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Ethical and sustainable stance in a business are critical in an organisation. They enhance customer experience and provide better quality management. Theories may suggest there are ways to overcome barriers and encourage a friendlier customer service, using different techniques. What matters most is the technique that would be more suitable for the organisation. Customer relationship management and total quality management are critical for enhancing the business success and creating a stronger relationship with its stakeholders. it also ensures the position of ethical and sustainable market is at competitive advantage. Asda a giant supermarket that has many competitors, but what is their current situation? 
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This report will critically analyse the importance of quality processes in the workplace. Also, it will analyse the customers experience of an organisation. It will also highlight the benefits and challenges of developing and maintaining good customers relationships. Using Asda and other supermarkets, the report will do an investigation into the customer experience based on ethical and sustainability policies. It will also look at some theories, which include Deming’s 14 principles and Crosby’s cost of quality. With both of these implemented correctly, the business may achieve competitive advantage. Asda, like many other companies can tackle issues in the workplace by communicating with their stakeholders, as stakeholders too can play a part in ethical and sustainable competitive advantage. Good leadership and management are critical to achieve this as they need to encourage effective methods and draw everyone’s attention. 
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A. [bookmark: _Toc35607561]Ethical Policies 

Marketing ethics refers to principles and standards that are appropriate in the workplace. According to Shewan (2020), people are more likely to make purchases from ethical companies. They believe ethical brands do better than companies that lack ethical behaviours. This proves ethical policies are essential to have and adhere to. Businesses can strive with good ethical stance. This would also encourage good customer services and stimulate customer engagement.
Marketing ethics in Asda can be put under both categories: good and bad. This can be seen in some of their products. Asda sell own brands and other brands which have large packaging, but with little contents. An example of this could simply be chocolate. During Easter, Asda and other supermarkets like Tesco and Sainsburys sell a lot of egg chocolates. There boxes are huge, but the chocolate are half the size, if not a third of the box. The size of the box is misleading and could put a negative impact on the customer experience.
Some yoghurts say fat free, but the ingredients would suggest a high amount of sugar content. This is also misleading to the customers, as the packaging could imply its healthy but as a matter of fact, it is not. This is called being unethical. It is deceiving and taking advantage of a situation. They are abusing their power just because they can. They have a right to sell products at various sizes, with varies prices. Again, the customer experience in all supermarkets could experience a negative effect
Correct marketing ethics can be taught through appropriate training, in order to gain a better understanding and for all staff to implement. There are some laws and legislations today to protect consumer rights, but as consumers are unaware of this, they do not act upon the unethical behaviour some supermarkets may have.
Marketing ethics means the business would have to value their ethics. Not only do they have to implement their ethical policies, but also build and maintain relationships with their customers. It can be said that Asda do build relationships with people by being approachable, guiding customers in their shopping trip when required and by being fair to all. They have products in store and online. The products are set to the same price, however in some shops, prices may differ. Some supermarkets have special online discounts. Moreover, when a staff is approached about a product, the staff would share some of their own experiences and provide better products.
Asda also take into consideration the health and well-being of their customers. To promote healthy eating, they offer free fruits in store. This would usually attract the attention of young children and encourage a happier shopping trip for parents / carers. However, some may argue that the fruits available are only of very small sizes and those that they cannot sell. Asda also has disabled parking and wheelchair access, same as the other supermarkets. 
Tesco supports charities by allowing them to collect food for the homeless from Tesco customers in store, which Asda currently do not promote. This goes to show Tesco are giving back to the community through charitable donations, whereas Asda is not. Furthermore, Asda has been accused of mistreating their suppliers. According to Butler (2017), Asda’s suppliers stated Asda hardly ever obeyed the Grocery Supply Code of Practice. This is very poor behaviour from Asda, which could possibly lead to poor customer experience, should the customers gain any light of this situation. Butler also suggested that Iceland had the best score for treatment of suppliers, whilst Aldi had the best score for obeying the code of conduct, followed by Sainsburys. This proves Asda have areas to develop and should allow room for development. 

B. [bookmark: _Toc35607562]Sustainability

Sustainable market is meeting current customer needs but at the same time maintaining future potential customer needs. According to Story (2019), sustainable marketing is a fundamental part of a company’s strategy and seeks to form a strong relationship between the brand and the idea of renewable energy, taking into consideration its customers. Also, Story quotes, Lego’s mission is to make all their Legos sustainable by 2030 because they believe sustainable is good for the planet. They prioritize a greener planet, where they consider re-cycling in great depth.  This shows sustainable marketing is important. It is not just followed by supermarkets.
Asda is trialling a sustainable store at one of their Leeds branches, according to BBC News (2020). They are trying to reduce plastics and encourage more recycling. The idea is to fill up current containers with food, instead of purchasing more with plastic packaging or containers. This will launch in May 2020, which will last for three months. They will be taking customer point of views to see how they can help reduce plastic, saving the planet. This is known as Consumer-oriented Marketing. This would also impact other branded products as suppliers such as Kellogg’s would need to re-invent their packaging and help reduce plastics. Asda will make the packaging on all of their branded products fully re-cyclable by 2025. They will remove plastic from products where they see is not necessary, such as flowers, fruits and vegetables.
Asda being aware of the importance of a sustainable market would encourage a more positive customer experience. Customers would be happy to shop in Asda, knowing that both Asda and the customer are helping towards a greener planet. This would give customers great satisfaction knowing they are making an impact. Furthermore, this is known as innovative marketing, which means seeking new products and undertaking marketing improvements. Also, it is classed as societal marketing as they are considering the best interest of themselves as well as their customers and the society.
Other competitors such as Tesco, Morrisons, Sainsburys and Aldi all are also considering taking some steps to help the environment. They too will reduce plastics from their products and producing more re-cyclable packaging. The chief executive of Retail Economics, Richard Lim, states it will not be an easy or a quick journey, but changes can take place, provided they are done efficiently. Supermarkets will have to take account customer needs and wants when moving towards a sustainable market. Asda will have a long way to go, according to research conducted by Greenpeace, an environmental charity (BBC News, 2020). This knowledge could put some customers off from shopping at Asda, as it can be said Asda are far behind.
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Every business has stakeholders. stakeholders can be people form employees, customers, suppliers, the government and the community. Stakeholders play different roles in a business, all of which must be consulted from time to time. They must be informed of any important changes e.g. Kellogg’s regarding the change in packaging, which would make stakeholders involved and valued. Customers are also an important part of the business, hence why Customer Relationship Management and Total Quality Management is necessary.
[bookmark: _Toc35607564]Customer Relationship Management

Customer Relationship Management is important for growing a bond with customers. According to MSG (2020), customer relationship management is the strongest and the most efficient approach in maintaining and creating relationships with customers. It also creates strong personal bonding with people. this enhances businesses success. Once the relationship is formed, only then it is easy to identify customer needs and provide a better service. MSG also suggest that the better the planning and implementation of the customer relationship management, the better the outcome will be. It will be more effective with proper planning. It is believed that some organisations use tools to help them with the management. Some of the tools can include: BatchBook, Salesforce, Buzzstream and Sugar CRM.
Asda can use CRM to get a better understanding of their customer. They can see what strategies have worked for them and what has not. This could reduce the amount of time required in meeting customer needs and provide better services and products. A CRM tool can help track a customer. There data will be stored in the system, so Asda can identify what services and products would work for each customer. They can target more customers with more suitable products. An example of this could be seen in their food range. There is a variety of prices and customers have the opportunity to choose what price to go for. Some may prefer cheaper foods, whereas some may prefer more exceptional foods at a higher price. 
Customer relationship management can be very effective in pleasing customers, if done efficiently. It is also very cost-effective as it does not require extra paper or people, as there are cheap technologies used widely. Data can be accessed from anywhere, as everything is stored in one piece. This increases productivity and Asda would see an increase in loyal customers that are returning to use services.
However, some could argue that there can be draw backs to having a CRM. CRM’s can take great time in planning. If it is not understood properly, the correct methods may not be used. People can miss out on vital informal that could have led to a better understanding and treatment of customers. Also, a CRM may work for current customers but may not be suitable for future potential customers. A CRM would need to be monitored and adjusted accordingly. 

[bookmark: _Toc35607565]Total Quality Management

Total quality management means to continuously identify and reduce, if not eliminate, the number of defects a product may have. It helps improve the customer experience and ensures employees are up to speed with training. Total quality management involves all stakeholders and ensures they are satisfied with the final product, according to Investopedia (2020).
Lemmon (2020) states that Asda has launched a cloud-based quality management system to improve productivity and encourage innovation. This will allow Asda to access information in great detail and suppliers can have access too. It will allow suppliers to identify and make changes in their products too, in terms of quality. The quality of items would be more visible through the quality management system and this makes is easier to manage. Asda can also see what products are selling faster, and what products may need further improvements. This would allow more communication between Asda and its stakeholders.
According to Reed, Lemak and Mero (2000), it has been claimed that total quality management leads to sustainable competitive advantage, but there is no obvious intuitive appeal to these ideas or any theoretical models to support these claims. They believe competitive advantage takes place when the company is producing more sales, but sustainability advantage is when sales are continued even after their competition has backed down. All authors believe that quality is identified by the customer, who would then identify this in products. When they make a purchase, this would improve competitive advantage. This could be supported by Deming’s theory. Also, wastes should be reduced as the costs can be quite high and it is essential for the top management to give great attention to the process of quality management for it to work effectively and efficiently.

[bookmark: _Toc35607566]Deming’s 14 Points for Total Quality Management 

W. Edwards Deming’s created a list of principles that he believed if correctly followed, would enhance a company’s quality and productivity (ASQ, 2020).
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Deming's 14 Points for Total Quality Management

1. Have reasons for improving products and services. This could enable future profits and further jobs. Asda already know why they want to create better products. They want to attract more customers which in turn would create loyalty and trust, and more profits for business.
2. Implement the new idea. Leave no room for mistakes, defects or poor teamwork, or there could be a decrease in business. Asda frequently monitor their products for best by dates and quality.
3. Stop reliance on reviews to reach quality. Quality should be built in straight away and this should be continual. This should be evident in the manufacturing and buying process.
4. Stop the tradition of recognising business on price alone and reduce the costs by working with one supplier. Only keep the best supplier who is recognised for quality products. Also, minimize variation on prices. This could lead to loyalty and trust between stakeholders. 
5. Improve continuously and for long term health through correct planning, productivity and services. Not just short term. Search frequently for defects in quality to stay on top of everything and see what products may not work in future. Always think of new ideas to bring to the company.
6. Provide internal training for every employee. This will enhance skills that are required in today’s world, where everything is changing fast and to keep up with the economy.
7. Have effective leadership, where they can guide every employee in doing a better job. Monitoring is critical in effective teamwork. 
8. Leave no room for fear and support individuals. Encourage communication for better business health.
9. Reduced and remove barriers where possible. Every department has different roles, and everyone should be supported in their own way.
10. Remove slogans, posters and catchphrases. Employees should be given methods to reach goals, not slogans. Asda and its competitors have slogans in place to attract their customers. Asda currently has a slogan, which is “Save Money. Live Better”, Tesco says “Every Little Helps”, while Sainsburys slogan is “Live Well for Less”.
11. Remove numerical quotas and goals in the workplace. Instead, provide more appropriate training and guidance. 
12. Remove annual rating and reward systems so employees do not feel threatened. Some employees might work their very best but not get recognised for it therefore led to them providing a poor service to customers. Those very sociable skills may form relationships with customers but are doing very poor in the quality management, and still get rewarded. This could be deemed unfair. 
13. Create a robust education and self-improvement system for every person. The better the knowledge, the better the service will be.
14. Include and encourage every individual in the company’s transformation. Top management are required to monitor and instruct staff effectively. They need to have the correct skills in running a company. They must know what quality is and must be able to identify this in a product. They should also be able to make changes where needed. They have to take action, as support alone will not be enough to create and maintain quality.
This list of principles could be considered an exhaustive list, but every company is perhaps already following some or most of these principles without being aware. Following these principles would only encourage greater quality and productivity in the workplace. It will be everybody’s responsibility to ensure that these are being met, including stakeholders. According to Smarter Solutions (2020), most problems are due to the system failure and not of the employees.
Reddy (2012) suggests that Deming’s claims many firms do not or cannot operate properly in the long term because their managers do not know what to do when they are questioned to face a doubt or dilemma. Some people do not know the difference between a leader and a manager. It is the managers responsibility to ensure all works are carried out in the company are up to standards. The leader would instruct a group of people to carry out certain tasks. Employee contribution should be supported all over the company. This would support workers to easily talk about any type of difficulties, raise issues and indicate answers. This process would result in communicating information and knowledge and can resolve any difficult challenges throughout the business.
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Philip B. Crosby (1926-2001), was an author and businessman who provided guidance total quality management. His recognition for quality management came much later than Deming and Juran. His company Philip Crosby and Associates was an international consulting business on quality improvement (Monnappa, 2019). Crosby’s theory of “Doing it Right the First Time” suggests that businesses should give their upmost attention to customer requirements and prevent products from having defects. His viewpoint was expressed in what he called Absolutes in Quality Management and the Basic elements of Improvement. 
Four Absolutes in Quality Management
1. Quality refers to design specification, not as good or bad.
2. Quality should be about prevention, not review.
3. There should be no defects or mistakes. There is no room for “almost there”.
4. Quality is measured by the price, not indicators (SkyMark, 2020).
Crosby suggested that it takes a lot of money to reach the full potential of quality. However, it costs even more money when the quality is not met and takes more time to make an adjustment. When the company produces quality products and the products require no further changes, only then the quality becomes free. It does not cost any further than what has already been spent. Only when the company produces poor quality products, that is when quality has a price. To achieve a better-quality product, the company must invest more.
Asda should ensure they are co-operating well with their suppliers in order to get quality products in the first place. According to Bulter (2017), Asda hardly complied with the code of practice and Asda too incorrect deductions from invoices and requested lump sums for suppliers. This shows Asda did not knowhow to handle their suppliers well and due to that they have lost respect and loyalty. Asda needs to communicate better in future and build stronger relationships to achieve quality products. Asda would first be required the level of quality they want. Only then, they can aim to be consistent in that level and all stakeholders can play a part to achieve this. If they want to succeed in business, they have to maintain this in the long run and consider deeply customer requirements. 
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Quality is not easily obtainable. The primary setup takes time and investment and a business would require patience and a strong dedication to succeed at incorporating quality into the business. It is the top managements obligation to execute and sustain quality systems in the business. They should take stakeholder relationships more seriously as they are the key to a successful business. As an employee, they would follow the steps of a leader, so it is essential to have good leadership skills. 
Training and personal development is incredibly crucial for the workers to do their job more effectively. It is particularly vital to know the difference amongst a leader and a manager, so the workers know who to turn to in case of a dilemma. Businesses must think about creating future leaders whilst maintaining quality in products and services, so this will go towards the businesses long term success. Creating obvious and robust business processes is the key to a successful quality management. In order to test the procedure efficiency frequently, statistical process techniques should be in place. This would help to measure business performance.
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	STRENGTHS
	WEAKNESSES

	· Considers its customers, making it the central part of the company.
	· Poor relationships in the past with stakeholders.


	· Produce better quality products and provide better services.
	· Other competitors e.g. Tesco, Morrisons and Sainsburys.

	OPPORTUNITIES
	THREATS














This simple, yet meaningful Swot analysis shows internal and external factors that could affect customer relationship management and total quality management. A SWOT analysis looks at strengths, weaknesses, opportunities and threats. If considered deeply, these could be used to analyse and improve Asda’s current situation.

[bookmark: _Toc35607570]Recommendation 

It is critical for Asda to invest in and carry out the latest technology to decrease time and cost and fill in communication gaps. Furthermore, customer relationship management and total quality management increases stakeholder interaction and better business practises. It is necessary to have competitive advantage and success for the long run as well as the short term. Also, Asda can use both Deming’s and Crosby’s theories to help them establish a better understanding of quality management. Sometimes, going alone with only the managers intuition it is not enough to build better understandings. There are many companies around the world that uses theories and techniques. By doing that, this would put Asda in a better position for ethical and sustainable competitive advantage. 
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