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ASDA A BRITISH COMPANY FOUNDED IN 1920 631 MULTINATIONAL COMPANY ACQUIRED THIRD LARGEST MARKET SHARE IN' THE UK

ASDA STORES IN UK STORES WORLDWIDE INCLUDING USA, MIDDLE 14.9%
(WUNSCH, 2020) EAST AND EUROPE

FAMILY OF WAL-MART SINCE 1999 145,000 EMPLOYEES IN UK STORES SERVES 18 MILLION CUSTOMERS A YEAR
(ASDA, 2020)
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CRM (customer (client) relationship
management is a process organisations use to
connect to consumers. Technology used to
store and make use of all information.
According to Strauss et al. (2003), “CRM is a
holistic process of acquiring, retaining and
growing customers, including online and
offline relationship management.”

CRM is a broader concept than marketing and
spans strategic management functions,
channels, products and customer data types
and drives every customer interaction
(Goodhue et al., 2002, cited in Alshawi. S.,
Missi. F and Irani. Z, April 2011, p. 376-383).

It includes Departments such as Human

Marketing management,
resources management,

Research and development management all
fall under CRM umbrella (Byun, 2001).

Knowledge management, Sales management, Service management,
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Sales Force Automation — Key Components

*Locate & store information and
provide users a means of
communicating about and
adding to its contents from a
single application.

+ Based on product
configuration and price quote,
configuration tool provides
forms for electronic
communication of info.

Knowledge
Management

*Provide foolproof strategies so
no sales task, document or
communication falls through the
cracks.

Sales & Te rritory'
Management

Sales Process/
Activity
Management

Configuration
Support

+ Organizing and managing data
across and within company's
client and prospect
organizations.

*Effectively set up sales teams
and link up individuals to
accounts, regions and
industries.

*A sequence of sales activities
that can guide sales reps thru
each discrete step in sales
process.

Customer Relationship Management — Jill Dyche
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Integrates everything




The Business Engagement team

Trading
Merchandising
and Marketing

Asda Logistics

Services and
Supply
Retail and
Formats

George and
’ GM

orporate

Systems

Asda, (2020)




Medium Asda uses to reach out to
consumers are:

Tv ad

Online search

Accidental search (online) SEO
Media(Facebook/Instagram/twitter
Email

Instore promotions

Customer feedback
(instore/online/SMS)

Billboard ads

Vouchers and recommendation
Face to face instore interaction




Strengths

Weaknesses

opportunities

Threats

145,000 employees. Multinational company. UK’s third largest market shareholde
Serves 19 million customers a week and hiring people from other big global names

98% of UK homes served by online platforms www.asda.com and www.George.com
petrol filling stations. Well known for ‘economy of scale’.

Critics argue some products are not as good as Waitrose's, Sainsbury’s and similar bran
not cheaper than discounter Aldi or Lidl. Controversies of price fixing of dairy products in
misleading advertising campaign and horse meat scandal.

Increase in online customers in the UK, more chance of securing market share. Company ca
over small business and grow by opening new stores as it did with Focus DIY in 2011. Expand
business abroad.

Asda faces growing number of competitors in UK and abroad. Changes in trading la
country to country as UK is out of European Union due to Brexit.

(Sodry. S, 2020)


http://www.asda.com/
http://www.george.com/

