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[bookmark: _Toc532219597]Introduction
Every organization in the world of business and market aims to fulfil the demands and need of the customers and satisfy their wants. It is very important to keep the customers satisfied as they are the main source of profitability in the market. Customer experience may be referred to the customer’s perception regarding the company based on the touch points, interactions and engagements with that particular company and its brand and products (Schiavo et al., 2018). The touch point can be said to be the moment when the customer comes in close contact with the company’s brand, product, employees, staffs and other things through some advice or channel. On the other hand customer interaction may be referred to the two-way communication process between a customer and the company’s brand and its product. The customer engagement is the commitment or engagement of the customer to the act he/she performs (Goetsch and Davis, 2014). The touch point, interaction and engagement are very important for the customers to have an authenticated experience. In this assignment the example of the famous organization Asda shall be taken and further details studies shall be made on it. The study shall show the various critical understanding and the experiences of the customer’s in the market regarding this organization.

[bookmark: _Toc532219598]Understanding of Quality process in the Workplace
Quality process is very important to be maintained in the workplace for the benefit of both the customers as well as the organization. The quality system of an organization can be defined as the structure of the organization including the responsibilities, procedures and resources which can help in the proper implementation of the quality management in the organization. Quality management can help to determine the quality objectives and the quality policies of the organization. In this assignment, Asda has been taken into account and vast and detailed study shall be meted out on it. Asda is the popular retail store in UK and it is very successful as a business in the markets of UK (Kerzner and Kerzner, 2017). The main aim of this supermarket Asda is to provide the best quality products to their customers and also to grab the attention of the customers so that they can compete with the other rival companies in UK. The mission statement of Asda also follows the same line “To be the world’s leading supermarket”. Asda also believes that quality process must be maintained in the workplace so that the products are of the high quality and the customers are satisfied with them (Beckford, 2016). The proper Quality Management System (QMS) helps the company to coordinate and direct the company’s several activities and tasks and helps to meet the customer’s requirements and also helps in improving the condition of the company and its effectiveness and efficiency in the continuous basis. The Quality Management System (QMS) serve various purposes such as: helps in improving the processes and procedures; helps in reducing wastes; helps to lower the costs; helps in facilitating and identifying the training opportunities; to determine the abilities of the staffs and employees and give proper training; and also helps the organization to have wide setting and direction. Asda also follows several objectives for having quality process in the workplace. It aims to keep the area of its super market clean and enjoyable so that customers and staffs feel happy to visit and work in the company respectively. Asda also ensures that the attitude and behaviour of the staffs and employees must be good because it has a direct influence on the customers. The employees must perform their best and help the company to improve (Blyton and Morris, 2017). Asda also provides various allowances and incentives to the employees working there and the working environment must be good for them to work. The customers are also given different customer benefits and offers so that they get attracted to the company’s products and services. 

[bookmark: _Toc532219599]Basic Elements of Quality Process in the Workplace
Quality management has been maintained and ensured by people since the past years. Eventually in the business, the best processes for controlling the products and services and the outcomes were established and documented (Mitra, 2016). Every company decided to follow a particular quality and that became important for the outcomes and results of the organization. The key elements of the total quality management may include the following:
· Customer Focus: Asda must focus mainly on the needs and demands of the customers at the beginning. The company should target the customers and grab their attention as the company’s products shall be used by them. The responses of the customers must be satisfactory and this can help in the growth of the company (Hopkins, 2015). 
· Obsession and Quality: Quality is something that must be maintained by any company. It should be maintained from the beginning of the organization and the planning, monitoring and constant re-evaluation is also very crucial for the company to progress. The mistakes made must be rectified before the products and services reach the customers. The employees and staffs in Asda must maintain this aim so that the quality performance is maintained and profitability increases.
· Continual Improvement of Systems: There must be continual process of improvement in the company so that there are rise in their productivity and profitability (Sharma et al., 2018). Changes can also occur in the production house of Asda because of the rise in the population and the changes in the wants and demands of the people.
· Unity of Purpose: Asda must follow the rule of working together in order to achieve the same goals. There should be mutual understanding among the employee and staffs and mutual support throughout the company. There must be mutual understanding so that the best possible performance and result can be gained from Asda (Peters et al., 2014).
· Employee Involvement: Every employee in the company must be committed to their work for the proper quality management in Asda. Every staff member should think of contributing for the success of the company. Team work is also important and thus everyone’s opinions and ideas must be respected. 
· Education and Training: To have proper quality process in the workplace, Asda must have the proper learning for the employees and effective training so that there is increase in the organizational performance in the company. The proper management and training of the employees can help to gather new ideas and thoughts regarding the company’s progress in the markets of UK. 
· Scientific Approach: There must be appropriate research on the project that Asda undertakes and essential training must also be provided to the members of the company for the development of Asda. This approach to have a thorough research can bring success and high quality products and services which can be beneficial for the company and also the customers (Hatch, 2018). 
· Long-term commitment: Quality in any organization is a long-term concept and can be achieved after a acceptable level of performance by the employees and staffs. There must be a long-term commitment among the employees and Asda must organize their management in an efficient manner.
Thus, these are the elements that should be maintained by Asda in order to achieve the growth in the company and also to maintain quality process in the workplace of the company. 

[bookmark: _Toc532219600]Factors that impact the organization to maximise Customer Value
There are various ways in which the organization, i.e. Asda which is taken in this assignment can maximise their customer value (Chang, 2016). The customer value is necessary because it help to increase the productivity and profitability of the company and also provide sufficient benefits to the customers. The factors that impact the organization to maximise the customer value might include:
1. Sales: Increase per customer sales – In order to grab the market structure and rise the profitability of the company, Asda must sell their products and services more to their existing customers (Chintakanada and Mclntyre, 2014). The most common approach in this case can be cross-sell and up-sell. But it must also be noticed that Asda must not use these approaches at a large scale so that it affects the company and have a negative impact on Asda. Asda can also try to use their customer value through the process of down-sell and usage stimulation. Sales can enhance and expand the company’s business in the global market and also help to compete with its rival companies in UK. 
2. Loyalty: Retains Customers Longer – Another quite common approach for increasing the customer lifetime value for Asda is retaining the customers for the longer period of time (Reason, 2016). It is often difficult and costly to gain and grab the attentions of new customers whereas to retain the trust and loyalty of the old customers is easy and cost-effective. Hence it is worthwhile to spend some extra effort on the old customers and retain them for the profit of the company. There are few strategies that can be adopted by Asda in order to retain the customers: customers must be provided suitable amount of knowledge regarding the products and services from Asda; providing extra offers and benefits to the old customers to retain them with the company; the customer experience must be improved in Asda; the employees must have well-attitude and behaviour. 
3. Cost: Lower the cost to serve the customers – The cost of the products and services must be lowered for the old customers (Patel and Deshpande, 2016). There are many ways to lower the cost but the main two important forms include: the marketing must be stopped to lower the value of the customers and also move the customers to lower the cost channels. Costing plays an important role in grabbing the attention of the customers and also satisfying their demands inn accordance with the company. 
The Customer Value Analysis (CVA) basically shows how the company can effectively compete in the market place with their rival competitors. Customer Value Analysis also assesses the products and services of the company and compares it with the rival companies in the market based on the perceptions of the customers of Asda and the rival companies. Asda must also analyse the basic customer value requirements and customer values can be increased through understanding what drives the customers towards the company; to understand properly the value proposition of the company; to identify the customers and the other wants that can help to create more value relative to the other competitors in the UK market; a win-win price should be created and also the company should focus its investments in the most valuable customers (Dale and Plunkett, 2017). 

[bookmark: _Toc532219601]Establishing and Implementing Quality Management System
Quality management system is essential for every organization for the growth and development of the company in the UK market. A Quality Management System helps in documenting, processing and maintaining the responsibilities of the company by achieving its objectives. There are several benefits of QMS towards an organization. The QMS affects the company from every aspect and helps in the growth of the organization (Pietrzak and Paliszkiewicz, 2015). The benefits of this system of QMS include: helps in meeting the requirements of the customers and also in still confidence among the employees in the organization and also helps in meeting the organizations’ requirements that ensures that the compliance with regulations and the proper products and services of the company in the most cost effective and resource efficient manner helping the company to grow and expand. The benefit shows that the quality management is very essential for an organization to have a smooth running business in the markets.  The main purpose of any quality management system for an organization is to fulfil the needs and help in the development of the organization (Burke and Noumair, 2015). Establishing the proper quality management shall help Asda to run the company in a smooth and efficient manner. Asda must ensure that there is customer satisfaction before implementing and establishing any quality management system. The quality management system is basically implemented on the Plan-do-check Act (PDCA) cycle and helps in the continuous improvement of both the products and services and the QMS. The basic stages for the proper implementation and establishment of the quality management system include: 
· Design and Build: The design and build helps in structuring the basic of the quality management system, its processes and procedures for the proper implementation. The system can develop and drive forward with the help of the management. The management must oversee the needs of the customers and the organization and make plans accordingly for achieving the QMS.
· Deploy: The process of deployment helps in breaking down each processes into sub-processes and also helps in educating staff on documentation, gives training and education to the employees (Obeidat et al., 2016).
· Control and Measure: These are the two areas which help in the proper stabling and implementing of the QMS. This is achieved through systematic routine, audits of the QMS, etc. The specifications of the QMS may differ from organizations to organization depending on their size, their potentiality, their environmental impacts and risks, etc (Ross, 2017) 
· Review and Improve: The review and improvement helps the company to handle their audit. The goal of the company is to determine the efficiency of each process in the QMS. The QMS also helps to develop several practices and processes which are mainly based on the data collections which are received during the audits. 
Thus, these steps can be introduced in Asda to establish and implement the proper quality management process in the workplace and have a stable business in the UK markets. 

[bookmark: _Toc532219602]Importance of Quality Management System in the Organization
Quality management plays a crucial role in the growth and development of the company in the markets. It also helps in the increase in the organizational performance of the company. Quality Management also is a key for the resources in the company in the tough competition for gaining the customer relationship and loyalty and also to provide and deliver the superior service. Asda should maintain a proper quality for achieving success in the UK markets. Asda can also implement several procedures so that they can meet the highest quality standards in the market and compete with the other rival companies (Song et al., 2017). There are many importance of the Quality Management System in the organization, the organization taken as an example in this assignment is Asda. The importance may be classified into the following:
· The quality management system in Asda helps in the production of more consistent products. The quality management system helps the company to improve their products with the ability of proper durability, reliability and performance. This can help the company to compete with the rival companies in UK and also produce better and high quality products with grater revenue in the markets. 
· The quality management system also provides satisfaction to the customers who are attached with Asda (Weinstein, 2016). In today’s competitive market, customers are having high demands and wants and therefore it is very essential for the companies and brand to provide high quality products and services. Quality management can help Asda to gain more customers by improving the quality of the products and also fulfilling the needs of the customers. 
· The QMS also helps in lowering the costs by increasing the profits of the organizations. Asda can implement the quality management processes and improve their areas of profitability such as: marketing and sales, research, manufacturing, equipment maintenance, administrative and legal departments and also finance and accounts, etc. These fields can be improved and can provide quality services with the help of the implementation of the quality management processes.
· It also helps to increase the efficiency of the company employees , the communication structures, the responsibilities of the management, the tasks and activities, etc. This can result in the higher employee morale and increase in the organizational performance in the markets of UK (Toytari et al., 2015). 
· QMS also helps in reducing the risks of the company Asda. The management and the business owner must take certain steps to avoid and reduce the risk factors that can decrease the profitability and efficiency of Asda.
· The QMS helps to decrease the human errors and helps in the company’s validation activities. 
· The implementation of the QMS also helps to keep with the business and do everything to compete with the larger companies. The QMS also provides several informations and guidelines for doing the things correctly and accurately. Asda can also achieve the cost-efficiency and help in utilising the available resources to have proper development and growth of the company. The QMS in the long-run can help to maintain the growth and also increase the strength of the company’s name and have success in the proper reputation of the brand (Jovanović and Filipović, 2016). They also help to improve the quality of the products and business operations in the company so that Asda can have a strong market position in the UK market. 
Thus the advantages are very important for the company Asda to improve their services and have a proper growth and development in the UK market. The QSM also helps to have proper reputation in the market and overcome the tough competition among the competitors. It is very essential to have a proper planning and understanding of the customer experience as they can help in the expansion and enhancement of the company in the global market (Hanssens and Pauwels, 2016). Asda have to improve their plans, strategies and policies with the help of the quality management and gain the customers towards their market. Asda also has to use the customer management programmes and improve their quality process in the workplace so that there is development of the business in the market. 

[bookmark: _Toc532219603]Customer relationship in an Organisation
The business world has a term called customer relationship management that is used to refer to practices, strategies and use of technologies by a business entity to manage as well as analyse the interactions of customers with the organisation and the data collected from the customer’s lifecycle (Kumar and Reinartz, 2018). The goal of following a customer relationship strategy is to improve the customer service relationship and assist the company to retain customers and increase the sales. Customer data is compiled across various channels or the points of contact that the customer used to make purchase such as the business website, live chat, telephone, direct mail, social media and marketing materials. Using customer relationship management system the managers at Asda can give information about their customers’ purchase or personal history, their buying preferences and concerns to the customer-facing staff. 
CRM software is used at the basic level to gather information about customers which is then compiled into a single database so that the company can access and manage the information easily. Asda has added additional functions to its CRM system over time so that it is more useful. The functions are recording of customer interactions done via email, phone, social media channel or other platforms (Soltani and Navimipour, 2016). 
Customer Relationship Management is a strategy that is utilised by companies to manage the company’s relationship with its existing customers and potential customers. This will drive the company’s sale and result in profitability. Customer relationship in Asda is not only about maintaining the company’s relationship with its customers but is also about having a good relationship between the company and its service users, suppliers and colleagues. Customer relationship is not only about sales since increase in productivity can from come from incorporating sales and marketing tool too. It is about creating customer loyalty and a positive brand image. To achieve higher customer retention Asda ensures that the customers are satisfied with its products and services. It is important to remember that while one satisfied customer can bring ten new customers one unsatisfied customer can do the opposite. In other words, customer relationship management is needed by the company for studying the customer needs and expectations and providing right solution to them. Managing customer relationship helps Asda retain its existing customers and also goes a long way in ensuring that customers return home satisfied with their purchase. At its core managing customer relationship includes activities, strategies and technologies used by companies to manage organisational interactions with current and potential customers. Through CRM strategy businesses are aided in building a relationship with their customers that result in customer loyalty and customer retention (Nyadzayo and Khajehzadeh, 2016). This way CRM can increase its profit since customer loyalty and retention are known to affect the revenue of a company.

[bookmark: _Toc532219604]Benefits and Challenges of a good customer relationship
 The benefits of maintaining a good customer relationship go beyond the business of profit making and other closely related relationship. A good customer relationship management helps in improving a business’s relationship with its existing customers, attract potential customers and draw back former customers and this benefit is not only limited to large organisations. 
Asda has benefitted from good customer relationship in the following ways:
Customer service enhancement: Implementing a good customer relationship strategy has provided Asda with numerous benefits. One such strategic advantage is the company’s capability of adding a personal touch to relationship that already exists between the business and its customers. By storing their consumers’ profile the company makes an efforts to treat each client individually instead as a group. This way the employees at Asda are able to understand their customers’ specific needs and can adjust the level of service offered to them to reflect their importance or status in the organisation (Khodakarami and Chan, 2014). Due to the improved responsiveness and better understanding of customer needs among the employees there is an improved customer service. As a result, customer agitation decreases and customer loyalty is built. By following-up with customers regarding the items they buy helps the company to rectify any possible problems before they are registered as complaints.
Discovering new customers: Good customer relationship helps in identification of potential customers. By keeping track of the existing clientele’s profiles the company can use them to determine the demography of the people to target their products so that there is maximum clientage returns. New customers mean that there is a room for future growth. Customer relationships in Asda work for full circles because good relationships not only help in tracking the current clients but also bring in new ones.
Differentiation point: Everybody knows that customer competition is very high in the current business environment due to which the relationship that a company has with their customers serves as a key differentiator with other competitors. For businesses to continue thriving in such a competitive environment they need to implement customer relations as their key business strategy. In the world of retail business Asda has competitors offering similar products and the company understands that the customers will go for that company offering great customer experience and high customer satisfaction. Hence, besides offering customers value for price they are also provided with excellent customer experience and satisfaction.
Repurchase and loyalty benefits: Good relationships with customers will determine where they will make their future purchases (Mullins et al, 2014). A rating of seven for customer satisfaction on a scale of 1 to 10 indicates that the customer is satisfied. These clients then become advocates of the business and word-of-mouth reviews are more potent than the advertised message. Metrics should be placed to measure customer loyalty and repurchase power.
Decrease in market rejection: When customers are unhappy and dissatisfied they will go around telling maximum number of people about their nasty experience. Research has found out that thirteen percent of customers tell about their experience to around twenty people. Bad experience can work negatively for the business. Good customer relationship is directly linked to repeated purchases and increased revenue. Unless a company is not careful with the relationship status they have with their customers the impact this will have on the business will not be understood. By keeping track of a strong customer relationship Asda has ensured retention all of its customers.
It has already been discussed in the assignment that customer satisfaction is needed for a business to succeed. Sustaining the achieved success requires a business to consistently maintain good customer relationships. The company should track and analyse these interactions in an organized fashion for fostering long-lasting customer relationships which results in long-term success (Trainor et al, 2014). Before implementing strategies to improve the customer-company relationship there are certain challenges that the company needs to address or avoid. The biggest challenge faced by a company is to deliver quality products along with excellent customer service. The biggest challenge in maintaining a good customer relationship is not having answer to the question posed by buyers. There are times when customers might catch a customer support executive off guard by asking questions which may seem relevant and on topic but to which they have no clue. It could be a customer seeking an update on the shipment of a product they purchased online which is being handled by a third party courier. This is where the team can pacify the shopper by guiding them to the right place they can get the information from. Even during times where the executive has no answer it cannot be shrugged off with a negative response.
Another challenge is meeting customer’s expectation of being provided with a high quality support using the latest technology and gadgets. Certain situations can exist where customer service providers are not equipped with the proper knowledge of technology or there may times where they do not possess right tools with the latest technology which results in the quality of services to customers being compromised. As a result the brand image can be ruined (Öberg, 2014). This can be resolved by using tools and software which will assist the support team interacts better with clients. However, if the team is incompetent then the company cannot hide behind technology. Challenges can also be faced during the implementation of the technology across all departments.  
Asda takes its customers data seriously in order to unlock value for its clients. The leaders at the company advocates the use of the data to bring change and improvement in the customer experience, optimise the processes and create new products and services to cater to the needs and requirements of its customers.  All these elements build a better customer relationship.

[bookmark: _Toc532219605]Conclusion
It can be concluded that customer experience plays a pivotal role when it comes to the functioning of an organisation. It is important for an organisation to ensure that the customer is guaranteed with quality products and services. Quality process is followed by Asda, the multinational British supermarket, in order to make sure that the product it produces fits the purpose. Quality targets are set by the company. Positive customers’ experience lends to a positive brand image and customer loyalty. For productivity, a good customer relationship should be maintained by the company.
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