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[bookmark: _Toc34958980]Introduction

Customer experience and building customer relationship is dependable on maintaining the quality and adopting sustainable and ethical practises by the organisation (Greve, and Schlüschen, 2018). In this report there will be a study on ASDA and the effects of the business practises adopted ASDA on the customer relationship and quality system. The benefits and issues in developing positive relationships will be studied in this report.
[bookmark: _Toc34958981]Task 1
[bookmark: _iykezwe4wl94][bookmark: _Toc34958982]Describe what is meant by CRM, Ethics/Sustainability or Quality.

CRM
 
Customer relation management defines a set of processes and methods to manage the customers and develop positive relationship of trust and loyalty with them (Kaul, 2017). These include a lot of strategies and technologies that are involved in customer interaction, enhancing the customer engagement and developing good quality product or services that will satisfy the customers.

Sustainable marketing 

Sustainable marketing can be defined as the methods of marketing that looks after the needs of the consumers as well as preserve the environment and resources for the future generations. Ethical conduct in the marketing and business practices are followed by the organisations to achieve the quality of the products along with preserving the environment (Kotler et al, 2017).
It is necessary for the organisations to maintain ethical standards in their marketing; this is known as marketing ethics. 

Ethics 

Ethics in business practises includes a continuous maintenance of the principles and ethical conduct (Cowton, 2017). Ethics can be obtained by conducting ethical training programs among the employees. The moral values and the ethical standards of the market must be maintained by the company. Maintenance of the consumer rights and ethics will enable the organisation to remain ethical towards the customer and also attain the trust of the customers. There are laws and legislations that look after the rights of the consumers in the market place (Eger et al., 2019).Unsafe or socially controversial products can be harmful for the customers as well as the organisation’s reputation. Ethical norms and values must be maintained both for the sellers as well as for the consumers. 

Quality management needs to be established within ASDA by integrating the relevant policies that help in the perfect management of logistics operations and helps in managing the inventories as well in the market. Warehouse management also can be associated with maintaining quality within the designing of products and services. 

[bookmark: _tuhn9u1fbeqa][bookmark: _Toc34958983]A comparison between ASDA and other competitors on the ‘customer experience’ based on a) Ethical b) Sustainability practises

The experiences of the customers can be analysed depending upon the way the customer feel valued and how ethical are the business practises of the company.
Customer experiences between ASDA, Morrisons and Sainsbury’s based on the ethical norms, practises and code of conduct of these three companies can be compared as follows:-
	Customer experiences based on ethical policies and practises

	ASDA
	Morrisons
	Sainsbury’s

	· The unethical practices in the market and business impacted the organisation as well as the customers of ASDA.
· The company had taken unethical practises in their business. It had recruited a panel of 18000 shoppers who would influence the purchase and buying behaviour of the customers (Ethicalcorp.com, 2020). This led to duplicity and unethical practises of the ASDA. Instead of building trust it actually resulted in breaking the trust of the customers as this was hidden from the public.
· It was ranked low in terms of maintaining ethical standards in its business practises among the major super market chains in the UK.
· It was viewed as aninitiate of the PR and gaining brand reputation and communication. There was an issue of trust and accountability on the customers (Ethicalcorp.com, 2020).
· Along with this ASDA used to breach the ethical and fair trading code with the suppliers. This affected 32% of the suppliers (Butler, 2017).
	· The company tries to incorporate ethical practises and code of conduct in its business. 
· Morrisons maintain an Ethical Trading policy and Ethical Trading Code in their business operations (PLC, 2020). This is maintained in the monitoring, supervision and management of the supply chain, working hours, safe and secure work environment. 
· It is also engaged with Ethical Trading Initiative (ETI) since 2015 (PLC, 2020).
· This assists the company to remain transparent about the goods that are sold to the customers because of the positive and ethical practises maintained by Morrisons with its suppliers.
· In this way the company tries to maintain the quality of the products and ensure the reputation of the organisation.
· This ethical code of conduct maintained by the company helps in obtaining positive customer experiences.
	· It tries to establish long term customer relationship and this cannot be obtained by the using short term strategies to gain positive remarks from the customers.
· Sainsbury’s tries to maintain open, fair and transparency in their business activities (About.sainsburys.co.uk, 2020). This includes marketing, manufacturing and other aspects of the business.
· They thrive to build customer loyalty and trust through the implementation of the core values in their business practises.
· They have incorporated sustainable plans in their business functions to build brand loyalty and trust and ensure positive customer experiences (About.sainsburys.co.uk, 2020).
· Any duplicity in the advertisement of the product is strictly avoided by the company.



Table 1- Comparison between ASDA, Morrisons and Sainsbury’s in terms of customer experience based on ethical conduct
(Source- influenced from various authors)

As per the norms of ethical practises, ethical practises can be maintained in various business activities. The package of the products must be according to the ethical standards of the market (CIM, 2016). They should be according to the standard size. Also adequate information must be presented in the products. Any kind of misleading or false information is not accepted. Thus ASDA failed in it.

	Customer experiences based on sustainable practises

	ASDA
	Morrisons
	Sainsbury’s

	· The company was not taking into account sustainable methods of producing the items. It was not selling environmental friendly products.
· The products were not organic as it did not find it affordable (Ethicalcorp.com, 2020).
· However it was sustainable in terms of the prices of the products and thus it could offer more competitive prices.
· Its initiative on making the consumers influence the rest ofthe people regarding the ethical and sustainability of the products was therefore considered as a PR gimmick by people (Ethicalcorp.com, 2020).

	· The company started to take products from the local market and supported the British farmers (Morrisons-corporate.com, 2020).
· This ensures the fresh quality of the food products at Morrisons.
· It maintains transparency with the stakeholders regarding all the aspects of the business.
· It has developed methods to reduce the use of plastic. It has almost stopped plastic packaging of products. It has started to use recyclable products for packaging (Morrisons-corporate.com, 2020).
	· The organisation works for the Sustainable Supply Chain Initiative.
· It has enrolled in WRAP’s UK Plastics Pact to transform the plastic packaging of the retail business (About.sainsburys.co.uk, 2020).
· It has increased the range of healthy and safe foods. The saturated fat, sugar in the food items has been cut down to large extent to ensure supreme quality of the products.
· There has been a 14% reduction of the carbon emissions in the supply chain (About.sainsburys.co.uk, 2020).
· This largely impacts the customers and they feel satisfied to buy from this supermarket which ensures the quality as well maintains sustainable practises. 
· However the merger between Sainsbury’s and ASDA would lead to increase in prices fir customers and this was stopped by marketers (The Independent, 2019).


Table 2- Comparison between ASDA, Morrisons and Sainsbury’s in terms of customer experience based on sustainable practises
(Source- influenced from various authors)

Sustainable marketing looks after the business welfare as well as ensures long term customer relationship (Kotler et al, 2017). Based on this it can be noted that environmental sustainability was not maintained by the ASDA.
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[bookmark: _Toc34958985]Benefits and drawbacks to an organization and its stakeholders of developing and operating a CRM, Ethics/Sustainability or Quality system. 

ASDA involves itself to designing the different features of customer relationship management that are related to smooth development of the operations taking place within the social sphere. The retail sector Company devises specialized strategies to implement the CRM or sustainability system within their organizational sphere (Shuen, 2018). A strategy linked with single vision was designed by one of the organizational heads of ASDA Company to ensure the smooth functioning of their operations in the market. The ethics system designed by the concerned authorities of ASDA proves to be efficient in ensuring the achievement of the different and well-designed goals set up by the management. 

A specific and well planned strategy and its essential features were integrated by ASDA to help them design the products and services having the proper customer proposition within the market and delivering overall quality in the retail market (Finn et al., 2018). The core target customers were identified and the core value propositions associated with the retail sector companies were explored to a perfect extent within the open market that helped the organizations to deal in a systematic manner with their stakeholders and consumers. Ethics while packaging products and services need to be followed in a perfect manner to abide by corporate ethics. Marketing and cross selling of the commodities take place across the organization of ASDA to establish their benefits within the open market to execute the operations successfully. Ethical systems related to marketing involve the conduct exhibited by the different marketers who are associated with the business organizations (Armstrong et al., 2017). Unethical activities occur due to the excess pressure that is created among the workers due to the demand of the organizations conducting their operations within the market. 

With the help of designing an efficient quality system in place, the organization of ASDA manages to execute the operations quite efficiently and the profits linked with the organization are maximized. Assessment of quality of the different commodities and services being designed are done by the organizational authorities to manage the operations efficiently. CRM systems that are designed within the organization are beneficial to develop a proper connection between the customers and the stakeholders in the market. Use of CRM system had several benefits. Utilisation of a CRM software system is very much beneficial in enhancing quality of operations and designs the customer services efficiently within ASDA by aligning with the well-designed systems. Communication between the stakeholders and the management of ASDA was improved by the integration of beneficial features of the CRM software. CRM system that is designed perfectly provides the support in sharing appropriate customer information by developing the customer database in a methodical manner (PATEL, 2018). Quality systems are designed with the help of adhering to the well-structured frame work and feedback mechanisms that are set up. Quality systems help in assessing the services being delivered by the functional units of ASDA to their customers. 360 degree review helps in assessing the performance of quality systems. 

The system that gives rise to the code of ethics within the organization of ASDA helps in integrating specialized values within the organizational circle to satisfy the customers and develop a well-bred organizational culture including association with establishing gender equality measures and activities. Ethical practices related to conducting the business operations can be applied methodically to help in managing the operations to be executed perfectly. Ethical habits help in development of sustainable form of marketing tasks that are suitable executed within ASDA. According to the implementation of CR system and its features, Use of Chatbots and Siebel system guides the customers to avail the services in en efficient way by sticking to the beneficial methods adopted by the organizational authorities (Ruder-Hook, 2018). Customers are focusing on availing standardized products so the organization has to ensure integrating CRM systems with sustainable features to increase customer loyalty. 
Juran and Deming model has been used within the organization to help in establishing beneficial steps that help in maintaining quality within the designing of the commodities and services by integrating Total quality management approach in operating within the market successfully. Dr. Joseph M. Juran is considered as the father of the different techniques of quality management devised by the management within the organizational circle to meet the different requirements of the customers. Dr. Juran had a good reputation while making his models work within the market of different countries especially in Japan where the different industries worked in a systematic manner by devising the appropriate methods and steps within the organizational circle. CRM system designed by ASDA authorities also comprise of the specific database that gives their consumers a chance to access the databases live and the quality system boasts of having a real time experience associated with activities of inventory and sales management to achieve the well-designed targets set up by the authorities. Use of CRM software aids in reducing the expenses linked with designing and manufacturing products and services.
W. Deming also was popularly known for establishing the operational aspects of operations management within the different organizations to help in meeting the requirements of the customers in the market. Deming helps in linking the relevant theories within the accomplishment of the different tasks that are designed by the authorities successfully within the social circle. Deming was posted in Japan and with the help of devising the approaches of operations management; he helped in establishing the economy during the post war period in a perfect manner by sticking to the appropriate methods and steps. 
Different drawbacks or demerits related to the use of CRM systems in ASDA also exist within the functioning of the varied range of operations taking place in ASDA. Managing the expenses related to implementing CRM systems needs to be considered and that becomes a problem for ASDA and its management to solve (Buttle and Maklan 2015). Overall cost has to be estimated associated with designing the software and the database linked with varied ranges of technological concepts and features to enable smooth functioning and provision of services by them. Lack of different aspects of commitment affect the implementation of CRM systems within the organization of ASDA. 
Also poor level of communication existing between the employees and the concerned authorities proves to be efficient enough to execute the well-designed activities and services that need to be integrated within the organizational sphere. Lack of leadership qualities affects the implementation of a plan for designing system of CRM within the organizational circle to meet the specific objectives and goals related to the organization of ASDA (Bock and George 2017). The organization needs to develop a perfect plan by discussing with all the employees and stakeholders that will ensure smooth integration and application of CRM activities within the organisations by aligning with the different and well-designed objectives and strategies. Marketing practices have to be designed in a beneficial manner by aligning with the different ethical aspects framed by ASDA (Kotler et al., 2017). 

[bookmark: _Toc34958986]Demonstrate through a literature review a ‘critical’ discussion of a variety of quality theories that may assist in an organization improving its management of customer relations

By application of beneficial model of Juran and Demings, ASDA can make improvements in planning its customer relationship system that has several features that can be used to very good effect. It provides stable outcomes within the market and supports in achieving the goals that are framed by the management of ASDA. Utilization of relevant theories and concepts need to be implemented by the ASDA organization to help them bring about improvement and changes within the relations they maintain with the customers. 
Use of Juran and Deming Model 
Different business Companies have involved in an intense competition with their market competitors that help them to acquire a competitive advantage and move ahead by designing the appropriate strategies (Kumar and Pansari 2016).By aligning with this Juran and Deming Model, the individuals who play the role of managers try to acquire the resources that are scarce in the market. The qualities of the operations are improved within the market and the different beneficial steps are adopted by the organization to help in the execution of the different tasks and provide the essential services within the market with success. Two categories of strategies are adopted by the managers in the existing market. Two categories of strategies exist within the market to be implemented, one is the sequential move game and another is the simultaneous move game. 
TQM approach has to be adopted by the concerned authorities to help in successfully managing the tasks in a specific way by associating the ethical practices. Any existing flaws are reduced and removed by adopting the approach of TQM and its various practices followed within the organizations. In the first case, the management of both the companies competes against each other to develop proper customer relations by observing each other’s step of action. In case of the second aspect, the management of the companies operates on their own within the market to enhance the productivity and achieve the well-designed goals framed by the organizational authorities. This concept helps the organizations to design a very good relationship with their customers and provide them substantial and efficient services that have their benefits within the society. Sainsbury’s and Morrison’s also devise their own strategies in accordance with the Juran and Deming Model to design their operations with benefits. Morrison’s on the other hand design their marketing activities and develop quality relationship with the customers by involving simultaneous move Juran and Deming Model. Qualities within the functioning of the different units of the organization are also found to help in demonstrating the significant aspects of the operations.
Juran and Deming Model of customer retention practiced by organizations
Juran and Deming Model of retaining the customers within the organizations help them to build stable relationship and marketing network with the consumers availing the facilities and services. ASDA devises offers and discounts while selling their items so that customer loyalty is built and the customers can benefit from the different activities implemented by the organizations. Marketing tasks have to be executed by ASDA by adhering to various standards and policies designed by the management to help them execute the operations with success. The consumers seem to accept the services of ASDA if they do not indulge in any push selling that is very much against the norms of ethical business and marketing features. Consumers seem to get displeased and the relation of the organizations with them is soured because of the rampant practice of the illegal practices that do not help the cause of the organization to maximize their profits and record positive growth in the economy. It rather hampers the overall operations and creates obstacles for the organization to make further progress within the market. 
Sainsbury’s and Morrison’s have their flaws in implementing the marketing tasks within the market. These retail Companies do not share appropriate information about their products with the customers and this leads to confusion among the old customers. Some of the customers show their dissent and leave the company to avail the product of another Company. Sainsbury’s thus lose out on some prospective customers who could have made their growth much smoother. Customer relations can be improved by Morrison’s and Sainsbury’s if they follow and implement standardized and proper practices and design products that are environmentally very safe to be used. For instance, ASDA was going to have a merger with Sainsbury’s but it was stopped from happening by the economic regulators as they were sure of dissent that would be created among the consumers because the ethical practices of marketing would be violated (Independent News 2019). Customers can be retained within the organization of ASDA if the authorities refrain from indulging in improper marketing practices that would help them to execute the operations with benefits within the organizations. 

[bookmark: _Toc34958987]Task 3
[bookmark: _Toc34958988]Examples of how ASDA and stakeholders engage with its CRM, Ethics/Sustainability and Quality system by linking the ethical/sustainable policies and their impact on CRM tasks

ASDA and its different stakeholders deploy numerous strategies to get involved in implementing CRM systems and their features coupled with sustainable and ethical form of marketing tasks (Asda.com.2020).The different sustainably integrated marketing operations have a positive impact upon designing the tasks of CRM beneficially by adhering to the relevant steps. Ethics related to business focus upon the decision making process and steps taken by the different managers within ASDA regarding any operational tasks or services to be executed properly. Principles associated with code of ethics practiced by ASDA relates to the expectations held by the society from the decisions of business operations being taken. Responsibility and various aspects of credibility have to be exhibited by the management as well as the workers to ensure that the different ethical practices are implemented in combination with sustainable features of marketing becoming the base. 
False wants and unnecessary demands of the consumers have to be reduced to establish the different activities of CRM aligned with proper marketing practices being framed and designed by the management. Marketing linked with the value of customers have to be designed to help in the development of the operative processes that are helpful for establishing the several benefits within the organizational sphere (Tidd and Bessant 2018).  CRM system has to be designed in a methodical way to reap the advantages linked with the relationship being developed with the customers in the open market to achieve the well-designed goals. The marketer has to make his own decision whether the good or service availed by the individual is faulty or of high quality. This will help the marketer question the way the good has been made and ensure that proper standards have been maintained by ASDA.
Different laws have to be followed by ASDA and the management to ensure that the consumers availing their products have certain rights to question and ask about the product and its features while buying it. Different ethical policies are involved by ASDA authorities to make sure that the efficient operations are designed and managed perfectly to achieve the productivity within the organizational circle. 
Sustainable marketing and its features are adopted within the practice of ethics within the organizational sphere to enable the perfect execution of practices leading to designing the systems of CRM within the market. Consumers face the difficulty in acquiring correct information about the products and services as they are often misled by the advertisements that are designed by the authorities to attract the customers. This affects the good will of the Company and so the Company like ASDA has to take strict measures to deal with such illegal marketing habits and tasks that spoil the brand image possessed by the Company. Numerous customers are lost as customer relationship cannot be maintained in a healthy manner. ASDA takes action against deceptive steps that are integrated within pricing, promotional features and devising strategies for the Company to manage the operations beneficially. 






[bookmark: _Toc34958989]Task 4
[bookmark: _Toc34958990]Conclusion using SWOT analysis of ASDA based on the report and presentation findings.

SWOT analysis of ASDA based on the above conclusions
	Strengths
· The brand name and popularity of ASDA
· Skilled staff
· A large number of employees
· Global brand and has significant market share in the international retail industry
· Variety of products
	Weaknesses
· Inadequate policies for maintaining sustainable practises in the product and business activities.
· Less focus on maintain environmental sustainability
· Unethical practises for obtaining reputation for its brand (Ethicalcorp.com, 2020).
· Unethical code of conduct with the suppliers and this hampers its reputation (Butler, 2017).
· Difficulty in maintaining a balance between competitive prices and sustainable products and practises.

	Opportunities
· Opportunities to develop sustainable practises in its business
· Can make use of alternative resources and reduce the overuse of resources.
· Create customer loyalty using ethical business practises and maintaining transparency.
	Threats
· Competitive market
· Threats from global retail industry
· Threats from the customers regarding the brand name and the price of the products


Table 2- SWOT analysis of ASDA
(Source-influenced from various authors)
From the above SWOT table it can be analysed that ASDA has various scope for improve especially in building positive customer relationships The unethical codes of conduct in the business practises can be quite detrimental in maintaining positive business relationships and this can impact the organisation’s performance. 
SWOT strategies are as follows:-
	SWOT strategies

	· It can try to develop on its sustainable practises and adopt better ways of dealing with the product quality (Rahman et al., 2017).
· Looking into alternatives can be a method by the company to strengthen itself.
· Thus it can be concluded that ASDA can acquire customer loyalty using effective strategies in maintain quality as well as adopting ethical business practises.
· Positive relationships with customers through CRM strategies



Table 3- SWOT strategies for ASDA
(Source-created by the learner)

[bookmark: _Toc34958991]Recommendations are required based on development points highlighted within the findings and conclusion sections of the report.

Recommendations can be provided to ASDA organization to bring about improvement and suitable changes in the designing process of their marketing and designing activities. ASDA often deals in unacceptable business and marketing practices to acquire false reputation. 
· It can be highly recommended that ASDA must make their laws related to marketing very stricter to establish the necessary standards that would help them to enhance their brand image. 
· ASDA must also develop modernized training and screening methods to recruit newer employees who have the desired reputation and commitment to work with values and serve their customers properly without misleading them by giving wrong information about any product or service. 
· ASDA also must ensure that a proper market research is carried out and modern trends identified that would assure them in framing the particular price rates of varied ranges of products and services within the market.
·  ASDA must also follow the TBL model that would enable them to integrate sustainable features in designing their products and services by keeping a perfect balance with the profits achieved. 

	
[bookmark: _Toc34958992]Conclusion

The study was based on exploring the concepts of ethical practices and sustainability within the organization of ASDA by aligning with the different well-designed objectives framed by the organization to maintain ethical practices. Customer relationship manage is very important for the business to success in this competitive business world  business organization need to have close look to improve CRM system  for overall all satisfaction of the customer and or the  parties related to organization.
The principle which helps to govern the behavior of person is called ethics. Business ethics is a great tool for continuous improvement of the organization. Ethical business encourages profit making with overall satisfaction of the customers and clients. Host business owner must   need to maintain the codes of ethics in business. 
 Sustainable marketing was developed within the market by adhering to efficient practices and features that helped in making the implementation of the operations successful. The ethical and sustainable policies having an impact upon the CRM system was established. The different ways by which market competitors of ASDA such as Sainsbury’s and Morrison’s adopt and implement features of sustainability within their business operations was deciphered and the beneficial outcomes was developed. SWOT analysis of ASDA was performed and by adhering to the findings and recommendations based on the findings was highlighted. 	
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