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Executive Summary
In this report, the focus is on the practice of ethical and sustainable policies that can help in the development of appropriate strategies. The inclusion of these policies can assist ASDA to have various competitive advantages in the saturated market of the United Kingdom. It has critiqued the application of Pareto's law and Porter generic framework relevant to the retail organisation and amending the satisfaction of consumers. 
Implementation of CRM technology can be resonated with CRM behaviour theory and expectation confirmation theory. Moreover, ASDA needs to follow specific recommendations that can assist in working without facing many major issues. Both ethical and sustainable approach can help in the proper development of organisational operations and optimum usage of available resources.  
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[bookmark: _Toc34950457]Introduction 
The quality management method is an amalgamation of procedures that are followed by different organisations to make sure that all the deliverables supplied by a team are fit for purpose. The initial step of quality management procedure is responsible for positioning quality targets that are in agreement with consumers. ASDA Stores Ltd, popularly known as ASDA is a British supermarket retailer, headquartered in Leeds of West Yorkshire. The steps in the quality procedure include setting quality standards, deciding which quality standard is essential, review of outcomes, acquiring feedback and making improvements. Sustainable bits of help in improving health, enunciate safety and saving money as well as resources can reduce wastage of natural resources. A proper viable method can help in the reduction of air pollution, decrease in wear and tear of local roads, thereby saving money. In the current global environment, it is essential to preserve both natural resources and money to protect both the community and the environment. This report is focussing on quality methods occurring within the workplace. 

a) [bookmark: _Toc34950458]Ethical 
According to the ethical consumer website Asda has many areas that need improving ethically such as Climate change, pollution and toxics, worker rights as well as animal rights. This impacts negatively on customer experience seeing a well-established organisation overlook these important factors.   Tesco, who also like to promote themselves as human rights supporters have a low rating for product sourcing, pollution and worker rights (Ethicalconsumer.org, 2018). In this era of digital technology it has become very easy for consumers to leave feedback and expect more from organisations which adds pressure for supermarkets like Asda, Tesco and many others to meet consumer expectations to a sufficient standard.

ASDA has put forward policies that are established to make sure all of its actions are following an ethical standard. The organisation mentioned above has established procedures along with policies that are formulated to offer support to all the highest standards in ethical and responsible venture practices. Two such policies are Statements of Ethics and Standards for Suppliers (Asdasupplier.com, 2020). The incorporation of ethical trade performed by ASDA plays a significant role in delivering genuine commercial satisfaction. It helps in the improvisation of clientele perception and gains a positive outlook. It has been highlighted by Kangas et al. (2018) that any ethical organisation tends to be viewed pragmatically by potential client. This factor can help in gaining better business opportunities in the saturated market of the UK.
The establishment of ethical policies often helps in attracting trading opportunities that help by retaining superior quality employees and create a positive environment in the workspace. On the other hand, in the case of Sainsbury’s, it is analysed that ethical trading is their primary key to sustainability. However, as per the Ethical Trading Initiative (ETI), the Base Code is responsible for continuous improvement. Among all the theories based on ethical practices, Jeremy Bentham's Utilitarianism can be related to ethical policies of ASDA. As per the theory of Utilitarianism, being ethical generally means that for doing the most significant goods to the maximum number of people. As per the beliefs of Letwin et al. (2016), the ethical principle of Utilitarianism is ethically acceptable if there is a provision of moral permission regarding its trading. 
For example, in the case of ASDA, colleagues, suppliers and other both internal and external stakeholders are acting in a manner that is following Statement of Ethics. This statement above is focussing on expectations about the culture and behaviour of ASDA, involving the significance of acting with integrity can prohibit threat to human life, forced labourer or slave, human trafficking and/or child labour. On the contrary, in the case of Sainsbury’s, their ethical aspects are found to be based on the incorporation of secure and safe, along with hygienic working conditions, and timely payment of fair wage (Rspo.org, 2020). J Sainsbury’s plc, trading as Sainsbury’s is the largest supermarket chain in the UK and one of the significant competitors of ASDA. From both the organisations' ethical aspects, it is evident that the common belief of ethics is based on utilitarianism theory that can help them to manage all the procedures taking place in the outlets effectively.  
The Standards of Suppliers offered by ASDA are established more on the expectations of the company incorporating ethical treatment of workforce, environmental responsibilities, and certain trading practices. One of the significant standards is Disclosure Policy and Guidance, which makes it mandate for a supplier to assure “Responsible Sourcing” (Asdasupplier.com, 2020). However, Sainsbury’s is responsible for organising audits that help in identifying issues (if any) taken place within an organisation. When any company is able to practice ethics in an effective manner, it directly affects the quality of products and services that ultimately satiate consumers. Furthermore, even after the inclusion of policies and trading procedures, ASDA engages several external stakeholders for embracing industry-led policies in the same matter. 

[bookmark: _Toc34950459]b) Sustainability 
ASDA has started contributing towards sustainably using available resources to benefit both the company and stakeholders of the organisation. It is sourcing from a diverse supply chain that is responsible for monitoring all the functions falling under a sustainable program. ASDA's sustainable approach falls under the initiative taken by Walmart's global Responsible Sourcing Program that has been followed for several years by ASDA (Asdasupplier.com, 2020). This program assists in creating both an ethical and sustainable supply chain by collaborating with both internal and external stakeholders like suppliers, retailers, and consumers. The inclusion of auditing production facilities aids in partaking in multi-stakeholder collaborating initiatives (Asda.com, 2020). The integration of a sustainable approach can be beneficial to any organisation as it can help to control environmental quality that can help in establishing healthy societies and reduction of toxicity in the environment. The theory of sustainability can aid in attempting to prioritise and include social responses to both cultural and environmental issues (Berkshirepublishing.com, 2020). ASDA's incorporation of sustainable approaches helps in sustaining both natural and financial capital. The proper practice of sustainability by organisations helps in protecting both biological diversity and ecological integrity.
The above-mentioned organisation has made an impactful contribution to the local communities, with the creation of numerous job opportunities, provision of new agri-food supplying opportunities, diminishing cost for customers and working on a long-term sustainable reading. On the other hand, Sainsbury’s that has been started in 1869 believes they have a strong sense regarding social, environmental long with economic responsibility towards the operating community (About.Sainsbury’ss.co.uk, 2020). Sainsbury’s truly believes that its success is dependent on the progress of the society. Even though the current condition of the global retail market is truly detrimental, millions of people are living in extreme poverty and suffering because of malnutrition along with obesity. As a result, the company is still thriving for success. With limited resources on Earth, Sainsbury’s believes that its organisational values are responsible for lasting and pragmatically changing in both the UK and globally. Tesco and Sainsbury’s are following UN Sustainable Development Goals and want to take an active part in tackling climatic change, inequality, and injustice, thus ultimately reducing poverty. 
Its sustainability centric goals and policies help Sainsbury’s to acquire strong financial opportunities within the highly saturated industry of retailing. Contrarily, in case of ASDA, the focus has been on collaborating with consumers for development of strategies and policies that can have a positive impact on both community and resources. ASDA is working on resource efficiency, which is evident in the Sustainability Program (Asdasupplier.com, 2020). It helps in delivering an enormous effect on trading, consumers, environmentalists, and suppliers. Thus, ASDA is focussing on its operations, its by-products, and collaborators.  With the help of this strategy, ASDA can continuously work to reduce the utility of resources needed to grow, process, reserve, transport, and retail all the products like food and drinks, it sells. Targets have been set by ASDA in every area and consulted with consumers in different levels of policy development to make sure all activities are relevant. 

[bookmark: _Toc34950460]Quality models and theories to improve customer relationship management of organisations

[bookmark: _Toc34950461]Porter Generic strategic framework
The proposition of porter's generic model has been critically important for modern retailers to increase the satisfaction of consumers. It can help companies like ASDA and Sainsbury’s to not only drive their business with cost leadership and differentiation strategies that target a scope of the industry. However, Lauer (2019) stated the implementation focus strategy, which complies with targeted consumers in the segmented market. The imposition of a focus strategy is necessary to comply with the strategic changes with consumer demands segregated based on demography, income level and age. 
[image: ]
Figure 1: Porter Generic framework
(Source: Based on Lauer, 2019)
i) Cost Leadership strategy
The strategic input of cost leadership allows retailers to acquire a consecutive benefit in terms of sale growth and amend customer satisfaction criteria. As per the opinion of Bell et al. (2017), cost leadership allows a business organisation to propose pricing of product at a below-average price as a means to attract consumers. This resonates with the basic idea of increasing customer footfall in supermarket stores. The initiative to fix low prices is contradictory to the premium market, which can be subjected to reducing the value of brand among influential organisations. However, Firoz Suleman et al. (2019) have contradicted the benefit of cost leadership, as it can be mimicked by competitors to promote brand switch among consumers. The contrasting opinion correlates with competition among UK retailers such as ASDA, Sainsbury’s, Tesco and Morrison to grasp high market share and eliminate brand switching among consumers. 
ii) Differentiation strategy
Implementation of differentiation strategy can be considered effective in terms of diversifying customer services and producing variant types of retail products. Since retail companies of the UK are under heavy competition, differentiation strategies could help in securing the position of companies that diversify their products. According to Notta and Vlachvei (2017), differentiation of products is applicable to intensify the USP of product and promotes variant services that are demanded by the current customer base. The opinion coincides with cost leadership, as product uniqueness can be able to overcome drawbacks of high price and influence the position of the brand among consumers. On the other hand, differentiation strategy can only help under-skilled employee base, as product diversification requires a strong sales force and unique concept to develop a product.  
iii) Focus strategy on low cost
This strategy covers consumers that are segmented based on current market scenario that is being exposed to the retail organisation. To secure higher satisfaction and meet the demands of consumers identified in a narrow market are being targeted through this strategy. As per the opinion of Hales and Mclarney (2017), focus strategy on low cost intentionally carries out price change under the garb of acquiring a secured position in competitive scenarios. This can, therefore, be linked with low influential companies like ASDA and Morrison that could utilise this strategy to charge lower prices than Tesco and Sainsbury’s. Moreover, the convenience among consumer bases is a possible resulting factor after the application of low prices in comparison to other companies. 
iv) Focus strategy on differentiation
Similar to the process of low-cost focus strategy, it also aims at narrow markets to increase footfall from regional locations. Since narrow markets consider consumers and markets from surrounding regions, therefore, this strategy allows them to focus on particular aspects of product sales (Truant et al. 2017). For example, ASDA has driven a differentiation campaign of retail products and subsequently featured health products to target a narrow market region. The adoption of this strategy does not only improve brand recognition but also carry out unique services and improvise the sales prospect of organisation.





[bookmark: _Toc34950462]Pareto’s law
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Figure 2: Pareto’s law
(Source: Based on the findings of Mesbahi et al. 2017)
The conceptual flow of Pareto's law is relevant to acquire maximum result against minimum effort from company stakeholders. According to the opinion of Viltard (2017), Pareto's principles has cornered the idea of hard work by implementing the 80/20 rule of success. This principle aims at regulating unnecessary labour and promotional expense, which can be delivered with 20% resource and capabilities of an organisation. The segregation of 80:20 ratio conceptualised that 20% of unhindered effort can be fruitful for retail and other industries to acquire profit close to 80%. Application of Pareto’s law needs to be considered practically relevant for retail companies in the UK to thwart the issue of limited resources and maximise profit with the help of available consumer base. 
However, Mesbahi et al. (2017) argued that Pareto's law could only work under circumstances where an organisation resides among influential categories and carry out a sustainable approach. It cannot be denied that retail organisations like ASDA, Tesco and Sainsbury’s have acquired a considerable amount of consumer base and dominate the UK retail sector. These companies can mimic Pareto’s law in times of restricted resources and utilise potential consumers to deliver maximum sales profit. This strategic framework can assist in setting up a benchmark by utilising only the available resources and direct the extra resources for CSR-related activities (Salvioni et al. 2018). Support from local communities and regional consumers are a possible reality as they are being presented in the limelight to drive profit-based operational processes.


[bookmark: _Toc34950463]CRM behaviour theory

The theoretical implication of CRM behaviour suggests that incorporation of interconnected technological platforms is essential to improve customer service. This can help retailers to surface the issue of customers within a scheduled period and act on a real-time basis. According to the views of Tanabe (2018), CRM behaviour theory can assist the majority of organisations in sharing information as soon as it is being digitized by the sales counter. Since the CRM process is aligned with the sales process; therefore, it can provide daily reports to the sales department without missing out relevant details. The application of CRM technology among major retailers like ASDA and Sainsbury’s to initiate a collaborative approach and uncover the solution of customer problems.  
However, as per the critique of Jaber and Simkin (2017), specific issues related to monetary expense and training of individuals with CRM adoption among business entities can oppose effective CRM in an organisation. The opinion is corresponding with modern enterprises as every major organisation seeks to review and secure financial positions against competitive organisations within the industry. The interconnection with the ICT platform enables CRM to acquire notification through a centralised process of operational function. This helps consumers to register their feedback and queries with the help of emails, telephonic conversation and an online portal. The information acquired from the highlighted process helps companies to develop two communications with consumers and score considerably higher satisfaction criteria among the consumer base. It has become an evidentially authentic process for retail companies to influence customer-centric functions of the business and retain consumers in comparison to other competitors within the market sector.

[bookmark: _Toc34950464]Utilitarianism theory

The ethical procedure drafted under utilitarianism theory focuses on legal obligation and avoidance of misconduct from the employee base. Syaifoelida et al. (2019) have stated that the utilitarianism theory is helpful for retail and other customer-centric organisations to proceed within legal boundaries. The opinion corresponds with the CSR and sustainable approach of an organisation as utilitarianism theory considers pleasurable experience as a result. It projects companies to focus more over consequential outcomes to direct the attention of consumers toward sustainable measures undertaken by the company. 
It is an undeniable fact that sustainable measures are more likely to retain consumers than other operational functions. The primary reason behind considering ethical measures is to ensure that customer service does meet not only specific demand over product but also practice sustainable solutions. This, when considered by ASDA, can enable it to contribute towards the environmental concern, thereby ensuring long-term prosperity in the global retail industry. Inspired by the statement of Mill (2016), it can be mentioned that ethical measures under utilitarianism theory avoid company members to approach tasks with wrong and illegal measures. This increases the prospect of retail companies to avoid government sanctions as well as approach solutions with a streamlined process of business function.  

Expectation Confirmation theory
[image: ]
Figure 3: Expectation Confirmation theory
(Source: Taking ideas from Fu et al. 2018)
The above-presented figure shows the flow of consumer expectation and crucial role in terms of perceiving the performance of the company. Expectation confirmation theory needs to be implemented among customer-centric organisations to determine the current scale in which their performance lies. According to the opinion of Fu et al. (2018), expectation confirmation theory can allow companies to determine whether they have made correct assumptions on customer expectations by assessing satisfaction criteria. This is applicable to modern retail enterprises, as repurchase intention is considered more important than any other strategic input. Retail companies can acquire sales growth under the condition of repurchase intention by their potential consumers. Lack of similarity between customer confirmation and expectation, however, provides a negative outlook over performance (Syaifoelida et al. 2019). This contrary aspect can be overcome by utilising the above-presented flowchart of customer expectation, as the intention to revisit the store is dependent on individual satisfaction. Thus, the CRM process and ethical measures are two of the most reasonable approaches that could allow retail companies to raise the chances of repurchase intention and perceive the higher performance of the company against current competitors.  
[bookmark: _Toc34950465]Recommendations

Recommendation 1: Focusing on the above explanation, it is evident that training of workforce for effective policy implementation can play a significant role in the development of organisational tactics.   
	Specific
	It is evident that this suggestion is specific for introducing training of the workforce that helps in effective utilisation of policies for ASDA. Based on the views of Ben Khaled and Gond (2019), the incorporation of proper training of employees can help in the development of policies based on ethical and sustainable practices.

	Measurable
	The recommended solution is measurable as it can encourage workers to offer better services and make consumers content.

	Attainable
	It can be easily achieved by ASDA by including resources that are essential for organising the training program. 

	Realistic
	The suggestion is realistic as it can help ASDA to make sure clientele satisfaction is retained. 

	Time-bound
	A duration of 2 months is necessary to work correctly on this suggestion.


Table 1: SMART Recommendations 1
Recommendation 2: The review and feedback system for suppliers to document their opinion on sustainable supply chain procedures can help ASDA to acquire more advantages. With the help of proper review and acquirement of feedback from suppliers, it can assist the organisation mentioned above in taking an effective approach for ensuring the sustainability of the supply chain.  
	Specific
	This suggestion can be precise as it can help in starting positive customers’ services and accumulation of effective feedback regarding the incorporation of the sustainable supply chain. 

	Measurable
	The suggested solution is assessable because it can motivate staffs that in return, affects positively on the mind of workers and they offer appropriate services. 

	Attainable
	Based on the views of Salvioni et al. (2018), it can be achieved by ASDA with the help of introducing a review and feedback system that is going to provide an outlook on sustainable supply chain procedures.

	Realistic
	The recommendation is realistic as it can let ASDA gain customer satisfaction, and it is retained.

	Time-bound
	3 months is required for developing actions according to this recommendation. 


Table 2: SMART Recommendations 2

Recommendation 3: In case ASDA works closely with customers to ensure relevant policymaking, then it can help to survive the cutthroat competition in the UK. This will, therefore, be beneficial for both external and internal stakeholders.  
	Specific
	This suggestion can be considered to be precise as it helps in the establishment of relevant policymaking that can help ASDA to work in both an ethical and sustainable manner in England. Influenced by views of Truant et al. (2017), the UK has a very saturated market, and one of the most competitive market sectors is the retail sector with ASDA having rivals like Sainsbury’s, Morrison. Thus, it is essential to have a precise suggestion for developing making of policies. 

	Measurable
	The suggested solution is quantifiable as it can help in motivating employees to provide better services to consumers. 

	Attainable
	It can be achieved by ASDA by initiating essential trading management representative and employees for opinion

	Realistic
	The recommendation is realistic as it can assist ASDA to make sure customer satisfaction is engaged. 

	Time-bound
	One month is necessary to work on this suggestion. 


Table 3: SMART Recommendations 3



Recommendation 4: The incorporation of proper management practices for enhancing social responsibility can help ASDA to develop their organisational operations that can ultimately positively affect the reputation of organisation and generation of revenue. 
	Specific
	This recommendation can be specific to start incorporation of proper management practices that can help in the betterment of social responsibility. 

	Measurable
	The recommended solution is measurable as it plays a strong role in the encouragement of employees who are responsible for providing adequate services.

	Attainable
	It can be achieved by ASDA by taking initiatives like collaborating with necessary trading management officials and employees for guidance and opinion. 

	Realistic
	The suggestion is realistic because it can help ASDA to make sure satisfaction of the customer is retained

	Time-bound
	Four months is required to act on this recommendation.


Table 4: SMART Recommendations 4
[bookmark: _Toc34950466]Conclusion
It can be concluded by saying that both ethical and sustainability factor plays a significant role in the quality of CRM in ASDA. The organisation mentioned above is facing a trend in management in which consumers have been placed at the centre of corporate tactics. These consumer-centric approaches have helped in redefining consumer relationship management (CRM) that is setting out the capability to understand and acknowledge all the concerns of customers. It can help in increasing the profitability of the company, which is essential to survive in a saturated market in the UK. Both sustainability and practice of ethical approaches can help in the quality process in the workplace of ASDA. 
Focusing on lower price can help ASDA to acquire the support of consumers and CRM technology can promote effective customer service. The marketing managing and operations director working for ASDA needs to focus on advantages acquired by the inclusion of ethical trading and establishing sustainable resources for the development of relationships with customers. Therefore, from the above explanation, it can be said that incorporating both ethical and sustainable practice not only helps in optimum usage of resources but also to acquire competitive benefits. 
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