Introduction
The term customer experience (CE) may be referred to as the perceptions and viewpoints of the customers which directly affect the behaviour of the consumers as well. The sudden outbreak of Covid-19 has significantly altered the behaviour of the customers as stepping out from the houses has been strictly prohibited by the governments in order to restrict the further spread of this life-threatening virus. Due to this reason, the rate of digital marketing and purchasing products from digital stores has increased extensively. Moreover, market competition has been shooting rapidly for the retail industries nowadays. Due to this, attaining competence advantage by the industries along with maintaining a quality relationship with the customers have been the foremost objectives by the companies. 
In this context, Sainsbury has been chosen as this retail company is known as one of the largest retail units in the UK which constantly aims for attaining heightened customer retention rate upon providing high-quality products. Additionally, this study is going to summarize the concepts of various models and theories related to customer relationship management (CRM) and quality management as both of these activities are the most prioritized strategies for an industry in terms of attaining heightened productivity as well as a competitive advantage. 
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