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Introduction
This Report sets out to investigate the customer experience of a supermarket, in this instance Aldi, based on their policies and practises to ensure they are as ethical and sustainable as possible to stand in line with the values and beliefs of the customers in this age. The report will outline what procedures the organisation takes to ensure sustainability for the environment, and also provide factual information about how Aldi provides ethical services and products for the consumer. Aldi is one of the leading supermarkets in the UK for its price and quality of food, household items, and cleaning products, and this report will outline whether the ethics and sustainability of the company align with that, and whether they impose strong Customer Relationship Management whilst running their company.

Ethics
The ethics of an organisation is outlined by the principles and values that they hold, and the action they take to ensure they offer a product that is produced fairly and reasonably. In February 2020, Aldi were recognised for their efforts in tackling modern slavery and taking the right steps to protect Human Rights and won the Thomson Reuter’s anti modern-slavery award (ALDI, ND). Consumers take ethical companies very seriously and it is very important that staff, suppliers, and factory workers are treated with respect, paid fairly, and granted safe and hygienic working conditions.

Aldi have six main processes that set out to protect Human Rights:
Bangladeshi Minimum Requirements: Aldi have implemented minimum requirements to come from suppliers in Bangladesh and Myanmar to ensure fair pay and appropriate working conditions, including extensive evaluations and regular checks by ALDI staff when contracts are accepted. The Aldi Factory Advancement Project was also introduced to improve working conditions in Bangladesh and Myanmar.
Tackling Modern Slavery: Aldi have partnered with necessary organisations and taken steps to ensure they are tackling modern slavery.
Trading Fairly: Aldi strive to supply as much FairTrade food as possible and are improving the amount of FairTrade they supply constantly.
Women’s Empowerment: Aldi is the ONLY UK Supermarket that supplies FairTrade flowers, and over ¾ of the workers in this industry are women. This provides women with a job, and a steady income to support their families.
Responsible Production of Textiles: Aldi are ensuring that they are using trusted suppliers of any textile products they supply to customers, by doing this they are supporting the human rights of workers abroad.
Monitoring our Suppliers: Aldi understand they are fully responsible of the workers who supply their products, even though they are not employed by them directly, so they take precautions and certain measures to monitor their suppliers and ensure they are treating their workers fairly (ALDI, ND).
These are all vital ethics for Customer Relationship Management (CRM), because how other people are treated today is very important, especially to people in the UK who live in a first world country. Therefore, this means that customers will be more likely to shop with Aldi because they know they hold strong values.

However, in 2018, Aldi scored only 25% in a scorecard created by Oxfam to analyse their ethics based on two things: Their policies and practises, and their actions and behaviours that backed them up. Aldi’s score put them at the bottom of the scoreboard for the leading supermarkets in the UK. 

Sustainability
Sustainability in an organisation is how well they maintain the level of the eco-system whilst still actively selling their product on the market. According to Michael Holder (2019), who writes for the Business Green Magazine, Aldi went completely Carbon Neutral in the UK and Ireland: Carbon Neutral simply means that Aldi are emitting the same amount of carbon dioxide into the atmosphere as what they are using, which helps to sustain the eco-system, and limits global warming (Woolerton, 2021). In this day, it is paramount for a lot of people that companies are working towards saving the environment, therefore this is a good way of creating a good relationship with the customer before they walk through the doors. 

Aldi have released four projects in order to help preserve the environment, these are as follows: 
Project 1 – Clean Oceans: Aldi are working alongside Plastic Bank to support their own ‘Clean Oceans’ Project, which sets out to remove plastic waste from the oceans. Not only this, but Plastic Bank also uses impoverished people from Haiti to collect the plastic, then allows them to trade the plastic in for food, money, water, or even school fees for children.
This is vital to build a strong relationship with customers as there is currently a high level of concern around litter in the ocean, and the damage it is doing to our planet and our sea-life. A survey was completed for DEFRA and the Ocean Conversation Trust, and it found that 49% out of 8,000 people were concerned about the welfare of the ocean, and over 1/3 of the 8,000 had taken lifestyle changes to protect the ocean (McVeigh, 2021), which clearly confirms customers will be far more likely to shop with Aldi if they know profits are going towards causes like this. Many people also find it very difficult to know that some countries are living in poverty, but they know there is nothing they can directly do to help, so it encourages customers to shop with Aldi because they will feel like they are doing something to help.

Project 2 – Forest Protection: Aldi are also running a forest protection project in Brazil, which protects 3,000 hectares of rainforest from deforestation, and also creates soy plantations. This also gives the locals income, a tribe known as the Ribeirinhos, who otherwise would have been wiped out.  
A huge amount of the population is against deforestation, it affects the wildlife, it affects the local tribes, and it also plays a massive part in affecting the eco-system, and between 2002-2019 there was an overall 7.1% loss of the Brazilian Rainforest (Butler, 2020), which means what Aldi are doing is very important, and this will leave customers feeling a sense of satisfaction when doing their shopping with the company.

Project 3 – Clean Cookstoves: Aldi are running a cleaner cooking project in Ghana, distributing cleaner and more efficient cooking stoves to families in Ghana, instead of them regularly using charcoal or open fires to cook their food. 
Cooking with charcoal or open fires is dangerous, it can cause health issues, eye infections, and even early deaths. Alongside this, the deforestation level is very high due to endless trees being cut down for use of cooking due to the high amount of wood needed to properly cook a meal (Ridley, 2020). This project helps both the people and the forests, which highly influences potential consumers to want to shop with the company as people feel like they are helping others.

Project 4 – Solar Energy: Aldi are providing solar energy for the Gutigulit Village in India, which provides clean and renewable energy for the Indian National Grid. Alongside this, the scheme also provides necessities for schools in the local communities, such as books, furniture, and other educational materials.

According to the Solar Energies Technology Office, solar energy is constantly renewable as it is powered by the sun, therefore is completely sustainable. This influences a strong Customer Relationship because it creates a completely sustainable way of living in a huge country (ALDI, ND). 
Recommendations for Aldi to assist CRM.
· Provide extra help, schemes, and support for local communities and issues in the UK as well as abroad.
· Ensure transparency at all times to any action being taken towards ethical policies.
· Keep improving the eco-footprint of the company.
· Keeping supporting projects and organisations that help to save the environment.
· Keep the low costs of products, but ensure the quality of the product, and the quality and lifestyle of the worker who is supplying these products.

Conclusion
To conclude this report, it is clear that the ethics and sustainability of Aldi as a company stand very strong, and providing they stand by their policies this and take action to ensure these ethics and projects continue to make a difference, they will continue to have a strong and loyal relationship with the consumer. It will also leave a higher probability that, and the consumer will continue to shop with Aldi and recommend it to the people around them. Companies must understand it goes further than just the product or services they are offering, and they must hold values and ethics that relate to the consumer for them to want to support the company and spend their money with them. 
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This review will focus on two different theories that focus on improving the quality of the product or service, and how the supermarket ALDI implements these theories within their organisation. Quality is defined by the extent of products and services that are offered at a reasonable price, with little to no defects or complications. The quality of a product or service is paramount for the company to succeed, as if items are breaking, faulty, or not working as described, this may put a bad reputation on the brand or business; however this is also apparent if the organisation is promoting a service, if that service is not up to standard, or again, not as described, customers will potentially complain, however they will most definitely talk to their friends and give bad verbal recommendations (Pryor et al. 1998). The two theories this review will focus on is the Deeming Theory, who spent the majority of his life teaching and learning about quality management and focuses on the systematic approach to quality, and the Juran Quality Theory, which was proposed in 1986, that focuses on the consumer-based approach.

The first theory that would assist Aldi to ensure their quality is the Deming Theory. William Deming was known as the ‘Father of Quality Management (QM)’, after he introduced his QM theory throughout the 1950’s. His theory was based on the systematic approach and stated that it is the managers responsibility to improve the systems within the workplace that will improve the overall quality of the organisation. He also stated that higher quality of staff, training, resources, and equipment overall leads to lower costs for manufacture, and eventually lower costs for the consumer to purchase. 
Deming introduced a figure known as the PDCA cycle, which stands for:
Plan a change within the organisation, 
Do (carry out) the change,
Check that the changes are making a positive difference
and Act on what has been learnt (Garcia, 2015).

However, it did not stop there, Deming also proposed Seven Deadly Diseases of why there may be a lack of quality within the product or service.
Lack of Constancy: Or lack of purpose to plan and execute new ideas to improve the quality of the organisation.
Emphasis on Short-Term Profits: Too much short-term thinking and not enough forward thinking to plan for any future events.
Performance Reviews that Promote Unnecessary fear/competition between staff: Consistent performance reviews and bonus schemes may cause competition between staff members, which does not fit the dynamic of everybody working together as a team to achieve one goal.
Mobility of Management: Managers moving around the workplace doing different jobs rather than sitting in one office.
Management by use of Visible Figures without looking at other Data: It is irresponsible of an organisation to not consider things that may be unknown or outside the actual data of the company.
Excessive Medical Costs: Some companies overspend on medical costs which can lower profits significantly.
Excessive Liability Costs: These costs can be seriously exaggerated by lawyers if their clients are threatening to sue the company (The Deming Institute, ND).


The second theory this review will look at is the Juran Theory, which focuses on a more traditional and strategic approach to Quality Management. Juran’s philosophy introduced both the Quality Trilogy and the Quality Roadmap, and because of this he became one of the most famous and reputable theorists in the world.

Juran’s Quality Trilogy:
Juran created a quality Trilogy, which focused on three main aspects vital for improving and maintaining the quality of a product or service.
Quality Planning: When planning the quality of a product or service, potential consumers must be considered. For example, what are the needs of the customer? Are there any strong cultural or environmental issues in the area that may need to be supported or addressed?
Quality Control: When products are being distributed and sold, it is important the quality remains, and also that the products don’t lose quality when in storage waiting to be sold, or worse still, when they have been purchased by the consumer. Therefore, it is important to control the quality of the product over a long period of time.
Quality Improvements: If there are large amounts of waste, during both the manufacture and waste of the actual product, improvements of quality must be considered. This may be improving how the product is made, or the quality of the product overall.
For the Quality Trilogy to be effective, all three components must be completed, and they can be integrated into all aspects of the company: Improving the product, improving the service, improving manufacturing, improving delivery methods, or even lowering the price (HR Learning Hub, 2020).
Juran’s Quality Roadmap:
Juran created this roadmap for individuals to be able to use as a checklist for understanding the requirements of consumers, optimising designs, and developing the product and the service.
1. Identify the Customer
2. Identify the Customer’s Needs
3. Translate needs into language of the organisation
4. Develop a product that responds to these needs
5. Optimize these features
6. Develop a process to produce product
7. Prove the process can produce product
8. Translate process to operations
This roadmap gives organisations the opportunity to thoroughly evaluate Quality Assurance and Improvements. If both the trilogy and roadmap are implemented properly, quality will continue to improve, and consumers will continue to buy the product (Abulmajd, 2009).

As an organisation, ALDI use a Total Quality Management Approach to focus on Quality Assurance, and they have a thorough system designed by a specific team to assure quality of products to the consumers, including daily fruit and vegetable tests, regular conferences, and food tasting. An interesting test Quality Assurance staff at ALDI take, is a blind taste test, where they will test food purely by taste, comparing ALDI branded food to other brands. They will then compare any similarities or differences and make changes if necessary.
Aldi have five main ways of assuring their products are top quality:
Extensive Requirements for Suppliers; different measures are deployed to ensure suppliers are producing products at top quality. This may include random visits, product sampling and certificate proof of hygiene and/or certification levels 
Independent Testing Labs are commissioned by ALDI to analyse them whilst they do their own checks on the products, and they also request that suppliers have certain items checked regularly also.
Regional Companies’ Distribution Centres and Stores are used for storing food, and when they arrive, there are members of staff responsible for undertaking checks of the products to ensure they are up to quality.
Customers’ opinions and feedback is taken very seriously, by responding well to complaints, making changes when necessary, and also removing items from the shelves/recalling items when needed.
Consumer Organisations conduct tests regularly to ensure the standard of quality is as it should be, and this regularly confirms the excellent quality of the products (ALDI, ND).
ALDI also have many different training programmes that their employees take part in to refresh and improve their knowledge. This can be refresher training, or employees may be sent to learn a new skill, or even trained in a higher role. ALDI also have in-store training programmes for new employees, staff wanting to progress to management, and even training programmes for graduates who would be interested in the corporate side of the business. There are many different aspects to the company, the supermarkets, warehouse and logistics, corporate, and the financial and administration teams. All of these areas offer different training programmes that give employees the opportunity to further their learning (ALDI, ND). This benefits the quality of the company because it means employees are knowledgeable about the companies policies and procedures, but it also means the employees are more likely to feel a part of the company and want to work harder for them.

To conclude this review, it is clear that ALDI hold thorough policies and procedures to ensure quality of their products and services; Not only do they provide inhouse testing, they also commission independent labs to test their products alongside this. By implementing both the Deming and the Juran theory, ALDI could continue to improve the quality in their products, their planning, and how they regulate certain systems within the workplace. The Deming theory focuses more on potential barriers and issues that organisations may face when testing and improving quality, and also what makes quality suffer, whereas the Juran theory is a more positive approach regarding planning and implementing the improvement of quality. The two theories are very different, however they hold the same values, so by implementing these effectively alongside the procedures ALDI already do, they will have no issues continuing to improve the quality of their business.
References
Abulmajd, K., (2009), Juran Roadmap to Quality, https://abulmajd.us/2009/03/17/juran-road-map-to-quality/ (Accessed on 23/07/2021)
ALDI, (nd), Quality: All in a day’s work, https://www.aldi-nord.de/en/sustainability-report/2017/highlights/quality-all-in-a-days-work.html, (Accessed on 18/07/2021)
ALDI, (nd), Training Programmes, https://www.aldicareers.com.au/Training (Accessed on 23/07/2021)
Garcia, M., (2015), Deming PDCA Cycle, Available at: https://www.youtube.com/watch?v=e4gOPeHSRo8, (Accessed on 18/07/2021)
HR Learning Hub PH, (2020), Juran Quality Trilogy, https://www.youtube.com/watch?v=fsMU0JsF7gM, (Accessed on 23/07/2021)
Pryor, M. G., White, J. C., & Toombs, L., A., (1998), Strategic Quality Management:  A Strategic, Systems Approach to Quality. Thomson Learning.
The Deming Institute, (nd), Seven Deadly Diseases of Management, https://deming.org/explore/seven-deadly-diseases, (Accessed on 18/07/2021)
 

