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[bookmark: _Toc78200168]1. 	Introduction

It has been officially agreed that customers prefer sustainable companies and products (Harvey, 2018). More specifically, people desire environmentally friendly items from environmentally friendly businesses. This encompasses everything from labour methods to the impact of their products on the environment. This means that firms who can proactively link sustainability to actual behaviour will be well-positioned to benefit from rising consumer expectations and demand. Sustainable market refers to marketing actions aimed at meeting consumers' needs while also maintaining future generations' ability to meet their own which can be achieved only through ethical marketing conduct (Kotler et al, 2017). To stay ahead of the trend, an increasing number of businesses are rethinking their business paradigms.

This report will analyse the customer experience of Tesco Plc, the largest retailer in the UK, based on its ethical and sustainability policies. Likewise, a critical literature assessment of two quality theories is performed which can improve Tesco’s customer relationship management. Ultimately, a suitable recommendation for best practice to increase the quality of Tesco’s CRM systems, based on the findings of this paperwork. 


[bookmark: _Toc78200169]2. 	Ethical policies. Tesco’s Ethical policies. Sustainability. Tesco’s sustainability policies. 

a. [bookmark: _Hlk78157566][bookmark: _Toc78200170]Ethics is and its components.

As per Oxford dictionary (2021), ethics is known as the moral values that guide a person's behaviour or the way an activity is conducted. Likewise, ethics is the field of study concerned with moral ideals (Oxford Dictionary, 2021). Business ethics denotes the distinction between right and wrong behaviour (Springer, 2019, p. 327). According to Deigh (2011), ethics is the philosophical study of morality; it is the examination of what constitutes a good or bad end and what constitutes right and wrong behaviour in daily life. However, ethical business practice is rarely as straightforward as it appears. When it comes to ethical behaviour, there are numerous challenges. To understand the ethical aspect of an organisation it must be acknowledged the role of the organisation in society. 

Rasche et al. (2019) defines the role of the organisation in society as the interaction between public and private authority in which the private sector, such as businesses, offers products or services to society such as water, transportation, security, education, and healthcare. Nowadays, businesses are increasingly influential in a variety of facets of community life; they have developed into more powerful players and frequently assume a more political role, either directly or indirectly. As a result, they are also accountable for environmental, economic, and social issues, which is referred to as Corporate Social Responsibility (CSR) (McWilliams et al., 2019, p. 152). 

Morality is always at the heart of ethical decisions, and it refers to the society's accepted standards of behaviour and is constantly concerned with fundamental issues of right (e.g., transparency, fairness) and wrong (e.g., bribery, forgery), and how to treat others (Velasquez, 2019, p. 13). Ethics are critical to both the business organisation and the broader community (Mika, 2012, p. 19) Ideally, ethics should pervade all parts and operations of the organisation. However, many organisations are unable to govern ethically due to human nature and other ineffective management control mechanisms. Successful ethical management enables businesses to achieve exceptional performance by attracting and retaining high-quality employees, customers, suppliers, and investors. Establishing an ethical organisation, on the other hand, takes time and effort (Deigh, 2011, p. 73). With the implementation of ethical management, the efficiency of the organisation can be increased over time (Springer, 2019, p. 327). 

It is widely accepted that ethics encompasses a broader idea than CSR (Podgorodnichenko, Edgar and McAndrew, 2020, p. 257). While business ethics and corporate social responsibility are inextricably linked, CSR focuses on an organisation's responsibilities to society. Business ethics is a far more expansive concept that includes responsibilities to employees, shareholders, consumers, suppliers, and other stakeholders (Deigh, 2011, p. 79).

[bookmark: _Toc78200171]b.	Ethical policies of Tesco and the impact on customers.

Apart from their natural function of profit maximisation, businesses should be accountable to their shareholders, address environmental and social concerns, work in harmony with society, engage in philanthropic activities (for both individuals and other businesses), and produce social value (Podgorodnichenko, Edgar and McAndrew, 2020). Therefore, organisations must set objective criteria for environmental and social performance, accountability, and transparency, as well as the goods and services that people require or desire (HuffPost, 2017). Similar to any business, retailers such as Tesco want to maximise profit by satisfying their consumers ethically. Retailers are the end of the supply chain, where products are sold to the customer (Rosenberg, 1995, pp 21).

Founded in 1919, Tesco is the largest retail grocer in the United Kingdom, with a market share of 27%, followed by J Sainsbury (15.6%) and Asda (15.1%). (Kantar, 2021). The company has set several policies which fulfil the expected coverage of an ethical business such as Group Anti-Bribery policy, Group Gift & Entertainment policy, Group Conflicts of Interest policy, Group Whistleblowing policy, Tesco’s political donations policy, Cyber Security, Data privacy, Human rights, Responsible sourcing, Tesco’s approach to tax and Responsible retailing of alcohol, tobacco, and other age-restricted products (Tesco, 2021). 

Although the policies are well defined, the company is not considered an ethical consumer best buy, with major ethical conduct related to the climate change, pollutions and toxics, human rights, environmental reporting, resources, worker's rights, anti-social finance, factory farming, animal rights, use of controversial technologies, political activities, animal testing and irresponsible marketing (Ethical Consumer, 2021). For example, in 2019, Tesco received the highest grade from Ethical Consumer for its supply chain management when the Human Rights policy, Modern Slavery Statement and the Supplier code of Conduct have been analysed. However, Tesco as well as other retailers such as Waitrose, Marks & Spencer, Sainsbury's, and Asda, were supplied by farms managed by gang-controlled men and women (Ethical Consumer, 2021). Such unethical issue demotivates customers to remain loyal, generating loss. 

[bookmark: _Toc78200172]3. 	Sustainability policies. Tesco’s sustainability policies. 

[bookmark: _Toc78200173]a. 	Sustainability and its components.

Sustainability is frequently characterised as satisfying current needs without risking future generations' ability to meet their own (McElroy and Engelen, 2012). It is founded on three fundamental elements: economic, environmental, and social. Informally, these three pillars are attributed to people, planet, and profits. To be sustainable, a company must focus on long-term initiatives that benefit those areas. Sustainability is about framing company decisions in terms of years, if not decades, and taking into account a plethora of considerations other than financial gain. The long-term consumer and corporate welfare objectives of sustainability can be reached only through ethical business conduct, which is the main ingredient (Kotler et al, 2017). Corporate sustainability is becoming a significant concern for investors seeking not only economic gain but also social benefit (Rezaee, 2019).

The environmental pillar has the main attention, with focus on reducing the carbon footprints, water usage, packaging waste, and overall environmental impact (Mulligan et al., 2017). Companies that have a positive impact on the environment might also benefit financially where using less packaging material saves overall costs, for example. 

The social pillar implies that employees, stakeholders, and the community should support and approve of a sustainable business which can be achieved by treating employees properly and being a decent neighbour and community member, both domestically and internationally (Rezaee, 2019). 

From the economical pillar view, a business must be profitable to be sustainable, but the profit cannot overcome the other two pillars. Profit at any costs is not the economic pillar's goal. Compliance, proper governance, and risk management are under the economic pillar (Mulligan et al., 2017). The economic pillar refers to good business governance, meaning the company's community, value chains, and end-user customers are aligned with shareholder interests. A company's accounting systems must be precise and transparent, as well as stockholders must be able to vote on crucial concerns. Their assurances may include avoiding conflicts of interest in board member selection, not using political contributions to gain undue favour, and not engaging in illegal acts.

[bookmark: _Toc78200174]b. 	Sustainability policies of Tesco and its impact.

Tesco was the first business in the world to commit to a carbon-neutral future in 2009, and later the first FTSE 100 company to commit to science-based carbon reduction targets on a 1.5-degree trajectory. The launch of its first sustainability-linked bond of £750m, in January 2021, underlines the continued commitment to reducing our environmental footprint and becoming a net zero carbon business in the United Kingdom by 2035 (Tesco, 2021).

Tesco was designated the top FTSE 350 corporation and global retailer by the Carbon Disclosure Project in 2011; also won the Guardian Sustainable Business Award in 2011 and is a member of the FTSE4Good and Dow Jones Sustainability indices (Eurofound, 2013). In 2019, Tesco has announced a variety of initiatives to prevent plastic waste and appeal to consumers' rising need for more ecologically friendly choices, making rival shops' efforts pale in contrast (Retail Insight Network, 2019). Apples, bananas, and avocados are among the 45 lines of plastic-wrapped fruit and vegetables being trialled by Tesco in Watford and Swindon Extra stores. Consumers are already used to buying loose fruit and vegetables, so this is a significant step toward reducing plastic waste.

The Little Helps Plan serves as the main platform for Tesco’s long-term sustainability strategy and helps to demonstrate, monitor, and improve our performance on critical issues, both within own operations and throughout the supply chain (Tesco, 2021). Through these policies, the company aims to make a difference on topics such as diversity and inclusion, healthy, sustainable diets, climate change, and food poverty through the framework's four pillars. 

Studies have shown that consumers are increasingly favouring brands that are committed to environmental sustainability where 4 out of 5 respondents say they are inclined to choose a brand that is committed to environmental sustainability (Recycling Lives, 2021). Since more than 80% of the consumer prefer sustainable companies, it can be stated that Tesco’s is a role model as a sustainable company with great achievement and highly attractive for the consumers. 

[bookmark: _Toc78200175]4. Quality. Quality Theories
[bookmark: _Toc78200176]4.1 Quality and its components
The term quality describes the level of efficiency, usefulness, flawlessness and durability of a product, service, process, or relationship (Pryor, 1998, p 2.3). Even though it does not have a metric unit it is still a measurable value, measured by the achievements of organisation’s quality objectives. According to one of the most widely implemented QMS in the world, ISO 9001:2015 there are nine core elements of quality: Objectives, Manual, Organisational Structure and Responsibilities, Data Management, Processes, Customer Satisfaction with Product Quality, Continuous Improvement, Instruments, Document Control (Qualio Blog: Kelderman, 2020).
a. [bookmark: _Toc78200177]   Quality Objectives 
The Quality Management Systems’ standards require the definition of quality objectives so that the organisation’s vision and goals about customer relations are met. In other words, the objectives are the means to meet the customer’s expectations. Clearer objectives tend to lead to better understanding of organisations’ purpose and QMS importance among its members. Furthermore, the quality objectives should provide a strong metric for following up the progress of strategic goals, including the achievement timeline and a measurable parameter of improvement. (Qualio Blog: Kelderman, 2020)
b. [bookmark: _Toc78200178]  Quality Manual
The quality manual is the primary requisite of the Quality Management Systems which contains the necessity and justification for implementing the QMS framework and defines the level of importance of quality for the organisation. There are different requirements for the content of the document, but generally it needs to clarify the nature of the Quality Management System along with what it requires, and to point out individual quality procedures that need to be improved. The manual should also explain in detail the quality standards and objectives of the organisation. (Qualio Blog: Kelderman, 2020)
[bookmark: _Toc78200179]c.     Organisational Structure and Responsibilities
Another very important part of a QMS is a clear and up-to-date model of the company’s structure and duties of its employees, which should include visual guides and detailed explanations. (Qualio Blog: Kelderman, 2020)
[bookmark: _Toc78200180]d.     Data Management
Quality management cannot operate without quality data and its availability is crucial for the successful implementation of any QMS framework and framework’s ability to generate improvements constantly or consistently. Data also can play preventative functions in terms of quality- if a company has inefficient data management it may result in losses in profits, customer dissatisfaction, reduced product quality and even increased liability. This is why every company is obliged to provide profound data evidence for its quality control procedures. The Data Management Systems should provide incessant improvement attempts as well as corrective functions by categorising the data collected by the company and its third-party partners. The policies for data management should comply with the local regulations (per example GDPR within EU) and should state what type of data is stored, the methods for collection, the sources, the responsibilities, how it is used and disposed.
Different organisations could have different requirements for the type of data they need in order to maintain good QMS performance. Nevertheless, it should contain information regarding the customer satisfaction, performance of the suppliers, monitoring of process and product, trends and preventive or corrective action. (Qualio Blog: Kelderman, 2020)
[bookmark: _Toc78200181]e. Processes
Quality Management Systems are essentially Approaches to quality control and assurance that are process-driven. Companies must identify and define all organisational processes that utilise resources to alter inputs into outputs in order to comply with quality management standards. Almost every responsibility in an organisation, including purchasing, may be linked to a process. The first step in defining processes should be to develop detailed picture of how procedures benefit the organisation and interact with resources such as personnel, machinery, and technology. Following the identification of processes, businesses can create standards and success criteria (Qualio Blog: Kelderman, 2020).

[bookmark: _Toc78200182]f. Customer Satisfaction with Product Quality
A critical component of a quality management system is the requirement for firms to evaluate customer satisfaction in order to identify whether or not quality targets are being met. Certain standards have no precise recommendations for assessing customer happiness, owing to the fact that the definition of product quality and available data differ widely amongst firms.
A necessary first step in establishing customer satisfaction monitoring systems is the definition of appropriate methods for measuring customer attitudes and complaints.

[bookmark: _Toc78200183]g. Continuous Improvement
Organisations must be constantly improving and adapting in order to maximize the benefits of their QMS and sustain customer satisfaction. Constant improvement is an organisational obligation mandated by QMS (Qualio Blog: Kelderman, 2020).
[bookmark: _Toc78200184]h. Quality Instruments
Control and calibration of quality measurement tools are critical to the success of a QMS. If machines or equipment are used to validate products or processes, they must be closely monitored and calibrated in accordance with industry standards. This may require periodic calibrations or calibrations prior to each measurement, depending on the equipment.
Within an enterprise, the QMS system design should define a clear policy for maintaining quality instruments in accordance with nationally or internationally accepted standards for each piece of quality equipment.
i. [bookmark: _Toc78200185]Document Control
According to ISO 9001, a document is defined broadly in a quality-driven company. It contains all records referring to: Communications, Evidence, QMS Conformity, Knowledge Sharing.
QMS provide minimal requirements for the sorts of documentation required to support quality management, which may not include all documents required for accurate quality control. This often entails setting quality objectives, creating a quality manual, developing procedures, documenting processes, and maintaining records. Document management systems must contain all evidence necessary to objectively demonstrate QMS performance.
Effective record-keeping is critical to the QMS's success, certification in accordance with QMS standards, and regulatory compliance. Organisations should define specific records within the organisation and establish regulations for document generation, retention, and modification during the QMS design process. While QMS standards do not normally provide a technique for document management, it is generally best to record and keep all supporting evidence using Quality Management Systems software (Qualio Blog: Kelderman, 2020).

4.2 Quality Theories- Deming’s vs Juran’s Analysis
[bookmark: _Toc78200186]a) Deming Theories of Quality
It would be impossible to discuss quality theories and not talk about W. Edwards Deming’s fourteen points theory. He is broadly credited for his contributions to the quality movement and recognised as an influential figure that triggered the significant change in quality thinking, firstly observed in Japan and later on worldwide (Mauleon and Bergman, 2009, p.161).
The main idea he explores throughout his work is focused on the management’s responsibility to optimise the organisation in order to increase employee’s efficiency, and to reach and maintain a high quality (Deming, 2018).
Another highlight of his theory is that higher quality ultimately leads to higher productivity, lower costs, and better company’s performance in general. 
Deming identifies seven “deadly diseases” within an organisation, which are: the lack of consistency in planning, focusing on a short-term profit, excessive focusing on performance reviews, frequent management changes, management focusing on the numbers rather than the data, high medical costs, and high risk of liability issues.

Then he proposes fourteen points for transformation of management as “treatment for the diseases”:  
1. Create constancy of purpose for improving services, products, and processes. 
2. Implementing the new philosophy.
3. Cease dependence on inspection to achieve quality. Focus on the design and optimisation to achieve it.
4. End the practice of awarding business on price alone; instead keep the total costs to minimum by working with a single supplier and award for achieving quality, increasing value and efficiency.
5. Constantly improve every process for planning production and service.
6. Provide as much training on the job as possible. Create opportunities for personal growth.
7. Adopt and Institute leadership and coaching culture that motivates and inspires the members of the organisation.
8. Reduce the fear by creating a calm and organised environment, allowing everyone to contribute rather than obey out of fear.
9. Stimulate collaboration between staff and break down barriers.
10.  Eliminate slogans and targets for the workforce.
11. Remove numerical quotas for the workforce and the numerical goals for management.
12.  Remove of workmanship and eliminate the annual rating or merit system.
13. Institute of vigorous programme of education and self-improvement for everyone. 
14. Put everybody in the company to work accomplishing the transformation. 

[bookmark: _Toc78200187]b) Juran’s Theories of Quality
Juran’s Quality Theory or as it is most famous - Quality Trilogy, is based on three correlated factors -quality planning, quality control and quality improvement. His concepts can be applied to develop both a traditional quality system or Strategic Quality Management (Witomski and Juran, 1999).
1. Quality Planning phase requires an organisation to define what is their customer’s profile and how to develop a product or service that meet their needs.
2. Quality Control is a defect/malfunction prevention tool placed to compare the performance with expected results.
3. Quality Improvement, as the name suggests, aims to reduce chronic waste and eliminate excessive elements in the processes.













5. [bookmark: _Toc78200188]REFERENCE LIST:

Deigh, J. (2011) An introduction to ethics. Cambridge: Cambridge University Press.

Ethical Consumer (2021) How ethical is Tesco plc? | Ethical Consumer Available at: <https://www.ethicalconsumer.org/company-profile/tesco-plc> [Accessed 25 July 2021].

Eurofound. (2013) United Kingdom: Tesco case study report. Available at: <https://www.eurofound.europa.eu/observatories/emcc/case-studies/the-greening-of-industries-in-the-eu/united-kingdom-tesco-case-study-report> [Accessed 25 July 2021].

Harvey, M. (2021) It's Official: Customers Prefer Sustainable Companies.Entrepreneur. Available at: <https://www.entrepreneur.com/article/324001> [Accessed 26 July 2021].

HuffPost. (2017) What is the Role of Business in Society?. Available at: <https://www.huffpost.com/entry/what-is-the-role-of-busin_b_8527530> Accessed 25 July 2021].

Kantar. 2020 Grocery Market Share - Kantar. Available at:
&lt;https://www.kantarworldpanel.com/en/grocery-market-share/great-britain&gt; [Accessed 30 March 2020].

Kotler, P. Armstrong, G. Harris, L. C. and Piercy, N. (2017) Principles of Marketing, 7th European Edition,  Pearson.

Lexico Dictionaries | English (2021) ETHICS | Definition of ETHICS by Oxford Dictionary on Lexico.com also meaning of ETHICS. Available at: <https://www.lexico.com/definition/ethics> [Accessed 25 July 2021].

McWilliams, A., Rupp, D., Siegel, D., Stahl, G. and Waldman, D. (2019) The Oxford handbook of corporate social responsibility.

McElroy, M. and Engelen, J. (2012) Corporate sustainability management. London: Earthscan.

Mika, A. (2012) The Importance of Codes of Ethics. Hamburg: Diplomica Verlag.
Kelderman, E. (2020) The 9 Core Elements of a Quality Management System [blog]. Available at: https://www.qualio.com/blog/the-9-core-elements-of-a-quality-management-system (Accessed: 20 July 2021).

Mulligan, M., Buxton, M., Lane, R., Neave, M. and Richardson, A. (2017) An introduction to sustainability.

Velasquez, M., 2019. Business ethics. Boston: Pearson.

Rasche, A., Morsing, M. and Moon, J. (2019) Corporate social responsibility. Cambridge: Cambridge University Press.
Rosenberg, J.(1995) Dictionary of retailing and merchandising. New York: John Wiley.

Rezaee, Z. (2019) Business sustainability, corporate governance, and professional ethics. 

Retail Insight Network. 2019. Tesco and sustainability: retailer unveils initiatives to capture consumers. Available at: <https://www.retail-insight-network.com/comment/tesco-and-sustainability/> [Accessed 25 July 2021].

Recycling Lives. (2021) Report reveals that 81% of people prefer to buy from sustainable sellers - Recycling Lives. Available at: <https://www.recyclinglives.com/news/general/report-reveals-81-people-prefer-buy-sustainable-sellers> [Accessed 26 July 2021].

Springer, M. (2019) Project and program management.

Podgorodnichenko, N., Edgar, F. and McAndrew, I. (2020) The role of HRM in developing sustainable organizations: Contemporary challenges and contradictions. Human Resource Management Review, 30(3).

Tesco. (2021) Available at: <https://www.tescoplc.com/about/how-we-do-business/ethics-and-compliance-policies/> [Accessed 25 July 2021].

Tesco. (2021) Available at: <https://www.tescoplc.com/sustainability/> [Accessed 26 July 2021].

Deming, W., Cahill, K. and Allan, K. (2018) Out of the crisis.
Witomski, P. and Juran, J. (1999) Juran's quality handbook. New York: McGraw-Hill.
2

