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[bookmark: _Toc34163286]Executive summary 
In the United Kingdom, ASDA is one of the biggest supermarket chains. The business procedures are with all the accessories like from starting with foods then lifestyle, merchandise, etc. It’s a British supermarket retailer. In 1949, the ASDA company was first found. The first turn overcomes for this company during the 1970s where ASDA was rapidly expanding through its open layout stores in every edge and out of the town locations. With around having 30 stores on the north side of England, they put their first pedal for the expedition of their business to the zenith.  ASDA companies headquarter is situated in Yorkshire of London. ASDA is in second place if it is talked about the affairs of market share in the UK. The biggest news that changed ASDA that is when it was purchased by Walmart during late 1999. There is a lot of competitor of ASDA and Tesco is one of the best competitors for ASDA in the case of the retails sector in the UK.
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ASDA does its business with foods, clothing, lifestyle and lots more. Its one of the biggest retails super shops in the UK. ASDA’s mission is to be the best value retailer in the UK through satisfying customer needs every day. ASDA does make their profit by fixing the minimum rate to their products and thus, their purpose is simple to save an individual’s money every day. The nicest thing for ASDA is that they put their customer at the heart of their business and they always put consumer choice at first. Their target is to attract more active customers to them where customers can get better products at much less price. The customer also plays an important role to make an impact on the selling issue of ASDA. This report is about the ASDA supermarket chain and the report is going to be based on the benefits of engaging ethical trading in the result of their business and building a sustainable relationship with the actual and potential customers. The aim of the report is this and hopefully, it will be gained at the end of this report (Jones, 2011).

[bookmark: _Toc34163288]Task 1: 
Ethical policy means about the guidelines of a company which is mandatory to follow to do the right thing always and walk in good behavior of high standards (Reinartz and Venkatesan, 2017). If a business having a good ethical policy then it can turn out the business in a good culture based on trust and transparency (Kenyon and Vakola, 2017). In doing business ethics are so much vital and it helps a business to keep a great reputation with avoiding the financial and also legal issues. Ethical policy or ethically doing an act is always appreciated by the management, employees and also customers.   
a) Ethical comparison for customer experience 
As we discussed earlier that ASDA’s parent company is Walmart. Their research works have gone through several ethical issues with ASDA and their parent company Walmart. ASDA always keep walks on their ethical procedure (Reinartz and Venkatesan, 2017). The company recently marked down many burning issues such as climate change, environmental reporting, habituates and resources, toxic and pollution to the environment. They also make sure about animal rights and controversial technologies and political activities (Kenyon and Vakola, 2017). The customer experience from ASDA that is ASDA always provides fresh foods and with a reasonable price that helps the customer to get their necessary stuffs from ASDA. ASDA also looks up the burning issue of deforestation too and making a plan to reduce the ration of it (Hite et al., 2018).
In 2020 both Walmart and ASDA have a target to make products from timber and want to do zero net deforestation (Reinartz and Venkatesan, 2017). ASDA is the eco-friendliest around the many retail’ shops in the UK and their costing is much less than Tesco and Waitrose. ASDA supermarket is dependent on the industrial farms which produce huge quantities of foods that will be required by supermarkets like Tesco, Morrison (Kenyon and Vakola, 2017). ASDA likes to deliver more organic and fresh products than Tesco and Morrison. Moreover, ASDA is more eco-friendly than the two mighty markets Tesco and Morison. Tesco currently quite backward in the terms of ethical. In between 2018/19, Tesco is caught for using salve labor following three years of the police investigation (Reinartz and Venkatesan, 2017). Moreover, the Tesco company had no policy regarding conflict minerals in 2019 in their range of own-brand electronics where on the other hand, ASDA has that. Tesco doesn’t maintain an ethical policy regarding paying tax and political issues (Reinartz and Venkatesan, 2017). Tesco plays a lot of acts to avoid tax and people recommended negatively towards their business. Among many British supermarkets, Tesco is number one who throws most trash and they are not concerned with the environmental condition and animal rights (Kenyon and Vakola, 2017). ASDA is at least much more ethical then Tesco and other supermarkets like Morison and Waitress.  A lot of foods are thrown at the end of the day. But ASDA does something different. ASDA so far managed to provide around two million meals for people who are in the need of hunger. They need support to supply up to six million more meals and they are searching for various organizations that will do these kinds of works (Bird and Hughes, 2017).
ASDA provides its customers with concentrated supermarket service. So the fragmentation in grocery shopping has been reduced. Customers spend their money in one place where they can find all the products in the same place which is no doubt convenient. One-third of the total expenditure on grocery shopping spends in ASDA (Strong, 2019). Moreover, people are adopting the habit of organic and vegetarian food habit so the processed food consumption and production has been reduced which also reduces the number of plastic products. The local manufacturers are also benefited from this (Godfrey and Kenett, 2018).
b) The customer experience of Sustainability of ASDA
To go with the flow and win the competition against a competitive competitor’s sustainability is the key thing that can achieve it. Sustainability means the processor state which can be maintained at a certain level (Kenyon and Vakola, 2017).  Another means of sustainability is to meet the needs of the present matters without compromising future generations' needs. ASDA always looks forward to making a better planet. ASDA protects and conserves the world through sustainable practices and taking many sustainable initiatives (Reinartz and Venkatesan, 2017). ASDA already takes many initiatives like reducing packaging and plastic bags. They removed where it is unnecessary of plastic bags. Besides, they are up to recycle the content as much as it can. Several single-use carrier bags are removed through their features of online grocery delivery and collection orders. They are looking forward to recycled around 30% content across all their brand plastic packaging by 2020 and this is the first initiative is taken by the ASDA than their competitive competitors (Bobe and Dragomir, 2018).
ASDA also up to make sure they are reducing food waste by approximately 20% by 2025. ASDA recently achieved a milestone that is they had removed around 6,500t of plastics from their brand packaging (Kenyon and Vakola, 2017). The fashion counterpart ASDA George has committed to selling the products which are recycled from plastic bottles and clothing. The competitors Morrisons and Sainsbury’s has taken many initiatives but didn’t create any milestone like ASDA. People's expectations are getting high towards ASDA. People become to believe more in ASDA and get their necessary kinds of stuff from ASDA (Strong, 2019).
Customers can have superior service experience from ASDA. It is convenient and saves time. At the same time, the suppliers can also provide their products at a specific place and compare among them. As most of the products in ASDA is organic, it causes no harm to the environment. All the laws and regulations are maintained according to books (Reinartz and Venkatesan, 2017). So, the environmentalists are also satisfied. As many supermarkets are providing similar service to its customers, ASDA has many competitors. But ASDA keeps a close outlook toward its competitors and performs in the market considering the positions of its competitors. Last but not the least, the employees of ASDA (Kenyon and Vakola, 2017). ASDA is dependent on its employees for being a service-oriented business. To ensure business growth, ASDA has to ensure that its employees are treated well. ASDA foes that task perfectly as the customers of ASDA are completely satisfied with the behavior of the employees of ASDA which is clear from their after service reviews (Tsutsui, 2018).


[bookmark: _Toc34163289]Task 2: 
The methodology adopted by companies to maintain a sustainable relationship with its regular and future customers in a way that will add value to the company is known as customer relationship management or CRM (Reinartz and Venkatesan, 2017). CRM uses the historic data regarding the customers both potential and current to help improve the existing relationship of the company with its customers by improving the quality of its services or products. There are some theories and models that companies adopt for this purpose. Three project management specialists Joesph Juran, Edwards Deming, and Phillip B. Crosby has some theories that are used by ASDA (Hassan and Parves, 2017).
Joesph Juran theory
Joseph Juran was a pioneer in the study of quality control. His theory affected quality control in the business. ASDA should maintain its quality control regarding increase customer relationship management (Godfrey, 2018). Juran’s management t theory is to make sure quality is under control, quality planning and quality improvement. ASDA is providing the best quality products to their customer but according to implementing this theory, it will help to become more emphasis on the quality planning and quality improvements of the products. Then this theory also states that first of all customers must be identified first (Hassan and Parves, 2017). Customers' needs should be identified and work should be done to meet those needs. ASDA should start working on those needs of customers. It will increase customer relationship management. The quality measurement should be done properly and it should be organized to meet the process of work more consistently (Reinartz and Venkatesan, 2017). Juran’s theory also states that the top-level authority must be well informed about the facts and must be sincere in case of commit to the quality of the ASDA business proving products. Otherwise, without this effort, all the efforts will go in vain. The ASDA by applying this theory the quality improvement scope can be fulfilled. That will fill the leakage of the business and will help to run the business more flexibly and successfully (Godfrey, 2018).
W. Edwards Deming
By embracing certain principles of the management, it will be very useful for the organizations to improve the quality of the product and also will reduce the cost and it was opined by Deming. The result of the reduction of costs would also include the reduction of waste, it will enhance customer loyalty and will also reduce the turnover of staff attrition (Hassan and Parves, 2017). If these theories apply to the ASDA then many sectors of ASDA will be filled up and the result will be favorable too. The key factor of this theory that the gentleman stated that is to practice constantly will snatch the improvement and about the manufacturing process as a seamless whole which will be a system made up of some parts that are called incongruent (Godfrey, 2018). Deming also stated that if the organization focuses on primary costs than ultimately the cost will rise but the quality of the products will be dropped. That all the things should be applied correctly to the ASDA. Another thing is the Deming cycle which many people acknowledge as Shewhart Cycle (Hassan and Parves, 2017). Often its also called PDCA. The steps of the cycle are to plan, do, check and act or adjust. According to this theory, ASDA should do a design upon consumer research methodology which will inform the business process components a lot. The second thing ASDA should do that implements the design plan according to the measurement of its performance. The thirds thing ASDA should do according to the Deming cycle that checks the measurement at first properly and let know to the decision-makers about findings from that. Last work which acts or adjust (Godfrey, 2018). ASDA should draw changes which are needed to be made and implement to the point. Doing these kinds of stuff will automatically enhance customer relationship management. About the quality, it will only boost up the quality and there will be no tension regarding going down the product quality (Tsutsui, 2018).

Phillip B. Crosby
Crosby’s principle is doing it right for the first time and his answer was regarding the quality crisis. Moreover, he defined quality as full and perfect conformance according to the customers' requirements. The essence of his philosophy which is called the absolute of quality management and basic elements of improvement (Godfrey and Kenett, 2018). By acknowledging this theory, it can be gained that is the definition of quality which must be conformance to the requirements of the customers in case of build-up customer relationships. The next absolute is the prevention of the quality system and third absolute refers to the performance which will be zero defects (Godfrey, 2018). The final and last absolute is the measurement of the quality is the price of non-conformance. This should be acknowledged by the ASDA and it should be applicable in the applicable sectors of their business. 
Along with the CRM theories provided by the Specialists, ASDA uses some CRM models such as IDIC, CQI, Value Chain model and Benchmarking.
IDIC Model
This model works by identifying, differentiating, interacting and customizing products and services of the company (King and Burgess, 2018). ASDA first identifies the customer needs of its customers but they try to provide the service differently to modify their quality (Godfrey, 2018). After differentiation, ASDA communicates with its customers and improvises their service or products by individual customer's customization demand.
Value Chain model
When the firm wants to improve its quality by adopting new strategies value chain model is used. ASDA uses this model to maintain the flow of the company's' operation and day to day activities. Through this model, the work responsibility of different departments is aligned and tracked (King and Burgess, 2018). The collaboration among the primary and the supporting departments such as the inventory department and the IT department can decide when to interact and whom to report for any disruption can be defined clearly by the value chain model (Godfrey and Kenett, 2018).
CQI Model
CQI stands for continuous quality improvement. ASDA has the moto of grabbing the market with superior product and service quality so that it can make its position stronger with the current and rising market (Hassan and Parves, 2017). CQI model helps ASDA to keep track of its current performance. As soon it gets any customer feedback, ASDA uses that feedback as suggestions from the customers and implements that feedback immediately to ensure that the next time that customers visits may get the service or product they are looking for (Godfrey and Kenett, 2018). In this manner, ASDA remains a step ahead of its competitors.
Benchmarking
To evaluate a company's position after implementing new strategies, it needs to judge if the situation has improved or not. In that case, firms use benchmarking methods to understand their improvement (Hassan and Parves, 2017). ASDA compares its periodic performance with the latest performance to know whether it has improved or not by its sales, gross profit, and market share volume. By the growth in sales volume, ASDA knows that the customers are purchasing more and the potential number of customers have increased. So, the business is improving. Along with its benchmark, ASDA keeps track of its competitors and their position in the market to set its next benchmark (Godfrey and Kenett, 2018).
To gain more relationships with customers some approaches can be followed by the ASDA such as understand the core shoppers (Hassan and Parves, 2017). That will develop the core store preposition to maximum effect. ASDA should provide more positive effective, efficient and consistent service across to all the customers in case of build customer relationships in a seamless way (Crosby, 2019).



[bookmark: _Toc34163290]Task 3: 
As it is acknowledged about the ethical policy and sustainability policy that is strictly maintained by the ASDA. Through their ethical business policy and sustainability, they are moving to capture more customers’ day by day (Hassan and Parves, 2017). Capturing customers and enhancing customer relationship management through ASDA’s ethical business policy and sustainability. As it is acknowledged that ASDA provides fresher and more authentic products. They do not play with the quality of their customer's necessary things (Crosby, 2019). That’s why through their ethical procedure they have come a long way that makes an impact in increasing customer relationship management. Moreover, with their quality products and services engage people and capture the market so easily. That doesn’t build in a day. It takes a long way and ASDA has gone through a long procedure to come to this stage and become a top retailer super shop (Hassan and Parves, 2017).
ASDA thinks about the environment and animals’ rights. They focus on these two matters especially more than any other competitors (Lucia and Flavia,2017). That’s why day by day they are grabbing the customer attraction and have created a brand that is credible to the customers. Furthermore, ASDA is eco-friendlier than Tesco, Morisson and Waitress big super shops (Crosby, 2019). They focus on the reduction of deforestation and make their products supply to their valuable customers they are using timber. As these are creating a great impact on the quality of CRM. Another thing is that the sustainability of the ASDA (Lucia and Flavia,2017). ASDA works in so many scopes to reduce the use of plastic and they pay attention to recycle content. As these indicates that ASDA thinks of the earth and also about the future generation (Crosby, 2019). They are saving this earth through their little efforts but these efforts are impacting at a great power to build up beautiful green earth once again. Tesco, Morison these companies used to throw away foods into the trash a lot and they have so many histories regarding these. But ASDA is quite different from those issues. They are doing vice versa things regarding that issue which creates a great impact on people's minds. It indicates the people to choose the best retails shop among the best ones (Lucia and Flavia,2017).

CRM has mainly emerged only when it increases the demand from the customer in terms of quality goods and services. These quality goods and services can be offered by various industries. ASDA and many more super shops' business successes largely depend on the relationship with the customers to their company’s (Crosby, 2019). In recent days it is heard that CRM is the key success in the era of modern business. The super shop like ASDA should come forward more to offer a better experience in terms of spreading. Like ASDA, a lot of super shops are focusing on CRM a lot. To get CRM, the main reason behind these is economic factors (Lucia and Flavia,2017). This is the crucial reason behind this and there are more reasons like intense competition with Tesco, Morrison, etc. For beating them and left them behind, it is necessary to get CRM as fast as possible for ASDA (Kenyon and Vakola, 2017).

CRM can be the alternative of efficient selling and retaining existing customers too. Retaining old customers or existing customers is a very core part of any kind of business. If the existing customers are satisfied then they will bring more customers to the business (Crosby, 2019). Moreover, acquiring new customers is much more expensive than retaining the old customer. Increasing the majority of retaining existing customers can turn the number into a huge amount and that will bring success once again to any kind of business. The implementation and adaption of CRM are much more necessary for ASDA and they are still doing with their ethical and sustainability policy. It is providing a great impact on the improvement of customer relationship management (Kenyon and Vakola, 2017). Customer relationship management can help in identifying a group of customers and that will spend the resources of an organization to develop a strategic relationship with the customers too (Crosby, 2019). ASDA should keep its potential on social media and the internet too. That will be much more helpful to the customers. Once the customer believes if he or she is recognized and value is created for him or her then he or she will prefer that company to purchase or engage in it. Also, they will recommend others to involve in that organization too (Kenyon and Vakola, 2017).


Recommendation
ASDA is doing great till now but the market is full of competitors. Still, Tesco is above ASDA in terms of business and CRM too. Tesco and other retail super shops are giving much more emphasis on the internet. It will be great if ASDA should make another solid step by capturing social media or internet people and make them engage with ASDA. ASDA should not go away with their exceptional ethical and sustainability policy. They should do every single thing and implement strategies with a touch of their ethical and sustainability policy power. That’s the thing customer belief much ASDA and that will encourage others to involve with ASDA.


[bookmark: _Toc34163292]Conclusion: 
This report showcases all the matters which are mandatory to make the answers come. The aim of the report may be achieved by hitting all the relevant answers to the tasks. ASDA is doing fine and what are the approaches should be taken urgently that all the matters are being described very well. Many theories and models are being also discussed and those which are applicable and if those are applied in that specific scopes then it will create a change-maker move of ASDA following their business, quality and in the improvement on the customer relationship management too.
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