


[bookmark: _Toc36211489]Executive summary
In current times building a good relationship between organisation and its customers is crucial to achieve success in the business market. Many companies spend increasingly more money on their research to find out what needs people currently have. In the report, the student critically assessed and discussed customer experience based on examples of Asda and few different supermarkets. The research includes three different pillars of customer engagement and its experience. In the first part of the report, the student described how supermarkets create a solid foundation with customers through their ethic engagement, in the second part how social, environmental and financial factors impact on this relationship and in the third part, why a quality management system is important to build a trustful environment. 
Thanks to research it has become visible that the customer engagement is crucial and the way how companies treat their employees, provides a clear transparency and offers a good quality service could build a strong and solid base for the company success. Miss out any of these factors might have a negative impact on the future of the business. 
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Asda is a British supermarket company which was established in 1949. They opened their first self-service supermarket in 1963. In the 1980s the company had problems because of changing its main principles such as good value and price competitiveness and almost committed bankruptcy. During their expansion they were sold to the American giant Walmart for around £7 billion in 1999. Asda was the second biggest supermarket chain in the UK for 9 years between 2003 and 2014 and since April 2019 they are again on the second place just behind Tesco’s and ahead of Sainsbury’s (Swaney, 2019). The company has a huge variety of stores in the UK. 
The report has been requested by the Marketing and Operations Directors of ASDA in January 2020. The primary purpose of it is to review possible benefits of ethical trading and by building sustainable resources to the customer relationship. The report was written by Kamil Sloboda who got crucial information from different sources such as books, journals and other readings.
Asda faces many problems in today’s challenging times, and it has a wide range of competitors. Currently the trading environment is completely different than that when Asda was established and to stay competitive companies need to engage their actions in various fields. One of these fields is a good relationship between customers and organisation and the report is focused mainly on this aspect. To find out how Asda could improve its CRM, the student used verified sources supported by the knowledge. The date of submission of the report is 27th of March 2020.
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Organisational ethics are values and principles in the organisation. They create a solid foundation of a good company. Ethics can be fixed but the best companies start with a strong ethical basis. There are several important factors which creates an extraordinary organization. The most important are respect, honour, integrity, customer focus, results-orientation, risk-taking, passion and persistence (Matthews, 2020).
Every company wants to have satisfied customers with a great experience when dealing with the organisation. Large amounts of money are spent every year by the companies to achieve and discover new ways for its improvement. Customer and employee experience are closely linked and have a fundamental impact on the image of the organisation. Employee engagement is crucial in building a good relationship between the company and a customer. Employees, who are satisfied in the workplace will be able to provide absolutely good service when employees who struggle to find their own asylum at work might deliver completely unexpected behaviour to potential customers (Lucker, 2018).
One of the largest UK’s supermarket chains owned by Walmart faces many behavioural situations of employee discrimination. Thousands of Asda’s employees have opened cases against the company due to equal pay issues. In 2017 almost ten thousand female workers agreed that they earn less money than their male colleagues for equivalent jobs (Ethical Consumer, 2019). In 2019 many employees felt terrified of losing jobs when Asda put pressure on all workers to sign new contracts. These new contracts meant changes such as unpaid breaks, different pay rates and short notice call outs but the company says it does not want to lose any workers due to it (Hotten, 2019).
On the other hand, Asda offers a wide range of benefits for its employees such as pension, share scheme, healthcare, voluntary benefits and flexible working (Washington, 2009). According to international review website Trustpilot, Asda receives a poor rate 1.6 of 5 for its customer service. Many people complain about the company’s staff because of bad experiences and behavioural issues from employees (Trustpilot, 2020). It is important to remember that it is a website where everyone can share opinions, and anything could be written which is not really reflected. According to Andy Murray - the chief customer service, Asda is putting customers first in its communications. There are three areas where improvements are planned. First by offering a wider range of products closely connected to customer’s needs, second by helping them to save important time through simpler shopping and third by increasing customers' trust (Asda, 2018). The third planned action will be much easier when Asda’s employees become more satisfied and healthier motivated to work to engage customer relationships.
Compering Asda to its biggest opponent on the market - Tesco, there are a few differences in organizational ethics. Tesco offers more benefits for its employees than its market rival. The most popular Tesco’s benefits are maternity pay, holiday and sick pay, monthly pay day saving voucher, retirement savings plan, annual bonuses plan, colleagues Clubcard with 10% discount, free drinks, restaurants, health and beauty services, free onsite parking and free shuttle bus (Tesco, 2019).
In 2019 Tesco achieved the best score in rating of “Ethical Consumers” for its supply chain management and employee treatment but in the near future “Ethical Consumers” association discovered that one of the company suppliers was caught slaving its workers. That situation created the largest in Great Britain modern slavery ring with around four hundred employees working for 50 pence every day. Not only Tesco but also Waitrose, Asda and Marks & Spencer were supplied by gang-controlled farms. The companies and supermarkets involved said they had no information about that, and they found out about that from journalists after it happened (Ethical Consumers, 2019). According to Trustpilot review website, Tesco customer service has a better score than its opponent Asda and results 2 of 5 but it is still less than other supermarkets chain - Marks & Spencer which has a note 3 of 5 (Trustpilot, 2020). Is employee job satisfaction crucial in reviewing judgement? To find out the researcher gathered the data about work experience of employees from three different supermarket chains: Asda, Tesco and Marks & Spencer. According to Indeed.com, the portal with a large amount of opinions and work reviews, M&S landed in the first place just ahead of Tesco. Asda receives less positive feedback than its competitors and ranks third in the group of three supermarkets (Indeed, 2020). In 2019 over 14 000 shoppers have been surveyed to assess their opinion of customer satisfaction in popular supermarkets in the UK. In nine supermarkets, M&S was selected with the highest score among three supermarkets surveyed and landed second behind Waitrose. Tesco was seventh and Asda was last (Munbodh, 2019). Comparing these statistics, it has become clear that customer experience is closely related to employee job satisfaction. A fulfilled work colleague is more likely to assist customers through more pleasant behaviour and a higher level of service provided. This creates a better customer experience, improves customer loyalty and increases an organisation’s profitability (Prossack, 2019).
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Business sustainability is a coordination and the management of social, environmental and financial demands to ensure ethical and responsible company’s success (Rouse, 2013). The concept is based on three pillars: environmental, economic and social also known as a planet, people and profit pillars (Grant, 2020). Sustainability in the organisation means that the company grows not only in a speedy time but also in a holistic and authentic way (Matthews, 2017). Each day sustainability is becoming more important for all businesses across all industries. According to statistics 62% of current executives consider the concept is necessary to stay competitive on the market and 22% think it will be in the future (Haanaes, 2016).

Asda believes that protecting the environment and saving customers money are very close to each other. The company has a clear goal to reduce the environmental impact in its operations, the services and goods it sells and suppliers that create them. Asda focuses on several things in this regard and one of which is plastic packaging. Since 2007 the overall weight of plastics Asda has decreased by 27% and the company plan is to make all packaging recyclable until 2025 (Asda, 2020).  According to research made by YouGov, half of British consumers are willing to pay more for more sustainable packaging and 8 of 10 people are trying to reduce their plastic waste. Almost 70% of people agreed that companies should be required by law to produce and use eco-friendly packaging. The result of the research shows growing awareness of plastic waste (Watts, 2019).
Asda developed innovative ways to encourage its customers in this matter. In “new sustainable” stores shoppers will be able to fill their own containers with Asda’s food. The sections will include rice, pastas, coffee, cereals and teas. This concept will bring advantages for customers and they will no longer need to buy new packaging every time they run out of essential products. To stay close with its customers, Asda will ask people who are visiting shops for a short feedback about innovations in supermarkets (Metro, 2020). Asda’s competitors already launched this privilege and M&S allows its customers to bring their own container for food and gives an extra 25 pence every time someone shops this way (Smithers, 2020). Another company who delivers this self-service is Waitrose by offering a wide range of products packed in dispensers in special zones (Waitrose, 2020). Either of competitors would like to reduce plastic usage and its waste to create a more sustainable image of the organisation and closer relationship with their customers.

When it comes to cooking many people start to wonder what oil they are supposed to use. Palm oil is one of the most controversial because of its environmental and health reasons. The main issue with it is its harmful impact on the surrounding environment. Many acres of rainforests are cut down to keep up with the high demand on cheaply produced oil and huge amounts of carbon emissions have an impact on climate change. It is difficult to avoid products with palm oil, but people can reduce negative impact on the environment by choosing products that only contain sustainable palm oil (Ritschel, 2018).
Asda provides clear transparency about its palm oil products and since 2015 all products which contain this oil have been sustainably sourced with RSPO standards. In 2018 Asda used almost 17,000 tonnes of sustainable palm oil where 8,805 tonnes come from direct segregated sources, 4,400 tonnes from mass balance sources and 3,500 tonnes have been covered by Palm Trase certificates. Asda’s future plan is to move away from certificate sources and to make it happen it is already working with its suppliers (Asda, 2020). According to the research made by YouGov 77% of British consumers are aware of palm oil sources (Institute of physics, 2019). Thanks to clear transparency which Asda provides, customers are constantly notified about changes therefore, the company became trustful in the eyes of their consumers.
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In business, manufacturing and engineering the quality is interpreted as the superiority of something
while customer expectations are fully satisfied. Quality is an attribute that could be understood
differently by different people (Nanda, 2005.) To check the quality, potential consumers are focusing
on the specification of the service or product and by comparing them to competitors on the market
(Gitlow, 2001).
Companies use different techniques to effectively enable businesses on the market and to explore new areas. One of these processes is Quality Management and this process ensures that product, service or organization is consistent. It has four different components: quality monitoring - a process where final products or services are tested, quality control – reviewing all factors during the production and finding weak points of it, quality assurance – is the way how to avoid mistakes and defects in production as well as when delivering products or services to customers, total quality management – making the environment where employees will be able to improve their abilities to provide better products and services to customers (Ross, 2005). Quality management is not only focused on the quality of product or service but is also a way to understand how to achieve it.
There is a wide range of benefits for companies which use quality management processes. The most
important advantages are:
· Cost reduction - especially in the areas of rework, scrap and field service where all these things can increase profitability
· Customer satisfaction – better products and services will bring less customer complaints
· Defect reduction – less time needed to find the issue and to fix errors
· Morale – employees get new skills at work and thanks to that employer does not have to
search for new qualified employees (Bragg, 2018).
As well as there are many benefits there are few drawbacks of quality management such as:
· Employees training is time consuming and can take them away from regular work.
· Negative effects on costs in a short time period.
· Might result in an adverse reaction from employees who do not want to change the current system (Small Business, 2019).
To engage good customer relationships, Asda uses QMS and one of the programs has been developed by “Solutions for Retail Brands”. Thanks to it Asda has a view on product quality and performance. The data is collected in one place, does not matter if they are internal or external checks. Product quality is more visible and gives the company a clear picture of how their products are performing on the market. The new system attracts customers to send feedback to show their experience and future expectations (Lemmon, 2016). Asda offers training for all employees and thanks to that it will be able to work in the most effective and efficient way, reduce wastage and increase job satisfaction (Rahman, 2019). Asda invests huge resources in proper training and learning programmes but compared to other companies it needs to spend more time on training its employees than average in the industry which is cost-ineffective in short time periods.
Asda’s mission is to become the best value retailer in Great Britain which meets customer needs every day. By offering great quality food at low prices the company got trust of millions of customers. To offer high quality food Asda’s aim is to buy products from competitive suppliers. The company also reduces the cost of packaging by using their own ones (Btec Business, 2013). In 2019 Asda won the award of best quality food and drinks as a retail company. The final score was based on its own brand products which offer good quality for equivalent value for all customers. Asda also won several more awards such as chilled retailer of the year, bakery retailer of the year and drinks retailer of the year (Asda, 2019). 
One of the techniques which Asda uses to influence its customers is Porter’s Generic strategy. The main strategy of Asda is the cost leadership and the company uses it in various markets. Cost leadership strategy is used by organisations to achieve market leadership through efficient value management and to get advantage over the competitors by lowering the costs (Porter, 2007). The strategy allows Asda to deliver its quality products and services to the middle class which is the largest class on the market. The middle-class customers place the importance on the products or services price therefore, cost leadership strategy is the best way to reach their needs. By focusing on affordability and accessibility Asda is a recognisable company with high sales growth. To meet the customer needs, Asda offers a wide range of coupons and discounts very often (Aston, 2008). Thanks to that the company achieves sales targets and handles the pressure from the competitors such as Tesco and Sainsbury’s. Another strategy that Asda uses to influence its customers is differentiation strategy. By offering unique and quality products, the company expands its customer base and its objective is to make innovations and solve health issues of its customers. For example, the company has extended its product line after research that customers are changing their needs (Asda, 2020). Both strategies have helped to build a strong base of loyal customers.
To find out the weaknesses and possible improvements of customer relationships the researcher has prepared SWOT analysis based on quality aspects in Asda’s organisation. 

Strengths:                                      
· Award winning company based on quality and value
· Operates QMS to reduce costs and increase efficiency
· Successful long-term contracts with suppliers
· Successful learning and training programmes
· Constant contact with customers through social networking

Weaknesses:   
· Unsatisfying relationship between employees and customers according to Trustpilot - international feedback website                                    
· Some critics saying that quality is not as good as competitor’s products (for example Waitrose)
· The same quality products can be found cheaper at competitor’s supermarket (Lidl or Aldi)
· Asda needs to spend more time to train and develop their employees than average in the industry
· Investment in development and research is below the average in the market and Asda needs new technologies.
· Standard design in shops does not provide astonishing feelings to customer experience.

Opportunities:                                       
· New trends in customers behaviour may open a gate to provide quality products in reasonable price
· Development of training to reduce the time of learning with the same results will reduce overall cost of training
· Fulfilling employee expectations will create a solid fundament to build happy relationship with customers and bring profits to organization in long time period

Threats:                                       
· ASDA faces many competitors on the market such as Tesco’s and Sainsbury’s
· Price and quality race with other retail brands
· Fulfilling employees’ expectations is expensive, especially in short time periods

There are many expectations from Asda but by increasing employee job satisfaction, it could possibly make them happier at work. Therefore, a happy employee delivers better quality service to customers and is willing to stay at the same workplace which reduces the overall cost of training for new employees.
Improvement in the area of internal design could be another idea of how to build better relationships with customers. The best in the industry M&S is a favourite British retailer (Terrelonge, 2017). It is a premium food supermarket with prices higher than Asda’s. When customers enter M&S, they feel comfortable and all factors such design, nice aroma and customer service is helpful to achieve excellent experience for people. Offering lower prices by Asda in similar conditions gives a huge possibility to make customers feel more prestigious.


[bookmark: _Toc36211495]Conclusion
Asda is a great company that is going through hard times. Today’s trading model has changed compared to what was in the past. Customers no longer require only products but also require good treatment. Thanks to the development, which is in Asda, the supermarket remains in the top of the best retailers in the UK. However, to remain in that position, Asda still has to work on new possibilities of better contact with its customers. During the research carried out by the student, building the relationship between the client and the company is crucial and any attempt to abandon it might result badly for the company’s profit. Thanks to actions made by Asda, the company can meet the customer needs but also there are several fields ready for the improvement.

[bookmark: _Toc36211496]Recommendations
As the proverb says, it can always be better, also in the case of Asda it is possible to achieve better results for the organisation through a few recommendations. After research of the market in the sphere of customer relationships the student noticed from an ethical point of view that Asda could improve it by engaging relations with its employees. Better treatment of employees through satisfying wages, differentiated benefits and an open career accessible for all employees could allow workers to enjoy their work. Thanks to higher enjoyment the contact with supermarket’s customers is supposed to be greater.
At a sustainable point of view, Asda maintains a clean and transparent policy that could be liked by its customers. By attempting to avoid plastic, Asda opens a new path that could make it a more sustainable company. Thanks to the diversification led by Asda, there is a possibility of creating a special clothing line by George casual that will be made from recycled plastic. These clothes might be more expensive than the expectations of Asda’s customers but also it would open the door to attract new customers and expand its customer base.
At a quality point of view Asda could change the look and feel of their supermarkets to make its customers more prestigious. Greater prestige, low prices and good quality products could be ground-breaking and might set a new trend line in the relationship between the customer and the organisation.
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