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Summary
The discussion below sheds light on customer experience, from an industrial perspective. A UK based retail company is taken into consideration and its policies are compared with other recalling organizations to reach a better conclusion. The whole discussion is subdivided into three tasks, each responsible for evaluating consumer satisfaction related elements. The ethical elements of marketing are being covered in task 1. It helps to understand how a retail industry can achieve customer morality. Part 2 is to focus on quality control and customer satisfaction through CRM policies. ASDA needs to interact with their customers on any social media platform on a daily basis and allow those customers to build an effective network for feedback and suggestion accumulation.
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Introduction
The psychic connection between a brand and its customer is called customer engagement. Establishing as well as maintaining a good relationship with customers by a brand is an essential business concern in terms of ensuring maximum customer satisfaction for market operation and keeping them engaged towards their product. Brands consider communicating with customers regarding their experience of product use to build a strong relationship with them for keeping them engaged towards business. In this report, assessment of customer experience of ASDA and other two rivals is proposed. In addition to this, models related to customer relationship management improvements are also discussed. Certain practices have been embedded in the business operations of ASDA which contribute excessively to strengthening and maintaining the customer relationships the company is engaged in. The perceptions and reviews of customers are essential for the CRM of the company and must be assessed in terms of improving the business operations. A comparison will also be made with John Lewis and Morrison in terms of the policies they are embodied with.  
[bookmark: _Toc34732480]Task 1
[bookmark: _Toc34732481]1. Ethical practices
[bookmark: _Toc34732482]i. Positive media image
In the UK market, ASDA along with its business rivalries such as Morrison and John Lewis & Partners successfully establishes a positive media image for their business so that consumer trust in the brand can be enhanced. ASDA’s grocery supplies contain low fat and sugar proportion for the market which in turn accounted for focusing on the consumers health concern for establishing a good relationship with them (ASDA, 2020).. As per the views of Felman (2019), good health is the prime concern of happiness as well as well being for humans which ensures long life for people. On the other hand, Morrison considered introducing a business website for their customers so that they can share their experience of product use directly to the organizational team (Morrison, 2020). In addition, Morrison considers using natural preservatives for their food as well as drink products rather than using artificial sweeteners so that safety related to consumer health can be secured for good market relationships. Integration of communication channels and information system creates a positive social media linked message in industries (Henninger et al.  (2017). ASDA like other top rated industries like Tesco and GreenerGy uses media in terms of Snapchats and Skype to run its business like ASDA in genuine fashion. However wrong uses of media may hamper business activities Apart from these, John Lewis business focuses on delivering good quality products in the market so that their consumers trust their brand and good relationship maintaining criteria can be accomplished.  
[bookmark: _Toc34732483]ii. Agenda of going green
Global environment development with promotion of sustainability in business is the main ethical regime of broadening the business policies in an organisation. This is under the consideration of regime green ethics (Sophic, 2019, 20:22). Green ethics is related with promotion of quality sustainability standards in business in thorough fashion to channelize business process in an improved fashion. Business bases its media message through valid presentations (Kaul, 2005). The consideration of following the principle of going green has been adopted by ASDA for their business operation so that they can run neck to neck with the market trends and expectations (ASDA, 2020).. Environmental changes for air, climate as well as water cause diseases to the human population (Sophic, 2019). Negative environmental modifications may harm business. Similarly, Morrison considered avoiding the use of plastic bags for their retail stores instead they used paper bags which impose nothing harmful to the environment (Morrison, 2020). As an agenda of going green, John Lewis & Partners considers using solar panels for the supply of electricity for their retail stores in order to lower the conventional energy use for their business. 
[image: ]
Figure 1: Green ethics
(Source: Green Plant Ethics, 2020, p. 2)
[bookmark: _Toc34732484]iii. Fair practices for the employees
All the above mentioned business organizations consider providing training to the organizational workforce so that their efficacy of performing tasks can be improved All the companies select their employees through a recruiting process based on their talents creating equal opportunities for all the candidates. The HR management of ASDA considered training their work team on a weekly basis for the development of knowledge as well as skills (ASDA, 2020). Due to this, they are able to serve their customers more effectively so that customer experience of brand relation can be enriched. Similarly, the management of Morrison considered training their organizational employee for their behavioural concerns so that they can communicate with customers effectively and deliver a good experience to the customers (Morrison, 2020). Unfair practices may harm business through bad business presentations (Mathews, 2013). Similarly, Jon Lewis & Partners also considered training their workforce regarding their performing tasks in order to enhance their expertise of their assigned tasks so that responding to customer queries by means of best suggestive approach can be established and customer experience of brand communication can be raised high (John Lewis & Partners, 2020).
[bookmark: _Toc34732485]iv. Rewards and incentives
The management of Morrison considers providing a 6 months leave to their pregnant female employees as a maternity leave (Morrison, 2020). In addition, Morrison considers rewarding their best performing organizational employees for keeping them motivated for their job and ensuring effective market delivery for higher consumer experience. Rewarding employees for their good performance is indirectly related to acquiring positive consumer experience of dealing business with a brand (Malik et al, 2015). In this regard, consideration of providing flexible working hours by ASDA for their organizational employees is a positive business attribute in terms of employees happily performing their responsibility for the organization and positive consumer experience gathering for business (ASDA, 2020). Knowing the stimulating factors motivating labors increases the efficiency of labor motivation system (GRYNKO, 2018). This increases labour intensities in terms of rewards and incentives. However forcing labor to do work may have negative results. Hence rewards and incentives depends upon efficiency of work.On the other hand, the management of John Lewis & Partners considers providing annual incentives to the employees so that they work happily for the organization and helps the customers to get a positive experience regarding brand communication aspects. Due to which, John Lewis’s business experienced a growth of consumer base by 7.3% to 12.67% (John Lewis & Partners, 2020).  
v. Comparison of product price for the companies
	Product name
	ASDA
	Morrison
	John Lewis & Partners

	Knitwear
	￡4.75
	￡4.99
	￡4.21

	Orange Juice 500 ml
	￡0.79
	￡1.00
	￡0.85

	Mens upper wear
	￡5.79
	￡5.55
	￡4.99

	Garden Peas
	￡0.8
	￡0.76
	￡1.00

	Comed beef
	￡1.23
	￡1.00
	￡1.99

	Yogurt 450 mg
	￡1.40
	￡1.60
	￡1.70

	Cornflakes 720 gm
	￡2.69
	￡2.50
	￡2.69

	White bread 800 mg
	￡1.20
	￡1.17
	￡1.15

	Women innerwear 
	￡3.75
	￡3.55
	￡4.00



 Table 1: Price Comparison of Different products of selected companies
(Source: The Sun, 2020) 
Thus, from the above table it can be observed that some similar product price varies among the three brands which also influence organizational customer engagement severely. As consumers are inclined towards buying good quality products at lower prices thus, settlement of cheap pricing compared to other brands in the market is significantly beneficial for effective customer engagement towards business. As the price of orange juice by ASDA is ￡0.79 which is cheaper compared to Morrison and John Lewis & Partners and customers surely goes for the Orange Juice by ASDA for their consumption.         
[bookmark: _Toc34732486]2. Sustainability
The concern of staying intact with the market by an organization in terms of delivering business for the market effectively is stated as sustainability. The factor of sustainability is intensively related with customer experiences of product use for an organization (Villarino and Font, 2015). Business organizations have the power to influence the consumer experience related to product use along with the way of consumption by the consumers. In this context, the UK retail sector integrated the consideration of sustainability for their business which makes them to focus more on the improvement of consumer experience regarding their product use (The Sun, 2020). 91% of the UK population supports the brands that are integrated with the concept of less environmental harmless for their business which takes turn for the organizations to make strategies for environment friendly organizational culture. As an example, the introduction of paper bags by Morrison imprints a good image to the market in terms of following eco friendly products for their business operation and decreases the use of plastic by 25% for business (Morrison, 2020). In the below table, a comparison of sustainable strategies for ASDA, Morrison and John Lewis is provided which in turn accountable for positive customer experience for organizational business.

	Business attributes
	ASDA
	John Lewis & Partners
	Morrison

	Information related to product
	· Consumers are dictated brief about the specifications of the product
· As a reference, product comparison with other brands are also showcased in the website (Ethical corporation, 2020) 
	· Employees of the organization possesses accurate and better knowledge regarding the brand’s products
· Product special attributes are showcased in front of their retail shops (John Lewis & Partners, 2020)
	· Organizational employees possess better understanding of price for the brand’s product 

	Analysis of consumers
	· Consumer feedback related to product are collected from business website as well as from the social media platforms 
	· Introduced a consumer helpline number for continuous service delivery to make them satisfied 
	· Customer suggestions through feedback are considered for product manufacturing (Morrison, 2020) 

	Employee training
	· Candidates are selected on the basis of their talents and capabilities
· HR department focuses on motivating the working team for effective business operation (The Guardian, 2020)
	· Program related to apprenticeships is introduced for making the customer satisfied (John Lewis & Partners, 2020)
· Focuses on communicating with customers in a respectful manner    
	· Practices friendly behaviour with the customers for keeping them satisfied
· Training programs are introduced for the employees to enrich their skills and knowledge (Morrison, 2020) 


Table 2: operational and marketing approaches of different UK retail businesses
(Source: Villarino and Font, 2015, p. 329)
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[bookmark: _Toc34732488]1. Critical discussion about customer relationship management
Customer relationship is very crucial for any functioning organisation and it determines the market value and brand image of any company. In the discussion below contains various quality models and theories in context of ASDA, an UK based retail organisation. CRM stands for Customer Relationship Management, it helps to understand how to manage customers and maintain their satisfaction level for sustainable marketing. CRM models focus on analyzing data about the customer’s history and interaction with the company for improvement of the business relationship (Buttle, 2004).     

2. Different theories and models of customer relationship management 
[bookmark: _Toc34732489]i. The manner the strengths will minimize the threats
Based on SWOT strategy, the total quality management implemented by ASDA will help to reduce the weakness or loopholes in the organization by efficient management of business system. Ineffective CRM may harm the business rather than improving it. This removes the loopholes or errors in business and helps business to proceed on a specific path. Proper information and communication management will help to bolster business principles in correct fashion which will add to the effectiveness in business in significant fashion (Androniceanu, 2017). TQM will make use of strategic management system to thrust business forward in nice fashion and these will help business to meet its goals in ASDA.
[bookmark: _Toc34732490]ii. Benefits and Drawbacks of having a CRM
Having a satisfied customer base allows you to receive a lot of positive reviews and widens a path for better marketing and improved brand imaging (Buttle and Maklan, 2015). Having active customer relation management policies enables the organisations to directly address customer issues and meet their requirements. It patties with improved relationship with clients, cross selling abilities, improved marketing efficiency, enhanced review and profitability, production cost saving, required customisation and reduced client attrition. For retail companies like ASDA having CRM policies are crucial as retail industries directly get impacted by customer responses. 
But on the other hand implementing such CRM platforms are often costly. To maintain the quality of the products often various quality control measures are required. Collection of customer opinions and complaints can be handled by an online system, but that also requires a strong IT platform and dedicated employees to answer those issues.    
[bookmark: _Toc34732491]iii. ISO 9000
ISO 9000 is a worldwide recognized quality management model based on eight distinctive principles. These principles can be implemented by any senior manager to directly affect the organizational performance and thereby improving the relationship with the customers. Various issues of customers revolve around their problems and complaints regarding a product. For retail industries like ASDA customer issues act as an opportunity to utilize their existing customer services measures and pleasing them by exceeding their expectation. ISO 9000 quality management model with its eight elements like; customer focus, improvement, process approach, relationship manager, engagement of people, leadership and decision making (Kotler et al. (2017). Wrong uses of customer services may hurt business ethics in industries like Tesco and Greenergy in UK..The combined purpose of all those elements is to improve the product quality and improving customer relationships. Compared to ASDA, Morrison’s have come up with online software which manages the quality up to a limited degree, in a similar way the TQM approach of John Lewis also missing some vital component that requires address customer issues. Following the ISO 9000 quality management process ASDA will be able to transform a customer issue into an opportunity. With this approach retail organisations like ASDA get an opportunity to help the customers, come up with more realistic peronices, exceed their expectations and thus build a strong relationship with the customers. 
[bookmark: _Toc34732492]iv.TQM
TQM stands for total quality management, in this particular approach all of the members working within the organisation are joined forces to improve product quality, product and provided services along with developing organisational culture (Kotler et al. 2017). In the quality management process of ASDA elements like environment test, design refinement, EMI and EMC test directly resample with TQM approaches. These quality manager approaches are dedicated to words detecting, reducing and at last eliminating errors during manufacturing procedures (Reichheld, 2001). This kind of streamline supply procedures improves the overall customer experience and therefore brand imaging. Ineffective use of quality management can have deteriorating effects on business. ASDA, John Lewis has also implemented a TQM system to achieve customer base, however Morrisons tends to rely more on online monitoring systems.     
[bookmark: _Toc34732493]v. Six Sigma
Six sigma is a widely renowned quality management model. Retail organisations like ASDA rely on such models to maintain a happy and satisfied customer base. Six sigma opens up opportunity to business processing and quality manager capabilities. Six sigma acts by increasing the overall performance and decreasing the variable steps and parameters that may introduce any ambiguities or defects in the final outcome. As opined by Kotler et al. (2017), quality management unit of ASDA incorporates elements like pilot run, testing mock up samples that ensure the quality of the final product before dispatching them to customers. Keeping that in mind Six Sigma ensures that the customer gets the most out of any product while being within their budget. 
[bookmark: _Toc34732494]vi. Deming and Jordan model
Deming cycle is a process of improvement of business cycle in genuine fashion. It comes with the process of quality improvement criteria in business to take steps to modify business in genuine fashion. The philosophy of process improvement is connected with this model. Application of scientific method to business process is the main theme of business here (Armstrong et al, 2017). The model can help ASDA to improve and improvise on its business paradigms. Development of science of improvement is connected with this model in essential terms and manners. Plan, do and see are the main components of Deming model which places business on a higher leverage in terms of genuineness. Process of continuous quality improvement is related with model. The trade and governance process of business of ASDA is connected with the principles of this model which adds efficiency to the system of business as per Demin’s criteria (Process.st, 2020).Unscientific methods adopted in business may distort business quality. Scientific methods if not used properly may cater to catastrophic results which may hurt business in genuine fashion. Promoting higher levels of quality conformity is the main process of business linked with this model with adds positiveness to business of ASDA.
[bookmark: _Toc34732495]vii. CRM value chain model
CRM value chain model focuses on establishing a strong relation with e customs while implementing an effective value chain through an IT interface. The goal of a CRM value chain model is to bridge the gap in between marketing and IT interface. The IT platform performs an in depth analysis about the available information about the customers and judging from that develops a sustain relationship with the customer (Lee and Carter, 2012). It involves steps like; evaluating customer portfolio, customer intimacy, developing the communication network in between the customer and company, development of value proposition, maintaining and managing the relationship (Armstrong et al. 2017). It also allows the company representative to take responsibility, provide positive feedback and show empathy. Defective CRM may hurt value addition based processes in business. Discipline is a must observed criteria in scientific methods which if not used properly can lead to inefficiencies (Vallverdú (2018). This may hurt business truly and cause deterioration in its performance due to neglect of discipline based processes of Tesco and Greenergy in UK. ASDA in their quality management model does not incorporate such an online feedback system but they do have a customer opinion section and contractual improvement policies based on interpersonal opinion. On the other hand Morrisons with their active online monitoring system have achieved a network with their customer community and considers their feedback. John Lewis has an integrated TQM system within their industrial structure, which does not involve any elements of direct customer interaction.   
[bookmark: _Toc34732496]Task 3
[bookmark: _Toc34732497]Conclusion
Thus, it can be concluded that the ethical consideration of going for a positive brand image in the media attribute by ASDA is beneficial for the organization in terms of imposing good concern towards the consumers. In fact this aspect of ethical policy by ASDA draws positive concern for organizational customer relationship management (CRM) aspect in terms of gaining the trust of the consumers on their product. Trusted consumer base of a business is a beneficial aspect in terms of successfully applying CRM practices and drawing positive concerns for business operation in the market. On the other hand, going green ethical policy of ASDA is effective for ensuring the following of market trends as eco-friendly business processing in terms of imposing less harm to the environment. Due to this, ASDA experiences acquiesce of customer support for their business in turn enriching the quality of CRM practices for the organization. As most of the UK population shows their support for the businesses which comprises eco-friendly concern for their business operation, thus, ASDA’s business experiences an effective relationship with the customers. 
Ethical policy integration by ASDA as providing incentives as well as rewards to the best performing organization employees significantly accounts for business positivity of motivating workforce for effective market delivery. Motivated workforce of ASDA is carrying positive behavioural concern during communicating with the customers which imposes good attributes to the organizational CRM practices. Organizational employees communicating with the customers nicely imposes good brand image towards the customers and their trust builds upon the brand which poses positive business attributes. On the other hand, ethical policy of ASDA as marinating fair practices for the organizational working team in terms of providing training to the working group and developing their knowledge and skills attributes so that they can perform effectively for organizational benefits.
On the other hand, sustainability policy of ASDA as a brief explanation of the product specification to the customers imposes positive business attributes of satisfied customers which in turns ensure effective CRM practices for the organization. Customers are satisfied with visiting the retail outlets of ASDA as they get to know the details of the product which makes the tasks easier for the organization to manage good relationships with the customers. On the other hand, consideration of showing the comparison of a product with the other brand’s product by ASDA on their business website for the customers is beneficial. It is in terms of consumers understanding the considerations of buying products from ASDA over other brands in the market. Apart from these, strategy related to sustainability by ASDA as gathering consumer feedback from their business website as well as from the social media platforms and observing the consumers perspective regarding their product is highly effective for maintaining a good relationship with the consumers. 
The discussion above includes an elaborate evaluation about customer experience. It revolves around various elements and aspects of customer satisfaction and how it impacts any organisation. For this purpose an UK based retail organisation ASDA has taken into consideration. Two other retail industries; Morriosons and John Lewis are taken as examples to contradict the existing policies with ASDA. Task 1 talk about ethical considerations and how it cans influence the customer base. Task 2 grieves a clear insight about customer relationship management. Several quality control models and CRM models are described in this section. With the help of CRM models, a satisfied customer base and better brand image can be achieved (Seely, 2005). Findings from task 1 and task 2 lead to concrete conclusions about customer experience from the perspective of a retail industry. The discussion ended with some effective steps that ASDA can take to further enhance their brand image and customer satisfaction.    
[bookmark: _Toc34732498]Recommendations
The discussion above highlights various marketing policies of ASDA, and various ethical and moral practices that take place within the organisation. It also includes various quality control management measures taken by them and actions made to achieve a happy employee base. Judging from those findings it can be concluded that; 
As a retail organisation ASDA can take part in social activities and perform CSR activities. It can help them to inflict a moral boost on the existing customer base. With performing CSR activities ASDA can achieve a happy customer base and enhance the brand image. 
Improving productivity can help to increase the production rate along with equality of production. One of the key factors of enhanced productivity is to motivate the employee base. Implementing a culture with the industry which encourages fair practices within the employees will make the production procedure much efficient. Working employees are the most valuable assets of any functioning organisation and they endeavour to achieve the organisational objectives (Lee and Carter, 2012). By offering over performing employees with incentives and rewards ASDA can achieve a highly functional and motivated employee base. Employee base and net workforce also gets affected by the recruitment procedure of an organization, with profound HR unit with training, recruitment policies ASDA can achieve a more effective employee base able to achieve higher productivity level while maintaining the efficiency and quality. 
ASDA needs to make some changes while it comes to implementing a CRM network. The quality management system of ASDA is missing direct implementation of customer feedback and opinions. The recent upsurge of social media usage and trend based lifestyle can be utilized in the aspect. ASDA needs to interact with their customers on any social media platform on a daily basis and allow those customers to build an effective network for feedback and suggestion accumulation.
Providing the consumers with more information about product are always beneficial, with this practice consumers can get more ideas about the product quality and expert accordingly. Having a clear idea and information about the product performance customers can make decisions about purchasing those products and build up their expedition level (Reichheld, 2001). 
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