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[bookmark: _Toc34402418]Introduction 
Customer relationship management of an organisation dealt with customer satisfaction, customer retention, customer engagement etc. and for having better success in those area there has the need of ensuring not only products and services quality but also ethical and sustainable business policy (Campbell, 2003). The purpose of this assignment is describing about ethical and sustainable policy undertaken by several supermarkets including Asda, then making critical analysis several quality models and theories like QMS, TQM to improve organisation quality for better customers experience and at last finding out the impacts of ethical and sustainable policy of Asda over its customer relationship management quality. Asda is a British supermarket retailer which is established in 1949 and the company has about 631 stores which have grocery, general, merchandise products and supplying several financial services. 
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Customer relationship is maintaining a connection with the customers for a long term basis as well as an ongoing process through marketing communication, sales support, technical assistance and after sales services to the customers with the purpose of ensuring more sales through keeping them attached with the organisation (Chen, and Popovich, 2003). Customer relationship varies according to the customer experience with any organisation and good experience of the customers leads to good relationship while bad experiences leads to lower satisfaction of the customers as well as lower connection.
As customers are very aware now about ethics and sustainability of super market retailers, Asda, Tesco, Morrisons and that type of other supermarket retailers are getting more focused about providing better experience of the customers with them through maintaining ethics and sustainability in their business activities and customers services. 
Supermarkets are providing better customers experience trough following two vital policies like ethical policy and sustainability policy. 
Below some of the activities of supermarkets like Asda under those policies have been investigated in the below. 
Ethical policy and sustainable policy 
Healthy food is the concern of the customers of supermarket at this moment of  time where people expect to have organic and healthy food from the supermarkets but it has been observed from several supermarkets of UK that they didn’t serve organic food but they presented those in front of the customers as organic food by their strong marketing and supply chain. Asda is serving organic food for its customers through direct collection from the root suppliers of the foods, although customers experience isn’t so good from foods at Asda in the question of organic source because Asda has been accused that they served before low quality food with higher price in several areas of them. On the other hand, unhealthy foods are cheaper in the markets than the healthy food which indirectly contributes in creating unhealthy food plan of the people and this is unethical. According to a recent report of Food Foundation it has been found that about 46% advertisements of supermarkets goes on confectionary, snacks, soft drinks and sweet while only 2.5% goes on fruit and vegetables (Ethical Consumer, 2020). 
Supermarkets of UK are facing also bad customer experience which is a challenge for them which is emerged as the supermarkets are accused of price manipulation that means same products they served in different prices in different area which make the customers dissatisfied in the context of ethics.
Customers like to make rating over the ethical and sustainable policy of the supermarkets through some points including – 
· Environment 
· Human rights 
· Animal rights 
· Politics 
· Product sustainability etc. 
And based on these points and ethical and sustainable policy of the supermarkets are defined by the customers which lead to the variation of customers experience about the suppliers of retail products. 
Environment: Asda has good rating over palm oil sourcing, and the company has targets of deforestation of their products by 2020 which will be an effective policy for recovering their image into a good position among the customers as if they can get good customers experience. Timber sourcing policy of supermarkets must be reformed to protect the environment from any kinds of upcoming danger of the nature for that they have to lessen their timber products. Green shopping is one of key trend which emerged among the customers and thats why supermarkets are giving more focus on green shopping which means avoiding plastic products and starting providing environment worthy shopping bag instead of plastic bag (Seyfang, 2004). Green shopping becomes one of the key demands of the customers as they are being more concerned about environment welfare and as a result supermarkets like Tesco, Asda, Sainsbury’s started avoiding plastic in product packaging and in shopping bag providing as it is necessary for giving customers an environment worthy experience of shopping. Customers in this time are very concerned about genetically modified foods as it has been proved from experiments that GM foods harm health and it is threatening for environment, so Asda must get committed to the customers about avoiding genetically modified foods. Asda is going to establish sustainable stores with refill points and bottle recycling with the avoidance of plastic and environment unworthy packaging. 

Animals: Supermarkets sell foods originated from several animals and even they sell direct meat and dairy, but the fact is that customers want organic and labeled meat and dairy as if they can be assured about the protection of animals (Seyfang, 2004). As a result, now customers go and seek for authenticity and label of meats and other animal related products. Hence Asda makes focus on ensuring proper label of meats and the company is working for collecting from the suppliers who take good care of the animals. Asda must develop clear animal testing policy otherwise they will get lower rating on online sites from ethical customers. 
Human rights: In the question of human rights Asda has been facing a challenge of objection of employee discrimination and unequal pay as many employees brought an equal pay claim against the company and it also has been gone to the court. So Asda must develop new employment policy to change their image in front of the customers through being ethical about preserving human rights within the company through controlling discrimination and ensuring equal pay for all. For ensuring rights of customers about making any complaints, Asda has customer service department where any customers can make any complain, objections or any query of them and the company is very aware about giving quick responses to the customers. 
Politics: to get proper recognition from customers about ethical policy, the taxation policy of the organisation has to be fair and the company has to follow other rules of the government, Asda pays tax to the government within proper time although in December 2019 the supermarket has been criticized for tax avoiding strategies, but the company has taken new initiative of 2020 to build up good relationship with government through following several trade policies and rules of the government in UK. Asda is committed to avoid trade practices which are restricted by the government and in making any contract or operating any legal process the supermarket has policy of follow all strictly as a part of ethical practices of the company.
Product sustainability: This is one of key elements which is expected from the supermarkets by its customers as a part of their concern about environment and customers are aware about the use of different fossil energy, soils, water, and other natural resources by the supermarkets, hence they expect that those would have been used in a sustainable way as if those can be preserved and different essential elements of the nature wouldn’t be destroyed by the business of supermarkets (Browne, Harris, Hofny-Collins, Pasiecznik, and Wallace, 2000). To meet this expectation of the customers, supermarkets like Tesco is likely getting started using renewable energy sources like solar electricity. Asda also has policy of avoiding factory farmed animal products as a part of ensuring sustainability of their products and they keep communication with their suppliers and provide several suggestions, and supports to ensure quality production and some extent Asda checked out suppliers’ production houses for having surety about quality and sustainability maintenance by the suppliers. 
Fair trade policy: As supermarkets have better supply chain and strong marketing activities, it has been observed sometimes that some the markets are trying to manipulate price through taking different price polices of same products in different area and sometimes they are trying to make more money through increasing price in time of increasing demand which is unethical and results in bad customer experience with the supermarkets (Smith, and Barrientos, 2005). So, Asda has commitment of following fair trade policy through which development of society and all can be possible in a sustainable way where customers and the company would have a good relationship through being mutually benefited from fair trade. 
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The concept of quality 
Quality refers to the standards which are expected to be meet by the organisation in producing products and delivering to the customers or delivering the service and the standards are settled according to the choices and expectations of the customers (Dellana, and Hauser, 1999). According to American Society for Quality, there may be different definitions of quality, but it is like meeting the expectations and requirements of the customers in products or service in a level through ensuring the suppliers are committed to. 
Quality emerges as one of the key requirement for getting higher number of customers in any business organisation in this age of consumer ruled market over the world and for that business organisations are getting focused about ensuring proper quality of their products as well as service from production to reach in the hand of customers. Along with satisfying customers business organisations also get eager about keeping customers for the long time in their hand and maintaining them in a way as if they aren’t getting switched to another business organisation. Asda has own Facebook page where they keep their customers connected with new updates about new products, offers etc. and the customers can make comments there and this is a way of keeping customers connected with the organisation. 
This need of keeping customers connected with the organisation creates the function of business named customer relationship management which must be studied by supermarkets like Asda, Aldi, Tesco etc. to make repeat customers. The fact is that it has been found that customers are liked to go to the same supermarket frequently if they get satisfied with the quality of the products, services and overall business image of them. In 2013, it had been found that some beef from supermarkets of UK like Tesco contained horse meat which is one of the records of lower quality of products and unethical activity which decreased customers of supermarkets at that time (Lawrence, 2020). 
Quality Management System Model 
Quality management system is a way of maintaining quality of the products, process, and outputs of the business organisation through following documented procedures and carrying out previously imposed responsibilities upon people of the organisation under different function (Asq.org, 2020). Mostly ISO that means international organisational standard is followed in QMS system where have written plans, a system of meeting customers’ expectations, a valid system of all business activities and a system to ensure all system requirements, and all going through a pre-determined framework (Havlicek, Breckova, and Zampeta, 2013). 
There are a number of principles of quality management system which are required to be followed  by Asda and other supermarkets to ensure QMS within their organisations to improve better customer satisfaction as well as customer relationship management. 
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Figure: Quality Management System principles, source (Asq.org, 2020).
Customer focus: The expectations, choices, trends, and demands of the customers during a year would have to be considered to set up the quality frameworks for the coming  year is the major principle of QMS (ISO, and EurepGAP, 2007). This can be implemented within Asda through operating research over customers of supermarkets and collect opinions of them from different sources and by different media. 
Leadership: Better leadership is required for better quality of business activities as if the framework of quality can be followed by the organisation properly and for that Asda can operate leadership skills training for its employees. 
Engagement of people: People of the organisation should be engaged properly within different functional areas of the organisations as if quality goals can be meet by teamwork (Nanda, 2016). 
Process approach: The QMS plan has to be implemented within the organisation as a process where some steps can be included, and the system can be brought into action through following steps. 
Improvement: Business procedures, activities, functions, strategies must be updated and the plan of improvement should be prepared under QMS model. Asda can keep records of its flaws and then can make decision of improving through analyzing defects.
Evidence based decision making: QMS model supports making business decision upon previously proved tactics and following documented business procedures, systems to meet the quality targets (ISO, and EurepGAP, 2007). As after sales service adds quality in overall service of the company, Asda can give more attention in receiving feedback and recovering customers complains for better quality in their service. 
Relationship management: For implementation the process of a QMS properly to achieve the quality goals of the organisation, there has the need of building up proper relationship with the stakeholders of the organisation especially with the employees and the customers. 
Total Quality Management 
Total quality management is one ongoing process through which errors in business procedures, production, management, and other functional areas are detected and eliminated gradually with employees of growing skills by doing continual programs for improving customers’ experience with the organisation (Investopedia, 2020). In TQM, any error in the outputs is considered as the error of whole organisation that means all departments and processing steps are considered liable for the error. Total quality management is a customer-based system which is service oriented process of ensuring quality of the products and services to gather better customers’ experiences in every interactions of business. TQM is firstly introduced in Japan and then it becomes popular day after day around the world and there have different theories of applying TQM model in organisational perspective and among all two have been selected and described below:




[bookmark: _GoBack]Deming’s theory of TQM: According to Deming, quality management requires to do on the basis of cycle of plan-do-check-art and the quality of the quality if the outputs of all efforts of the organisation and there also are remarkable costs over knowledge and business process for achieving better quality. Deming has identified fourteen points for management which are suggested by him to follow for practicing TQM within the organisation. 
I. Develop constancy of purpose for improvement 
II. Bring new philosophy 
III. Decrease more dependences on mass inspection 
IV. Business shouldn’t be awarded based on price 
V. Focus production and service improvement on continuous basis 
VI. Bring variation in on the job training method 
VII. Bring updated systems of leading and management 
VIII. Create fear free aura within the organisation 
IX. Demolish barriers from functional areas of the organisation 
X. Quantity business goals should be replaced by quality goals 
XI. Dispose standards and quotes 
XII. Cut down work overload from employees 
XIII. Gather educated and knowledgeable people with provide proper training (Schmoker, and Wilson, 1993).
XIV. Top management should ensure proper implementation of all points 
Joseph Juran’s Theory: The theory of Joseph Juran is also known as quality trilogy according to this theory there should have a total plan for all and then the plan has to be implemented with carrying out responsibilities properly and then there has to ensure proper control over the whole process. Three legislative processes have been developed by this theory for quality – 
· Quality planning: The required improvements and needs of the quality of the organisational procedures, products and services have to be identified and then has to develop plan through engaging required people, resources and skills for making improvement (Hackman, and Wageman, 1995). 
· Quality control: This is an activity through which the quality of the products is tested and the overall implementation of the quality development process is observed, cooperated, and controlled. 
· Quality improvement: Through quality control, the strong points and weak points of the quality system as well as process are identified and then the weak points are improved and the strong quality points are more focused to bring the improvement in the next level. 
Joseph Juran has identified ten steps in his theory of total quality management and those are – 
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Six Sigma 
Six Sigma is a method of quality improvement through minimizing defects as well as mistakes in business process which is developed by Motorola Inc in 1986 and it is working with defects in a continuous way where trial for bringing defects almost in zero. Six sigma methods focus on improving quality of the products and services gradually through minimizing defects numbers in statistics from previous year to the upcoming year (Schroeder, Linderman, Liedtke, and Choo, 2008). Five steps of six sigma method are – 
Firstly, the objectives and requirements of the organisation are to be analyzed to understand the needs, goals and possible problems of production and services of the organisation.
Secondly, the initial process of the performance is measured and a number of potential inputs which can create problems are also determined in this step.
Thirdly, all inputs get isolated and then the basic reasons of failure or defects are found out through having deep focus on the inputs which are engaged in the process (Schroeder, Linderman, Liedtke, and Choo, 2008). 
Fourthly, after knowing root reasons of failure, proper steps are undertaken to minimize the faults and turn problems into positive value creating position. 
Finally, the control is taken over the process and implementation of the quality improvement plan like identifying faults, making solutions to the faults, keeping care about making lower defects. 
[bookmark: _Toc34402421]Task 3 the impact of ethical and sustainability policies on the quality of CRM in Asda
Customer relationship management can be effective and can be able to perform better if the company can be able to keep more number of customers with them for a long term or can have a remarkable number of repeat customers, the fact is that customers like to repeat in a company more than one time only when they can find that the company from which they are purchasing products, is very careful about their environment, people, traditions, society, government, animals, health and ethics. So it ethical and sustainable policy of Asda is the key contributor in making the brand image of the company in front of the customers and that is the reasons why the company develop so many ethical and sustainable policy to capture more number of customers. 
Health and safety food policy of Asda is very effective in making customers more aware about their health and if they can trust Asda once about health and safety food, then they would like to share the story of health and safety food with their friends and relatives which will bring more customers for the company as they have had a  good experience with the company (Bejou, Ennew, and Palmer, 1998). Organic food of Asda can bring positive image of the company among the customers and that will increase better relationship of the company with the customers. 
As customers of supermarkets in this day and age are very aware about the protection of environment and ecology system, they are getting more interested about having green shopping experience and they expected that the supermarkets would be concerned about providing environment worth shopping bag and packaging for delivering products (Dyllick, and Hockerts, 2002). So as Asda would like to go in green shopping through avoiding plastic and plastic bags that will make their customers involved in repeat buying in Asda and there would be maintained better communication with the customers which would be very helpful for increasing quality of CRM of the company. 
Avoiding genetically modified products is the good add up to the customer relationship management of Asda as the perception of customers about GM products is not good and they don’t like to have those products on supermarkets. Along with that for customer retention in the supermarket, Asda uses better quality of meat and transparency about those animals from which those meats are collected and in this way the company can be able to keep customer retention through providing best meat. 


As employee’s rights are fulfilled properly by Asda under ethical policy of the company, the employees are considered them belonging to the company which improve their performance as well as Asda’s productivity and that they ensure better quality of the products and services of the company which is benefactor to improve relationship level with the customers of the company. 
As Asda maintains good relationship with the government, the government helps the company in collecting several data over the customers to operate research to understand the ways of maintaining relationship with the customers and this is the way of ensuring better quality of the relationship level with the customers of the company. 
As customers like to give ratings over the quality of the supermarkets on the basis of their ethical and sustainability policy, having customer oriented service, ethical and sustainability based business policy emerged as the key influential factors to customer retention, sales growth, repeat customers etc. which are aims of customer relationship management (Mulki, and Jaramillo, 2011). 










[bookmark: _Toc34402422]Conclusion 
Market is known to be ruled by the customers as they have several options in hand for buying a product, as a result the expectations of the customers have to be fulfilled by the business organisations. The expectations of the customers from supermarkets have been emerged in several areas like health issue, environmental issue, political issue, employee’s rights issue etc. and for those supermarkets have undertaken several policies which have been discussed above. As better customer relationship management is the sign of better success and for having better relationship with the customers supermarkets like Asda must follow different quality models and theories to improve the quality of the products and services of the company and at the same time the company has to implement ethical and sustainable policy for giving customers better experience. 
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