Understanding and
engaging in the
customer experience.

Save money. Live better.

Presented by: Katarzyna Kolowrocka

1805961



Image 1 Market share of retailers in Great Britain from January 2015 to January (Wunsch, 2020)
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Customer Relationship Management
Definition (CRM)




BENEFITS

For organisation

e Strengthen customers loyalty and encourage
frequent shopping

* Reduce marketing cost

For Customers

* Increase satisfaction and shopping experience
* Better deals and offers

For Employees

* Increase job satisfaction
* development

For Suppliers

* Enhance better deals

* Development
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POCKET THE DIFFERENCE
Tugby, 2015

TV advertisment

Save money. Live better.

Low prices strategy

COMMUNITY

STOP FOOD WASTE

Asda’s committed to cutting down on food waste - find out how you and your kids can help too

y Shannon Wilson m @m m N Email

'e're all quilty of throwing away the odd bit of food here and there, but did you know that as a country we throw
way a whopping 7 million tonnes of food and drink each year, the majority of which could have been eaten?
the equivalent of filling five football stadiums to the brim! In money terms, while UK households as a whole

aste a staggering £12.5 billion worth of food and drink each year, you and your family could be throwing away up
1 £700 a year and roughly £60 a month - yikes!

LOVE FOOD, HATE WASTE

AS A COUNTRY WE At Asda, doing business the right way is hugely important to us. We don’t |
THROW AWAY A
WHOPPING 7 on putting tasty food on your family’s plate, and not in the bin,
MILLION TONNES OF

believe in wasting things, especially great-tasting food. We want to focus

(Wilson, 2016)

Website

“Saving people money to help them live better.”

Walton, (Asda, 2020 c)




Suppliers cooperate Greens
_ ‘ glorious

with Asda (2019)0n

product improvement,

to satisfy customers.

Employees are local people,

who know local communities
(Asda, 2020b).



A SWOT analysis based on Asda’s CRM

Weaknesses
Poor data Strength

collecting policy Excellent location

Scandals and Strong brand name
breaches

Threat
Opportunity Expansion of

Digital marketing discounters

COVID- pandemia Growing health
consciousness




Recommendations

» Improve data collecting policy

» Segment diversification
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