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Summary
This report will elaborate and discuss on ethical and sustainability policies, and how these have an impact on Asda. As well as this it will indicate how Asda makes ethical decisions by implanting certain methods in order to maintain customer relations as well as ensure their business is moving towards benefits and success. This report elaborates on certain factors in detail such as reducing waste, reducing cost, managing quality and how these techniques all help develop Asda as an organisation. There is also a section of findings where some of the main points of the report are stated. Finally, there is a conclusion to sum up the report where it highlights the importance of ethical and sustainability policies and the impacts they have on Asda. After reading this report you will be aware of some of the policies and methods Asda implement in order to run a business and some of the issues they have to deal with and ensure they overcome in order to confirm customer satisfaction.
Introduction 
This assignment will conclude a report on the ethical and the sustainability of the supermarket Asda. The report will include multiple theories and a survey. The survey will be completed by asking multiple questions from the customers of Asda and by using the module as a guideline. In addition, this report will analyse how Asda uses theories and policies to maintain good customer relations with customers and suppliers, as well as this it will elaborate on how Asda uses theories in order to improve the relations they have with customers. This report will also include and indicate how Asda can address new effective ways to reduce their wastage and the benefits this will have on Asda. 
Task 1: 
Ethics:
[image: ]Ethics can be defined as the ability to make a distinction between right and wrong (UK Essays, 2003). For a business to grow and maintain its success it must be found on certain ethical principles, it is known that a business which is based on ethics can run successfully for years (UK Essays, 2003). Implementing the ethical policy at Asda can create a better workplace culture where all the employees in the business are treated with respect. At Asda we give all our employees an opportunity to progress promoting the workplace into becoming a positive and encouraging environment. Implemented ethical policies at Asda therefore encourage and leave employees feeling good about the environment they work in. A strong ethical standard in the workplace helps create strong working relationships between the staff and the management, as well as reduces employee turnover, improves morale and has a positive effect on productivity (Root, 2019).  
In relation an ethical environment always has a positive impact on customers. Asda has to ensure their customers feel valued and respected while shopping in a moral environment. Customers have a huge impact on the success of a business, as they have the power to bring about success or failure for companies, they are seen as more than buyers and want to feel a shared purpose (Schaverien, 2018). Therefore, if ethics lack at Asda it will have a huge impact on the success of the business as a whole. 
Sustainability:
[image: Image result for sustainability in businesses]Sustainability encourages businesses to frame decisions in terms of years and decades rather than short business terms (Grant, 2019). Therefore, businesses consider more factors than simply the profit or the loss involved. Sustainability is very important to Asda as an organisation. This is simply because Asda is a business that deals and interacts with thousands of other business organisations in the sense of where Asda imports the products of other businesses to sell in their own stores. Therefore, Asda has to maintain and keep a good relationship with businesses so they can secure good business deals with them in order to keep the prices low in their stores and make good successful business profits.
Nevertheless, in some cases Asda also offers organisations to make products for Asda where Asda will hold the brand and pay the company to produce the product for them. Asda also believes that it is vitally important to keep focus on your sustainability as if you fail to do so then it could result in losing your regular loyal customers and cause loss to Asda as an organisation. However, Asda hold a customer enquiry and service area where all customers can discuss and resolve the issues they have by discussing them with staff and coming out with solutions to overcome problems with members of the Asda team.  

ASDA REPORT
What we do to keep good relationships with customers: 
Companies that are able to create and maintain relationships with consumers may be the ones that grow and thrive (Contributor, 2017). Therefore, there are many techniques and procedures we follow and use at Asda to maintain and keep good relationships with our customers. 
Asda do regular ‘roll – backs’ where we put discounts on certain products every week. As an organisation we rotate the products that we are going to put on the roll – back offers, for example one week we will put discounts on some of our grocery products, and then the week after we will remove the roll – back from our grocery products and we will put discounts on products from our other departments such as home and leisure, produce, toiletries, dairy products as well as a variety of other products from different departments within the store.
This is a method we use at Asda to target a variety of customers that have an interest in purchasing different products. Using this method also creates a wider customer market for us. We also offer extra discounts vouchers to the customers that spend big money on their shopping that also helps us to keep good relationship with our customers and also it entices the customers to come back and use the vouchers by shopping with us. As well as this it makes the customers feel valued by Asda as a business and leaves customers happy and satisfied. Asda also gives out loyalty cards to the customers that purchase home ware and clothes from us by using the loyalty card customers can build up points and get discounts or even cash back. As well as this Asda also has a system where they give customers saving cards. This is a method where customers can add some amount of money to their cards when they come for their weekly shop or whenever they are in store throughout the year and save towards their Christmas big shop. However, customers do not have to only use their savings at Christmas time they can use their saved money on their shopping whenever they like. This method is really liked and used by a variety of customers at Asda. 
At Asda to maintain and hold good relationships with customers we strongly believe it is important to work on and keep good relationships with our staff because our staff have direct interaction with our customers. Having happy satisfied staff will play a key role in dealing with customers as they would be more helpful. Asda has many offers and benefits in order to build and keep good relationships with their staff. Asda as a business provide a staff discount card which enables all staff to receive a 10% discount on all our products and on special occasions, we double the discounts to 20%. And we also provide one more card for the staff so their partner can use the discount scheme while they are doing their shopping. Alongside with a discount scheme Asda also has many other benefits for their staff such as purchasing risk – free saving shares, offers available for travelling, healthy living, motoring, theme parks, free parking for all their staff and many more. The staff are very happy and pleased to be part of Asda with the entitlement of all these benefits at Asda as an organisation is considered to be one of the most valued benefit among staff behind all the beneficial programs it has to offer to it’s employees (Washington, 2009). 
How can we improve relationships with our customers?
As a business there are many ways of how we look at the way we can improve our customer relationships. It is very important to always look for new ways and have new ideas so we can improve and maintain strong relationship with our customers as competition for us is very high in our business and market as we compete with the top businesses like Tesco and Aldi. 
At the moment we are looking at if we upgrade our loyalty card system by putting on points on not just on homeware and clothes if we put on points for whatever services or products our customers purchase e.g. food shopping and even petrol that can help us to get more customers shopping with us regularly and improve relationships as customers will have a greater benefit from all products and services. As well as this we are looking to give our online home – shopping customers a 10% off their shopping in order to promote our home – shopping department and to make our home shoppers feel valued and appreciated even though they are not physically coming into our stores to shop. We believe this will create a good relationship with all our online customers as well as draw in a lot more customers. 
Meeting customer expectations
Meeting customer expectations is a top priority for us at Asda as an organisation. As a business we know it is vital for us to understand what our customer expectations are so we can work together on them as a team and exceed them in order to ensure customer satisfaction and move our business towards success. Most customers expect that companies will be dependable, honest, swift and considerate with them (Newman, 2015). At Asda we ensure we meet and exceed expectations like these from our customers by making sure that every customer leaves feeling happy and satisfied knowing that they have received a good service from the business and knowing that they have a commitment from our company. As discussed by Newman (2015) however companies go bye meeting their customer expectations there is no escape that it is the customer expectations that sets and raises the bar for customer service and therefore the result of satisfaction or dissatisfaction, this then obviously affects customer loyalty and if customers are not pleased with the service received it is unlikely they will return to a business as such (Newman, 2015).  As a result, at Asda we ensure our customers are put first and all their needs and expectations are met to ensure satisfied customers. 
In relation we strongly believe that meeting customer expectations is very important and if we don’t meet our customer expectations then customers can get upset or angry at us as a business and that will result in losing customers which will result in having a massive impact on our sales and that will affect our organisation. To be able to meet customer expectations at Asda we make sure our products are well checked on dates and quality and we also keep in mind to keep our popular most selling products in stock to ensure we don’t sell out as customers will expect to get all of their liked and demanded products at our stores. In order to meet the demand of the products and to see what we need to order in advance or which of the product is selling more than the other products we use a system called (epos) electric point of system. Whenever a product is sold or is running out in our store it will be on the system which will automatically order more from our warehouses so our shelfs can be full and the products can be available to our customer’s. we also provide one-year guarantee to any of our electrical products e.g. TV, DVD players and phones and other household items such as kettle, iron or microwave it doesn’t matter what brand they are we take full responsibility of the products that are sold by us. As a business we offer and provide that service for our customers so they can have a great relief and satisfaction as we meet their expectations while they are shopping with us.
Reduce cost 
At Asda we always look to reduce the cost on all our products so we can have competitive prices on our products and services as we are aware of being in a very competitive market. There are many ways on how we reduce costs. One of the ways is that we try to ask our suppliers to give us a discount and we try to negotiate cheaper deals with them. As well as this with the products that we get produced with our own brand we use cheaper packaging that saves us money and gives us a bigger margin so we can compete with other businesses by offering customers products with lower prices. We also ask companies like Heinz to make some products for us at a very good quality and standard as it would be with their companies but we provide our logo and packaging on the product so we can sell that at a suitable price that will benefit our customers and us as a business. 
We also carefully monitor which products are being sold more often and which products are sold less often so we don’t order products that are not required and that also helps us to keep costs low. As well as this we rotate our products regularly to ensure our products are not out of date and go for waste costing the business. Also, to reduce costs and save money as a business we try to operate self-checkouts more often then having a staff member at the checkout, we also have our staff cross trained on multiple tasks so we can use them in different departments to give a hand when required. This method is very efficient by implementing it we do not have to hire more staff for specific tasks we can adjust staff and move them in the busy areas at peak times. This saves a lot of time and some money on training the new staff as well as going through the whole new recruitment process. 
We also encourage our staff at Asda to have full attendance by providing them with a higher paid bonus if they don’t take days off, however all staff are told that if they take a lot of days off it will affect their bonus at the end of the year. This is also an effective method as it encourages staff to come to work every day on time in order for them to receive a good bonus at the end of the year. If staff have excellent attendance we can keep the staff number to a minimum as they are all there to do their jobs we don’t need to hire extra staff to cover the current staff we have by doing that we save time and money. 
Alongside all the above cost reduction methods Asda uses they can also achieve it by using other techniques such as managing budget control and carrying out market research alongside more. Furthermore, there are many advantages of cost reduction as cost reduction causes a definite increase in margins (Limitless, 2000). This will play a part in increasing the overall business profits for Asda as we reduce our costs by implementing techniques and build our profits with the money we are saving. 
Managing quality 
For us at Asda quality is very important as we deal with food products so if we don’t provide quality products then customers will look elsewhere, or we can be legally challenged if any of our customer get effected by the poor-quality products sold to them by us. However, a number of methods are used to manage our quality at Asda e.g. flow charts, check sheets, run charts as well as these Asda have also launched a new quality management system in order to improve productivity and encourage innovation across its private label range (Lemmon, 2016). 
We also have staff on quality control going around and observing if any products are damaged and if they smell good and are well in date. To manage our quality, we believe it is very important to have well trained staff so they can keep the quality at a high rate and standard in order to keep our staff well trained we offer them extra training.
We ensure quality control is completed on all our products in all our departments and not just on the food products. For example in our optical department when we receive an order of glasses we ensure we go through the quality control process and make sure that the glasses frame, the prescription of lenses and quality of the glasses is at high standards and that there are no defective products before notifying our customers that their product is ready. However, if under a product is defected, we send it back to the suppliers and notify them of the defect and wait for them to correct their mistake and send us the product. We ensure these steps are carried out to make sure our customers are receiving the best of our products and are satisfied with the service they are getting from Asda. Theorist Armand Feigenbaum claims quality control is an effective system for integrating the quality development, maintenance and quality improvement of various groups in an organisation to enable production and service at the most economical levels which allow full customer satisfaction (Tripathi, 2016). 
However, to criticise if quality is not managed correctly on our products in Asda there are many consequences we have to face as a business. Some of these consequences include having an impact on our costs as it would mean if our products are damaged or out of date people would not buy them therefore the loss of that product would go down on the cost of our business causing us loss. This would also result in the productivity of our business and the liability. Therefore, it is important for us as a business to ensure we manage quality control accordingly and avoid issues.  
In relation to managing quality at Asda we also ensure the management of service quality. As a team we ensure we respond to customers quickly and make sure that they are attended to and receive the help, information or suggestion on whatever item or product they are interested in purchasing.
Reduce wastage  
We conduct a number of ways as a business to reduce our wastage. One of the methods we implement is using technology. By using technical device’s, we know what products are near their expiry date so we reduce their price and put them in an open area so they are visible to customers so they can purchase them. Also, we try not to order unnecessary amount of a product that has a short lifeline on the shelf, so we don’t have extra products going out of date that we have to get rid of as wastage. 
We also train our staff well so we display accordingly as the new products at the back because they fresh and can have more time to sell as the ones already on the shelf need to go before they reach there date of expire. So, we rotate our stock and always put the products with the least date in front, so they sell first. Nevertheless, if stock is not rotated it is wasted causing the business a loss. In addition, staff are trained and are aware to carefully place products when they are filling shelves in order to avoid damage while putting the products on display. We have also committed to reduce further wastage by twenty percent by 2025. At Asda we have a scheme currently running named  ‘Asda’s fight hunger create change’ this scheme also involves taking food products to distribution centres so they can be donated to charity so by doing this the products that can not be sold by us can be donated to the needy. As well as this we have a big shopping trolley in front of our stores with a Asda fight hunger sign on it for customers to donate food into and contribute towards the good cause working together with our customers.  
Nonetheless, our scheme has been very successful as in 2018 we donated 2.7 million meals to the people in need but we are trying to reduce wastage as we aim to cut down on wastage by 29% and the time it should be in place by 2030. We think it is very important to share our data on wastage items as it has a positive impact on our business and people know we are actually trying to cut down and helping the environment. As well as this at Asda we have separate cages in our warehouses for the disposal of cardboard and plastics. All staff are told to put empty cardboards in a separate cage and empty plastics in a separate cage. These cages are then sent away, and all the material is then recycled, which is also an act that is implemented by us in order towards helping the environment. 
Findings
Throughout this report there are many methods that have been identified that Asda follow in order to ensure they are ethically running their business and maintaining the sustainability towards success. However, there are also many issues this report indicates that must be followed and completed effectively to prevent problems and to drive Asda towards success such as ensuring they manage quality effectively. By doing this Asda will be on top of their products and ensure the products they sell are of high quality which will not only result in making sales but will also result in building trustworthy relationships with their customers. 
Alongside some of the findings, this report also indicates the importance of factors such as reducing waste, meeting customer expectations, reducing costs and others that were discussed. This report highlights how important these factors are in order to manage and run a business successfully. As discussed above if employees do not work on building and maintain customer relationships, they will lose customers. Powerful customer relationships are important to business success (Knilans, 2017). Therefore, it is important Asda react to the findings from this report and ensure they are improving and maintaining, positive customer relationships in order to ensure customer satisfaction and move their business towards success. 
Asda need to improve and ensure they rotate stock accordingly and do not damage products while displaying them as small errors all build up and cause a loss for the business. Therefore, it is important they manage the way they work and do not rush or work in a way that will cause Asda further damage. 
Conclusion
In conclusion ethical and sustainability policies have a huge impact on Asda as an organisation. Both ethical and sustainability polices will help Asda develop as a business. They will also help implement factors discussed in the report such as help reducing cost, exceeding customer expectations, managing quality alongside many others. If the policies are implemented effectively it will have a positive impact on Asda and push the business towards success, as if things are carried out in an ethical way it should meet everyone’s needs. In addition, maintaining customer relationship management is also very vital in every business. Customer relationship management is known as a system or a strategy that is used to manage customer interactions, deal with current customers, optimising and systematising relationships (Intouch, 2018). Carrying out ethical and sustainability policies will also result in having a positive impact on managing customer relationships as you will focus on your customers and ensure you are carrying out policies that are building a good relationship with customers.  Nevertheless, Asda is a huge organisation an has many areas of improvement in order to ensure it is making a huge profit margin as well as satisfying all its customers. 
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