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Introduction 
The purpose of this task is to create and produce a detailed report which has been requested by principal researcher at a retail organisation which is Aldi who is researching quality processes within the working environment as well as customer experience. The main purpose of this report focuses on being able to understand emerging themes within the customer experience and the impact of emerging themes on policies as well as the practises of the quality systems which enhances the customer relationship management also known as CRM. Furthermore, to this report, there will be a critical analysis to investigate the customer experience of Aldi’s retail working environment which will be based on the tech touch versus human touch and the customer experience as well as brand experience. This report should identify the importance of sustainability of the identified themes which will be in relation to Aldi and a critical discussion will be made towards their impact on customer relationships (CRM). Based on development points highlighted within the findings there will be clearly justified recommendations which will be given in this report as well as appropriate theories which will be detailed in relation to the 1943 paper introduced by Abraham Maslow which is called the A theory of human motivation which is also known as the hierarchy of needs. The second scholarly theory which will be discussed as part of this report will be based towards Frederick Herzberg who had introduced the theory of the motivator-Hygiene theory and for introducing job enrichment. These appropriate theories/models will be discussed within this report critically. Lastly, a critical literature review on the two models/theories which may assist a supermarket brand (organisation) in improving its customer relationship management will be given within this report.
The quality processes within Aldi’s retail working environment 
In the retail industry the food market has a highly competitive market more than ever over the past 10 years and is still growing. The retail organisations such as Aldi for instance offer their customers more value for their money to stay as competitive as they can amongst their competitors. Customers also require the best quality products at the lowest available prices there is to make the most of their hard earnt money. This is what Aldi as a massive supermarket chain has been providing to their customers over the past 20 years and is always doing its utmost best to do so to stay competitive towards is biggest rivalries such as Tesco’s and Sainsburys as well as Lidl. Aldi does understand that its customers are the best stakeholders of the business and require a better value for their money but also at the same time do understand that they do not want to compromise on the quality. Aldi’s competitive advantages have 9 main factors which they pay strong attention into executing as accurately as possible which involve ultra-low prices compared to other big retail food industries such as Tesco, Lidl, and Sainsbury’s. According to a recent study there are many other factors which are keeping Aldi competitive within the food market industry which involve astonishing efficiency as well as self-administered distribution chain, high-quality food and goods, devoted fan base, partnership with Instacart, product innovation and a strategic growth which all keep Aldi competitive towards their competitors and a business that has been really successful  over the last 20 years which have brought them up to increase their profit margin by at least 33% after using such tactical quality processes according to (Aldi's Competitive Advantages In 2021 (9 Factors Explained), 2021). According to another recent study it has also been said that Aldi’s strategy focuses on providing high quality products at low prices. Key elements of the low-price element of the strategy are exclusive brand products, limited range, focus and price change policy according to (Dunford, Palmer and Benveniste, 2021).


[bookmark: _Hlk88925908]The impact of emerging themes on policies and practises of quality systems
The impact of emerging themes on policies within the retail business of Aldi there is a SWOT analysis which was conducted by a recent study in the year 2020 explaining the strengths, weaknesses, opportunities, and threats. The strengths that Aldi has relate to brand reputation which is one of the key intangible assets towards Aldi’s business environment as well as, having a reliable distribution network and a long-lasting supplier relationship, diversified product portfolio, successful international business strategy, revenue growth and investments despite the pandemic. These are not issues that which affect Aldi as a business because as for the weaknesses that Aldi has are related to low market shares  and a very low focus on the customer satisfaction and these are the main strategic qualities needed for any business to succeed and make more of a progression within any kind of business and not just the retail industry which has been letting Aldi down for the past couple of years and in the year 2020 and the year 2021 has been more of an issue for Aldi giving and creating unnecessary ways for their competitors to overtake them and attempt to ruin business for Aldi so as a result to this Aldi still has further opportunities for them to take and then attempt to maintain and carry out such as the positives to the impact of covid-19 on revenues, expansion to emerging economies and further UK expansion these are opportunities which are available to Aldi to find a way out of their problems in order to progress and not make these mistakes in the nearby future to let other companies step in and take them out of the retail industry according to (SWOT Analysis of ΑLDI | ALDI Strengths & Weaknesses 2020, 2020). Aldi also has a slight issue maintaining customer engagement amongst their employees such as using electronic mail for the purpose of meetings, important information, shift patterns if there were to be changed for whatever reason, a change to company policies in case of changes in the upcoming days or months as well as important information about policy changes to the world wide pandemic that has occurred changing many practises and policies for all businesses so therefore as a reminder and a copy of the instructions and important data discussed every employee can have a copy on their emails instead of listening to this information by word of mouth not every individual is the same and may have difficulties with health or may even be absent from work and may have missed work on that day meaning they have also missed out on important information so this way sending electronic mail is the best form of contact to keep all employees updated at all times whether they are in work or whether they are at home every individual is updated at once and can still reflect upon the important data that has been discussed which is why many complaints have been made by individuals where reviews have been written on an online platform discussing employee communication problems amongst themselves and the direct managers and store managers of Aldi according to recent reviews (Bad Communication with Dms and Store Managers, 2014). 
[bookmark: _Hlk88925916]Tech touch versus human touch in Aldi
Technology is very important and vital when it comes to providing customers with necessary information especially about a product or general information about the business but upon stating this without having human touch it has been said that as technology has become the catalyst for creating many in store experiences there is a lot of danger for losing the all-important human touch that is differentiating it from the online retail format according to (Clements, 2019). Technology is very vital for providing all the customers with important information about a product but as stated previously without a human touch to be able to bring that experience to life there isn’t anything differentiating an individual or business from its competitors so the bottom line is that if you give customers an experience, they will always want to purchase from you.

Customer experience and brand experience
Customer experience is very important to the stakeholders of Aldi such as customer service representatives, managers, team leaders, cleaners and chief executive officers (CEO) the way that data is collected is by reviews from customers telling their experiences towards staff members being polite always and helping them maintain their good customer service engagement skills to make their shopping more easier creating a better experience for them which as a result is then used by the staff members at Aldi as a motivational factor to do better and maintain that positive attitude towards every customer and this as a result is a positive impact towards the business meaning there would be an increase of sales, customers and a very good reputation towards the business meaning that they could be leading the market if this type of motivation, customer experience management and customer relationship management is well maintained within the business according to (How Aldi and Lidl are making the difference – Engage Customer, 2014). At all Aldi stores Aldi has chosen to stock many of their own exclusive brands and to test their product quality to either meet or beat the national brands quality. Aldi has partnered with majority of the best suppliers around the country to offer their customers a huge saving on the exceedingly high-quality products that they sell so Aldi’s unique winning combination of the high-quality products at everyday low prices has been seen them crowned to be the best supermarket retailer for the fourth time according to (Our brands, 2021). So, brand experience is very important for Aldi to maintain for example a tin of beans recommended a good quality product which Aldi sells is currently sold at £0.22p but if this product was purchased by a branded company other than the Aldi brand the same product quality would cost a customer £0.48p which is more than double to what a customer would pay if they had purchased a Aldi branded product which is the same product quality and at a cheaper cost, customers would then be attracted to Aldi due to the fact that they would get 2 cans of beans and still save £0.06 pence and this is why Aldi is crowned to be best supermarket retailer four times within the last 10 years. 
[bookmark: _Hlk88922328]The impact of customer relationship management in Aldi
Aldi’s main objective is to be able to get a message across to all the stakeholders who have an interest towards Aldi’s business which is that they offer the best quality products at the lowest possible prices. The marketing strategies involved within Aldi’s business is that building relationships with a company’s targeted profitable customers as well as maintaining the relationship through delivering the customer value which is related to perceiving a certain product and its values enough to buy the product instead of buying the product that the competitor is selling and delivering the customer satisfaction where the product would then meet the exact expectation the customer had the intent to buy and this is used as strategic way to attract and attain the best customer relationship involving the appropriate products which meets an individual customers needs according to (ALDI: Customer Relationship Management, 2021). How does Aldi's gain a competitive advantage? By selling fewer varieties of each product Aldi can buy much larger quantities. This enables it to take advantage of economies of scale and source products more cost effectively. This in turn means that Aldi needs less space to display its products. As a result, Aldi's stores can be smaller according to (Holt, 2019).
[bookmark: _Hlk88926022]A review of the theories to assist improving CRM
The two types of theories which assist improving customer relationship management are related to Abraham Maslow’s Hierarchy of needs which is a theory mostly related to motivation and customer and employee motivation is very important for any retail business and not only just Aldi. Abraham Maslow’s hierarchy of needs is most relevant to the organizational theory because both are concerned with human motivation to be able to understand what the people are needing and how the people’s needs differ is very an important part of an effective management (Maslow’s Hierarchy of Needs | Introduction to Business, 2021). The second theory which will help Aldi to improve customer relationship management is Frederick Herzberg’s two-factor theory which is related to motivation and hygiene, and this is because the presence of motivation causes employees to work harder which are found to be within the job itself and as for the hygiene factors the absence of hygiene factors will cause employees to work less harder and this two-factor theory can be in place so that the managers must stress upon guaranteeing the adequacy of the hygiene factors to avoid employee dissatisfaction and also the managers have a must to do list to make sure that the work is stimulating and very importantly has to be rewarding in order for the motivation process to work so that the employees are motivated to work and perform harder and most importantly a lot better according to (Expert Program Management, 2018).
Conclusion 
In order to maintain good customer relationship at Aldi’s working environment there is a need for theories to be used I order to maintain good relationships with staff and customers such as using the Frederick Herzberg theory which brings positivity towards employee and customer relationship management which has the ability to increase employee motivation and as for the hierarchy technique by Abraham Maslow should also be used in Aldi’s business to improve and sustain motivation towards the employees to be better at sustaining customer relationship management and being motivated to do the best of their ability to keep sustainability as well as knowing what the impact of customer relationship management in Aldi has how it can be overcome with the correct problem solving and decision making techniques to avoid giving customers bad experiences and how these types of instances can be avoided with the knowledge management of customer relationship management (CRM) and what the positive and negatives are and how theories of management can improve brand experiences as well as human experiences such as using tech touch and human touch interactions to maintain product quality and customer relationship management.
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