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The report identifies critical understanding of the quality process in the workplace and analyses customer experience. Asda benefits and challenges into a wide variety of academic quality models and theories supported by organisation examples the report demonstrates knowledge and understanding of benefits and challenges for customer relations management, ethics and sustainability and quality. 
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[bookmark: _Toc35554832]Introduction
Lecturer Christian Felice has requested the report and Maria Heffernan at The University of Wales Trinity Saint David the purpose of this report is to critically appraise Asda concerning its CRM, ethics, sustainability and quality policies and operations. The report is due on 27th March 2020.
Methods used to create the report are library books, articles and newspaper utilising models, theories associated with ethics and sustainability, quality and customer relationship management and critically analysis of, synthesis of information from researching academic methods and drawing appropriate conclusion and recommendations 
Today Asda faces similar challenges to many other supermarkets. The trading environment is very different from the one Asda established itself. However, now due to internal and external challenges Asda may not face secure trading in the future; therefore, the parent company Walmart has requested a report from the management team.

[bookmark: _Toc35554833]Findings
[bookmark: _Toc35554834]Customer relation management 
Customer relationship management (CRM) is a business strategy to select and manage customers and follow a plan and process acquiring, retaining and partnering through Information Technology system and software design to achieve long term relationship with customers. According to Maklan (2019), Customer relation management involves a focus on the customer, concerned of active management. Continuous Relationship Marketing, Customer Relationship Marketing is all the same. Chalmeta (2006) states the right technology and improving the business process is associated with managing customer relations with its customer base.
Asda is one of the largest retailers in the UK and has been the largest subsidiary of Walmart family company; it has 560 stores across the UK and has 800,000 colleagues. Asda sells a variety of products and services; Asda offers services online. Through the mobile app every possible channel that matter, this allows Asda to keep up with growing legislation and industry best practise. Asda builds profitable customer relationship with in-store and online; however, with the increasing level of competition around the world and changes in the way customer shop. Asda will need to provide customers with all level of store from in-store to online. Coltman (2011) states CRM is a limited planning focus concerning CRM. Finnegram & Currie (2010) suggest there is a lack of clarity of organisational goals for CRM acceptance, Asda will need to accommodate customers, managing details about individual customer and operating customer touchpoints so that it can maximise customer loyalty. (Marketline,2020) Asda uses its data about the past transactions and interactions as a corporate memory and well as data collected through their chat and online website. Helps them to recognise which are their potential buyers and what product is going to be sold,  customer relationship management tell the company which customers are satisfied customers are likely to come back and stay loyal. Feng(2012) suggested organisational culture plays a big part in the system adoption. Asda customers utilise technology into their day to day life through the app and their laptops and delivery orders. Tesco supermarket offers grocery items and also banking products and also builds customer relationships through many levels some which are the same as Asda. Tesco has handed out millions of Clubcard loyalty club card, which it uses to collect and analyse data on the shopping habits of the right proportion of the UK population. Improves data knowledge for the organisation, and Tesco can see who are their customer base and how they utilise their services. CRM is a strategy to analyse customer profile to detect their needs and achieve profitability. Customer is looking for bargains, customer satisfaction, better service and new product and from different channels, this forces Asda to look for new ways to satisfy their customers.

Asda refocuses on price and customer experience as it has recently failed to merge with Sainsbury. Hammetts (2019) states no change in strategy going forward Asda will focus on ‘winning on price, delivering consistent customer experience and driving growth with customer care’. The procedure will be a focus on short term growth in the medium-term, sustainability in the long term. Asda will priorities and focus on what will make a difference to the customer versus what will not. Asda is arguably stronger than Sainsbury; research suggests Asda ranks 3rd place whereas Sainsbury is 7th Asda will focus on price position and invest in technology to provide consistent and focus on ‘customer experience ‘and hassle-free shopping’. Sainsbury will focus on restabilising themselves. Brochett (2011) states cooperation’s place either more or less emphasis on the long term than short term Paine (2004)focus more or less on the ethical ground of the decisions. 
[bookmark: _Toc35554835]Fig 2 porters (1980) Generic Strategic framework 
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Porters (1980) generic strategy focuses on cost leadership, focus on a few target market and differentiation instead to stuck in the middle is a loss of customer satisfaction trust and loyalty. The aim of the business should set out the mission statement, which is going to achieve. Asda’s mission statement is to be Britain’s best value retailer exceeding customers relationship. Asda purpose is to make goods and services more affordable for everyone.
The model could be adopted which will help the business grow these can be adapted which will be helpful to understand and evaluate the company, Porter(1980) insists the successful firm can only compete with one generic strategy. 
The theory consists of three primary strategies (cost leadership, differentiation and focus) cost leadership focuses on the strategy lowest cost, which is similar to Asda as they provide affordable prices to everyone. The differentiation aspect the uniqueness, Asda’s retail sector offer which the product service the image they represent and the focus aspect follows the concentration on a particular buyer. Currently, Asda focuses the company on family, all groups of people to support the business. Allowing a focus strategy with customer focus and affordability process can target one particular market the model allows the business to focus on the need and look at the future to support.
[bookmark: _Toc35554836]Ethics and Sustainability

Business ethics are principles that guide the way business behaves, the same principle that determines an individual action also apply to business, acting ethical way involves distinguishing between right or wrong and then making the right choice. Drucker (1988) states “so we must think through what management should be accountable for; and how and through who its accountability can discharge. The stockholder’s interest, both short term and long term, is one of the areas. But it is only one.”
[bookmark: _Toc35554837]Fig 2 the pyramid of cooperate responsibility (Carroll, 1991)
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The pyramid cooperate social responsibility the four components of CSR with the basic building block, which is economic performance, secondly to obey the law, legal obligations and to be ethical fair and avoid harm for others. Including employees, customers and lastly responsibilities improve community and improve quality of life.
[bookmark: _Toc35554838]Fig 3 Making ethical Judgements 
[image: ]
Asda and Tesco must comply with laws and regulation and face many trends. Recently’ Brexit’ has a significant impact on the retailer, economy which has slow down and consumer spending and was at the lowest level. Asda policy on ethical policy to ensure the customer is satisfied with their product and services, Asda must follow the laws employment law, data protection for customers and provide customer and are happy. Acting ethical way involves distinguishing between right and wrong and then making the right choice. Jones (2003) suggested business ethics far more than what it delivers; business ethics often caught two conception.
On the other hand, it can be assuring and satisfying set of ideas and reminders, most people agree that matter such as bribery, pollution and child labour raise ethical issues, which can lead to a non-consequentialism and consequentialism act.  Non-Consequentialism, a type of normative ethical theory that denies that the rightness or wrongness of our conduct is determined solely by the goodness or badness of the consequences of our acts. Consequentialism, whether an act is right or wrong depends only on the results of that action. The more good consequences an act produces, the better or more right the act. It gives us this guidance when faced with a moral dilemma: A person should choose the action that maximises functional consequences. Many organisation including Asda will try and follow this process as it seems that supports non -consequelism process, business ethics are values and principles held by those that run the business ethics helps to shape the actions of a business and the decision it makes. Ethical principle should go beyond the legal requirement.
Asda key issues include:
· Fairtrade -offering a fair price
· Environment -using resources while minimising waste
· Not misleading customer 
· Providing customer with what is right and useful to them 

Asda follows relevant codes of practice that covers sectors of the business. Asda and Tesco follow the same principle they do include voluntary codes of best practice that include these are drawn up in consultation with the governments, employees, local communities and other stakeholders.Research suggested several ethic issues and had been marked down in rating system including environmental reporting, resources, human rights and equal right selling palm oil, women and men not being paid equally, which was unfair as animal rights and equal right law. on the other hand, Asda has played an active part in recycling for the environment and supporting local communities and local produce it has set up community programmes with employees to raise funds. (Worthing and Britton 2003) sustainability is an approach to economic growth which takes into account social and environmental consequence.

[bookmark: _Toc35554839]Triple bottom line designed by Elkington (1994)
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Triple bottom line designed by Elkington describe 3p formulation people, planet and profits a balancing act for companies. Asda is contributing a significant impact removing the plastic and to recycle and to remove waste, energy cuts and to reduce carbon footprint their commitment is to make a difference to the customer, employees and other stakeholders reports suggest 50% reduction in food waste, 38% reduced carbon footprint 85 million carrier bags removed. 

Tesco removes 67million pieces of plastic and food waste, therefore, cooperate ethic and social responsibility has become a hot topic for almost every business, looking at ways to profit by serving the best long term interests of their customers and communities. Co-op are practising ‘caring capitalism ‘setting themselves apart by being civil minded and responsible. Asda has super Market across the UK. The products sold in the shop are influenced by the characters of the local area, e.g. wealth level, ethnic diversity, local industries. Will have an impact on what is available, and these products will often be sourced from the local area. Companies will find it difficult to sustain more for less and facing competition, most supermarkets improving to attract right store environment and higher quality food offering such as instore, bakeries, deli counter, fresh meat and seafood, retailers incorporating online retail along their high street presence. High sustainability to be a long-term strategy and appears to be related to key stakeholders such as employees customers, suppliers and also non- financial such environment and social.
[bookmark: _Toc35554840]Total quality management TQM
[bookmark: _GoBack]In the modern world, companies are facing increased competition lean, and six sigma approach to business process improvement helps distinguish themselves from competition by manufacturing product with less waste and at a lower cost. (costa, 2018)six sigma and lean management are recognised most popular continuous improvement initiatives and companies are using widely. The six sigma uses DMAIC(define, measure, analyse, improve and control)framework and lean uses tools and techniques 5s (sort, set in order, shine, standardise, sustain) using these tools and techniques can improve business processes. Lean and six sigma increase revenues and reduce cost; both tools look at techniques, fundamental metrics, potential savings and reason for potential failures. There are some barriers for lean and six sigma for a supermarket, e.g. lack of information sharing or communication with stakeholders, lack of top management commitment and support and lack of training poor facility for planning and layout. World class best practice are (minimum inventories, high products small continuous improvement).(Raj,2010) states enable reduction of waste and maximising efficiency.
Total quality management has grown established field in research usually worked on larges business. Still, very little on small business, the potential investigate weaknesses which could be improved in the future, critical factors need to be measured before they become crucial for the business “quality is not an act it a habit” states (Artistotle,1969)the eight dimensions of quality are performing, features, reliability, conformance, durability, serviceability, aesthetic and perceived quality. Eight quality issues are quality leads to lower costs and inspection is too late, the boardroom has ultimate responsibility for quality the system process causes most defects is optimised, it can always be improved, fear degrades processes – provide job security managers must do more than respond to system failure, build long term relationships with a trusted supplier, prevention of variation and failure is the crucial TQM stresses on the maintenance of quality at every stage, through employee empowerment and ultimately aims at customer satisfaction. CRM is concerned with customer satisfaction through customer contact and value proposition. Both TQM & CRM are customer-centric


[bookmark: _Toc35554841]Conclusion
Research suggests Asda and other organisation need to provide all access to the customer through the CRM approach with utilising all software’s online and through their websites to be able to engage and find out what their customer is looking to do. We are living in the 21st century and all systems through online, data, and this is the way the market is going forward this will support customer base and what data they could get to perform better. The company marketing strategy is outlining how the company will serve and how to create value for customers. The process will build a customer relationship by transforming the marketing strategy into action. All the above models support to understand what the business needs and what steps they need to make a profit. Total quality management, Both fig 5 lean and fig 6 six sigma are key business strategies,  Asda to enhance their performance, and the models combine strategies offering practising production, process, manufacturing, this strategic performance builds increasing product efficiency and output, this provides critical impact data for managers to adapt to the model in a wide range of manufacturing organisations. Lean and six sigma to provide guidance and support toward increasing the development in the attempt to move world-class production.
Asda to analyse and plan effectively top deliver on its values it will need to create the right product and decide how much to charge and how to target consumer then it must communicate with the customer about the offer and persuade them of its value. However, we know that Asda have already set these guidelines their mission statement and customer-based values, Six Sigma and lean prove how business inspired by specific approach, strategies followed by Asda to create the perfect profitable business even through ups and downs they have mange to pull through with ethical issues which included selling palm oil, legal proceeding with equal rights and Brexit and still manage to survive with their CRM approach and their sustainability contribution has been tremendous is supporting local community and environment they could look at using loyalty card to understand better customer needs and look at there competitors. Tesco has made this approach, Tesco with the ethics they will need to look to build on how to support employees, customer and management of business also laws and abiding rule to become the number one retailers.
[bookmark: _Toc35554842]Recommendations

The business is surviving with its current CRM process they could look at evolving it possible build a better rapport with customer and employees, the existing method for sustainability has scored a few points and supporting local community and programmes which involve supporting a charity which and environmental aspect has bought a positive outlook to the business. To enhance the business, Asda could look to have a loyalty card to collect data from the customer. Top management could bring in the process for lean and six sigma process.
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