among the customers through advertisement, campaign and other promotional activities. Marketing has significant impact on creating good customer experience. ASDA also focus on this issue to create good customer experience by informing the customer about the product and informing the company about the needs of the customer. For successful marketing, ASDA hires skilled personnel to carry out this task (Trischleret al., 2018). For accomplishing this task, ASDA make advertisement, campaign and carry out market research to know the needs of the customer.
Sales: Sales agents are another driver which is responsible for the good customer experience. Many big companies appoint sales agent to do sale in different areas and these sales agent can impact highly regarding the customer experience because they can closely meet with the customer and they can get information about the demand of the customer. Besides they can behave suavely with the customer which will also help create good customer experience. ASDA as a well-known retailer brands this company is conducting its in UK. This company also employ sales agent to perform selling and these people help this company to create good customer experience (Trischleret al., 2018).
Product: goods and services have direct link with the customer experience. Providing god product and service a company can create good customer experience very easily. For creating good customer experience, every company should produce effective and service. In this regard, company should implement the customer needs and wants into the product and service. ASDA produces different types of product which are mainly food and beverage. And this company always tries to produce product according to the demand of the customer and thus ASDA is able to create good customer experience (Trischleret al., 2018).
Customer service or support: this is not likely that providing good product or service can create good customer experience. Besides, every company should try to provide good customer service or support to the customer. After selling product or service, the customer care department keeps relation with the customer. In this regard, they have a pivotal role to create good customer experience. On the other hand, support agent or the customer care department can collect information from the customer about their needs and wants and this information can be very helpful to produce product (Trischleret al., 2018). 
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Different company perform different types of activity to maximise customer value. Differences between ASDA and Tesco regarding their performance to maximise customer value are described below.
	Dimension
	ASDA
	Tesco

	Confrontation to requirement 
	ASDA supply product to the customer at a very low cost and they also take opinion from the customer regarding their product preference.
	TESCO provides 24 hours customer service according to the demand of the customer.

	Product selection
	As a super shop ASDA supplies groceries and general merchandisers.
	Tesco supplies different types of product like groceries, jewelleries, technologies, health and beauty product, toys and so on.

	Price and brand
	The strategy of ASDA is selling product at low cost and it uses its own brand while selling product.
	Tesco also follows cost leadership strategy and it helps to gain competitive advantage.

	Value-added service
	As value added service ASDA carries out different types of service to maximise customer value.
	Tesco also focuses on value added services by ensuring quality product, 24 hours service and so on.

	Relationships and experiences
	ASDA always try to ensure good relationship with the customers and try to create good customer experience for ensuring these it supplies quality product to the customer.
	For maintaining good relationship with customers and customer experience maximise the customer and so Tesco tries to supply product according to the needs of the customer at a low price.



[bookmark: _Toc36894519][bookmark: _Toc37511523]Evaluate the benefits and challenges of developing and maintaining good customer relationships.
Marinating and developing good customer relationship are very necessary for the business because customers are the heart of business. And earning revenue also depends on the good relationship with the customers. Ensuring good customer experience also helps to maintain good customer relationship. Providing quality product and manifold customer service help to maintain good relationship with the customer. ASDA always try to maintain good relationship with the customer and for this sake they carry out different type of activities (Pearson, 2016). There are several benefits of maintaining good relationship with the customer and these benefits are described below.
· Good customer relationship ensures better knowing about the needs and wants about the customer which can help to produce quality product.
· It helps to maximise the customer value by providing quality service to the customer.
· As this relationship helps to improve the ability to cross- sell.
· Good relationship with the customers also helps to maximise the profit of a company by retaining customer and increasing sale.
· As it helps to understand the needs and wants of the customer which leads to less customer attrition.
These are main benefits of maintaining good relationship with the customers but maintaining good relationship with the customer isn’t a very easy task. There are several challenges which are linked with maintain good relationship with the customers and these challenges are described below.
· Ensuring quality product and service.
· Employing skilled personnel which sometimes require extensive training facility.
· Marinating good relationship requires huge funding for conducting market research.
· Providing ancillary service besides the buying and selling.
· Always maintaining relation with the customers is also a challenge.
These are the challenges which are linked with maintaining good relationship with the customer.
[bookmark: _Toc36894520][bookmark: _Toc37511524]Conclusion 
This assignment manly underscores on the understanding and engaging in the customer experience which is very helpful for the business graduate. This task has been described on the perspective of ASDA which is the biggest producer of food and beverage in the world. Understanding and engaging in the customer experience is the core issue behind the success of this company. From this task we have learnt that maximise the customer value is the core task of every company. And there are different factors which have effect on this issue and how these factors affect the customer value will be learnt from this task. Every business organisation should have to learn about these factors and implement their knowledge in their business to maximise the customer value. For maximising the customer value, it is very necessary to produce quality product. Quality product or service should be made to fulfil the expectation of the customers. For this purpose, the SERVQUAL model will be helpful and, in this task, which is also described. There are different attributes of this model and these attributes are very effective to ensure quality product or service. In this task these attributes are described effectively which help to ensure quality product or service. Quality management is very crucial for business and there is different model regarding this issue. In this task the PDCA model which is also regarded as the Deming model has been described. This model will be help to control the quality of the product. This model underscores on how proper management can ensure quality product plan, do, act and check activities. This model works to produce product according the expectation of the customers. From this tsk we have also learnt about the customer experience of ASDA. And creating good customer experience is very necessary issue for every business but this task is not very easy. Good customer experience has several benefits for business and creating good experience depends on four elements. And by controlling these four elements a company can enjoy good customer experience. Maintaining good relationship with the customers is also a crucial task for the business and it has several benefits what we have learnt from this task. But there are also some challenges in maintaining good relationship with the customers.
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