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Executive Summary
The purpose of the report is to review the benefits of engaging in ethical trading and building sustainable resources to the customer relationship. The aim of the report is to analyse and understand the importance of using CRM within the working environment. The report also includes management models for businesses to identify how they can improve their daily operations.  
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Introduction
A report and presentation has been requested by the Marketing and Operations Directors of Asda. The completion date for the report is 20th March 2020. The function of the report is to review the benefits of engaging in ethical trading and building sustainable resources to the customer relationship. The report also includes the possible impact organisations quality systems may have on the customer relationship. Asda Stores Limited also known as Walmart was founded in 1949 as Associated Dairies & Farm Stores Limited, it was located in Leeds, West Yorkshire. In 1999 Asda joined the Walmart family, Walmart the American retail giant was the parent company as it took ownership for 6.7 billion. Asda continued to grow, and now is one of the biggest uk supermarket retailers. In 1989 Asda launched George clothing in over 560 stores and through its online website George.com. Asda offers a wide range of products including, fresh groceries, online shopping, George clothing, Asda mobile, petrol filling stations, Asda finance, Asda even have their own brand. 
Customer relationship management has been in use since the early 1990s, it is a core strategy that businesses use to engage with their customers experience. In today’s competitive retail market this strategic culture of CRM is designed to attract and keep customers by delivering and meeting customers expectations better than its competitors (Francis,2008). Understanding the relationship with customers is an important factor, as it is a mutual understanding and built around trust. Research shows one of the core attributes to deliver and maintain high quality relationships generally depends on trust and commitment. The fundamental reason for companies wanting to build relationships with customers is economic.The report will also review how Asda and other supermarkets investigate the customer experience based on CRM, Ethical and sustainability, and quality systems.  
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Findings
Customer Relationship Management (CRM)
One of the key marketing strategies used today by many organisations is through CRM, the CRM system allows businesses to obtain customer data information in order to engage with their customers.  CRM software records customer contact information such as email, telephone, website social media profile, and more. Many large organisations are now interested in building long term relationships with their customers, meeting customers needs is very important in order to focus on marketing strategies.  According to (Baldwin, 2017) Asda 's parent company Walmart is a big believer in using customer data information to improve the customer journey, Asda also takes data very seriously and this only happens because both the outgoing and incoming CEOs – Sean Clarke and Roger Burnley – are advocates of using data to drive change and improve customer experience. Asda engage with the customers through multiple channels such as email, social media, online chat, telephone, face to face and many more. The Objectives of CRM with Tesco is to build a continuous relationship with its customers, to achieve this objective Tesco sends the Club card account to over 10 million clients each quarter to reward the shopping experience and also send coupons and vouchers (Bose et al 2002). The Tesco club card scheme has had a positive result , with over 12 million of the customers in the CRM data. However at Aldi,one of their main business strategies to attract customers is selling top quality products at low prices, at Aldi success is to maintain relationships with its customers and suppliers (Hammond 2015). 
The IDIC model was developed by Don Peppers and Martha Rogers. The Peppers & Rogers is a management consulting firm who specialise in strategic planning, digital transformation and implementation management. The company  has been helping major global companies to focus on their clients and increase their value. This model suggests that companies should take four actions in order  to build, keep and retain long-term one-to-one relationships with customers. These four actions include Identity, Differentiate, interaction and customise. 
Both Asda and Tesco contain this model to interact with their customers. At Asda putting customers first has always been their business way of thinking, according to  Andy Murray, Asda’s chief customer officer asda is to become even more relevant when it comes to identifying customers needs. Asda offers a wide range of products across multiple categories to connect with the needs of their customers. Secondly Asda is looking to make the shopping experience at asda simpler and time saving, asda is also looking to increase customers' trust when it comes to shopping at an Asda store (Asda, 2018). Another model that businesses may follow when developing the CRM strategies is the CRM value chain model, the purpose of this model is that companies build a long term relationship with its customers. There are five key factors to this model where businesses need to implement them in order to be successful. These five supporting  conditions include culture and leadership, procurement processes, human resource management processes, IT/ data management processes and organisation design (Ninjaoutreach.com, 2019). Large or small organisations may include this model to communicate with its customers. For example, Asda and Tesco uses data management to interact with the customers.                                                        
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Ethics and Sustainability
[bookmark: _GoBack]Ethics in a working environment is very important, it involves a discipline that examines good or bad practices within the context of a moral duty, business ethics include practices and behaviors that are good or bad.  According to source Edie newsroom Asda became the very first supermarket in the uk to show its customers food waste savings in 2016. Asda works closely with the university of Leeds to reduce customer waste and help them to save money. Ethical foundation has become a very important factor for organisations in today's market as food waste is one of the biggest challenges of our time as it is bad for the environment we live in, economy and society as a whole.  Large organisations such as Asda and Tesco will have many different stakeholders as so many different people are part of the organisation. Stakeholders include Owners, Employees, customers, suppliers, creditors, competitors, pressure groups, local communities, and the government. The Chartered Institute of Marketing defines marketing as 'the management process responsible for identifying, anticipating and satisfying customer requirements profitably.' In recent years Asda colleagues have been working closely with the local community to raise money for charities. In this case study it shows how Asda working with the community has helped them improve as a company meeting its goals, purpose and values ( Business case studies, 2019).  Asda has a clear set of  goals for their internal stakeholders, the retailer does this through its mission statements. A mission statement is set out to be a long-term goal for many organisations. Asda 's mission is: 'to be Britain's best-value retailer exceeding customer needs always'. As well as having a mission statement, Asda has a statement of purpose. Asda believes this will help  stakeholders to understand why the business exists. When it comes to recruitment at Asda, new Asda colleagues are given a 25-hour induction programme called 'Best Welcome'. 
Asda 's purpose is 'To make goods and services more affordable for everyone'. The aim of Asda’s community programme is to meet its mission, purpose and values, it is an ongoing programme that is designed to help people, heath, education, community, and big events. For example, The Brake Walking Bus which is a road safety charity organisation that encourages children to walk to school safely and teaches them about road safety. ASDA helped this cause break a World Record when over 50,000 children took part in 2019. Asda colleagues are motivated and feel more  valued helping the local community. The workers at Asda also have set smart targets, this includes Specific, Measurable, Achievable, Realistic and Timely for community involvement. This is where Asda is different to other organisations, other companies may order the employees what to do however at Asda colleagues are free to decide the best way to meet these targets and also has the freedom to use the ideas for the benefit of the community. Aldi ‘s approach to responsibility is driven by five principles which includes the community, people, customers, suppliers, and the environment. Aldi believes building a culture of responsibility will keep the employees happy. In 2019 Aldi not only met the living wage but also increased wages for its shop floor staff (Aldi stores limited, 2020). Aldi also shares equal opportunity, gender pay where they are proud to pay women and men the same money for the same job role. The german based retailer also invested in training and recruitment. In 2018 Aldi held an amazing 1100 external training courses, 10,700 colleagues  had attended the training programme. The training programmes include on the job training,  professional, technical and interpersonal skills and career development. 
The United Nations world commission on environment and development defines sustainability  as the ability of society to “[meet] the needs of the present without compromising the ability of future generations to meet their own needs” (Stenzel, 2010). The aim of sustainability is to use natural resources less wastefully, sustainability is full of ethical components and has been described as standing on three pillars of society, ecology and economy. Or alternatively as grounded on the ‘’triple bottom line’’ people, planet, and profit (Thiele, 2003). According to (Worthington & Britton, 2003) sustainability is “An approach to economic growth and development which takes account of the social and environmental consequences.” At Asda sustainability is not just to protect the environment but also to save people money. Asda offers a wide range of sustainable products at an affordable price to make being green an achievable goal. As a company asda is focused on cutting down on unnecessary plastic, they are using less packaging and have removed 8000 tonnes of packaging since 2018. Asda ‘s aim is to reduce the amount of  plastic packaging by 15% and target it to be done by 2021 (Asda.com, 2020). According to the Guardian  Asda has closely worked with the supply chain to become even more environmentally friendly, in 2012 the company created an online tool the Sustain & Save Exchange (SSE) which has helped its suppliers reduce the environmental impact and become more efficient (Fox,2014). The Independent, the UK’’s largest digital news brand stated since February 2018, more than 6,500 tonnes of plastic has been cut from Asda’s very own brand. Asda has also been encouraging customers to bring their own refillable containers in order to make an effort to reduce non recyclable plastic, meanwhile Tesco has also urged its customers to become more eco- conscious and use their own refillable containers (Barr,2019). On the report of BBC News Asda is launching a new ‘’sustainability store’’ where shoppers can fill their own containers with food (Simpson,2020). The "sustainability store" will open in May at the Asda Middleton site in Leeds. The leading market retailers also includes the circular model-take make, recycle in its operation. Asda also plays the role of being socially and environmentally friendly, for example: 
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	Economic                                             Social                                         Environmental



	Waste
	Community work
	Waste

	Buy local
	Charity organisations
	Recycle

	Self service
	Sponsors
	Reduce packaging

	Trend
	Self service
	Increase efficient

	Smart prices
	Home delivery
	Home delivery 



 Asda is the latest major supermarket to launch an initiative to cut down on plastic packaging, as well as Asda, Waitrose has also introduced refills of wine, beer, cleaning materials and vegetables free from packaging. Asda had made significant contribution towards the communities which operates in: 
85 millions carrier bags removed, Awards planters_Resource Efficiency Champion Carbon footprint reduced by 12.5%, 99.7% of waste diverted from landfill saving £34 million, 225% increase in locally sourced produce since 2005, £48 million saved through energy efficiency activities, and 30% decrease in energy usage within existing stores since 2005 (BITC NI,2020).


Quality Systems
Total quality management is a continuous effort by the management as well as employees of a particular organization to ensure long term customer loyalty and customer satisfaction. “Quality is not an act, it is a habit” (Aristotle). TQM is a principle applied by businesses in order to focus on the quality of the organisation, its operation and most importantly its products and services. The TQM model 6C’s include commitment, culture, continuous improvement, cooperation, customer focus, and control. The 6C’s links to how Asda and other retailers run the daily operation. For example large organisations now use Feefo to collect customer feedback in order to improve its operation. At Asda their management team utilizes key performance indicators, this common tool is used to monitor the employee performance and development.
 An acceptable TQM process will build a good customer relationship management, both TQM and CRM are customer centric (Moodle, 2020). In 2016, supermarket chain Asda launched a cloud based quality management system (Lemmon,2016). The QMS system was developed by solutions for retail brands (S4RB), the system is designed to improve productivity where this will help Asda to monitor their quality of the products they sell and its performance. For example, this will give Asda a detailed search of the best sellers and it non selling products which they can then feed back to its suppliers for product improvements. Like many other organisations Asda has an employee voice system in place where every year employees have the freedom to express the feelings about the organisation. Analytics has been used in the retail market for many years and the reason for that is its a people business and people are your biggest cost (CIPD). UK based Asda implements the analytics strategy through its human resources department, the HR function is tailored to reflect on the individual needs of employees. Both Asda and Tesco are known for the brand, being a brand is a measure of quality and as many of the people know you can depend on companies like Asda and Tesco for better quality food. Tesco has many operations that serve the local community and are available at every corner of cities and towns under the brand name Metro and Express. 
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[bookmark: _t5nsh1enkpqe]Conclusion
The report concludes that customer experience based on ethical and sustainable resources shows how important this is for businesses looking to improve their operation. Customer relationship management is a core strategy that businesses use to engage with their customers' experience. It is critical for large organisations like Asda to utilize their CRM data, as they are more customer focused this will make it easier to build and maintain long term relationships with their clients. Customer engagement is very important for businesses in order to achieve their long term goals, this can  assist to build customer loyalty and brand awareness (Solomon, 2015). The fundamental reason for companies wanting to build relationships with customers is economic. It is vital for business to understand the importance of ethical and sustainability policies as bad publicity may have a bad impact on the business's reputation.  TQM is a principle applied by businesses in order to focus on the quality of the organisation, its operation and most importantly its products and services.  An acceptable TQM process will build a good customer relationship management, both TQM and CRM are customer centric.
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Recommendations

> CRM software will be a huge asset for businesses to engage with their customers. In today's competitive retail market  having the right  CRM system in place will attract and keep customers, this will make it easier for employees to  deliver and meet customers expectations better than its competitors. The benefits of having a good CRM system in place can help Asda identify their customer segments and overall  improve their customer service (Cope, 2017). CRM can be aligned with social media channels such as facebook, through the channels customers will be allowed to leave the feedback and also recommend customers. Using the online channels will also give assistance to track both new and existing customers.

> Ethical and sustainability policies are as important, ethical foundation has become a very important factor for organisations in today's market as food waste is one of the biggest challenges of our time as it is bad for the environment we live in, economy and society as a whole. It is recommended that business take extra care when dealing with the environment as they can have an impact on it, it is vital for business to understand the importance of ethical and sustainability policies, as bad publicity may have a bad impact on the business's reputation.

>  The aim of sustainability is to use natural resources less wastefully, from a business point of view sustainability is one of the biggest challenges as it becomes increasingly demanding by the government, employees, stakeholders, and the society as a whole. It is therefore recommended that businesses adopt new regulations and become socially and environmentally friendly that will not just improve the organisation but also the environment. 
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