Speaking Notes
CRM ,Customer Relationship Management, duty is to provide and create  a significance opportunity for a  particular customer  by enhancing relationship and communication  using  databases analysis. Appealing customer and winning their loyalty   through high quality service  to gain continuous purchases  and at  the same time sorting customers into distinguishing categories to according to needs and values .  
A comprehensive CRM is effective in  understanding or predicting customers’ trends and records to plan marketing . ASDA  serves 18 million customers per week  and 20 million deliveries per year (Corporate.Asda,2020). CRM  is  vital in terms of strengthening  connection  with customer.  
CRM models draft phases to gain  permanent trust  and loyal customer by satisfying need and values , they collect, store and manage data. IDIC is one of most active model to find out how Asda use CRM  framework. 

IDIC Model 
 IDIC model was developed by Pepper and Rogers.  Through  for steps , first two steps aim to collect information and facilitate the path to build robust ties with customers, while the last two stages  attempt to decrease the space and try to inform the customer about an  available service.
· Identify: Asda identify individual customers and divide them into segments by gaining more  knowledge :how much customer spend, what  products they purchased and  from  which store. According to Baldwin Asda collects 300 million data points every week, 19 million of which are in-store transactions”, The process is done through: 
1. Online : Asda collects information (such as device data and identifiers, IP address, session ID, purchase history )   via different methods for instance : cookies placed on Asda.com and other websites of media partners for example,  EE ,Asda Pharmacy.
1. Directly  : Asda collects information from customers directly when registering or creating an account with Asda, Scan & Go Account , George cloths Account, Asda Insurance, Permissions and sharing information are requested in every stage, the information includes: Customer name, address, email, telephone  number.  
1. Push Notification :  customers receive push notification. 
· Differentiate  : classifying  and sorting customers due to the data which  have been recorded into two categories :
1. Value: value generating customers : through calculating the average time between activities and  what differentiate them from low value customers. 
               2. Need: differentiating according to needs to the service  provide the optimal services ,and delivery options.  
· Interaction: to understand expectation  on individual level  according to values and needs to gain loyalty.  Asda creates relevant  content and advertising based on customer interaction and experience for example a  postcode can give information: the number of shoppers per week and day , optimise offers and marketing in stores,  plan new store depending on location target . 
1. Customise: offering  products according to values and needs of the customer   to meet the expectation and gain the loyalty : innovate products   and discounts to  satisfies customers or  competes  with rivals. Asda sets different prise either to promote more sales  or to shows superiority where pricing is an effective indicator of customers‘ considered values for a service. Asda  saves time , reduce complicity, remember customer’s choices  and comparing  to others. 

