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Introduction:
The supermarket industry in the UK is highly competitive, where a supermarket may fail to keep a customer by making a single mistake as the customer may have other options available to them. Challenges can arise from the internal business environment and external business environment, which is why it is making it more difficult for all supermarkets in the UK to secure the future trading and putting the industry even in the higher competition. There is no excuse for poor customer experience as for consumers are turning away from the brands that are being let them down (Brand watch 2020). Therefore, to stay in the competition and secure future trading it is essential for ASDA to provide excellent customer experience and maintain a good relationship with customers to make them loyal to the company. To support the ASDA team to make strategic decision this report will be produced based on analysing the benefits of engaging in ethical trading and building sustainable resources to the customer relationship. The report will also analyse the possible impact organisations’ quality system may have on the customer relationships. Finally, the report will also make recommendations for ASDA on the basis of development, these points will be highlighted within the finding and conclusion sections of the report. 
Customer experience based on ethical and sustainability:
[bookmark: _GoBack]Good customer experience makes them dependable on the company, but bad experience will not only make them to leave the company rather one bad experience customer will tell 9-15 more people (Inc 2018). In the supermarket industry ethics and sustainability play a vital role in terms of customer experiences. The term customer experience can be defined as perception of a customer for a product or service or for the company itself. A customer can get either good experience or bad experience. But if customers are asked about good experience it will take the customers quite a while to think about their experiences and say something on it. Whereas if customers are asked about any bad experiences, they may have come across the customers will be able to express themselves quite confidently. As for human nature it is up to people in this instance customers who don’t forget about bad experience but also remember the good experience if it is more than the expectation. According to Shaw, C Ivens, J (2002) ‘The customer experience is a blend of a company’s physical performance and the emotions evoked, intuitively measured against customer expectations across all moments of contact.’ Customer experience does not come to an end by only by selling a product in the shop or supermarkets it also starts seven before the selling and continue even after the selling. This also known as customer journey. According to Shaw, C Ivens, J (2002) customer experiences occurred through various stages, which are shown in the below graph:
[image: ]
Graph 1: Stages of customer experiences (source Shaw, C Ivens, J 2002).
The above graph shows that the customer journey starts from the moment a customer thinks to buy a product where they get information form available sources like company advertisement, brand images, information from packaging. The customer may stop buying the product if any of that information provide customer negative perception like; if the customer thinks the company is not following the ethics and not sustainable in term of supply chain. Also, it is difficult to say where is the end of customer experiences is like; some may end just finishing the sandwich bought from super market, some may continue to think about bad quality and  need to complain, where the journey start again till the complain is resolved. Still, the customer may think about it in the future and share with others too, also may find the same product advertise somewhere so the experience journey began again.  
However, customer mind set play a vital role when they are about to buy a product, where past experience and present information play a vital role in term of decision making. Ethics and sustainability affect the customer emotionally in term of customer experience. The term ethics can be defined as doing something legally or morally principles that concern about good for people and society. So, a business is bound by law to follow acceptable conduct in term of marketing for the goods. Marketing ethics is about continued standard of conducts, not a singular goal or fixed set of principles (CIM 2016). Again, the term sustainability can be referred to capability of maintain a certain level or amount like: to cut 200 trees there should be 200 trees been produced as a replacement. According to UWSTD (2020) ‘Sustainable marketing refers to marketing activities geared towards meeting consumers’ needs while preserving the ability of future generations to meet their needs’. However, the business ethical conduct can ensure the sustainability and consumer welfare. Where, the supermarket ASDA in the industry for long and build a reputation and loyal customers too, but recently the company is failing to keep the customer loyal because of both internal and external pressure.  
 Moreover, the business organisation must be ethical from every aspects of business. The most areas that are ethical behaviour by the business organisation can be spotted are; Ethics in marketing in marketing research, ethics in product packages strategy, ethics in distribution, ethics in promotion, ethics in pricing (UWTSD 2020). Sometimes the customer may not be aware of ethical conduct by the businesses, if the business following the law or not, but available sources like internet made it very easy for a customer to conduct a research before buying a product. That’s why it is vital for the business to put right information before the customer. Also, electronic and print media play a vital role in term of passing the information to the consumer about supermarket. Where, a customer can see who is least ethical and who is most ethical in the UK’s supermarket industry. According to Independent news (2016) the most and least ethical supermarket in the UK have been named. Ethical Consumer has compiled a ranking each of the UK's biggest chains based on their environmental efficiency, animal rights, workers' rights, product sustainability and financial practices. It says Asda is the least ethical, followed by Lidl and Asda. Co-op was named as the most ethical. An inquiry in 2014 estimated that 89,000,000 tonnes of food are wasted across the EU annually. The UK creates more waste than any other country in the EU, dumping 14,000,000 tonnes a year- or twice as much food per capita as the EU average. But in here TESCO playing cleverly as they are only company who publishes their amount of waste each year and what they are doing to prevent it or minimize it like These report put the ASDA reputation in a bad shape as the customers will be emotional and look at most ethical super market to spend their money and get peace in their mind. 
Also, easily access to information educating the customer which product to buy and which product to not buy that meet the code of ethical conduct and sustainability put pressure on the super market to be more clear and specific in term of putting information on the packaging. According to Ethical consumer (2020) 46% of food and drink advertising goes on confectionery, sweet and savoury snacks and soft drinks, while only 2.5% goes on fruit and vegetables. Of the foods reviewed, unhealthy foods tend to be three times cheaper than healthy food; influencing unhealthy diet choices. 17.6% of employees of the food industry earn the minimum wage, compared to 7% of workers across the UK. The poorest 10% of UK households would need to spend 74% of their disposable income on food to meet the Eatwell Guide costs – the Government’s official healthy eating guide. This is compared to only 6% in the richest 10%. In here the supermarket either behaving unethically which is not being clearly seen by the consumers or the company being clever enough to avoid the eyes of the consumers. The organisation also suggests what to buy and what not to buy which give more briefed in term of ethics and sustainability and are presented in below table. 
	What to buy
What to look for when buying from supermarkets:
	What not to buy
What to avoid when buying from supermarkets:

	Is it Fairtrade? The food industry notoriously relies on overworked and underpaid labours to grow its agricultural ingredients and products. Look for the Fairtrade logo to ensure that the people behind your products are treated fairly.
	Does it contain GMOs? Genetically modified seeds and crops bind growers to powerful multinationals producing agricultural chemicals. These companies have been criticised for seriously exploiting small-scale farmers. Look for organic to be sure that you are avoiding GMOs.

	Is it organic? The use of pesticides and herbicides is rife in the agricultural industry and causes serious environmental harms, from its impact on bee populations to its contamination of water sources. Go for organic products.
	Is it packaged in plastic? The plastic in our oceans could circle the planet 400 times. It is threatening marine ecosystems and contributing to climate change. Opt for products with minimal plastic packaging.

	Is it sustainably sourced? Palm oil, cocoa, fish and a myriad of other ingredients have their own issues in terms of human and environmental rights. Look for products that have been sustainably sourced, and which have independent certification to prove it. 
	Is it factory farmed? Factory farming causes suffering for animals and contributes to climate change. For a more sustainable shop, look for vegan products.



Table 1: What to buy and not to buy in the supermarket (Source: Ethical consumer 2020).


 Also, the supply chain in the supermarket play a vital role to follow the ethics and sustainability. That why it is essential to keep the commitment to suppliers and make them happy. But, ASDA been failed to keep its suppliers happy, where a report published by The Guardian (2017) shows that ASDA been listed as the worst of the UK’s major supermarkets in its treatment of suppliers. Where report shows that about 12% of Asda’s suppliers said the Walmart-owned chain rarely or never complied with the Grocery Supply Code of Practice, which covers dealings by 10 retailers that sell over £1bn of groceries a year. So, It is assumed that complaints were raised about Asda taking incorrect deductions from invoices without notice, requesting lump sums to make up profit margins, and conducting “abusive” forensic audits of suppliers’ accounts. So, in term of ethics and sustainability ASDA and other supermarkets can’t fulfil 100%. But the benefits of ethics and sustainability are great like: its keep the customer happy and loyal to the company, welfare of society, welfare of environment, securing the future for the upcoming generations etc. Still some of the supermarket being top on some ethical behaviour and sustainability and to stay in the competition there is no other way rather than keeping the customer loyal to the company and maintaining a good relationship.
Variety of quality models and theories:
No matter what customers are the key for the business survival. So, only selling a product to customer will increase the short-term profit for the business but in long term strategy the business need those customers to come back, that’s why a business organisation must maintain a good quality of the product, that can manage a good relationship with the customers. However, in general quality mean the product is in good condition that can fulfil all the features of that product which meet the customer expectation. According to Mears, P and Voehl, F. (1995) ‘Quality involves a perception (feeling) regarding a service or good that is often held prior to use of the service. We mentally measure how well the service we received stacks up against what we expected.’ To meet or go over the customer expectation most business organisation goes extra mile with the quality of product and service comparing with the competitor’s products and services. There are several models or theories developed by various scholars to help the business organisation to control the quality products and services. Some of the business organisation even using some of these models in for managing the quality of product and services. Some of these models can be outlined below:
· Deming’s theory (PDCA cycle and 14 points)
· Joseph Juran’s theory 
· Crosby’s theory
Deming’s theory: According to Demin’s theory the quality improvement will increase the productivity that’s why the cost will be lower, because if the quality is ensured there will less mistakes and reworks or repairing and batter use of time and materials will ensure there is no delays. Also the theory suggests, most of the problem are systematic and the managers are responsible to improve the systems, that workers can works effectively and increase productivity. According to Swansburg, R, C. (1996) ‘Using Deming’s methods managers and workers have a natural division of the labour, the workers do the work of the system while managers improve the system.’ The quality should be manged in systematic way, where defects product can be identified, analysed the cause and take corrective action to rectify the defects and follow up on the next batch. Which can be done by Deming’s PDCA cycle, which was actually developed by Shewhart but Deming made it popular. The PDCA stand for: plan, do it, check it and act upon. This cycle is presented below graphically.
[image: ]

Graph 2: Deming Cycle (source Mindtools 2020)
The stages in the PDCA Cycle as below: 
· Plan: At the first step is to plan what change needed or planning a test of the product.
· Do it. At second stage in a small scale or small amount implement the change or carry out the test. 
· Check it. At this stage analyse or observe the result of the test or changes 
· Act: At last act upon what was learn if the result is positive carry on with the plan other wise change the plan meaning repeating the step 1 and 2 and onward look for improvement. 
 Beside the PDCA cycle Deming’s developed the idea of Deming’s seven deadly diseases and fourteen points for management. According to Forrest W. Breyfogle, III (2008) where Deming argued that the key of quality is on the hand of management. Also, the most problems come from the systems not the employees. 
The seven deadly diseases are:
1. Lack of constancy of purpose to plan continuous product and services that will help the business to stay in the competition, survive long term and offer job.
2. Emphasis on sort-term profit: As the pressure form lander and owners for dividends business focus on making sort term profit rather making long term  stable continuous business. 
3. Performance appraisal or annual review put employees on unnecessary competition. 
4. Mobility management promote sort term thinking like job hopping.
5. Management by use of visible figure only, without considering the figure is unknown to them.
6. Excessive medical cost, which is acknowledge by government itself.
7. Excessive fees of liability increased more by lawyer working on contingency fees.
To cure (eliminate) the Seven Deadly Diseases and help organizations to survive and flourish in the long term, Deming formulated 14 quality points (UWTSD 2020): 
1. Create a long term constancy plan for improving the quality of product and services to stay in the competition and offer jobs and every one involve with the organisation learn new philosophy. 
2. Adopt the new philosophy or attitude that prevent the mistake happening. And through away the normal thinking of delays, mistake, defective products etc. 
3. Cease decency on inspection rather build the quality product on the first place that doesn’t need mass inspection. Once the product is made it is too late to inspect rather should be build with quality through pre planning.
4. Instead of awarding business with price tag alone rather should be quality, long term relationship, value and speed.
5. The system for production and service continuously improve by mangers and input by workers.
6. Organize training on the job and manager must know all the aspects of the business from incoming materials to the customer needs. Also, manager must know the obstacle or problems workers facing to perform the job.
7. Develop leadership who can supervise through guiding, coaching, training and be role model of fellow workers, not a dictator.  
8. Make the environment fear free, where everyone can work as a team and effectively.
9. Break down the barriers between the department like marketing, sales, production, human resources. Rather every one work as part of team where people help and respect each other.
10. Remove slogans targeted only at work force rather every problem come from the system, that’s why managers involvement is essential.
11. Remove the countable or mathematical targets, work criteria and measures. This kind of targets can force others to out put the defective product. Instead, increase the skills for the process and how to improve them. 
12. Remove all the barriers that become obstacle for workers to take pride in their self. Like hourly workers and temporary workers where they have fear of either coming to work or loosing the job.
13. Develop education and self improvement program.
14. Bring all together and make the part of transformation,
Deming’s theory also can be criticized as his theory doesn’t inspire or promote new product or penetrating new market.  As some time certain product will be failed to run in certain area where creating or innovating new product is essential. For example: if ASDA will not be successful to sell alcoholic or fork products in the majority of Muslims area, rather brining halal meat and chicken will be more appropriate and will boost the sell. Also, for alcoholic products and fork items ASDA can enter in new market where alcoholic products and fork items are accepted by majority of people. In here if ASDA follow Deming’s theory of consistency of the product will be failed. 
 Joseph Juran’s theory: Joseph Joran developed the idea of quality trilogy emphasize role such as: Quality planning, quality control and quality improvement.
· Quality planning: The purpose of the quality planning is to give the operators idea and capability of producing quality products or services that meet customer expectation. At this stage the organisation must decides what product need be produced including what features should be present by analysing the customers’ demands.
· Quality control: At this stage the operator inspect the quality and take corrective action to make any adjustment if necessary.
· Quality improvement: By analysing the finished product new ideas are developed to fix any problem or add new features on to the product to make it more attractable to the customers. 
There is also quality roadmap developed by Juran to use for product and process development which can is presented in the below table: 
	Stage number 
	Road map stage

	1.
	Identify who are the customer

	2.
	Determine the needs of those customer

	3.
	Translate those needs into our language

	4.
	Develop a product that can respond to those needs

	5.
	Optimise the product features so as to meet our needs as well customer needs.

	6.
	Develop a process which is able to produce the product

	7.
	Optimise the process

	8.
	Prove that process can produce the product under operating conditions.

	9.
	Transfer the process of operation



Table 2: Juran’s Quality planning road map (Source UWSTD 2020).
Juran’s trilogy is similar to Deming’s PDCA cycle. However, Juran’s theory asked to identify the customer first and their demands. Which is not easy to learn about consumer behaviour where an external research will be needed to know the customer meaning spending a lot of money. Also, there is no team structure that the quality will be controlled like top management involvement, where withing involving management it is difficult to manage the quality. 

Crosby’s theory: Crosby developed the cost of quality, where he argued that business must concentrate or put attention to transforming the quality culture of an organisation. Crosby thought that quality means conformance to carefully determined requirements and not to goodness, also he believed that rather than just being based on techniques and statistics quality is matter of philosophy  (Butts, Karen L. Rich 2017).
 The four absolute of quality management described by Crosby as follows:
· The conformance to the requirements and not goodness is the quality.
· Rather than focusing on appraisal, the system should focus on managing the quality.
· There should not be any mistake meaning zero defects, not even close enough.  
· The quality should be measured with the price of nonconformance rather indexes. 
Furthermore, the customer relationship management is linked with customer experience. The term customer relationship can be defined as managing the information of individual customer and take necessary steps to maximise the customer relationship with the company Where managing the customer also depends on what is perception of that customer for the company. That’s why managing the quality can ensure the customer is getting quality product and services which will positively impact on customer experience and there for customer will be mong term relationship with the company. 

Conclusion:
If a business organisation become 100% ethical which mean the organisation telling the customer 100% truth and the customer will be getting whatever they expected for the product as advertised.  Which also will create a long term relationship with customer. That’s why there will be either positive or negative impact of ethical and sustainability policies on the quality of CRM in ASDA depending on whether the company remaining in the same position that was seen in the above discussion or will adopt and take steps that the company committed to protect the environment in the company statement 2020.  According to ASDA (2020) ‘ the company is committed to protect and conserve the world around us through sustainable practices and initiatives, like: focusing on removing the unnecessary plastic on packaging, 85 million carrier bags removed, 30% recycled contents, 50% reduction in food waste, 20% energy cuts in the store, 38% reduction on carbon foot print. The commitment form ASDA look goods but it’s not enough to make customer believe in it rather the company may take the following actions to manage a good relationship with customers like: get authorised third party involved in certification for keeping those commitment and show to public, work closely with the local community in term of saving the planet like keeping the neighbourhood litter free by appointing a litter picker, minimise the waste of food by donating to charity, be fair with supplier as complain form supplier effect the public emotionally, ethical supply chain that can provide a product that create value for the customers, every product should contain the clear and accurate information and help the customer that they can easily access to required information rather than looking at various places, also  ASDA may be differentiated from other super markets in term of behaving ethically over holding the child products on the shelves that only parents can access or get what is necessary like: sweets and toys that attract the children and make the parents to buy for the children which is a hidden unethical behaviour by the super markets. In here ASDA can send the massage to parents that the company is not making their children to buy something unnecessary by hiding it form children eyes level. 
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