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[bookmark: _Toc77160918]Introduction 
Tesco is known as one of the leading multinational retailer stores in the United Kingdom and is among the biggest retailers worldwide. Tesco has 360,000 employees working within their stores with dedication. The aim of Tesco is to serve each customers everyday with healthy, affordable and sustainable food (TESCO PLC, 2021). According to Plaksij (2021), customers are important for a business as no business can exist without their customers. It is important for a business to have a good relationship with their customers. This report aims to determine the ethical and sustainability policies of Tesco and how these policies impact customer experience. In addition, quality models including Deming quality theory model and Cycle and total quality management will also be discussed in detail. 
[bookmark: _Toc77160919]Ethical Polices of Tesco 
According to BBC (2014), ethics is a system of moral principles and it is also considered as a branch of philosophy the significantly defines the good and bad for an individuals and also the society. Ethics in business or business ethics refers to the policies and the practices businesses have regarding controversial subjects that could be discrimination, bribery, corporate social responsibility, insider trading and fiduciary responsibilities (Twin & Drury, 2021). It is critically important to a workplace since they can potentially have enormous impacts on the employees. Acting ethically generally refers to determining what is wrong and what is right in the business practices and policies that are applied within a workplace. For example, working conditions that are unsafe are unethical because they put employees in danger. Businesses with unethical practices and policies results towards employee’s dissatisfaction, unsatisfied customers and lack of sales. Based on an evidence, business ethics is important for an organisation since it helps the firm keep their workers safe, helps trade, add more value of their business, and it builds effective, honest and fair relationship in terms of interacting with other companies (CFI , 2021). 
There are certain components of ethics that help the firm focus on what needs to be taken into consideration within their workplace. Policies and practices should be established by it in order to keep effective workplace. The ethical components incudes honesty, transparency, obedience to the law, trustworthiness, accountability, objectivity respect and confidentiality. According to BBC (2014), effective ethical values, and components can help an organisation provide a moral map within their workplace. In short, ethics within an organisation is a process that is about discovering, questioning and defending the values of the workplace principles and purpose (The Ethics Centre , 2021). Tesco believes in offering and applying effective ethical values and policies within their workplace. These policies help the firm to attract customers towards their business and it also assists in developing a better relationship with their employees and their customers. The ethical policies that are implemented within the workplace by Tesco include group conflicts of interest policy. This appears when the decision made at the workplace are not managed properly. There are chance that the conflicts of interest may damage the businesses and harm the reputation of Tesco. The conflicts of interest in extreme cases facilitates fraud, serious workplace issues and discrimination that results into bad impression on the customers and leads towards disliking from most of the customers. This automatically decreases the sales, revenue earned, sustainability and relationship with their customers. The main purpose behind this policy is to provide their develop or to introduce guidance within their workplace which can help in terms of knowing what is conflict of interest and how employees are supposed to response to conflicted or complex situations (Tesco PLC, 2021b). 
Another ethical policies at Tesco includes cyber security. It is essential for protecting customer data. This is one of the most efficient ethical policy that should be established by every organisation. Protecting the information of their employee and their customers is critical to sustainability and competitiveness within their business. On the other hand, it helps Tesco in terms of keeping the trust of their customers, their colleagues and investors. Tesco also believes in introducing training sessions for their employees where they can learn more about security awareness and the measures that can be taken to control security within their workplace. It is important for every employee to know and understand the importance of integrity, confidentiality, availability and their responsibility to preserve security awareness within their workplace. This has a direct impact on their customers as privacy is required by every individual who shops at Tesco. Keeping their customers privacy and securing their information helps the firm operate effectively (Tesco Plc, 2021c). 
Another effective policy that has been established by Tesco is to deliver responsible retailing of products that include alcohols, tobacco and other products that are age-restricted. It is ethically not right and legal to sell products that are harmful and can cause serious risk related to the quality of life of their customers. In order to overcome these risk, Tesco takes responsibility as a retailer towards these products seriously. All of the retailing stores of Tesco offering age-restricted products required consumers to provide their identity before they can buy them. This ensure that the harmful items like alcohol do not get into the hands of children and adolescents. (Tesco PLC, 2020). 
Tesco has experienced some ethical issues in the past. For instance, in 2019, it was found that one of the suppliers of the company was employing slave labour. Some of the victims worked for a low pay of 50p a day. They were employed in poultry factories, farms and rubbish recycling centres. Tesco, in addition to other supermarkets like ASDA, Sainsbury’s, and Marks & Spencer, were found to be supplied by farms that were controlled by gangs which made men and women work. The supermarkets said that they were not aware of how the workers were being treated and exploited. They said that they become aware of it after being reached out by journalists.
Tesco did not have any policy on conflict minerals even though it sells several electronic products of different brands. Some minerals are mined in conditions involving human right abuses and armed conflict. It is important for a company to have a policy related to the sourcing of minerals and it should not source conflict minerals (Ethical Consumer, 2021). 
[bookmark: _Toc77160920]Sustainability Policies at Tesco 
According to Grant and Brock (2020), the term sustainability is about what a firm focuses on to meet the needs and ability of their workplace without letting go their abilities to achieve their organisational objective and goal. Every workplace puts more attention towards their needs to have an established future of their businesses. Sustainability plays a vital role within organisations and businesses. It encourages businesses to frame decisions that are regarding the environment, human and social impact for long-term. According to the Maryville University (2021), sustainability within an organisation is the practice of operating a firm without impacting the environment negatively. It is also considered as one of the important issues for many people, especially for businesses. The practices that are relates to sustainable business are becoming more important than ever before. The business that has sustainability within their workplace has more chances that they can earn more profit and achieve increased revenue within their workplace by being responsible and by protecting the resources. Sustainability contains multiple benefits such as it improves brand image and competitive advantage within a workplace. On the other hand, companies that adopt sustainable practice are able to reduce their environment footprint (Envrionment and Energy Leader , 2016). Tesco contain great sustainability within their workplace that enables increased business ability in order to comply with regulation and it also help them attract employee and their investors. 
Tesco believes that as a food based business, it is important for it to control the healthy natural environment which will help the firm achieve success along with sustainability. On the other hand, the customers of Tesco expect products that does not only have a minimal environmental impact but also products that are sourced and manufactured in a certain way that helps them tackling environmental challenges. Hence, Tesco is working on reducing the environment impact when sourcing their products. There are five different ways Tesco is working on this such as ensuring even more of their product contain sustainable palm oil. It is actually really useful vegetable oil which Tesco is using in most of their products from biscuits to oil (TESCO PLC, 2016). Other ways include expanding their offer to sustainable seafood. Tesco in the recent years has increased how much fish they sell with the Marine Stewardship Council (MSC) label. This practice or initiative has helped Tesco to obtain sustainable within their work practices and in terms of initiating sustainable fishing practices. Tesco has also taken part in joining the sustainable agriculture initiative along with that they are also pledging to have zero discharge of hazardous chemicals (ZDHC) from agriculture, textile and leather processing by the 2020 and reducing their own carbon emissions by 3.1 percent (TESCO PLC, 2016).  
Tesco stated that the future of their business depends not only on the actions they take or the decision they make but it depends on the world around them and their ability to adapt. Tesco as United Kingdom’s largest retailer has been tacking some of the biggest social and environmental challenges. The company believes that every little help makes a big difference is one of the value that underpins Tesco’s approach to sustainability (TESCO PLC, 2021d). These acts and initiatives taken by Tesco has great impact on their customers. These actions and implementations are the reason why people stay connected with Tesco and are loyal customers at Tesco. The Little Help Plan is one the greatest frameworks that has been used by Tesco in order to shape their long-term approach towards sustainability. It also helps the firm not only demonstrate but also monitor and improve their performance which is within their operations and wider supply chain on the issues that matter (TESCO PLC, 2021d). There are four pillars, people, product, planet and places on which Tesco is able to make differences on issues such as diversity, inclusion, healthy, sustainable diets, climate changes and food poverty. These changes and initiatives are helping Tesco to achieve sustainability within their workplace and it also has a great impact on their customers. 
Tesco has faced some environmental problems. In 2019, the company received a poor rating for its policy regarding the use of toxic chemical in electronic items. Tesco did not have a policy that they could share with the public. Tesco pledged for not discharging any hazardous chemical by 2020; however this excluded electronic products and only included leather, textiles, and agriculture (Ethical Consumer, 2021). 
Tesco sells non-free-range eggs and factory-farmed meeting. The company has removed its policies related to products that are made through testing on animals. Tesco also continues selling products of companies that run tests on animals. 
[bookmark: _Toc77160921]Importance of Quality and its Components 
Quality plays a vital role in terms of improving customer relationship management (CRM) within an organisation. Good relations with customers are fundamental for an organisation's success. The unsatisfied customers often switch towards the competitors, which results in a lack of stability, decreased sales, and a lack of competitive advantages (Cloudtalk , 2018). A quality relationship with customers is an important aspect that helps businesses to achieve their organisational objectives and goals. Most quality services to customers are known as the most efficacious way to ensure that a business stands out from competitors. Satisfying customer needs and their desire ensures the business's survival. Therefore, it is important to maintain good quality and to provide good quality goods and services to the customers, which helps a firm build a strong connection and relationship with their customer that ends for a long-term relationship. The one particular thing that enables customer satisfaction and helps a firm succeed is the quality of the company's offerings. The main aspects or elements involved in the high-quality relationship between the customer and the supplier are the trust and commitment a business gives to its customers. It leads a business towards long-term success and helps build a competitive advantage (MSG, 2021). 
[bookmark: _Toc77160922]Quality Models and Theories 
[bookmark: _Toc77160923]Theory of Total Quality Management 
The theory was developed by William Deming, who was a management consultant, and his work had a significant impact on Japanese manufacturing (Barone & Anderson, 2021). Total Quality Management (TQM) is an ongoing process that detects and reduces or eliminates errors. The primary motive of this theory is to help the firm lessen its errors and deliver significant quality to its customers. This process will help the firm achieve customers' trust and help them to achieve long-term customer relationships. This can help them develop practices and implementations that could detect the errors and help them provide excellent and effective quality to their customers. The aim is to improve customer experiences, which can be achieved when a firm knows how to deliver good quality. TQM aims to hold the parties that are in the production process accountable for all overall quality of the final product or service. Tesco can develop a department tasked with a certain role of monitoring the production quality and then how these products are delivered or sold to their customers. This strategy can help Tesco focus on reducing the errors that take place within an organisation while manufacturing or producing the goods and services. Organisations can use the theory of total quality management to streamline various elements like supply chain management (Barone & Anderson, 2021). 
According to the Bright Hub Project Management (2010), total quality management is a customer-based and service-oriented theory that can help an organisation improve customer experience and help develop a long-term relationship with their customers. If Tesco implements the same TQM strategies and practices involved in TQM, it would be able to achieve customer loyalty and establish long-term relationships with its customers. The practices that intend to improve and also promote good quality and services process improvement within the organisation can help Tesco not only deliver effective customer services but also help spread brand awareness within the business market. On the other hand, communicating effectively within the workplace and fact-based decision making can help the firm decide and take necessary measures that are required to improve their quality and continual improvement (American Society for Quality, 2021). These are primary elements of TQM which can be used by the management of Tesco in order to dwell their expertise and to encourage their employee to deliver good quality services within their stores worldwide. TQM is considered as a strategic and systematic approach that helps a firm to improve its quality and to maintain an effective performance that results in competitive advantages, increased profitability, and long-term sustainable success. Deming’s Quality Model & Theory (figure 1) is also used by Tesco for improving quality which leads to higher productivity within and creates long-term competitive strength.
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Figure 1 Deming's Quality Model & Theory
[bookmark: _Toc77160925]Conclusion 
Change within the firm to improve quality and effectiveness is vital. Tesco has been a leading and growing retailer business that aims to provide the best to their customers. Tesco has been able to successfully implement its CRM that has resulted in effective market shares in the region and increased sales, a sign of good quality of goods and services. Because of their ethical policies and sustainable policies Tesco has been able to maintain a positive impact on their customers and through effective CRM Tesco stores have achieved increasing profit, market shares, customer sustainability and increased customers within their organisations. CRM that is well managed within an organisation with the help of effective and significant measures results into enhancement in the brand image and profitability of the organisations. The initiative and tagline of Tesco, 'Every little helps' is followed in all of their stores worldwide and has proven that they care of their customers. They care about delivering them the best quality goods and services along with the care the firm deliver towards every purchase of their customer, which helps the firm to make difference in a person's quality of life. 
[bookmark: _Toc77160926]Recommendations 
In order to have effective customer relations management, it is important for a business to focus more on delivering good quality along with implementing ethnicity and sustainability within the workplace. Tesco can implement TQM in order to get better outcome and to achieve long-term relationship with their customers. By imitating training the involves practices and implementing that focuses more on delivering goods and services to the customers on the basis of their needs and desires. Maintaining good quality in customer services and by helping the customer in the best possible way organisations leads towards increased profitability, sustainability and long-term success. Tesco has been implementing effective implementations that is helping them to enhance their brand image and profitability within their business. Tesco needs to adopt CRM technology that can help them improve their customer services for people who are buying from their stores or online. Tesco can adopt a software that works with CRM in order to have good customers services in stores and online also. By training their customer supporting team with quality based models and theories, Tesco can enhance their quality on a higher level and will be able to deliver the best customer services that will automatically help them improve their CRM and gain profitable customer relationships. 
In order for Tesco to incorporate a culture that promotes ethics and sustainability, it must devise strategic policies that focus on ethics and sustainability. These policies must be implemented and communicated to the employees of the organisation. The senior management should follow these policies so that others can work on their footsteps. Employees must be communicated with and engaged. They should also be provided training on how to embed a culture of ethics and sustainability in the organisation. It is important for Tesco to adopt ethical and sustainable practices to maintain its reputation in the market and continuing growing. 
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