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[bookmark: _Toc35002005]Executive Summary
This report will discuss ethical and sustainable marketing in the context of Asda, fairness and customer relationship management as understanding of Quality and how to obtain and retain quality by using quality models and follow by recommendation and conclusion.   
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[bookmark: _Toc35002006]Introduction 
The social factor is that now people have given choice of staying home or do there shopping from online and at their convenient time. The consumer can do their shopping while the store is close, by using online services that put in place by major supermarkets like Asda and Tesco. The UK Grocery e-commerce industry value estimated £11.4Billion in the year of 2018, it was archived by investing in technology development and providing facility to customer to do their shopping interchangeably between shopping online or instore (Hood et al, 2010). This report will disuse customer experience touchpoints and how to utilize them. This report will define and describe quality with evidence from scholarly research academic work. The recommendation will follow with conclusion and at the end reference list will be provided.        
[bookmark: _Toc35002007]Customer Experience
Every aspect of the organization influence customer experience and they are as follow, organisation must consider looking at some of area that consumer can get upset and one of them is quality of customer care (Meyer and Schwager,2007). The customer care is vital, because customer will make decision whether to stay with the company or use someone else. In customer care, organisation must provide continuous training for the agent who is responsible for customer care. Packaging of foods play vital role, if the foods packaging is appealing, most likely it will sale fast, however organisation must think carefully how they can make their packaging appealing as well as environmentally friendly as people are really concern about climate changing and sustainability issues.
[bookmark: _Toc35002008]Ethical Stance
Unhealthy foods are heavily promoted by all the leading supermarket and study shows that marketing can influence consumers buying habit (Charlton, et al, 2015). The supermarket as hole looking for every opportunity to make their profit, which is the nature of any profitable business Aren't like any non-profitable business, however supermarket must consider that going for profit is not only way of succeeding. The major supermarket must promote healthy and sustainable foods. Luck of fruit and vegetable diet caused serious illness and contribute to global obesity epidemic. The Tesco PLC providing 100 million free fruits for children in UK, which include, banana, apple and pears by fruit and vegetable stand (Tesco PLC, 2020).
it should be fun for parents to shop while children enjoy the fruit from fruit stan provided and children do need bit of encouragement on having fruits and vegetable and Tesco did really well in term of ethical stance, their customer engagement was success, because it is only natural to think by their customers that Tesco do care about their children’s wellbeing. 

Tesco has also taken step first step on removing chocolate and sweets products from checkout cross store format including small convenience stores, Asda as is yet to be taking this to their account. It is unethical for supermarket to display sweet and chocolate products by the till, in intention of selling sweets and chocolate products which is not so good for the children.  
Asda was voted worse in treatment of its supplier from its big rivals or big four (Tesco, Asda, Morrison, and Sainsbury) for two consecutive years (Jones, 2018). Asda has not followed the British Groceries Supply Code of Practice which is guideline for retail grocery stores to follow and it is obligatory for them to follow by law, it is a guideline what retail supermarket can and can’t do. The retailer must deal with its suppliers fairly and lawfully (GOV.UK., 2009). The Asda store has failed to be fair and lawful regard to its treatment of suppliers, hence they were voted worse in treatment of suppliers. 
 
The worst-case scenario is that, not giving appropriate notice to suppliers before ending the contract will push the suppliers to the edge of poverty. If the suppliers have given appropriate time, they can find customers for their product and if not given enough time they will be losing money by holding the stoke, scale of loose will depending on nature of the product. If the product is agricultural farmers will loos their crops and have not find the customer their harvested crops will be destroyed and if it processed foods product the goods may go out of date, so it’s the supplier who has lot to loos and it will impact people that involve with the suppliers own supply chain.   
 The Tesco PLC working well with their suppliers, on a certain time of the year farmer get bumper crops like strawberry and Tesco help the farmer by introducing larger box and sale it to Tesco customers for less price, in this way farmers can sale more crops. Not only managing farmers' bumper crops, Tesco went on extra miles by encouraging its suppliers emerge with their novel cause charity witch call FareShare (Tesco PLC, 2020). The charity gives food to people who are in need, corporate has its responsibility for the environment that they are in and by fulfilling their responsibility, they will have competitive edge from its rival. 

The Asda supermarket has taken to court for equal pay dispute by shop floor employees who are mostly female worker, who demanded equal pay as same as the employees who work in distribution center and it's pronominally male, it is probing to be positive Outcome for the shop floor employees, It took place on Employees Tribunal at Manchester Crown Court in 2019. The Asda supermarket fought in the bases of skills, that they think shop floor employees do not need product knowledge and stress level is low, all the bases were overruled by the court and the Asda has lost the legal battle to its employees (BBC News, 2019). The Tesco has taken to court for the same dispute, as well as Morrison and Sainsbury, big supermarket should think ethically about their employees, and when employees are not happy or treated wrong will bring disturbed in internal and external of the organisation.

[bookmark: _Toc35002009]Marketing Fairness
Organisation must be fair on their marketing and advertising, fairness should be both ways in customer perspective as well as the organisational perspective, this is known as value co-creation (Webster, 2002). If the retailer not faire on their customer care, the customer will have not retained. For example, if the price displayed wrongly on shelved or priced wrongly, organisation should charge the price on display instead of refusing to charge the price displayed on shelve.  It is only fair that if product does not meet its specification retailer must replace the item or refund, some cases retailer will pick on irrelevant aspect, for example, if the packaging is not in original form or tear, they must understand, that without opening the product, how customer will tell if its working or not. The Asda supermarket criticised publicly by competition and market authority for misleading promotion on the multi-buying product. Like two for one pound or two for four-pound in money and Asda was promoting in a way appear to be good deal for consumer and in fact it was the actual price of the, having known that customer would have not bought it, its forcefully selling technique and Asda has been warned by the authority for not to repeat (Smithers, 2016).
 
[bookmark: _Toc35002010]Sustainability
Sustainability is to live life in the boundary of nature (Sadler, 1999), organisation operates their business around boundary of nature by not harming the environment for their personal gain.  Using natural resources wisely and efficiently to gain maximum by not harm the environment by not using harmful ingredients like plastic on a tea bags or packaging that is nonrecyclable. The organisation must aim for saving the natural resources for future generation, organisation must invest in to reuse or recycle products that are already used, by making this investment corporate can gain long term competitive advantage. The retail supermarket must closely monitor its supply chain and do not any sector of supplicant for granted (Rees, Tremma and Manning, 2019). Sustaining the future for now and for the future generation is vital, money can’t buy everything and men are mortal. Instead of searching for short-term profits, retail sector must think long term profits and leave a legacy of behind and leave something for the future generation.  
The Asda supermarket focusing on price and aim to be leading on price and not so on sustainability. The Asda supermarket has worse seafood policy then its other competitors, instead of working on improvement Asda spokesman was arguing on the fact that they are buying their fish from same supplier as its competitor Sainsbury who was second worse (Roberts and Jamaison, 2005). Healthy eating is good but that food has to come from sustainable sources. The competitor of Asda using sustainable marketing strategy and using online platforms to market their product with their customers. Not only advertising but anything and everything but customised advertising without wasting paper, the Tesco and Morrisons offer their customers with club card and every time customers spending money in their store will get points and after spending certain amount of money customer will get voucher to spend in their store. Not only sustainable but smart way of advertise their product by using the data that customer given by swiping their club card, supermarket will then turn the valuable data into information and from information into knowledge. A supermarket can use the knowledge and then knowledge to wisdom, wisdom will be customized advertise and offers to the customer and they can do it because they are smart at the same time sustainable.  
[bookmark: _Toc35002011]Quality 

The quality is can define as no defect, it can be product or service which is superior and faultless (Kotler, et al, 2017, pg. 231). An organisation may have many quality within their organisation, for example, a restaurant can be known for the quality of their food but may luck in service, consumer can decide which is appealing for them, some might excuse the service and go to the restaurant purely for quality of the foods and some may differ. 

The aim of quality management was delivering reliably consistence product for customers and meet their expectation, so that customers get value for money. The quality management is customer-focused and aims to produce satisfied customer, which mean customer retention rate will be high (Webster, 2002). 

[bookmark: _Toc35002012]Customer Relationship Management 

The Customer Relationship Management (CRM) is not new, people in every business has it and will have it all the time, if organisation of any kind don’t know their customers buying behavior, it will be very hard for that organisation to survived. In olden days CRM was managed by face to face communication and even know in some parts of the world which is not developed in IT sector using their local knowledge and face to face communication methods to manage CRM. A combination of people, process and technology needed for form CRM (Chen and Popovich, 2003). The CRM is vital for organisation for high rate of customer retention, every individual differs from each other and for treat everyone equally will not justify customer retention, customer should be treated how they want to get treated, understanding customers needs is the way for organisation success. They are is technology available in the market, which can capture data (club card), sort the data (information) and interpret (knowledge) and transfer cost-effectively by using computer software (Buttle, and Maklan, 2019)




[bookmark: _Toc35002013]Quality Gurus 

They are many quality gurus who have explore the quality, among them that three Quality Guru this report will describe two quality models found by two respected scholars. 

Juran’s Quality Trilogy and quality planning road map

[bookmark: _GoBack]Juran’s quality model evolved around customer satisfaction and how organisation can improve quality in their product or service. The Quality Trilogy consists of quality planning, quality control, and quality improvement (Juran, 1992). The quality planning is development process, during developing product or service, planning must understand the impact on the product or service. The quality control is comparing the product or test the product if it meets the expectation. The quality improvement is to find if any need for improvement. The quality planning roadmap use in the world by individuals and teams, it is guidance that people follow to meet customer expectation (Juran, 2003). The planning road map consist of, identifying target customer, find out their needs and making sense of it or underhand, optimise the product feature or service at it utmost potential, plan the production and test the product. According to Juran to deliver quality required correct and programmed design, it is  essential to plan, and accuracy is must for deliver quality (Anastasiadou, 2015). 
Deming repetition of telling management most of the problems derive from system and advice management to solve the systematic hence lower level worker can perform their tasks effectively. Deming believe higher quality deliver higher productivity and long-term competitive advantage can again from such strategy.  In 1950 W. Edwards Deming lecture Japanese on  quality management in simple form and they have later named it Plan-Do-Check-Act (PDCA) (Koiesar,1994). The step in PDCA cycle is, when improvement idea is known, it is better to test in small scale and employees can pickup and get use it, rather then reacting to the improvement plan. The task or improvement project must be monitor and analyse impact of the improved product or service and document the learning and if any further improvement needed, start all over again, witch is start from small scale. Deming came up with Seven Deadly Diseases witch dos not allow business to accelerate business in full potential. And they are, luck of consistency in plan, emphasis on short term profits, unnecessary competition among employees, short term thinking, inaccuracy in data when dealing with customers and  Excessive medical costs(Graber, Breisch and Breisch, 1995, p.57). Deming has 14 quality principle, by using 14 quality principle organisation can gain competitive advantage from its rival competitor and barrier to entry will be high for someone come to the competition. 
[image: ]
Figure 1: Deming 14 Point
(Source: Walton, 1998)
In Deming 14 point, Deming was emphasising on various area of business stakeholder of the organisation, organisation customer and employees how are working must be take care of. On customer perspective, quality in value and employees perspective quality in working environment. The organisation must provide training in regular basis as well as encourage employees for farther education wile break down fear and be approachable (Agrawal, 2019; Anderson, Rungtusanatham and Schroeder, 1994).

[bookmark: _Toc35002014]Impact of ethical and sustainably on Asda

The Asda supermarket has known for green logo, but from their unethical and sourcing none sustainable produce will ring alarm for consumers. The Tesco supermarket provide millions of fruits to children while parent are shopping, this was Tesco   sending massage to customer that they are really ethical by providing fruits to children, when obesity is norm and people know having fruits and vegetable is healthy and sustainable foods that can be consume. 

Customer reletionship management team can ask the organisation to be sustainable and practice ethical and sustainable footstep that competitors are taken. The Asda supermarket must act ethically, that will motivate their staff to work efficiently, because employees will think they are working in an organisation who does wright thing.   The foods company are experiencing the awareness consumer has on healthy and sustainable diet (Nigra et al. 2020). The sustainable produced product is the path of success and ethical trading can make emotional connection with customer. A global review of 449 public corporate who is producer of, clothing, foods and wood-material more then half of them found in practice of sustainable sourcing (Thorlakson, Zegher and Lambin, 2018). Asda Customer Relationship Management team must use technology to address customer needs and plan strategy to fulfil customer needs.  



[bookmark: _Toc35002015]Recommendation

Asda must rethink on price leadership to sustainability, it was long term profit and long-term success can be gain, if other get they first, it will be too little too late for stay in competition. Asda must get more local produced foods and support farmers by providing training on how to harvest fruit and vegetable efficiently without harming the produced foods and environment. Improvement require in product promotion line and correctly level fresh fish and detain of source and only buy fish from sustainable certify suppliers. 

[bookmark: _Toc35002016]Conclusion
This report has stablished important how Asda supermarket is falling behind in the ethical and sustainability marketing aspect. If organisation do not comply with ethical and sustainability they will fail in their business, specially government regulation will force them to comply with ethical and sustainably. This report also discussed Quality, Quality can be in a product or service, quality is unique selling point and to archive the quality there is many quality guru who has explore  the field and they have shown how individual or team can archive quality in their product or service. This report also demonstrate fairness in marketing as well customer reletionship management.    
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