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Executive Summary

The purpose of this report is to analyses the effective way to investigate the ‘customer experience’ based on ethical and sustainability in Asda and other supermarkets. The report will critically investigate how ethics and sustainability impacts CRM (customer relationship management) and will give examples from Asda and other supermarkets on how they approach these policies and what models and theories they use to improve its CRM.
The report will look at the benefits and challenges of the concept of ‘quality’ and its link to improving customer relationship management. 


[bookmark: _Toc532286883]Introduction

Asda is one of the big supermarket in UK. Its root can be traced back to the 1920s. It operates in four formats. Supercenters, superstores, supermarket and Asda living. Besides that Asda also has petrol filling stations all around UK with most of its stores. Asda has over one hundred and forty-five thousand employees serving over 18 million customers every week. On 26 July 1999 Asda was purchased by Walmart for £6.7 billion, which at the time owned 229 stores (Asda company facts 2020). That gave Asda more financial power and backup it needed to compete with its rivals. Asda was the third biggest supermarket chain in UK but recently became the second biggest supermarket chain in the UK behind Tesco.

To continue to grow and meet customer satisfaction Asda should implement its CRM concept intelligently. What is CRM? This will be clearer and more understood in later stages of this report.  
 

The 21st century customers are more affluent, sophisticated and food conscious. They have higher expectation than before and willing to experiment different style of shopping methods. By using latest technology, effective communication, good teamwork and good ethical values embedded in CRM, Asda can take their stores to the next level and overcome internal and external problems. 
“Ethical” is another topic which will be discussed in this report. For a business to grow and achieve success it must practice good behavior that is fair and looks after its employees as well as its customers. We seen BHS did not care about the pension of the workers when it was sold for £1. We’ve seen Primark not taking care of health and safety of its employees in Bangladesh in the “rana plaza” incident where over one thousand people lost their lives because the building collapsed due to poor maintenance. 

“Sustainability” is a very important subject these days. Consumers have concerns for tomorrow’s generations and the broader world. Everything we do, sell or use must be environmentally friendly, deliver superior value, recyclable and have innovative features. Products and marketing should be made in a way to improve quality of life. Asda and other supermarkets have already taken steps to be sustainable, they can do more by introducing electrical and hybrid vehicles for transportation and home delivery and invest in renewable energy to lower carbon emission. 


Main findings (Ethical)

What is ethics? 
“Ethics is based on well-founded standards of right and wrong that prescribe what humans ought to do, usually in terms of rights, obligations, benefits to society, fairness, or specific virtues” (Mayer,J) .
Business ethics provide quality or principle for the conduct and decision making of workers and managers. Different organization use different ethical guidelines to determine whether their performance is ethical or unethical. The organizations ethics are not the same thing as laws. Ethics examines the idea of morality in the decision business makes and its not always the same and is flexible. The law is based on a established regulation and principles in the land or community and must be obeyed.
   
For a company to establish itself and to continue to grow and gain respect it must operate in an ethical environment. This involves supplying and justifying moral system within the company and communicate its ethical values through policies, mission statement, and its belief. We see that with “Virgin Atlantic”, the way they look after its staff and their customer service is second to none. Virgin Atlantic help their staff to get to work and to get back to their place of living by lending money to buy season ticket for the whole year without charging interest. On the other hand, we see “Nike” using child labor in their oversees warehouse and pay low wages. They make them work long hours in unpleasant and unhealthy condition. “Reports have circulated of physical abuse and of exposure to toxic substances, such as the chemical solvents toluene and acetone, which can lead to serious health impairment, including birth defects” (Herbert, 1997; O’Rourke, 1997). Just making profit and making money shouldn’t be the prime objective. Being fair, paying a good wage, the ability to see beyond own self-interest and acting in ethical manner should be the main aim of a organization. 

According to Mohler, unethical and unfairness leads to theft, sabotage and even violence. When German car maker “VW” got caught cheating om emission test in the US, it lead to billions of pounds wiped off from their shares and stocks. The unique and excellent reputation VW had was badly damaged. They might have sold some extra cars and vans, but the end result was that they lost more than they gained. So we see that giving priorities to just profit and money is not always a good idea. They could have been honest and ethical and gave the correct emission result which would mean the sales been a bit low and steady but the end result would not have been that bad. Benjamin franklin the great leader who truly deserve to be the leader of a great nation and who had the best ethical character and is a good example for anyone who wants to lead a organization said “ Honesty is the best policy”. 

Asda should also learn a lesson from this and take heed and make good ethical decision for its employees, customers and products. It should pay the farmers its right due when buying fresh produce and milk. The food labels should have the right information and not hide away the sugar, salt and other content. Asda should not use child labor in any form anywhere in the globe. Asda should not sell GM food which is cheap to buy and has less nutrition. All in all they should use the good ethical principle within the context of moral duty. 


Sustainability

What is sustainability?
 “Sustainable development is development that meets the needs of the present without compromising the ability of future generations to meet their own needs.”
 (UN World Commission on Environment and Development).
 The world we live in is our home and must be looked after. Gone are the days where nobody use to care about recycling and not having the vision for future. Now we realize that every action has a reaction and we have destroyed a lot of our resources and polluted our air and oceans. If the right action is not taken then not only we will be running short of raw materials but destroying our planet. So what can Asda and other supermarket do to consume now in a way that will preserve the world for future generations. 
Asda and other supermarkets use 58 billion pieces of plastic a year, according to Greenpeace. Asda alone uses 65,000 tonnes of plastic a year (BBC).
Competitive advantage can be achieved by knowing how to do things professionally and sustainably. These days Asda and other supermarkets not only serve local community, they provide food and services to towns, cities, countries and the globe. To do this they must not only come with innovative ideas and designs for their products but how to sustain the waste and reuse the packaging to reduce carbon emissions and save money in the long run. According to Lubit, R 2001 “New product innovation which serves the purpose of sustainability has become the key to competing successfully”. Asda and others must invest in research and development of their product and packaging so they can come up with ideas on how to come up with sustainability. “Walkers crisps” have come up with this unique vision to collect all the crisps packets from consumers and reuse it therefore sustaining and saving the planet from carbon emissions. According to BBC business 2020, Asda will soon be launching a “sustainability store” where shoppers can fill their own containers with food. Customers at this branch can fill their container with rice, pasta as well as Kellogg’s cereal and PG Tips. This sustainability store will open this year on May in Leeds. Asda also set their vision recently to reduce plastic by 15% by February next year (2021) as well as making all its own brand packaging fully recyclable by 2025. Grocery is the third largest business in UK behind housing and transport therefore must take responsible approach to sustainability and lowering its carbon emissions. By doing this they will win customers hearts and minds, because according to Kenning. P, (2014) When sustainable information is included in a product the consumers are willing to pay higher price, when sustainable information is missing customers are more likely to avoid those products. 
CRM (customer relationship management) 
What is CRM?
“CRM is a holistic process of acquiring, retaining and growing customers. It includes all in-line and off-line relationship management”. (Strauss et al. 2003). Gray and Byun interpreted CRM as strategic management, human resources management, marketing management, research management and sales management. It is customer centric, to doing business. 
Before understanding what, is CRM? In more detail, let’s see what experts think of this important concept. 
According to Bill Gates (who once was the richest person on the planet) , CRM is about gathering and managing information about your customer in a positive, professional and in clinical manner and utilising this information in the best possible way, will determine whether you win or lose. 
If Asda and other supermarket want to build a long-term relationship with customers, they must invest in more CRM technology along with research and development in the CRM sector. Today with the help of technology, we know more about a person than before. We know their occupation, habits, social life, married or single etc. Google knows more about us than our partners or parents. Because they know through their artificial intelligence (A I) what we search and buy online. Asda can take a big advantage in this age of technology and gain more and more knowledge about their millions of customers and utilise it for the betterment of sales and other opportunities. Tesco know what their customers buy through their club card and credit card. They send vouchers and bonus points according to customers buying habits through post. This is a clever way of building relationship with the customers. These days apps are very useful tool to continue engaging with the customers. You can be with your customer 24/7. According to White, A (2018), there is a big future opportunity in the “mobile app” to explore. Asda can invest in a mobile app for their customers, which will give them a big opportunity to interact with the customers and a potential of big boost in sales. We can see how apps helped Uber to grow their business very fast in the US. Recently “Uber” became a big player in the Taxi industry across the globe. It nearly became the biggest company in the world ahead of “Apple” (I phone). But lack of security checks on drivers and other errors didn’t help Uber to success. Another way CRM can be utilise and implemented is through a store card. Argos is a perfect example. They give their customer a store card and six months to pay it back interest free. The customers have the spending power with this card and spends it on goods according to their needs. Argos then uses the information which it collects through this store card and (A I) (artificial intelligence) and has a really good idea about the customers. From there on it knows the customers habits and needs, gives vouchers and other promotional offers.  This is how Argos uses CRM to build a long-term relationship with the customers.
QUALITY
What is quality?
“Quality is defined as the summation of the affective evaluations by each customer of each attitude object that creates customer satisfaction” (Angela, M). 
For Christiano Ronaldo (one of the best football player in the world) a Casio watch is probably cheap and nasty. But for a middle-class person Casio watch is quality. For an average person a 3 to 5-Star hotel is quality. But for the ruler of Dubai a 7-Star hotel is his standard of quality (Burj Al Arab in Dubai was the first 7 Star Hotel in the world). For Lewis Hamilton 6 times F1 world champion, an Audi or BMW is not enough, it has to be McLaren or Ferrari. So, quality depends on individuals needs and satisfaction. Every quality expert defines the term differently. Every organizations vision is to deliver top quality product and services to its customers. Recently a study has found that quality not only drives sales and profit, but it is good for sustainability as well. According to Aristotle “Quality is not an act, it is a habit”. When Samsung or Apple make a mobile phone or laptop, its quality at majority of the time because it is their habit of making quality products. However, there are eight dimensions of quality to maintain for a product to be classed as quality. 1) Performance- does the product or service does what it was made for? 2) Features- does the product or service have all the features for the purpose it was build for? 3) Reliability- will the product perform continuously within its specification? This is the most important dimension according to experts. 4) Conformance- does the product or service conform to the specification? If it was developed for performance, would it perform? If it was developed for a design specification, does it have all the features defined? 5) Durability- how long will the product last and in what condition? It’s like warranty. 6) Serviceability- is it easy to maintain and repair? 7) Aesthetics- the way a product looks are important. The aesthetic properties of a product contribute to an organizations or brand’s identity. 8) Perception- perception is reality. The product or service may be the best and even extra ordinary but still fails to convince customers and fall victim to negative public perceptions. For e.g. a good quality product may get the reputation for being low quality based on poor service by field technicians. If it’s not maintained properly or installed incorrectly and as a result it fails for the purpose it was build for, therefore quality is blamed rather than the quality of the service it receives. 
According to Deming there are some key quality issues to be followed. 
1) Quality leads to lower costs,
2) The boardroom has the ultimate responsibility for quality,
3) Products and services always can be improved,
4) Managers must have the vision to see problems beforehand (in advance),  
5) Must have a good long-term relationship with suppliers, 
6)  Prevention is better than cure.
What leads to poor quality?
Focusing on quick profit, rather than focusing on a long-term customer relationship and improvement on product or services.
Clamping down on cost but accepting high levels of waste
A negative attitude of “Take it or leave it”
Making employees work like robots
Competing on price rather than quality

T Q M (Total Quality Management)
TQM stands for-A continuous effort by the management team and the employees of an organization to ensure long-term customer loyalty and satisfaction. 
CRM and TQM are both customer centric. It links the quality and operation of the organization, also it links products and services to its stakeholders through continuous improvements. 
For continuous improvements and for operational excellence, there are many methods and theory an organization can use. Lean Manufacturing and Six Sigma has been positioned as best practices for organizations looking to improve on productivity. Lean Manufacturing main aim is to minimise waste and increase in the level of productivity. It always tries to achieve operational excellence by removing nonvalue adding waste. Six Sigma mainly focused mainly on quality. Overtime it is used for project-based improvement that can be used to address several issues in an organization. The two main aspect of Six Sigma is 1) statistical tool, 2) disciplined project management.
Asda can implement these two (Lean Manufacturing and Six Sigma) to lower its waste and improving productivity as well as profitability. E.g. reduce plastic packaging, use paper bags, invest in renewable energy etc. Asda can also look at statistics of customers, e.g. buying habits, statistic of best-selling goods, employees wellbeing and try to strive to achieve excellence in every field.

Conclusion
21st century belongs to those who have the vision to see the future by taking the right steps now. By implementing ethical behaviour to its core belief and not just thinking about short term profit. 21st century belong to those, who take sustainability seriously and look for innovative ideas to lower carbon emission’s and invest in latest technology and research and development. To build long term relationship with customers, Asda and others must learn new ways and new tools to have constant communication with customers and give them a different way of shopping experience. Quality and productivity must be looked at every time to look for improvement. There are always government rules and regulation coming out to target big companies on going green and focussing on environmentally friendly procedures. So, the million-dollar question is, Is Asda and other supermarkets ready to sacrifice their time and money for the betterment of everyone? and not just money and profit. 
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