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Executive summary
Ethical policies of an organization have major impact on its sustainability as well as customer relationship. This study has evaluated the role of ethical and sustainability policy of different organizations considering its impact on customer relationship management. In this context, different theoretical frameworks have been applied to measure as well as improve customer relationship. In this context, this study has evaluated theoretical framework of McKinney 7s as well as Henri Fayal’s management model. Based on that scenario, certain recommendations have been provided in this study considering customer relationship of those companies. It has described the inter-relationship between quality and customer relationship. 
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[bookmark: _Toc11682543][bookmark: _Toc11683392]Introduction
Customer experience always depends on their expectations and understanding of customers’ needs by organizations. Various types of principles are followed by an organization when their employees interacting with customers directly and indirectly. Some companies follow social media to take reviews from their customers while other companies take direct feedback to improve product and service quality. Five organizations including TESCO, ASDA, Morrison’s as well as Sainsbury and M&S are taken. Customer’s experience of these companies is reviewed to about the process that they have adapted to the relationship between customer and company.
In this report, customer experiences of 5 organizations are discussed. Some fair employee practices of different organizations as well as go green policy are described thoroughly. Commercial importance of ethical practices and its importance on customer experience is described. Different kinds of sustainability principles are followed by this organization are followed by these organizations. Various models as well as theories are given also to emphasize on given points.
[bookmark: _Toc11683393]Task 1
[bookmark: _Toc11683394][bookmark: _Toc11682544]Customer experience of different organization
Ethical practices
Fair employee practices
These activities consist of hiring, training as well as regulation of employees. Employees hired in this process are highly talented and they are selected according to their merit. Authorities of Tesco follow this practice to have access on extensive variety of talent pool. These organizations give more focus on retaining experienced employees (tescoplc.com, 2019). In this way, productivity is maintained and customers can get sufficient products. These practices attract potential employees and authorities are able to form a diverse and effective workforce which can maximize utility of organizational employees.  As suggested by Abbas and Hafeez (2017, p.130), satisfaction of customer increases with better employee practices.
Go green agenda
ASDA is specifically following go green principles to get attraction of customer. They are looking forward to use green solar energy. Carbon emissions are highly reduced in transportation activities of ASDA (asda.com, 2019). Morrison is introducing paper bags to remove plastic carriages in their public stores. Use of 5p carrier bags has helped Morrison to reduce the usage of plastic by almost 25% in the organization. Paper is also used in Morrison public stores as a replacement of plastic bags (morrisons-corporate.com, 2019). Sainsbury also reduce their carbon emission rate by almost 14% in 2018 (about.sainsburys.co.uk, 2019).
Family friendly
Marks and Spencer as well as Tesco and Sainsbury follow family friendly policy to have better engagement and interaction with customers (marksandspencer.com. 2019). These companies are offering various family friendly products and services such as toys. These companies have made their services family friendly by resolving customers’ issues quickly. Marks and Spencer use online portals where customer can express their issues (marksandspencer.com. 2019). Sainsbury on the other hand uses feedback system to know the issues (about.sainsburys.co.uk. 2019).  These companies raise awareness about early childhood development for the customers through their website pages and social media channels. In this context Marks and Spencer is doing well than Tesco. Tesco can use customer feedback system and online portals to improve customer relationship (marksandspencer.com. 2019). This is because; timely and exact information regarding issues can help in taking strategic decisions in order to maintain efficiency of customer relationship management. 
Incentives and Rewards
Authority of M&S gives 6 months leave to pregnant women and their employment is also retained in this period (marksandspencer.com, 2019). Employees having children get to enjoy one month parental leave in a year to spend quality time with family members. Tesco employees are given 45 min lunch break and 72% of employees think that this break is sufficient for refreshment. Childcare facilities are also given to Tesco employees to ensure their children getting access to early education for developing their skills (tescoplc.com, 2019). Employees of Sainsbury get annual incentives regarding their overall annual performance.
Positive image in media
All of the five mentioned companies have been able to secure a positive image among their customers in media. Tesco is selling more nutritious drinks and foods by reducing sugar, fat as well as salt levels. UK Government is also supporting this initiative taken by Tesco authority. They have reduced sugar usage by 4100 tons in 2018. In most of their drinks, 6 gram of sugar is included for 100ml (tescoplc.com, 2019). Marks and Spencer rely on more natural resources to make their products. Range of the artificial flavours in their foods is 0.5% to 1.7% (marksandspencer.com, 2019). Morrison also uses their website to sell products. Customers can also purchase these products online in Amazon website. Sainsbury has increased popularity of their brand by investing in local charity. Almost 91% Sainsbury public stores in UK have invested in local charity program in 2018 (about.sainsburys.co.uk, 2019). They are also promoting women empowerment as 55% of their employees are women. 260 dairy farmers have partnership with Sainsbury and they are maintaining their successful long run for more than 10 years (about.sainsburys.co.uk. 2019).
Price Comparison of Different products of selected companies

	Products 
	ASDA
	Morrisons
	Sainsbury
	Tesco
	M&S

	Salted butter of 500mg package
	￡3.75
	￡3.85
	￡3.75
	￡3.75
	￡3.50

	1kg potato
	￡0.8
	￡0.85
	￡0.80
	￡1
	￡0.85

	450 mg yogurt
	￡1.40
	￡1.60
	￡1
	￡1.50
	￡1.70

	White bread of 800 mg
	￡1.10
	￡1.10
	￡1.10
	￡1.10
	￡1.10

	1kg chicken breast
	￡5.79
	￡5.94
	￡5.80
	￡5.50
	￡5.80

	Tuna chunks of 145 gm 
	￡4.75
	￡3.50
	￡3.50
	￡3.50
	￡4.40

	Toothpaste
	￡1
	￡1
	￡1
	￡1
	￡1

	720 gm of cornflakes
	￡2.69
	￡2
	￡2.70
	￡2
	￡2.50

	Oreo cookies of 154 gm packet
	￡0.99
	￡0.5
	￡0.5
	￡1.08
	￡1

	Orange Juice of 350 ml
	￡0.79
	￡1
	￡0.85
	￡0.8
	￡0.7



Table 1: Price Comparison of Different products of selected companies
(Source: thesun.co.uk, 2019)
As it is shown in the table, most of these mentioned products are costlier than other competitive retail companies. Potato, cookies as well as chicken breast are costly in Tesco. All these products prices are compared in same quantity. From overall product prices, it can be stated that Sainsbury gives cheapest available products and services to their customers (Refer to Appendix).
[bookmark: _Toc11683395]A. Ethical principles
These companies follow ethical principles including honesty, integrity as well as loyalty and fair treatment (unicef.org, 2019).
Ethical executives of Tesco give training to their employees so that they learn art of truthful dealing with their customers. They do not mislead or deceive their customers. All customers get to purchase products at an honest pricing rate.  Personal integrity is maintained among organizational employees. Their way of dealing with customers is improved. Morrison follows some certain principle for customer’s interactions (unicef.org, 2019). Their employees are strictly told for listening to requirements of customers carefully. They can also give suitable suggestions if any product is unavailable in their public stores.
Employees of ASDA demonstrate loyalty to their organization as well as their customers. The show devotion and commitment to their duties. Consumers can get to know small and large information about the product they are purchasing from these employees. M&S employees are treated fairly regardless of their background, race, gender as well as age and disability. Customers of M&S also get same kind of treatment from the employees of this company and a fair treatment environment is always maintained (forbes.com. 2019).
Ethical commercial activities in business
As suggested by Choi et al. (2018, p.3011), ethical activity of a company is very important for customer’s attraction and commercial stability. If a company follows some unethical rules to achieve their objectives and goals, then that company can be severely penalized by national government (artisenergy.com, 2019). This company can get a huge loss and their brand value could get down also in public. For example, Lipton was a tea company which used to sell various teas. However, Government of China found high toxin level in those tea flavours. As they could not resolve this problem and it was shut down after two successive labs test report (forbes.com. 2019). Sainsbury and ASDA were successful by applying ethical policies as working in accordance with ethical policies help in improving relationship management with customers.
[bookmark: _Toc11683396]B. Sustainability
Sustainability is becoming a trend in UK retail sectors. 91% UK customers support those companies that adopted some kind of strategy to increase sustainability in their sectors. These companies can make sustainability as a part of their company culture. For example, Tesco has adopted recycling process for their products packaging system. Almost 75% of people have supported this initiative (tescoplc.com, 2019). Morrison is introducing paper bags to remove plastic carriages in their public stores. Use of 5p carrier bags has helped Morrison to reduce the usage of plastic by almost 25% in the organization. Paper is also used in Morrison public stores as a replacement of plastic bags (morrisons-corporate.com, 2019). Sainsbury also reduce their carbon emission rate by almost 14% in 2018 (about.sainsburys.co.uk, 2019).

	Business attributes
	TESCO
	ASDA
	Morrison
	Sainsbury
	M&S

	Employee Training
	· Promotions and transfer
· Jobs offered to dependents of retired employees and those of deceased
· Candidates interviewed to find out efficiency in meeting organizational requirements
· Trainings scheduled
	· HR planning
· Staffing
· Proper training
· Focused on strategies for Motivation 
	· Trained to be themselves and very much friendly with customers
	· Apprenticeship Programs are provided on achieving utmost customer satisfaction
	· Provides customer service training programmes for Training Mark accreditation

	Product information
	· Employees possess better knowledge about products
· Adequate ability to share 
	Customers are given proper information about products
	Employees have a better understanding of product price
	Share information through social media
	Information are given in front of public retail stores

	Proper customer analysis 
	· Uses social media targeting strategies
	Take advantage of social media named Facebook for the purpose of optimizing feedback of customers 
	With the aid of optimizing official website on a regular basis, company analyzes feedback of customers
	Customer orientation model is key benefit of the company to review feedback  of customers 
	Gathering daily basis feedback from customers and communicating with them so as to know their preferences 

	4P strategies
	Efficient 4P marketing strategies are followed to develop products as per customer requirements of place of availability, pricing and using effective promotional strategies 



Table 2: marketing strategies and operational approaches of different organizations for satisfying customers
(Source: influenced by forbes.com, 2019)
[bookmark: _Toc11683397]

Task 2
[bookmark: _Toc11683398]Models and theories for customer relationship management
Some specific models are used by organizations in order to improve their customer relationship management. Theories and models for improving the customer relationship management are as follows
[bookmark: _Toc11682545][bookmark: _Toc11683399]McKinsey 7-S Framework
McKinsey 7-S Framework is a popular strategic tool followed by organizations for improving customer relationships. As suggested by Ravanfar (2015, p.7) this model highlights the efficient application of the 7 components of an organization in order to improve customer relationships.  The seven components mentioned in the framework are divided into two parts hard and soft components. Hard component includes strategy, structure, and system of an organization. Soft component includes shared values, skills, staff, and style of an organization. According to the views of Ravanfar (2015, p.7), these 7 elements are linked with each other. This model can be used as a tool to imply new customer relationship strategies. 
Hard components 
Strategy- An efficient customer relationship strategy provides competitive advantage to an organization. A good strategy will improve customer engagement and Customer Loyalty. However, according to this model, a strategy is not efficient if it is not interconnected with the other 6 elements. An efficient CRM strategy helps to improve customer satisfaction. In this context, Tesco follows McKinsey 7-S framework to improve customer engagement.
Structure- structure describes the organizational divisions. This element is the most vulnerable element of the 7-S Framework.
System - as opined by Njeru and Kariuki (2019.p.68) system is the process of managing an organization. Efficient management of customer relationship provides customer loyalty. In order to measure its customer relationship through evaluation of their loyalty, Tesco followed this framework (tesco.com.2019). 
Soft components
Shared values - shared values mentor the employee’s behaviours and organizational activities. This element is the chief element of 7-S model. Such behaviours of employees as well as value creation focus on the satisfaction of customers. Through such value creation, Tesco improves their customer relationship.
Skills - Skilled employees are efficient to manage critical situations. Skilled employees can improve customer relations. Skilled employees provide better services to customers.
Staff- In order to improve customer relationship and implementation of organizational strategies a company need to hire skilled staff. Skilled staff provides efficient services to the customer that improves sales. Tesco follows the Mckinsey model to improve its sales.
Style - as opined by Njeru and Kariuki (2019.p.68) style is way of managing an organization efficiently from higher to lower divisions.
In order to improve customer relationship management, Tesco applied McKinsey model through following steps- 
First, Tesco group identified the seven elements and arranged them in order (tesco.com.2019). In order to maintain a strong customer relationship, an organization needs to identify the strengths and weaknesses of the 7 elements.  
Second step to apply this framework is to decide an efficient organizational strategy. Tesco decides its company objectives regarding customer expectations. Tesco also improves its weak organizational areas like skills and strategy (tesco.com.2019).
The third step of 7-S framework is to identify the changes and preparations of plans. An efficient Action Plan helped Tesco group to improve weak areas of the organization (tesco.com.2019).
Fourth step is the application of action plan. Tesco Group made the necessary changes to improve customer relationship management (tesco.com.2019). In this step, an organization is needed to keep records or the positive and negative impacts of the changes.
Fifth and the last step for applying 7-S framework are to measure the effectiveness of the action plan.



Figure 1: McKinsey 7-S Framework
(Source: Njeru and Kariuki 2019.p.68)
[bookmark: _Toc11682546][bookmark: _Toc11683400]Henri Fayol’s functions of management
Henry Fayol’s Functions of management mainly focuses on organizational improvements rather than workforce.  The 14 principles of Henri Fayol’s Functions of management are given below.
· Work division- As opined by Edwards (2018.p.41) an employee is not able to accomplish all work. An organization needs properly skilled employees for different areas. Divisional working arrangements for employees increase the chances of improvements in customer relationship management.
· Efficiency of authority - Authority of an organization is needed to have the ability to take responsibility for both good and bad decisions.  The authority of an organization needs to follow efficient strategies to maintain workforce. Efficient strategies improve employee-customer relationships of ASDA.
· Disciplined employees - According to Henri Fayol’s principles disciplined workforce improves productivity and minimizes employee issues. Although, This theory does not follow penalization systems. 
· Unity for obeying commands- Good employee relationships and HRM policies maintains unity among employees.  As suggested by Efthymiou and Yacoub (2016.p.3) Loyal and dedicated employees help to improve customer relationship management. ASDA follows Henri Fayol’s principles to improve customer retention rates. 
· Efficient leadership- An efficient leadership strategy can make an average skilled team of employees productive. Efficient team management improves customer relationships. This principle helps ASDA to improve product quality.
· Reward systems- According to Henri Fayol’s principles motivated and encouraged employees can contribute more to organizational productivity. This helps to maintain an efficient customer management system for ASDA.
· Salary structure- equal pay for all improves an organization's productivity.  Equal pay increases the number of loyal employees. Loyal employees contribute to improving customer relationship management.  
· Supervision- Proper supervision from highest division improves productivity. Employees work better under efficient supervision strategies. This helps to rectify the flaws of customer relationship management strategies. 
· Cooperation among employees- Employees motivates each other while they work as a team. A team is made up of different skills. Organizations that follow team management systems earn good productivity. This improves ASDA's marketing strategies and customer involvement. 
· Management strategies- An efficient management strategy improves organizational productivity and minimizes the employment issues. This helps to measure the effectiveness of customer relationship management.
· Arrangement of resources- According to Henri Fayol’s theory, proper arrangement of resources improves an organization's productivity. The selection of proper resources is a necessity for good customer relationship management.
· Centralization and decentralization of organizations- Effective centralization and decentralization policies improves organizational productivity. This improves customer involvement.
· Maintaining equality- Equal pay for employees of different backgrounds, cast and genders minimizes the employment issues. Employees can work efficiently when they are treated equally. This improves effectiveness of Customer Relationship management.
· Efficient HRM policies - Efficient HRM policies help employees to understand their duty towards company. These policies also motivate employees towards their work. Efficient HRM policies improve an organization’s customer relationship management.
ASDA follows Henri Fayol’s Functions of Management to improve its customer relationship management (asda.com.2019). ASDA applied Henri Fayol’s principles through following steps.
Planning is the first step to establish efficient customer relationship management. The customer relationship management team of ASDA first decides a goal. After deciding the goal ASDA plans steps to achieve the goal.  
Second step followed by the Customer relationship management team of ASDA is to arrange the resources in order (asda.com.2019). Customer Relationship Management (CRM), department divide work among the teams of employees.
In the third step, ASDA identifies the strengths and weaknesses of resources in order to improve CRM. Skill development programs are provided by ASDA to improve the efficiency of employees (asda.com.2019). 
In the fourth and last step ASDA followers effective strategies like efficient team management to improve productivity (asda.com.2019). ASDA provides motivation to the employees for the betterment of Customer relationship services.


Figure 2:   Henri Fayol’s functions of management
(Source: Edwards 2018.p.41)

[bookmark: _Toc11682547][bookmark: _Toc11683401]Critical evaluation of objectives of CRM and its benefits to the organization
Customer relationship management helps an organization to improve its productions regarding customer expectations. As suggested by Abbas and Hafeez (2017.p.130), CRM helps an organization to maintain customer loyalty and brand value.  The objective of CRM is to identify customer expectations and modify production according to the expectations. The objectives of CRM are as follows-
· Minimizing competition - CRM provides clear idea of customer expectation so that an organization can fulfil customer expectations. As suggested by Hawkins (2015, p.173), this nullifies the chances of customer switching and improves customer loyalty. Improvement in customer engagement gives organization competitive advantages.
· Providing customer satisfaction- With the help of CRM, an organization can manufacture products according to the expectations of customers. As opined by Edwards (2018, p.79), this improves customer satisfaction resulting in good revenue for the company.
· Increment in sales - Customer relationship management helps an organization to improve its sales. 
· Provides customer loyalty - With the help of CRM, an organization can maintain its customer loyalty.  As opined by Hawkins (2015.p.172) CRM makes an organization able to produce goods according to the expectations of customers.
· Customer sustainability - With the help of CRM An organization modifies its products regarding the customers’ expectations. As stated by Ravanfar (2015, p.7), this helps an organization to retain customers.
· New customers- As company produces new and innovative products new customers are attracted to the brand.
·  Good Customer services - CRM helps an organization to provide efficient customer services. Efficient customer services increase customer satisfaction.
· Better working environment - CRM helps an organization to minimize its employment issues and provides healthy working environment.
Efficient CRM strategies provide huge benefits to an organization. As mentioned by Choi et al. (2018.p.3011) CRM improves customer satisfaction. Improvement in customer satisfaction increases sales percentage. Customers can avail of products according to their expectations. CRM improves customer loyalty. CRM helps an organization to expand business.  Customer relationship management helps an organization to collect customer related information. Efficient CRM strategies help an organization to reduce production cost (forbes.com. 2019).
[bookmark: _Toc11682548][bookmark: _Toc11683402]Critical analysis of the relationship between quality and improving customer relationship
Customer relationship management helps an organization to improve its product quality. As suggested by Ravanfar (2015, p.7), good quality product maintains customer loyalty and retention an efficient CRM process improves an organization's marketing strategies. Customer relationship management improves trust among customers. As opined by Grennan and Clifford (2017.p.28), efficient customer service save customers time. Efficient customer services improve customer gatherings in the outlets. CRM helps an organization to maintain its yearly revenue.  Customer satisfaction provides motivation to the employees of an organization. Increment in customer numbers helps an organization to expand business. As suggested by Lalon (2015.p.34), Effective customer management improves the skills of the employees of an organization. With the help of customer relationship management, an organization can modify products regarding the expectations of the customers of all backgrounds and gender. Reward system, vouchers after every purchase improves the sales percentage of an organization.  Exciting offers and discounts improve customer involvement. Fast delivery system ensures fast supply of products to customers (forbes.com. 2019).
[bookmark: _Toc11683403][bookmark: _Toc11682549][bookmark: _GoBack]

Task -3
[bookmark: _Toc11683404]Conclusion
Customer relationship management system is beneficial for both organization and customers. Following ethical policies help customer relationship management in a positive way. Ethical policies ensure customers about their DATA safety. With the help of ethical policies, an organization ensures customers that their financial and health-related data are safe. This improves the brand trust among customers. Ethical policies provide transparency on organizations data storage. With the help of ethical policies, customers can maintain and withdraw DATA whenever they want. This ethical policy helps Customer relationship management to maintain customer loyalty. As suggested by Lalon (2015.p.34), Company following ethical policies, generally store customers DATA in a secure Database. According to the ethical policies 3rd person needs to get permission from Customer Relationship Management service in order to use Customers DATA. With the help of ethical policies, customers can withdraw their DATA from CRM platform. Ethical policies ensure that Customer data are erased from company's DATA storage and their DATA will not be misused by company. Ethical policies of CRM help an organization to maintain customer trust and loyalty. As opined by Ravanfar (2015, p.7), this also improves customer engagement and retention.
Application of sustainability policies on Customer relationship management has a positive impact. Sustainability policies provide information about the customers’ expectations to CRM of an organization. With the help of provided information, an organization can modify its products according to the expectations of customers. This improves employee efficiency and improves customer relations. Sustainable policies help an organization to expand their business.
[bookmark: _Toc11683405]Recommendation
ASDA is slowly approaching towards their sustainability goals. They have reduced carbon emission rate reasonably. They should look for ways to produce more products with less consumption of water. Only natural flavour and resources should be used in produced goods. They should increase the use of solar energy in their system. Plastic packaging must be reduced and existing packages must be recycled. Tesco have one the highest brand value in Retail industry for quality of products. However, range of their product price is been on higher side with respect to other competitive retail companies in UK. They should decrease operational cost to lower products prices. They have reduced range of sugar in their beverages. However, it still needs to be fewer than 5gm per 100ml quantity.
Product prices of Mark and Spencer is respectively cheaper than other UK retail companies. However, their product's quality is not efficient enough to meet customer expectations and needs. The authorities need to spend more on research and development team to enhance their product quality. Sainsbury decreased their operational carbon emission rate. However, they still need to rely on natural resources for food products. They need to diverse their dairy farms to increase the profit rate in dairy products.
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