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Introduction
Due to the wide competition in business environment the companies are competing with one another to ensure that the customers receive appropriate level of services and remain engaged with the company. The companies are concern enough for developing the service quality of the organization and develop relationship with the customers. All strategies are being implemented focusing the customers’ need and demand. The expectation of the customer needs to maintain to ensure that they get engaged in purchasing process of the product and services. Customers in recent days are concern for the company’s ethical strategies and focusing on the ethical consideration of the businesses and ensure fair trade is being performed maintaining all the resources of the organization to ensure achieve the sustainable goal of the organization to positively influence on customers buying decision making process. In this course work ASDA has considered to evaluate the quality system of the company to ensure high quality customer service is being delivered from the organization. ASDA is the second largest retain of UK which is subsidiary of world’s largest retailer Wal-Mart.












1.1 Evaluate intern quality and control system of ASDA 
According to Varley (2014), the quality of the organizational product and delivered service needs to maintain to ensure maintaining a high level of customer’s loyalty. It is important for the organization to ensure that the service quality of the organization is being delivered reliable and sustainable manner. It is a continuous process that the companies have to manage to implement the service according to the needs of the customers. The ASDA is very much concern for the development of the organizational service quality and ensure the continuous development of the organizational service quality and implement all strategies followed by the standards.
There are different Quality Management Model applied by ASDA like,
Six Sigma: According to Gilbert (2003) the elements of six sigma is very effective to make the companies to implement strategies in a way that the output of the company developed and enhance the development of statistical output. The implementation of this tool find very effective for ASDA and ensure the zero mistake find in organizational business environment.
Total Quality Management: According to Krafft and Mantrala (2009), the elements of total quality management has designed in a way to enhance the service quality of the organization. Appropriate framework of the quality management system has been developed to develop the product and service quality of the company. To ensure the proper implementation of the TQM ASDA follow the service standards of ISO 9000 and the lean technology.
Lean Technology: ASDA apply the lean technology standards to ensure that the service quality of the organization is being delivered in a way that the customers are able to develop products in a minimum expenditure and efficiency.
ASDA follow the service standards of ISO 9000 to ensure the organizational product and service development and enhance the efficiency of the organization. Currently ASDA follow the latest version of ISO 9000 standards and it is ISO 9000: 2015. This standard is being developed followed by several principals these are as follows:
· To fulfil the needs and demand of the customers
· To enhance the moral of the workplace employees
· To make the employees able to develop high quality services need to make the people empower at workplace
· It needs to ensure that the company able to ensure the continuous improvement of the organizational product and services.
· The collected information’s of the organization used to ensure that the company able to take appropriate decision for the customers.
· It is important to ensure the development of the relationship with the customers and the suppliers of the organization
ASDA has developed the scope of the management and ensure the proper development of the quality policies managing all types of documentation. The operational activities of ISO 9000 is flexible and ASDA able to enhance the quality management system of the organization.
2.1 Introduce the company and provide values, attitudes, purpose and beliefs
According to Verma (2007) customer’s relationship is the process that finds out different ways to enhance the relationship with the customers and find out different ways to get back the customers and engage the existing customers with the longer time with the organization. The implementation of the customer relationship management depends upon the use of the software within the organization for gathering, managing and developing relationship with the customers. The importance of customer relationship management is both for the small and large scale size of the organization. 
ASDA get benefited in many ways for using the customer relationship management in organization like, it make the company to develop good relationship with the customers. ASDA get able to implement marketing strategies in a better way to the customers as it identifies the interest of the customers. The implementation strategies of customer relationship management are for enhancing the revenue of the organization. ASDA also get able to develop the internal communication of the organization as employees of the different department share information’s with one another. The CRM strategy gives appropriate ideas to the company for developing strategies for the customers in a way that they get satisfied after receiving the strategy. Moreover it makes the company able to achieve the customer’s satisfaction appropriately.  ASDA get more confident to interact with the customers and make them engaged with the company and the application of customer relationship management make the company properly identify the needs and demand of the customers and set strategies accordingly.
According to Binghay (2007), the key purpose of the customer relationship management is to ensure all business interactions with the customers. The customer relationship management strategies of ASDA are very effective to create value for the customers, retain the customers and ensure that the customers receive high quality of service. The CRM strategies of ASDA allow the customers to get access to the company’s website any time they want and have the product and services. ASDA has developed next day delivery service to make the customers able to receive good quality service. ASDA provides opportunity to the customers to give their opinion about the product they have purchased which makes the customers to share their dissatisfaction and ensure that they get proper response on their query. The key purpose of the ASDA is to develop the repurchase tendency of the customers for purchasing organizational product and services. The effective customer relationship management strategies make the company able to identify the potential threats of the company to get able to satisfy the customers. The problems of the organization manage effectively implementing the customer relationship management strategies and ensure that the complaint is managed appropriately and the customers get satisfied. ASDA get able to deliver service according to the consumers need and successfully meet their interest.
Buyer Seller Relationship
According to Wu (2006), in the fast moving world strong competition exist between the buyers and sellers of the companies. The good relationship found very supportive for both parties and makes the companies get able to achieve the competitive advantage. The good understanding of the buyers make the seller able to perform all strategies in a way that the seller get able to gain the trust and confident of the buyer. To manage good relationship between the buyer and seller ASDA has undertaken the initiatives on step further by providing the products in lowest possible rate. The first offer performed from the ASDA side even the customers does not purchase large amount of product and develop good relationship with the customers. At the beginning the seller need to perform activities to attract the target customers to start relationship. ASDA take initiatives to develop relationship with the customers.
According to Binghay (2007), there are three types of relationship find due to the exchange process in between buyer and sellers these are: transactional relationship, value-added relationship, collaborative relationship. The transactional relationship is mainly one time relationship that causes the purchase due to the lowest product price offered by the seller. The value-added relationship performed identifying the needs of the buyer and develops strategies to meet those needs to gain maximum benefit from the purchase. The collaborative relationship is the issue that develop good economic, social and technological benefit to gain mutual benefit. The criteria selected for the organizational high sale and profit making. ASDA perform the value-added relationship and ensure that the transaction established in a way that their needs and demand get met. 
According to Martin (2009), the interaction between the buyer and seller is known as dyadic as in this process two persons get engaged in communication. Moreover has developed a matrix for the communication of the buyer and seller these are presented below:
Figure 01: Conceptual framework of buyer and seller
[image: ]
	Source: (Martin, 2009)
It found that the learning style is very crucial to create positive impression on consumers mind for purchasing the product and services tendency in consumers mind. Again the product also need to be with full of quality. ASDA ensured that all of its products are developed with quality and it offers around large numbers of product variety to the customers. The service delivery of the front line employees is also very effective to create positive impression on consumers mind. So the chances is high for performing the successful transaction for better communication style and offer better products to the buyers.
According to Dodds (2003), the significance of marketing strategy is important to create positive impression in buyers to make them interested to conduct purchasing and it performed in three different ways these are: concentrated marketing, differentiated marketing and undifferentiated marketing. ASDA perform market segmentation appropriately to ensure that proper information’s are being delivered to the buyers and generate purchasing intention in them. The proper communication in proper manner generates purchasing intention in them and they conduct purchasing. ASDA get able to ensure that it always get able to develop good relationship with the buyers and try to develop good relationship so that the further communication process get easy and free of complexities.
3.1 Define quality process, and critically analyze company’s quality process in workplace.
According to Salman (2010), the customer’s centrality is the process of doing business in a way that provides a positive experience to the customers after receiving the service from the organization which resulted as the customers make repeat purchasing and get loyal to the organization. The customer’s centric companies perform in a way that they offer more than their products to the customers. The companies are more interested to become a customer’s centric company and the data evaluated from the research is as follows:
Figure 02: Retailer follow characteristic

                                                 Source: (The Guardian, 2017)
It evaluated from the research that most of the customers follow the customer centric strategy and ASDA also follow the customer centric strategy and perform all activities in a way to satisfy the customers extremely within the organization. 
There are several strategies that the businesses need to perform to implement the customer’s centric strategies and some key elements of customers centric strategies are as follows:
Figure 03: Elements of customer centric
[image: What does it mean to customer centric?]
Source: (Maharaj, 2015)
The leaders of ASDA are highly focused on ensuring that the service assistant get able to deliver proper service to the customers. ASDA focus on identifying the needs and demand of the customers first and then implement strategies accordingly to meet with those needs. The service strategy of the companies developed in a way that the customers get able to experience good quality service. ASDA high focus on developing the organizational culture to ensure that the good culture exits in workplace and all employees support one another. ASDA empowered the employees to make the able to take their decision to perform within the organization. The service delivery from the front-line employees is very significant and strongly impact on the customers. ASDA provide opportunities to the customers to ask their queries and front-line employees give time to the customers to reply them on their query.
ASDA have to face numerous challenges at the time of customers focused strategy implementation. ASDA ensured that the employees of different department get access to the information of other department to develop service strategies more focused to the customers. The challenges the company faces at the time of information exchange with different other department. There are few strategies that ASDA perform to make the company developed as customer’s centric company these are: ASDA develop the organizational brand in a way that the company get able to develop the organizational brand, enhance the commitment level of the customers for the brand, develop relationship with the customers to ensure that the company is highly focused on customers centric strategy.
Quality Process at ASDA
According to Martin (2009), the customers are the key focus of the organization and the companies need to implement all strategies to develop overall customer’s service of the organization. Customer’s service of the organization mainly acts as the differentiator and makes the businesses differentiate from one to another company. The customer service delivered in a way to develop the satisfaction level of the customers. The service delivery in retail sector gets varied from the large organizational chin to small companies. ASDA is one of the market giant in UK so the customer’s service strategy of the company gets varied. 
According to Gureja (2013), the customer’s service is the strategies that a company performs activities to meet with the customer’s expectation and ensure the satisfaction of the customers being achieved. There are various model are available to perform better customers service within the organization. There are few issues that needs to consider for developing customer service are
Figure 04: Customer service Model
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	Source: (Gureja, 2012)
ASDA ensure that the customers able to receive right product in shop floor, in a certain place and management keep availability of the products. Right time right products kept of the POD display of the organization and provide the products in a minimum price to make the customers get satisfied. 
There are different types of customers find in organization like, loyal customers, discount customers, need based customers, wandering customers and impulse customers (Zeithaml, 2010). ASDA ensure that the company able to meet the demand of all different customers appropriately. The employees of ASDA follow the Keno model of customer’s satisfaction to ensure the satisfaction of the customers is being achieved
Figure 05: Keno model of customer’s satisfaction
[image: Image result for customer satisfaction kano model]
	Source: (Wu, 2006)
The good customers service benefit the company in varies ways like, the sale of the organization gets increased, the involvement of the organizational management gets minimized and the customers perform world of mouth promotion for the organization. The high quality customers service of ASDA perform in a way that the company able to develop good relationship with the customers.

ASDA has breakdown the customer’s service in three different layers these are as follows:
Leadership: the organization focus on the development of the customers services and ensures a good culture is being established within the organization to ensure customers perceived good experience.
Enablers: According to Dodds (2003), all the service strategies of the organization need to perform maintaining the policies and procedures of the companies. ASDA highly focused on the right maintenance of the organizational policies and procedures to ensure proper customer’s services is being delivered.
Customer Journey:  There is variety of touch points that needs to ensure for providing high quality service to the customers. ASAD follow a proper check list and ensure that high quality customer’s service is being delivered.
According to Salman (2017), the service delivery from the front-line employees strongly impact on the customers. The front-line customers of the organization have to meet with the customers face-to-face and need to follow proper strategies to ensure that the customers get proper service. The rule that ASDA follow for developing proper customer service is greeting, understanding, explaining the product, selling and thanking. The strategies ASDA follow for delivering good quality customers service is developed below:
[image: ]
	Source: (ASDA, 2018)
The delivered service quality of the ASDA found very effective to delivery good quality service to the customers and develop a long term relationship with them.
4.1 Analyze customer’s experience of ASDA
Acceding to Binghay (2010), the customers expectation is an important criterion that the marketers need to consider ensuring that the company gets able to implement strategies in a way that the customers get satisfied. The marketers are highly concern to find out the customers expectation and develop organizational strategies accordingly to fulfil the needs and demand of the customer. ASDA follow a systematic process to ensure that the expectation of the customers is being fulfilled by delivering effective product and services to the customers. The expectation process of the customers is as follows:
Figure 07: Customers expectation management process

	Source: (Binghay, 2010)
ASDA first of all identify the target stakeholders that are relevant with the specific set of marketing strategies. In this process the companies need to define the right groups of customers and find out their needs and demand properly and implement strategies accordingly to meet with their expectations. ASDA define the expectations of the customers first and then prioritize those expectations and ensure that the right strategies are being selected to ensure that their highest needs and demand get fulfilled. ASDA evaluate few factors at the time of the prioritizing the expectations of the customers these are: scope, cost, quality and time. ASDA communicate properly to prioritize the expectations of the customers and ensure that the company able to achieve its need and demand.
According to Wu (2006), there are few issues that need to consider for managing the expectations of the customers these are: honesty, communication, consistency, reporting and relationship building. ASDA ensure that the promise has been developed to the customers who are realistic and attainable. It delivers the product and the services on time that has been communicated to the customers. ASDA is very effective to develop an appropriate plan for the communication with the customers and always remain consistent with the total communication process with the customers. ASDA always remain consistent with the customers to gain their trust level and make them satisfied. An appropriate report needs to be preparing to ensure that the proper needs and demand of the customers is being identified. ASDA develop relationship with the customers to ensure that the expectation level of the customers get fulfilled easily. ASDA also implement marketing strategies in a way that it makes the customers get interested and inspires to share those information’s with others. The word of mouth promotion of the company make the customers to promote the organizational strategies in a way that it makes the other customers get satisfied. 
5.1 Evaluate the benefits and challenges of developing and maintaining good customer relationships in ASDA
According to Peck, et al., (2013), developing good customer service is very essential for the companies to achieve a long term business advantage. Almost every company tries to develop good relationship with the customers to ensure that the customers get engaged with the company for their life long period of time. 
Benefit of Customers Relationship
Increase repeated purchasing tendency: According to Hougaard and Bjerre (2013), maintaining good customer’s relationship is very beneficial for the companies. The customer relationship is very important for the companies as it makes the company able to enhance its upselling and cross selling of the organizational products and services. The companies able to offer cross selling products to the customers so that they get able to conduct repeated purchase of the organizational product and services. 
Develop internal communication of the organization: According to Christopher, Payne and Ballantyne (2013), the success of the customer’s relationship depends on the appropriate communication within the organization. When company get able to rightly communication their dissatisfaction level of the customers minimized and good relationship develop between the company and the customers. The better communication with the customers makes the company able to develop good communication in several department of the organization. 
Develop Marketing Strategies of the company: According to Gummesson (2008), to develop relationship with the customers it is important to find out the needs and demand of customers. Company conducts survey to find out the consumers demand and develop strategies accordingly. Company able to develop effective marketing strategies for the customers to ensure the customers get engaged with the company. it also makes the company to target right customers
Customers Loyalty: The relationship development with the customers minimizes their dissatisfaction and makes them get engaged with the company. The loyalty level of the customer’s increases and company able to develop a strong customer’s base
Challenges of Customer Relationship Development
It is important to find out the customers buying process and create value for them to develop good relationship with the customers.
Buying Decision Making Process: According to Martin (2009), there are different factors that create strong influence on customers on their buying decision making process. There are different types of buying process find in customers these are as follows
[image: ]
Source: (Binghay, 2010)
The customers are getting involvement with those companies which are highly responsible with the environmental issues and taking decision for getting engaged with the company. Companies are showing inertia to get engaged with those companies which are not performing the environmental issues properly. The loyalty levels of the customers are increasing for those companies who are highly responsible with the environmental issues.
According to Salman (2017), the companies are focusing on the ethical consideration of the businesses and ensure fair trade is being performed maintaining all the resources of the organization to ensure achieve the sustainable goal of the organization to positively influence on customers buying decision making process. ASDA also perform the ethical sourcing of its raw materials for the organization minimizing the environmental impact, conduct fair trading and ensure that all resources are being used appropriately so that the wastage is being minimized to create positive influence on the customers buying behavior. ASDA is highly focused on developing strategies in a way that the product that the company sells is as sustainable as possible. ASDA has considered strategies to ensure the new area of the operation as it also motivate the consumer to move towards the greenly lifestyle, investing in new technologies to ensure minimization of the Co2 gas emission, develop several new approaches to minimize wastage, packaging and recycling. The high contribution of the company makes the customers to think positive for the company and get interested to engage with the company. ASDA also has developed several partnerships with different NGO’s and closely work with those NGO’s to minimize the environmental impact. ASDA has already achieved several awards for performing effective strategies to minimize the environmental impact like, Repak Excellence Award, National Energy Awards 2007, etc. 
Customers also considered the boycott approach to ensure that the companies which are not environmental friendly would be not considered for the product purchasing. Mainly this is considered as one of the powerful tools for the customers to make the companies to perform environmental issues appropriately. According to Martin (2009), due to the wide availability of the communication process the customers are more willing to get engaged with those companies which are environmental friendly and perform all activities ethically. There are several stages of customer’s decision making process as at the beginning the customers perform activities to search information’s and then compare with the other companies to find out the effectiveness of the company and then take decision for purchasing the product and the services. ASDA is highly responsible for the environmental issues and regularly communicate with the customers about its contribution with the customers to make them aware. ASDA highly perform the social media marketing strategies and share image and videos to make the customers get acknowledge about its contribution. The effective contribution of ASDA has performed in a way that the company gets able to enhance the awareness level of the customers about the ethical trading of the company and make the customers able to take decision for product purchasing.
Customer Value: According to Salman (2017), the companies implement organizational strategies in a way that the company gets able to create value for the customers. Mainly when the customers get able to achieve services according to their expectation compared to the money and time they have invested then the total delivered value find high to the customers.  The elements of total delivered value of the organization are presented below:
Figure 09: Total delivered value to the customers
[image: ]
	Source: (Salman, 2017)
The customers have to invest money, physical labor, time and energy to achieve the product and the service of the organization. The product value of ASDA is very high so that the customers are more willing to invest time and money for having the product and services from the company. The brand image of the company is also very high and the customers are willing to engage with the brand. Customers consider themselves values for getting engaged with the company. It evaluated that the investment that customers make for achieving the product and the services from the company is lower than the product and service they receive from the company so it considered that the customer’s value is high at ASDA.
6.1 Management theory to evaluate the efficiency to the company’s quality processes 
According to Wu (2006), to ensure that the customers get able to get their expected service and get satisfied the companies need to ensure the development of the organizational service quality. Parasuraman (1988) has developed few dimensions of the organizational service quality to ensure that the customers get satisfied. The dimensions of the organizational service quality is 
Figure 10: Dimensions of organizational service quality
[image: ]
	Source: (Salman, 2017)
According to Salman (2017), the reliability is the dimensions that make the company able to perform the service quality of the organization ensuring the accuracy. The assurance is the dimension that enhances the trust and the confidence of the employees. The tangible is the elements that ensure that all latest equipment’s are provided in organizational environment to provide high quality of service to the customers. The empathy is the attributes that ensure that the companies is very much concern of providing appropriate care to the customers. The responsiveness is the dimension that derives the willingness of providing proper care service.
Efficiency of ASDA
ASDA is very much concern to ensure that all service strategies are being implemented in organization with free of error and maintaining accuracy in business environment. ASDA also maintain for the development of the trust and confident level of the customers by rightly ensuring the proper development of the organizational product and service quality. All latest equipment’s provided at organizational shop environment so that the service quality is being delivered appropriately. ASDA is willing to provide appropriate service to the customers to make them satisfied. Survey conducted to find out the customers satisfaction of the service quality of the groceries and the obtained result is presented below in a graph 
Figure 11: Customers satisfaction of the groceries.
[image: ]
Source: (The Telegraph, 2017)
It evaluated from the graph that ASDA has achieved average satisfaction of the customers as it still not able to achieve the highest satisfaction of the customers. There are several issues that ASDA needs to perform better to achieve customer’s satisfaction level. The checkout speed of the service delivery to the customer needed to enhance. The product availability of the organization is needed to rightly allocate to make the company able to achieve the satisfaction level of the customers. Customers also accuse that the shop floor of ASDA is not clean always. It is important for ASDA to take initiatives to overcome those limitations and ensure that the companies able to deliver service based on the customers expectation and make the customers get satisfied. The trust and commitment of the customers need to achieve to develop a long term relationship with customers. Moreover ASDA needs to get regular feedback from the customers and make the associate changes for the development of the organizational service quality.
Conclusion
The service quality is one of the important issues for the companies to ensure that high quality service is being delivered to the customers and ensure that the customers get able to receive service according to the expectation. The satisfaction of the customers is directly linked with the organizational service quality and develops a good relationship with customers. ASDA has find some limitation for delivering service quality to the customers and it need to develop its checkout speed, product availability and keep the organizational store clean and tidy always.
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