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Introduction
Customer relationship management is inevitable to build a group of trusted customers. A good customer experience encourages them to come back another day to purchase their products or services.  Because of globalization, customers can enter millions of product portfolios. So there remains high competition among rivalry. Those companies have intensified customer relationship building after post-purchasing, they have built strong, reliable, and trusted customers. 
But Customer behavior is changing process. So the organizations need to adjust to the business environment to provide a good customer experience. Customer relationship management is dependent on people, processes, and technology. The corporate business depends on these three factors for managing long-lasting customer relationships. 
The Covid-19 pandemic has destroyed our daily routine. It has created a negative impact on our mind, economy, social network and has created obstacles in our daily activities. Several shops and service center has gotten permission to run the business because of lockdown. But now people have accustomed to the pandemic. But Corona-virus has created a new wave of customer behavior. People were dependent on the home delivery service and home office. In the UK, there have grown many online shopping companies like medicine, fresh farm foods, clothing, and fast food. The customers are expecting quality service, security, and timely shipping, reasonable price, and good response online.  If the start-up organization can maintain customer relationships, later they will get a positive impact to sustain their business. 

The report will cover the concept of CRM, the quality process in the workplace, the benefits and challenges of developing and maintaining good customer relationships, the key marketing, and customer behavior theory. The chosen organization is ASDA retail company. The marketing theories (Porter’s five forces and Ansoff Matrix will be discussed here in the context of ASDA. Again, customer engagement marketing theory and the customer engagement behavior (CEB) model will be critically analyzed in the context of ASDA. 


Company profile
ASDA is a British supermarket chain founded in 1949. The comp[any asset is almost £22,899 million (2019). The retail industry is facing heavy coemption because of Amazon. Amazon has warped the retail market. So Tesco, John lewis and other retail company is trying to adjust with online service and home delivery. ASDA has increased 50% efficiency in last year. Now ASDA takes 700,000 orders a week. Roger Burnley, chief executive of the Leeds-based group said that, though home delivery service is less profitable they will continue the service to sustain in the market. In Covid-19, they have increased their efficiency and quality process understanding customer behavior. 
Customer relationship Management- Definition and concept


The key marketing and customer relationship management theories relating to ASDA

The factors that influence ASDA’s quality systems and controls for customers in times of crisis like COVID-19.

Quality process of the organization and systems applied in meeting customer requirements and maintaining good customer relationships in COVID-19.

The benefits and challenges of developing and maintaining good customer relationships
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