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Executive summary
[bookmark: _Toc34955100]This report has focused on customer engagement that is important for improving current market trends and overall productivity rate in a proper manner. Besides, the main aim of doing this report is to explore the customer experience of ASDA based on ethics, quality or sustainability. Therefore, CRM strategy can be beneficial for improving employee customer relationship in a proper manner. It is considered as the process through which companies try to build value for stakeholders as well as shareholders and generate interest of customers in particular products and services. Managing company rules and regulations in order to manage its performance in the market and build robust relationships with customers is major responsibility of CRM of ASDA.
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[bookmark: _Toc34955101]1. Introduction
Customer engagement is considered as the bridge between the brand and customers to provide high-quality customer experience to loyal customers. Customer experience is a major thing for any company that is required to be improved according to the market trend and needs of consumers. The main aim of doing this report is to explore the customer experience of ASDA based on ethics, quality or sustainability. ASDA and other supermarkets such as John Lewis and Argo will be explored in terms of customer relationship management in this context. This assignment will describe the relationship between ethical or sustainability policies with customer relationship management quality (CRM). It is considered as the process through which companies try to build value for stakeholders as well as shareholders and generate interest of customers in particular products and services. Companies used marketing ethics for building a strong organization and customer relationships. Rules and regulations of marketing ethics help to protect customers from unethical things that may occur in a business. 

[bookmark: _Toc34955102]2.1 Definition of Ethical stance
Maintaining ethical principles through providing legal procedures in supplying goods and corporate image of organization is known as ethical stance. Building construction plan by maintaining responsibility of Government can be a useful ethical stance (Alwiet al. 2017). The reputation of a company increases with a good ethical policy in the organization. It is a huge advantage for a company as a good reputation or goodwill enables a company to make high revenue from the market.
 
[bookmark: _Toc34955103]2.2. Ethical Policies
A guideline is provided to employees in terms of gaining profit of the organization (Carlsonet al. 2019). A company expects from employees and management to take part in the company and make it profitable. Numerous times it includes trade practices of organization and safe working conditions. 

Advantages of Ethical Policies
Rules and regulations are important for an organization because based on these employees and management regulates the company. Ethical policies of the organization allow an organization to develop rules and regulations (Carvalhoand Fernandes, 2018). One of the great advantages of ethical policies is that it prevents legal issues. While running on a guided way of ethics of a company, it clearly shows how to avoid critical situations. Brand loyalty is now a basic requirement of customers and this policy helps to increase brand value as a result faith of customers increases. 

Issues of Ethical Policies
Even though there are several advantages to ethical policies, various drawbacks also can be seen. It is observed that various companies make a profit by suppressing its production and processing cost (Cotton, 2017). However, the cost of overall production increases by implementing this policy and it can be a great issue in a competitive market. Apart from that this policy requires a random update in order to achieve a good result but it is always not possible for management to manage the update process whole time. 

Ethical Policies in ASDA 
The main aim of implementing ethical policies in ASDA is to increase the relationship with customers. ASDA provides a good guideline towards its employees and management and as a result, it successfully makes the company profitable (Dewnarainet al. 2019). Since the company has launched the latest ethical policy issues regarding law and legislation have been decreased drastically. The company is able to retain a large number of employees because of the good working environment that is situated from the guidelines of the company. 

[bookmark: _Toc34955104]2.3. Definition of sustainability
Sustainability can be defined through attainable dynamic performance of organization as well as improvement in complexities of business. Sustainability ensures progression of environmental as well as economic factors of a country through bringing quality support system (Costanzaand Patten, 1995). 

[bookmark: _Toc34955105]2.4. Sustainability Policies
Sustainability policies are the sets of policies that ensure several development areas of a company and these areas are economical, environmental and social (Fernandesand Pinto, 2019). The aim of sustainability policy is the development of such areas that put impact on the mind of customers as well as stakeholders. 

Advantages of Sustainability Policies
It clearly attracts customers towards the organization because of having a good environmental condition. The three development areas work in a circular way thus development of one area allows another area to develop. A large number of customers increase the popularity of the company as a result company value increases. The stock price of a company also varies on this policy as the developed sustained policy increases the goodwill of the company.

Issues of Sustainability Policies
Based on three areas this policy has been made and these areas are linked with each other thus the whole policy can fail if a company ignores one area. Social impact can also have a reverse impact on the organization as bad news of the company can be delivered all over the world in no time. Simultaneously a bad social impact can reduce the brand value and as a result economic condition of the company reduces (Hashimand Fadhil, 2017). Apart from that the cost of the organization increases as the additional expenses rise through this policy.

Sustainability Policies in ASDA 
Sustainability policies are greatly accepted by ASDA and various sectors are covered through this policy. The company has focused on various major areas in organizations such as the recycling process. The company believes in saving the environment through recycling products, especially plastic items. Plastic packaging is harmful to the environment and it is better to avoid using plastic materials for packaging. ASDA has attempted to reduce excessive packaging in order to reduce uses of plastics (Helfayaand Moussa, 2017). Apart from that water wastage is a great issue in this century thus ASDA is trying to use less water to manage the organization. The company also uses a unique transport system and is currently working on electric vehicles to reduce pollution and it also reduces transportation costs.

[bookmark: _Toc34955106]2.5. SWOT analysis
ASDA is known as a British supermarket which is established in England and headquartered in Leeds (Baker et al. 2019). It aims to examine the strength, weakness, opportunities as well as threats of ASDA compared to John Lewis. 
	Strength
· A larger amount of products
· Various kinds of store formats
· Variety of brands and services (Bueno et al. 2019)
· Sustainability
	Weakness
· Fixed price of dairy products
· Restricted global presence
· Promoting false advertisement
· Limited entry to business

	Opportunities
· New domain and service expansion
· Expanding global business
· Online expansion to the business
	Threats
· Changing policies of Government
· Presence of other online retailers
· Price comparison with other operators



[bookmark: _Toc34823170][bookmark: _Hlk34912985]Table 1: SWOT
Strength: ASDA, as well as John Lewis, has expanded its business very well in the UK and other countries. ASDA provides a huge range of products and services to its customers across the world. According to the financial year 2019, ASDA is considered as the third largest retailer of the UK with a market share of over 14.9%, including stores over 640. In terms of revenue, John Lewis is considered as a consistent performer of the UK with its approx operating income of 10.5 billion pounds in the financial year 2019. ASDA has strong management for its efficient and effective customer service and it has built a strategic position in terms of hiring people from larger global companies. ASDA serves over 19.5 million consumers in a week where 98 percent of home delivery is served by its online platform (Cambra-Fierro et al. 2017). ASDA provides several kinds of store layouts towards its customer that includes a supermarket, supercenters, George stores, superstores, Asda living, and ASDA petrol station. ASDA provides a variety of brands and services to its customer that includes George clothing, smart price, mobile, chosen by you and Asda money. 
Brand of John Lewis is diversified into several sections as ASDA; it has a segment for home furnishing, nursery, garden, and clothing. Considering ASDA, online and global presence John Lewis has also helped it to lead in the clothing and accessory industry. John Lewis is known as a well-recognized company for its aspiring relationship to customers and promoting growth in partnership. ASDA is well-recognized because of its innovation, the scale of economy and use of technology in operating business (Carlson et al. 2019). Customers provide reward points to ASDA by purchasing cloth and homeware and it earns a scheme of loyalty. ASDA provides supreme quality products to its customer and it has been awarded as 2019 retailer of the year. ASDA has an aim to mitigate the environmental footprint from its products, operations, services and supplier products. 
Weakness: John Lewis has a limited presence in terms of the global market compared to its competitor ASDA. Products of ASDA are not cheaper than any other vendors; it gives a local market competition to ASDA. ASDA and other supermarket retailers in the year 2007 had fixed the price of dairy products (Carvalho and Fernandes, 2018). Due to fixing dairy products’ range at a high price, it gives a huge number of customer losses for ASDA. It has been found that ASDA promotes its business through false advertising and wrong information towards its customers. Making foolish consumers has created a bad image of the company. Selling of ASDA products is banned in a few countries that restrict it from becoming a global leader. John Lewis has a lack of a strong marketing strategy that clearly impacts the business operating process, though it has a less competitive advantage. Critics provide various information of the quality of ASDA and John Lewis products impact the reputation of these companies. 
Opportunities: The number of customers is increasing in the UK who shop online, which helps to increase the market share of both ASDA and John Lewis. Hence, online marketing provides an opportunity for ASDA and John Lewis to expand its business. These companies can grow their business by opening new stores in the UK and in other countries such as China, Malaysia. Opening outlets provides an opportunity to make more visibility of their brand. ASDA has focused on Focus DIY and it has converted 6 to seven DIY in supermarkets.  ASDA has an aim and long term goal to provide 100% recyclable products to customers (Cotton, 2017). It tries to reduce the food wastage and provide sustainable 100% sourced fish. Smaller company acquisition can help ASDA to extend its operation and market of business. 
Threats: Price is a big threat to the ASDA compared to other retailers that provide products and services at a cheap price. Government policies of the UK are changing continuously and this is a huge threat to ASDA and John Lewis who operates a business from the UK (Dewnarainet al. 2019). Due to diversity in culture, John Lewis has faced failure in the new market. Exposure of new competitors in the market throws a huge competition towards the existing retailers. New legislation has a negative effect on the business process that makes a loss to the company. 






[bookmark: _Toc34955107]3.   Literature Review of quality models and theories
TQM accelerates employees to focus on the quality of work rather than focusing on the quantity of the work (Fernandesand Pinto, 2019). Total Quality Management depends on customer reviews and feedback in order to generate new strategies that can help to produce a supreme quality of products compared to its competitors. Continuous improvement, modification, and efficiency are needed in an existing business to achieve higher profits. Customer Relationship has been discussed through developing three models along with its theories.

[bookmark: _Toc34955108]3.1.  Deming model
Deming application prize is considered as an annual award, which is provided to a company because of its tremendous performance throughout the year with the application of TQM. It does not need any particular industry type, which indicates any industry can participate for this prize. The organization can be small or huge, private or public, overseas or domestic; it can take part in the Deming prize application (Gorsiraet al. 2018). It focuses on the improvement of any company in a year rather than focusing on Baldridge. Multiple numbers of companies can get Deming Prize in a year, there is no certain limit provided. 

[bookmark: _Toc34955109]3.1.2. Juran’s model
Juran’s Model denotes three stages of customer needs – Quality improvement, quality planning along quality control. Quality improvement can be measured by hiring capable employees within organization (Cano et al. 2019). It has been commented that quality planning is more necessary before improving any quality (Rajković, et al. 2019). Based on this model, quality control can be assured in any organization through developing improvement and planning. It can be followed through better human resource management and it can bring an effective management regarding customer relationship.
Customer Focus: It defines to meet the expectations and needs of customers as well as to increase customer expectations of AZDA. It provides excellent value to its customers by only focusing on customer choices (Tarkiainen et al. 2016). 
Leadership: A leader of a business process provides a direction and purpose to achieve the goal. A leader shows the path in which the maximum outcome can be achieved by the company. A leader motivates other employees to get indulge in one work and achieve an excellent benefit for the company. 
People Engagement: Engagement of employees helps to maximize the profit of a company through continuous development. Various ideas and strategies help to achieve the organizational objective at a glance (Nyadzayoand Khajehzadeh, 2016). 
Improvement and innovation: An organization can lead to the market when it will include innovation strategies in business. ASDA and John Lewis should innovate any opportunities for a customer to achieve more customer retention and engagement (Helfayaand Moussa, 2017). The organization should follow the trend of the industry or market to be a competitor in the market. 
Corporate Social Responsibility: CSR is considered as the process in which companies use various processes to make a positive impact on the society where it operates its business. ASDA carefully operates and manages CSR and it believes in sustainability to produce affordable products for consumers and protect the community. 
Management process and approach: Management can manage the organization through several facts, systems, and rules of legislation. It describes managing the business process for effective business (Kempiaket al. 2017). Management can make good relationships with loyal stakeholders or parties to smooth business performance. 
Partnership Development: Maintaining a partnership over the years and years, added value to the company. Develop a good partnership with its stakeholders to increase the brand value of the company and leave a footprint of strong and loyal relationships in the market. 
[bookmark: _Toc34955110]3.2. 5P’s Model
The strategic model only deals with the framework that helps only the small organizations to achieve long term success and survival. It does not involve all the processes of 5P’s model that was invented in the year 1998 by Pryor, Toombs, and White (Lanand Dobson, 2017). 5P’s model considers the purpose, performance, people, principles, and processes.
 
Purpose
The purpose of 5P’s model of an organization is defined as the term to build the strategic target of an organization (Loh et al. 2017). It includes an organizational mission goal, vision, and objective and strategies to achieve the goals and objectives. Leaders formulate strategic direction and tactics to achieve organizational goals.


 
Principles
It determines the assumptions and philosophies on the way to see how the organization operates its business. It includes ethics, core values, and commitment which employees are required to take when they get hired in the organization (Mahrousand Hassan, 2017). Core values describe the path or disciplines for employees to behave in the work culture. Employees should be loyal to the company in which it is working and it should follow the basic ethics of the organization. Small business owners are able to understand the business principle on how they operate its business; however they sometimes are not capable enough to align principles with its business. 

[bookmark: _Toc34823196][bookmark: _Hlk34913259]Figure 1: 5P’s Model
                                                (Source: Maklan et al. 2017)

Process
The process is recognized as the structure system and procedure that are initialized in the services and products of the business. An organizational infrastructure should support the business process and system run an organization in an effective way. Processes are considered as the appraisal methods of performance, the process of communication and the pattern of production systems (Maklan et al. 2017). The job that is not assigned properly with a suitable employee is considered as the business process of the organization. 

People
Employees are here referred to as the people who do the work that is aligned with the processes and principles in order to meet its purpose. People are the active features through which the required outcome can be achieved. Purpose, process, and principles should be aligned accurately before people begin their work (Mosquera et al. 2017). Small business leaders when able to assemble business performance, purpose, and process, then they can achieve organizational excellence. 

Performance
The performance comprises all the measurements and metrics that are used in the organization in terms of decision making (Robins et al. 2017). Measurement of performance provides feedback to the process of strategic management in terms of business operating performance and feasibility. A small business leader should include the feedback system in their business management process to ensure organizational success. 

[bookmark: _Toc34955111]3.3. Quality Management
Quality management is termed as the overall tasks and activities that are needed to maintain in order to achieve the desired level of quality. Quality management consists of quality policy determination, quality plan creating and accomplishing and improvement in quality (Tong, 2017). The key concern of quality management is known as focusing on long term activities by initiating short term goals.
[image: ]
[bookmark: _Toc34823197][bookmark: _Hlk34913310]Figure 2: Quality Management
(Source: Tong, 2017)

[bookmark: _Toc34955112]3.4. Impact of quality management to improve Customer Relationship Management
Quality management is able to add extra value to the customer relationship management. Brands are today more concerned with quality; hence it builds a strong customer relationship management. International Organizational Standard (ISO), Total Quality Management (TQM), and balanced scorecard are the components of quality management (Yerpudeand Singhal, 2018). Quality management depends on audit and inspection, though this process helps in customer relationship management. TQM has an aim to provide effort for the growth of quality management that is embedded with the solution to make it effective for customer relationship management. Quality management helps to identify risks at a prior stage and protect customers as well as own company from risks and threats. ISO 9000 has ensured that CRM will be able to focus on the establishment of long-term relationship management and construction management. 


[bookmark: _Toc34955113]4.1. Impact of policies on the quality of CRM
Enhancing relationships with customers is the main aim of this policy as CRM policy uses software in order to grow sales and attract potential customers. The main tool of this policy is the marketing skill of the company. The ethical stance of ASDA regarding quality of CRM is to offer quality food to its customers and communicate through heightened sensibility. 
 
Advantages of CRM
This policy allows the company to attract customers towards the company by developing the marketing department of the organization. Customers are greatly helpful in this policy as company provides help through helpline number for 24*7 (Bueno et al. 2019). Apart from that, customers are able to get their service and product in a faster way. Stakeholders are also beneficial in this policy as this enables the company to get a high profit. 
[image: Image result for crm]
[bookmark: _Toc34823198][bookmark: _Hlk34913438]Figure 3: Customer Relationship Management
(Source: Bueno et al. 2019)



Issues of CRM 
There are several issues that can be observed in the CRM policies of a company; the major issue is that it increases the cost of the company if the company is unable to make any sale from the market. It is also observed that close connection with employees comes with a few disadvantages as it creates trust issues in the mind of customers. 
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[bookmark: _Toc34823199]Figure 4: Fishbone diagram
(Source: Cambra-Fierro et al. 2017)



CRM in ASDA. 
Customer Relationship Management (CRM) is recognized as an essential aspect to gain a competitive advantage. CRM is considered as the process of interaction with existing as well as potential customers. CRM focuses on the retention of customers and it ultimately results in the sales growth of the company ASDA (Cambra-Fierro et al. 2017). ASDA not only values customers instead it also provides values to shareholders. Data security is important in ASDA in terms of security policies of shareholders and consumers as well.

[bookmark: _Toc34955114]Sustainability of ASDA 
Sustainability of ASDA can be developed through maintaining policies of CRM regarding quality service and quality control within the organization. The display and management of these policies will assist the company to build a trust within the customers on its resources and well at its services.

Ethical decision making model
In order to improve organizational decision making, it is important to adopt ethical decision making model for improving business decision making in a proper manner. Due to implement of business ethical model, the organization Asda can able to make proper decision and improve business quality in a successful manner.
 
[bookmark: _Toc34955115]4.2. The link between sustainability and ethical policies
Sum, consequences, virtue, and rightness are all termed as ethically essential in order to navigate sustainability. Sustainability policy defines the objectives and activities integration to achieve organizational success. Sustainable policies entail about the natural ecosystem resources in order to protect and preserve the community (Baker et al. 2019). Suitable policies aim to mitigate wastes, protect wildlife and reduce consumption from the globe. It ensures that the environment is suitable, clean and safe. Ethical policies of ASDA include the guidelines to the employees to behave properly at all the time in the office environment and do the proper thing. Ethical policies refer that happy employees will bring happy customers. 
[bookmark: _Toc34955116]4.3. Recommendation
The company needs to be highly developed and updated in its relations and management system to interact and assist customers. Thus, an organization needs to critically examine its operations in order to meet any shortage or failure that may interrupt their market growth. The company also needs to manage the customer relationship by providing adequate service and products at reasonable prices. It is thus important for ASDA to build a strong and trustworthy ethical stance regarding policies of quality CRM within organization. 
ASDA needs to implement further policies that will enhance its chances of competitive advantage in the market highly. John & Lewis have also initiated several such ethical policies that helped them to enhance their customer relationship as well as productivity in the company. These policies will not only help the company to gain competitive advantage but will also manage the internal environment of the company. It will help the company to manage its employee motivation and retention plans as well as manage performance in the organization. 






















[bookmark: _Toc34955117]5. Conclusion
It can be concluded that customer relationship management controls and progresses the relationship of an organization with its potential customers. It will help the company to thus it can be concluded that CRM is most effective factor to build a suitable relationship with customers that helps to improve business relationships and growth. Besides, it also helps in enhancing performance as well as reputation in the market with positive environment both externally and internally. Managing company rules and regulations in order to manage its performance in the market and build robust relationships with customers is major responsibility of CRM of ASDA. 
Therefore, business ethics is most appropriate strategy to adopt different business policies as well as practices to betterment of future growth. It will help the company to develop its ethical as well as sustainable policies in order to manage the company's rules and regulations.
This in turn helps the organization to control its performance level and manage its stakeholders accordingly. On the other hand, proper CRM strategy and business ethics are helpful for achieving sustainable growth and constant success within organization. There are several issues in these management policies; however any such issues can be mitigates by correct and planned strategies all over. 
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