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Executive summary
This report has been requested based on an investigation into the ethical and sustainable policies, that are evident in the supermarket giant that is ASDA. This report will be broken up into two parts. The first section of the report will discuss the customer experience as well as taking an investigation into the customer experience. Do ASDA’s policies help to influence their customer relationship management style.
 The second part of the report is a critical review on two models as well as examining from a critical view Asda’s customer service management ability and whether with the aid of additional information ASDA can improve upon and benefit from updated or changing its customer relationship management style. 












Contents page 



Page 1
Cover page
Page 2
· Exectiuve summary
Page 3
· Contents
Page 4
· Brief introduction into Asda and what is Customer Management
Page 5 - 8
· Asda logo history
Figure 1-12 
1. All together better
2. You’d be off your trolley to go anywhere else
3. One trip and you’re laughing
 4. It Asda Be Asda
5. Pocket the difference
6. Permanently Low prices –Forever
1. 7. Always low prices
8. More for you for less
9. Why pay more?
10. Saving you money Everday
11. You’re better off at Asda
12. Save money live better.
Page 
Part 2
· Customer Relationship Management
Page 11
· Table 3 How Asda claim to store you information 
· 
· Conclusion
· 
· References








Who are ASDA?

ASDA actually stands for Associated Dairies and Farm Stores, it began life in 1949, and has slowly become one of the largest supermarket chains in the Uk associated with Walmart in America. Selling more than just food Asda has expanded into clothing, toys, outdoor equipment, petrol, insurance, mobiles, banking, opticians, and pharmaceuticals.

So what is Customer Relationship management and why is it essential for a growing thriving business.


Customer relationship management is not a new concept, in truth every business or organisation puts this concept into practice, by managing and monitoring its interactions with its customers, and using the data collected to analyse and study large quantities of information. A business can continue to ensure a healthy growth of its customer base, and its establishment. So understanding and engaging in the customer experience is a must for any establishment.


“Relationship marketing theory proposes that as company delivers value to customer, strength of its relationship with the customer will improve and increasing the customer retention. Scope of Relationship marketing is as follows: Relationship marketing looks at creating an approach and strategy that will generate customer retention.”
(www.managementstudyguide.com, n.d.)




ASDA has some very advantageous promises to live up to 
Marketing strategies
Does ASDA use advertising to divert attention and cover up for its mistakes or misinformation by distracting customers from the truth, and using discounts and promotions?
We take a closer look into Asda’s branding throughout the years:

ASDA AND ITS MANY SLOGANS.

Where ASDA covering up something with each new look?
All are very familiar with the slogan  with an indepth look at the evolution of Asda and its brand throughout the years,  its noticable that customer relaionship management has played a critical part into the growth of ASDA’S branding and played a part into its misconception to its community.  also  of do you remember the slogans: 
· ‘Asda Price’ and the images of customers patting the rear pockets ( been their focus of their advertising for 30 years ) 
Images 1-13
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From 1981 to 1986 ‘All together , Better’ was ASDA’s slogan
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This slogan famously used for just one year, the shortest period of time in Asda slogan history from 1986 to 1987.
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This perticular slogan was used from 1987 to 1989.
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Asda used the slogan ‘IT ASDA BE ASDA’ from 1989 to 1992.
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From 1992 to 1994 ASDA told customers they could ‘POCKET THE DIFFERENCE’
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Same slogan new look, ASDA felt the ned to change their logo, opting for a muted more neutral version of their bright logo of yesterday. 1994 to 1996
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From 1996 to 2002 ASDA tried a new slogan 
  
[image: ] From 2002 to 2005 ASDA introduced ’Always LOW PRICES’ as there trusted slogan
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‘Pocket the difference’  made a comeback in 2005 is still the number one slogan for ASDA with adverts featuring customers patting their back pockets. So in Asda again updated its logo incorporating the word price under the brand name of ASDA.
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Un 2006 ASDA completley revamped it and got rid of its iconic colours in aid of a fresh direction, this option of slogan and colour schem did not lasted for littleover a year.

[image: ]  In 2008 ASDA returned to its iconic colour and had a new slogan to boot. ’Simply stating why pay more?’
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Marketing director Richard Hodgson states that:
'Price is important and we are not going to go away from strong price credentials, but all our customer surveys show us that is not enough and is starting to be a turn-off,' 
 'There is a misconception that if everything is at a low price, you get what you pay for - ie lower quality, whereas the reality is quite the opposite.'
(Hodgson, n.d.)

ASDA may have changed its logo and its branding throughout the years but the one think that has not changed is its commitment to providing excellent quality for a competitive price, and a better customer service experience.

“Our Sustainability Commitments At Asda, our approach to sustainability is based on the belief that protecting the environment and saving people money go hand in hand” 
(ASDA.com 2021)
ASDA have made it noticeably clear that they care about customer feedback, so to ensure they get as much feedback from the general public as possible, Asda has expanded its avenues and will entice customers to leave a review, carry out a brief survey of an experience, or just post online about something. They want customers to be able to notice this, and leave sections on every page on their websites, they place it clearly on their receipts imploring customers to call in with a possibility of winning vouchers, money or other goodies supplied by ASDA.
‘Tell us how we did on your recent visit to store for a chance to win £1,000, or tell us about your online shopping experience’
(Asda.com, 2019)


Part two

Customer Relationship Management theories.


Customer Relationship Management comes from the theories about relationship marketing, which was first explored by Berry in 1983, Kotler then added and expanded upon those works in 1997, and Gordon seem to add a further in depth understanding in 1999.


Figure 3
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This part of the report is where a more critical in-depth look is taken, as an analyse of ASDA’s customer Management styles. A healthy view of other theories that could possible help ASDA readjust and evolve with its customer relationship management style.
Asda’s reputation is apparently grounded in its first-class customer relationships, 
‘ASDA are always trying to make sure that their products are as fresh as possible. They also like to make sure that they give their customers the best possible rate for any goods that they sell too.’
(asda.com, 2020)
being number one in hearing and understanding a business customer and ensuring you can handle respond and meet the customers, demands, request, dismay in a timely manner and with conclusion that is appeasing to the customer.
Always happy to help refund or exchange without question, all these promises seem like its too good to be true. Here we investigate whether or not ASDA lives up to its reputation.


Integrity and ethical dilemma's


How ASDA claim to store and use your information
Table 3


	Processing Purpose
	Categories of data
	Legal Basis for Processing

	To display relevant online advertising
	· Contact Information
· Device and Online Identifiers
· Website Browsing Data
· Transaction Data
· Personal Identifiers
	Only where we have obtained your consent

	To generate and send relevant direct marketing communications
	· Contact Information
· Account Information (e.g. the type of service you use)
· Website Browsing Data
· Transaction Data
· Personal Identifiers
· Online Games/Quiz Data (only if you have participated in Asda Online Games/Quizzes
· Family Information (only where it has been specifically provided for Baby and Toddler Club)
	Where you have opted-in to direct marketing we rely on your consent.
Where you have been opted-in to direct marketing automatically, with the option to opt out of it, we rely on our legitimate interests to promote our goods and services.

	To display relevant advertising through media owners (e.g. Sky) - allowing them to create audiences from their records to present relevant Asda advertising to, and help understand effectiveness of the advertising
	· Contact Information
· Device and Online Identifiers
· Website Browsing Data
	To meet our legitimate interests to promote goods and services provided by Asda
Data collected via Cookies is only used when we have your consent (e.g Device and Online Identifiers and Web Browsing Data)

	To help us understand how effective our marketing and advertising is
	· Device and Online Identifiers
· Website Browsing Data
· Personal Identifiers
· Location Information
	Only where we have obtained your consent



(www.asda.com, n.d.)

This part of the report is where customers have their say. This is a critical analysis of how asda and its policies have been  challenged, and how at times ASDA has failed to live up to its promises, policies and its mantra slogan. Here a discussion of ASDA and are  they obviously misleading their customers.
Asda claims to source it’s products and meat from uk farmers.
But sources from Scotland claim that Asda is the only major supermarket that has no interest in buying produce from themselves, so where is their meat and vegetables coming from?

“Most supermarkets support Scottish and British farmers with the exception of Asda”
(The Scottish Farmer, n.d.)






 
Managing Quality



DIRTY SALMON:
Upon a further deep dive, a video emerged that shows that Asda’s very own “WILD ALASKIN SALMOM” fillets in a protective iced glaze, (1kg of salmon fillets) were riddled with contradictions. From the outer packaging alone,  errors were found in its advertising on the packaging. As the outer packaging states that the salmon is “WILD” which mean from fresh water lakes, although the very next word brings the first word into contradiction. “ALASKIN so its not from the Uk, or from a river. Then upon turning the packaging around, found on the back it states, the salmon is from the PACIFIC OCEAN” huh!, wait so its not Alaskan or from the uk. Once opening the outer packaging what is found is that each fillet is wrapped in a protective plastic sealed bag to maintain the freshness of the fish. But upon closer inspection you find that clearly stamped on each fillet in Black ink the words “PRODUCT OF CHINA”. So what has Asda said about this, absolutely nothing, they have offered a discount in price for the item in question allowing this to be the thing that distracts from the glaring inaccuracies. An item that was supposedly farmed in the uk, produced and packaged in the Uk. When in fact ASDA is outsourcing everything and having this product produced in china. proof that in at least one instance Asda has used advertising and promotions to dupe the masses.
(www.youtube.com, n.d.)

Picture 1
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To better evaluate Asda and their customer service management policies, breaking down its elements into several different section its performance in its entirety into section 
Performance = In store and out of store I.e. phones and customer relations made online there are plenty of customers who find asda a dream to shop with, but it's how Asda handle their disgruntled customers that determines their true performance. A. Kerr states:
· “It appears that Asda (Bridge of Dee) believe they are can now decide if a consenting adult is allowed to buy alcohol with their shopping. Due to the fact that I had my 14 year old daughter with me at the time it was taken away (despite telling them this was for my own consumption). It seems that Asda are now her guardian angel and have the right to tell me how to run her life. Strange times …”
(A.Kerr 2021)
Aesthetics = Understanding the principles in which Asda maintain the cleanliness and appeal of an Asda store. As far as aesthetics go, Asda are at the top of There game maintain a clean organised business. 
Special features = Bonuses schemes and events, put in place by Asda to entice customers and appeal to their longevity, are always plentiful from 3 for 2, buy one get one free, extra discounts .. But are these offers genuine?

Conformance = Are asda willing to conform to the masses.. When the customer market demand a decrease in prices or extra value how will they respond.
Durability = Does ASDA have what it takes to stick around against its competitors. Do asda’s products hold a long shelf life? Do Asda’s customer service ensure that customers will stick with them through the duration that Asda is in business. One Frustrated customer ‘Brian hands’ writes 

Appalled at quality and short dates on full weeks shopping
“I ordeded my weekly Asda home delivery for 24th July 21. It is my granddaughters birthday 28th so i ordeded lots of cookies and donuts for a tea party. I was at work when the delivery arrived and when I got home I checked the shopping. I disgusted to find such short dates in my full weeks shop and tea party items! The lettuce they sent was brown and slimy, the steak had more fat on it than meat and the cookies and donuts were out of date on 25th july! What has happened to Asda quality!! Having worked for Asda years ago the moto used to be: if you wouldn't buy it yourself don't put it on the shelf" obviously they don't care anymore as long as they get your money the price is going up and up and the quality is going down and down. Ill be doing my shopping somewhere else from now on its not like there the only supermarket out there!”
(Hands, 2021)



Percieveid quality = Perciption is that Asda care and will meet the customers need through most situations. What is their actual quality and their standards from the view of the customer. 
· Customer’s have been complaining about the lack of service and the lack of Quality within ASDA. A disgruntled customer states:
I cannot find any other way to contact…
“I cannot find any other way to contact support than this. I am absolutely appalled at the level of service. I had a delivery from 8pm-10pm I accidentally booked it for this time and had to cancel going out for someone’s graduation. I waited around all night waiting for it to arrive. I checked the track my order multiple times and it said our for delivery. I checked this morning and it says cancelled? Why would you accept an order say it’s out for delivery the whole day email me with substitutions and then say it’s cancelled the day AFTER it was meant to be delivered”
(Mannin 2021)
 

Longevity

THIEVES
I placed an online order requesting a delivery to be made today. We are self-isolating and we are unable to go out.
On the same delivery day I received another email saying that ASDA CANCELLED MY ODER BECAUSE THEY COULDN'T TAKE THE PAYMENT WHEN THE PAYMENT WAS CLEARLY TAKEN IN MY ACCOUNT. I called my bank straight away,  and they confirmed that the payment has been already made, just as it shows in my pending transactions.

MEANING YOU HAVE TAKEN MY MONEY, AND CANCEL A SERVICE THAT I HAVE ALREADY PAID FOR.

I decided to call your useless customer service. OCTAVIA picked that call up and was absolutely unhelpful, unapologetic and careless, even when I explained to her that we have NO WAY TO GO OUT, NO FAMILY IN THE COUNTRY, NO FOOD, AND I HAVE A FAMILY INCLUDING A 2 YEARS OLD TO FEED!!!

OCTAVIA, suggested to do click and collect and go get the order ourselves, even when she knew that by law we are forced to stay indoors. I found it outrageous so I asked to speak with the manager. OCTAVIA SAID THAT THE MANAGER IS UNAVAILABLE AND BUT SHE'LL PUT A REQUEST TO CONTACT US IN 48HR... 2 DAYS?????!!!!!! what on earth was she talking about?
Then she he hung up on us because she couldn't help anymore. DISGUSTING.

Then I called again, furious, and spoke with Irne, she said delivery today won't be possible..and again suggested to do click and collect.. what make me wonder how do you train your agents???.. and in which world are they living if after nearly 2 years they don't get what self-isolation means????

SO WHO IS GONNA FEED MY FAMILY TONIGHT? WHY HAVE YOU TAKEN MY MONEY? HOW CAN YOU BE SO UNPROFESSIONAL AND UNTRUSTED??? 

THANK YOU ASDA FOR BEING SUCH AN UNWORTHLESS AND HEARTLESS THIEVES!!!

And you know what the best part is? That YOU ARE STILL HOLDING MY MONEY!!!! SO I CAN'T BUY FOOD FROM ANOTHER SUPERMARKET!!!!!


Asda states that “At Asda, our approach to sustainability is based on the belief that protecting the environment and saving people money go hand in hand. We have a really clear aims – to reduce the environmental impact of our operations, the goods and services we sell, and the suppliers that make them.” 
Conclusion

ASDA for the most part have a good standard of care and understanding when it comes to their customers, and a relatively good modle put in place for their customer service management overall. To improve upon a good working model, Asda should ensure to keep their computer system up to date with new programmes emerging constantly to aid business keep up to date with their customers. Hire more staff for the online and phone departments , so as to give disgruntled customers a feeling of being heard an outlet to vent their frustrations, more staff means a greater number of feedback information being sent to that maon offices, which will intern ensure that they keep on top of customer complaints, and adding improvement's to their stoores, websites, creating a major win for ASDA
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