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[bookmark: _Toc534121945]EXECUTIVE SUMMARY

The most famous retailer company of UK, Asda is the main highlight of this report. Asda is a British company which is basically known as retailer supermarket. It also belongs to the family of Walmart. This report consists the understanding and importance of customer experience within an organization. This report also highlights the value of customers that how company puts their customers as priority and also the services which they provide to their customers in case the customer is not satisfied with their product or service. Different management theories are also discussed in this report to describe the strategies and tactics of the organizations that how they manage their employees and train them to provide best customers services to their customer and to earn perfect customer experience so that the customer remain loyal towards them. To main aim to present this report is to discuss the factors of processing of an organization which effects the customer experience in different ways.
[bookmark: _Toc534121946]INTRODUCTION

People in this modern world where online shopping has become an upgrading trend choose to buy from physical stores where they can experience customer service form the employees of the shop. Retail stores is a process where different services or goods are sell to the customers with the help of multiple channels so that the company can earn some profit. These retail stores satisfy the requirements of the customers with the help of supply chains. This report consists of understandings of customer experience of Asda superstores which is a retailer supermarket in United Kingdom. It is one of the best online shopping store where people can easily purchase what they desire. The Asda Company was purchased and became a part of Walmart in 1999 which also helped it to make a position in UK and to gain more profit. A significant portion of Asda is covered with private brands due to the attraction of UK customers towards private brands. 
The retail industry or stores like Asda are being the fastest growing sectors and are also known as the most competitive sector around the world. Also, the impact of these retail stores on the customers is simple because the role played by customer experience makes these retail stores to be able to shape up their journey with customers and delight them with highest reputation. There are very few retail stores which are able to gain perfect customer experience and have created standout experiences which earned them good revenue for their stores. According to Seyfang (2008), Asda supermarket is now known as the second largest and fastest growing company in UK due to its motivational strategies. Asda motivates customer with their low rated products and good quality products which satisfy the need of the customer and by promoting the customer service and values. The feedback of the customers help Asda to focus on the departments where they lack in management or where they need to put more effort regarding products or employees. 
[bookmark: _Toc534121947]CUSTOMER EXPERIENCE IN ASDA

Customer experience is generally referred as the time duration of the relationship between a customer and an organization. This relationship is buildup with the help of these three steps which include the overall journey of the customer, the touch points of the brand which influences the customer and the environment of the organization which is experienced by the customer. Customer experience is critical for many firms which also includes Asda, to understand the journey of the customer which he has experienced over time with the organization. Many customers these days like to interact with the organization through various platforms which includes online shopping at top of the list (Lemon and Verhoef, 2016). In case of Asda, the organization experiences a good customer experience which means that the firm is able to meet all the requirements of the customer. 
Customer experience is also an opportunity for Asda which can excite them because they can focus on customer experience while reducing churn and can increase the revenues of their companies which can lead them towards high profits. The impact of customer experience covers all the areas of Asda and also helps the organization to build great strategies for customer experience. According to Homburg et al., (2017), it is said that there are different management theories to approach a higher market which includes customer experience management. Customer experience management can help an organization to approach marketing in consumer industries. It is also observed that the customer experience management can broadly systemize and assist the application of a developing marketing concept. There are also different management theories and strategies which are applied by Asda to have a good customer experience and also there are different factors within the organization which effect the value of the customer and their experience with the organization.
According to Grewal et al., (2009), it is hard to survive for companies economically these days in a competitive environment especially in retail industry because there are more requirement then just innovative products and low prices. Considering Asda, if they need to compete in an effective manner they need to observe the shopping experience of a customer. The meaning of customer experience must be understand by the management of Asda to manage customer experience. The customer experiences includes every single detail of customer that how he interacts with the product, service or even business. Every aspect of the company and its offers are included in customer experience such as customer care and its quality and also packaging, advertising, service, ease of use, features and reliability of the product. Customer value is not only the contribution to create customer experience but the company is equally responsible in providing that experience to the customer.  
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According to Riboldazzi (2005), it is observed that the efficiency of management plays a vital role in the development of customer value and can also create a competitive customer experience for other firms. At Asda, there are about 145,000 employers who have dedicated their work in serving their customers in an effective manner and to give their best shot in achieving customer values and experience. There are about 18 million customers who make their way towards Asda for shopping every week. The main aim of Asda Company is to fulfill the requirements of their customer sand to become the first choice of UK people in retailing industry. Their mission is to provide people with goods and services at affordable prices. The strategy of Asda is build up in such a manner that makes their customers the center of their mission, beliefs and purposes. The customer value of the Asda has motivated its workers to work even better for the sake and satisfaction of their customers which also inspires the customers to choose Asda over all other companies. 
More like other branded companies Asda have also applied different policies like opening different stores in different areas with convenience of car parking for free, a very wide range of products at lower rates in a very pleasant environment and a helpful and friendly staff which provides the best customer service quality to the customers (Disney, 1999). It is clear that the aim of Asda is to provide best customer service to their customers and to make sure they give their feedback so the company can make decisions of how they sell things what they sell to the people. the customers all around the world look for genuinely low prices which is another reason for Asda to provide products to its customers in very low rates to make them satisfy and to increase their customer value and brand reputation. A clear price is what Asda provided to its customers which cuts directly through the noisy market of retailed industry. Giving value to their customers, Asda have focused on every problem which a customer can face during his survey or shopping. The top list problem of customers is the moms who short on time due to their tough and scheduled routines, to make their shopping and customer experience good the company have given access to different formats and channels which can help the customer to access the products of Asda wherever and whenever they want. This format and different strategies provide a convenient customer experience to their customers. 
Furthermore, Asda provides a wide parking area for the customers and also for those customers who are handicapped. This provides an ease to the customers as they can easily park their cars in the well protected area. Also, inside the shelves are arranged that a way which allows a number of customers to pass through and look for their desired items and also there are always customer service assistants present for help. The area of the stores is mostly clean as well as the toilets in order to provide the best customer experience. The customer service assistants at Asda are always happy to help. The computing system is also very well organized. However, the management in the organization is observed to be family like, managers and employees work together to achieve the same goals of the organization. Asda not only provides the best customer services in the physical stores but also in online shopping. The customers can check their order status, make cancellations or refund and choose their payment options. 
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By applying the different management theories to Asda the customer value can be increased as the areas which are focused can be enhanced in terms of operations. According to George (2015), it is said that the management theories are a reflection of shared agreement which shows the individual behavior or the actions of an organization which are then resulted in a certain outcome under different conditions. The management style of Asda helps the employees to put their word forward and to give their opinion but the final decision is the authority of the management after listening to the opinions of their employees. 
The the0ries which are implemented by different organizations including Asda are the Taylor theory, Weber’s theory, Contingency theory, the theory of X and Y and the behavioral management theory. These theories are applied by Asda to increase the working skills and customer experience of the company like many other companies. 
[bookmark: _Toc534121950]Contingency Theory

In Asda, the manager has the authority of the company to take decisions for the betterment of the company in instantaneous situations. The theory of contingency for first pioneered by Fred Fiedler which effects the leadership of a leader in different situations while working in a team. This theory is applied by Asda to increase the working efficiency of the company which effects the style of leadership and decision regarding the situations the leader is in. The effectiveness of leader in Asda is changed with the change in situation which can be managed with the help of contingency leadership. If a customer in Asda is facing inconvenience while purchasing products or having a survey of the company it is the duty of the manager to take the situation under control and make sure the customer is not bothered by any other inconvenience. 
[bookmark: _Toc534121951]Max Weber Theory

The management of Asda has written rules and regulations for the management of an organization to implement. This theory can help Asda to bring equality among its workers and every worker is assigned with its tasks in a clear way. The structure of organization to the employees working within Asda is characterized by various rules and regulations that includes requirements and procedures, standardized processes, division and labor and their responsibilities, number of desks, professional and clear hierarchies, the interaction of employees with the organization personal and professional.  
[bookmark: _Toc534121952]Theory of X and Y

The theory of X is where the belief of manager is that the employees of the company are lazy, irresponsible and dislike their jobs whereas, the theory of Y shows that the employees are creative, self-directed, responsible and they do like their work. Taking Asda as an example this theory explains the behavior and performance of the workers working within Asda. It has been observed that the people in the organization actively take part in the activities assigned by the managers of Asda but for performance management Asda analyzes the company for performance and behavior.
[bookmark: _Toc534121953]Behavioral management theory

This theory shows the working behavior of an individual and describes their working dimension. It shows the creativity of an employee, his conflict, expectations and motivations which is highly focused by the Asda Company through applying the behavioral management theory. The behavioral management is applicable when the motivation and behavior of an employee was ignored by the management of Asda. This theory focuses on the areas which are important and must be handled in a manner to make Asda Company more effective and progressive. This theory focused on the motivation and behavior of the employees working within Asda towards their work and company. The behavioral theory helps in understanding the needs of the employees related to work satisfaction and condition of good working. This behavioral theory became beneficial for Asda as it helped the employees to understand and accept the behavior of the customers and deal them in a positive manner so that the feedback from the customer will be a positive one rather than negative. 
[bookmark: _Toc534121954]Taylor’s Theory

The Taylor’s theory which is also known as scientific management theory was developed to emphasize efficiency of the employees as well as management of the company. The scientific method when applied by Asda helped the company in easing the work of the employees in a manner that no space would be left for minor mistakes to occur. In Asda, customer reviews show that there are many minor mistakes that take place in the environment which are required to be managed by the company. For that purpose, the theory can be applied by Asda to help the company to analyze and convert the gathered information into rules, laws or even formulas which can be helpful in completing the required tasks. It is observed by Asda that the work must be divided between both the employees and the managers where the managers of the company use techniques scientifically to plan and assign tasks to their employees and the employees must perform their tasks to pursuant the plans which are given to them by the management of the company. 
[bookmark: _Toc534121955]FACTORS INCREASING CUSTOMER VALUE

If there is no way to change the basics which are delivered by a company then there are three different strategies approved for the organizations which can bring change in the customer value of the company.  To support the strategies which are provided, Asda look forward to the divide the market according to different customers regarding location, demographics, income etc. the main area where Asda has appeared to campaign their market is the people who have lower income and are interested in low-rated products. The Asda Company have kept its focus on the primary market which helped the company in specializing in this model of business where the main focus of the company is the low cost products for the customers. According to Hill and Alexander (2017), it is observed that there are different areas of an organization which are needed to be focused and that they can help in increasing the customer value of the company such as planning of the project, communication with the customers of the company, before their survey of the company, during and after their survey too. The other area is to provide a platform to the customers to give their feedback regarding the survey of the company, also effective actions must be taken by the company on the addressed issues which are raised by the customers after their survey. 
According to Pearson (2016), the most essential tool for the development of a brand or reputation of a company is their customer. There are only few successful companies who have understood the value of a customer and have made their companies a famous brand by providing value to their customers. The center of Asda’s strategy is the mission of the company, its purposes and its values. This strategy helped the company in changing their working style and to make their business even better than before. Due to this strategic framework the Asda Company was able to make a tremendous progress in the past years. They even achieved the market share at a very high scale in 2009 and also increased their profit with the help of their sales. According to Ode et al., (2017), it is necessary for an organization to have knowledge about the performance of the company and the relationship of the company with its customers. Also, the company must be well aware of its competitors, their performances and their relationship with their customers. In case of Asda, the biggest competitors of Asda are Tesco and Sainsbury which can provide a hard time for Asda to achieve its goals and maintain its place in the market. The performance of the company can always be helpful in increasing the customer value. There three factors which can increase the customer value of a company which are mentioned below.
[bookmark: _Toc534121956]Sales

This factor helps in guiding the company to keep their main focus on their existing customers so that they can earn more sales from them, also this does not mean to avoid new customers. The common strategy which is mostly used by different companies is the basic of upsell and cross-sell, both of them are considered as good tactics. However there are many companies around the world who overuse these strategies as a trend which can affect their company in a negative way regarding their relationship with their customers. Asda has faced many ups and downs in its journey, also it has suffered a steady failure when it comes to sales in its past but the CEO of Asda Andy Clarke was not a fan of quick wins. It was the belief of Asda Company that to enter the market is not easy as it is seemed to be. To be successful in the market place a long term strategy is necessary for companies. 
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The loyalty of a customer is another factor which can increase the customer value of the company. In comparison of attracting a new customer it is way easier to retain an existing customer. There are many ways to keep a customer loyal towards the company some of them are mentioned below. 
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The customer always look forward for new and unique products. There are many customers who tend to leave the company and its products because they think that the features which are provided by other company are not available at your place. It is the responsibility of the company and its management to give full information of the product to the customer. Considering Asda, the company had used this strategy from the very first day to give every detail of their product to their customer regarding its features and its rates which inspire the customer to purchase those products. 
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Many companies have faced customer retention process whether they know it or not. There must be a department available in the companies as save team which can help the company to save their customers by providing them different offers or exchange of the products. In Asda there are many customer services available for the people to deal with this sort of situations to satisfy the customer and help them regarding their product so that they will not give a negative feedback about the company. 
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The role of customer experience is very important in the progress of a company, the customer leaves the company due to its experience with it or remain loyal towards the company, and it is up to the management and services provided by the company. The improvement of customer experience is an essential tool to keep the customers loyal which can also help in gathering positive feedbacks from the customers. 
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The lower the cost of the product the more customers will attract the company. The main strategy of Asda is their low cost products which help the company to gather more customers and gain more sales which also help them in achieving a good customer experience. The customers who are interesting in purchasing the products must be the first priority of the company rather than those who are not interested. According to Lam et al., (2004), it is a very common strategy among different companies to lower the costs of their products to increase customer loyalty and customer experience. 
According to Zhang et al., (2016), the innovativeness of a product is the key to success for every firm. It helps the company to gain more customers and also increases the customer value. The quality of the product and its uniqueness help the firm to increase their revenue and performance which leads them towards a good customer experience. Asda is one of the companies which have provided its customers with products of excellent quality and on lower rates which helped it to maintain their reputation in the market and increase their revenue with the help of their sales. 
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There are different requirements of customers which are the responsibility of the company to fulfill them. Requirements of the customers show that whether the customer is happy or not with the services of the company. According to Zywicki and Zawadzki (2018), fulfilling the requirements of every individual customer is not easy task to perform, it is very difficult for companies to understand the requirements of the customer and satisfy their needs with products of high quality which are sold by an acceptable price and must be delivered on time. This way the company will be able to gain customer loyalty and satisfaction and make a standard of their own. According to Lenka et al., (2015), the development of product service system is started with the requirements of the customer. It must be focused that what a customer needs when he enters a company or a store, there are different facilities which a customer require in which parking and toilets are main concern of every customer. Also to attract the customer and to gain their loyalty and satisfaction there are different strategies and tactics which can help the company to achieve a good customer experience. 
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The focus of every company is to provide the best service to their customers, so it is their main reason to acknowledge the needs of the customer regarding their services. The rates of the product does affect the customer but the quality of the product or service is the main priority of mostly customers. According to Cronin et al., (1994), after research it was observed that there are five dimensions which are used by a customer while they evaluate the quality of service of any organization. It is also said that the satisfaction of the customer puts a strong influence on the intentions of purchasers more than service quality. If these five dimensions are provided by the company to any customer than it is the easiest task for a company to make those customers loyal towards them because it is the excellence of service which is required by the customer and which satisfies them. Taking Asda as an example these five dimensions are also helpful for the company to focus on customer requirements and improve the service quality of their products and services. According to Izogo and Ogba (2015), it is observed that the dimension so f service quality are very important predictors when it comes to customer satisfaction and loyalty. The five dimensions of service quality which satisfies the requirements of customers include tangibles, reliability, responsiveness, assurance and empathy. According to Kaura et al., (2015) it is observed through a survey that the dimensions of service quality have a positive impact on customer loyalty and their satisfaction in fields of businesses. 
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Reliability is the first dimension which helped Asda Company to satisfy the requirements of the customer. It is the nature of a customer to count on the company regarding the quality and durability of the product. Reliability is considered as one of the motivational factor in Asda which can help in the satisfaction of a customer (Orel and Kara, 2014). In Asda the products they provide to their customers are always reliable and ensured so the customer would not give a negative feedback towards the company which can harm their reputation. 
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Another dimension which plays its role in the customer satisfaction of Asda Company. The responsiveness of the staff must be promptly, quickly, immediately, rapidly and instantly which helps to save the time of Asda customers due to their schedules and tough routines. The customer never likes to wait whether it is in a store or an email regarding their issues or information. Taking Asda as an example the response of their customer service is quite quick which helps the customer to solve their issues which are occurring with their product or if they need any sort of information related to the services and products of the company. The quick response of Asda Company to the phone call or emails of the customer makes the customer feels important towards the company that they are giving quick response to their requests. According to Dabestani et al., (2017), the companies who fail to focus on these dimensions properly are on their way to lose the loyalty of the customer because the lack of these dimensions leads the customer towards dissatisfaction and can make the customer to choose another company. 
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According to customers the service providers must be experts and have every knowledge related to the product they are delivering, if not so than it can be a big disappointment for the customer. In Asda Company the communication of the service provider to the customer is in a way that it shows assurance to the customer that what they are buying is better than other products offered by different companies. As compared to other retail companies the service providers of Asda are highly trained to communicate with the customers and give them every detail about the product which they request. The way of communication of Asda’s staff shows their competencies and expertise which helps the customer to satisfy and be loyal to the firm. According to Beckford (2016), it is very clear that the assurance of the product given by the service provider puts a great impact on customer satisfaction and helps the company to attain a great customer experience. 
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Empathy also plays an important role in the customer satisfaction and customer experience in Asda because there are many customers who feel neglected by the service provider during their survey to the company or delivery of the products. For example if the staff of Asda does not smile towards the customer while offering them their products or make an eye contact or even ask them if there is anything else they need, this hurts the customer and feels neglected by the staff which puts a negative impact on customer satisfaction. The management of Asda Company makes sure that their employees must be trained in a manner that they know how they need to interact with their customer in a friendly way and give the customer a friendly environment in the company, in this way the customer will be highly satisfied with the services which are provided to them and will give a positive response towards customer experience of the company. 
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Tangibles may the least important thing for Asda to do but still it plays its role in the customer satisfaction and without this dimension it is not easy for the company to gain customer loyalty. The appearance of the employees also matters for the customer especially in Asda because there are many customers who judge the company by the appearance of their employees. The uniform of the employee of Asda, their equipment and even their other services such as toilets, closets, staff area, customer service office or even their parking matters to the customers. All these above services sometimes make a big deal for the customers to be dissatisfy. 
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The most important part of a customer relationship with an organization is the customer experience which the individual have experienced throughout his survey. This customer experience is very important for the progress of the company because if the customer experience is good then the customer will be a repeated customer of the company such as Asda. The experience which Asda Company gives to its customers is quite satisfying due to their quality, services, friendly staff and most important feature their lower rates which attracts customers the most and make them become loyal towards the company. 
According to Richardson (2010), the map to customer journey can be helpful for the companies to demonstrate the steps of their customers while they are having a survey of the company. It can help the company to observe the needs of the customers whether it is a product, or online experience, a service or any retail experience. A good customer experience can also be achieved with the help of customer service because there are many customers who need different kind of helps and to fulfill their requests a customer service department is necessary for the company. This customer service helps out the customer to overcome their issues while purchasing products or using services. It can also leave a positive mark on customers mind and give them a good customer experience. Moreover, a customer experience is basically an overall awareness of a brand which is the result of the interaction of customer with the organization. 
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