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1. [bookmark: _Toc78123053]Introduction

The aim of this report is to outline a list of the ethical policies that Tesco applies and how these policies have a direct and indirect impact over their customers and their experience in stores. The report is presented to the principal researcher that deals with a voluntary organisation that is researching over a list of processes that are in place within the workplace and how these have an influence over the customer experience. Furthermore, the researcher will outline what sustainability is and its importance by presenting the sustainability practices that every organisation should posses and how Tesco handles the sustainability part of the business. Therefore, the report will outline how Tesco engages and values its customers through the ethical and sustainable policies across the business. In the second part of the report, the importance of quality and its models upon theories will be presented given an idea of what theories and top management regulation the business works on in order to engage and maintain the customer relationship known under the name of CRM.


2. [bookmark: _Toc78123054]Ethics in retail

Ethics policies in retails are normative laws that follow up if the process of buying of the customer is fairly done.  Along the consumer awareness, price and quality, ethics play an important role in retail stores (Marshall, 2018). Ethics policies are one of the most essential and most important influencers that has the power over the percentage of sales in retail that gives the power to buyers to buy products (Marshall, 2018). Treating customer with disrespect, upselling products at highest prices, not providing the best quality products all these are breaches of ethical issues that can give the start to all the ethical issues a company can bring to the table. Each and every business should pay close attention to ethics and introduce them as essential to their processes especially retailers as they are the touch point base to consumers towards their supply chains (Essays, 2015). Nowadays, consumers are more interested in ethical processes than ever due to their power of buy and choice. The main issues in ethical processes that are discovered in retail industry are: corporate social responsibility, the way the product is sourced and the way the product is brought to consumer’s safety (Essays, 2015). The retail business owners adopt ethical policies in order to overcome positive outcomes such as: retention  of employees, retention of customers, promotion of a positive vibe working attitude  and develop the brand image of the business within the market in front of their competitors (Markgraf, 2021). In order for a business’s ethical practices to work effectively, business owners must put in place a. set of guidelines and procedures that need to be followed by both the management and the employees.  These guidelines are: communication by making sure everyone is aware of the policies put in plane and everyone understand what they need to do; guidelines by providing the right support and training in order for the store employees to be able to behave in a nice manner to their customers; authorization composed of codes of ethics that offers employees support and help on how to behave in certain situations in their relationship with customers or unusual situations ; controls in order to check and maintain the ethical codes of conduct that gives power to management in order for them to check the development of the procedures that take place  (Markgraf, 2021). Burns and Brady (1996) state that much more attention is given to marketing management, executive management decisions and business to business actions rather that was is given towards ethics research as they are focusing their attention on issues evolving from ethical beliefs (Burns, Brady, 1996). On the other hand, Mascarenhas (1995) strongly agrees that marketing ethics is fully impacted by the unhealthy activities from employees that has a negative result over the consumer’s trust and their decision of buying (Mascarenhas, 1995). Additionally, Smith and Barclay (1997) agree that employees features and characteristics such as honesty, sincerity and good faith motives are associated with the way customers build and accept their relationship with the business based on their time and communication invested in both the relationships with the employees and the store they are working for (Smith, Barclay, 1997). Although employee’s behaviour is a strong base for the ethical bases of conduct, customer’s emotions is an essential facility that creates service surroundings cues into a final behavioural effect (Bitner, 1992).

2.1. [bookmark: _Toc78123055]Ethics policies in Tesco

Tesco has a set of ethics and compliance policies across UK that supports the business in remaining one if the most valued and popular stores in the UK supermarket chain. Group of Anti-bribery policy and conflicts of interest policies are some of the most important ethic policies that the business supports and provides great attention to them (Tesco, 2021). In terms of employees, Tesco offers the ethic policy of gift and entertainment that defends the positions and rights of their employees across the country. Furthermore, Tesco takes great pride and care towards their customers and their data due to their ethic policy of cyber security where protection customer information is critical to sustainability and competitiveness across the business (Tesco, 2021).


3. [bookmark: _Toc78123056]Sustainability towards customer experience

Sustainability Committee under close direction from the UN World Commission defines sustainability as :’ the integration of environmental health, social equity and economic vitality in order to create thriving , healthy , diverse and resilient communities for the generation and generation that follows’( UCLA, 2020).  Sustainability is not a key forte point for the retail industry due to their essential processes such as packaging, transportation and its manufacturing even if the retail industry is doing their best to meet up the customer expectations in a fast working environment (Mitchell, 2021). Both small start-up and big businesses should take into considerations steps in order to become and remain sustainable. Such steps taken by retail businesses are using paperless returns, no plastic packaging, using more organic products, plan easy and friendly logistics routes that can all minimize the bad outcomes of a proper retail process of goods (Mitchell, 2021). As for Tesco, being one of the biggest retailers in the supermarket sectors it is quite difficult to overthink and change their overhaul packaging and delivery as resources such as time, people and transport is required even if most customers are not interested in this kind of aspects (Mitchell, 2021). Nowadays, public opinion and customer expectations are the main drivers across sustainability practices that can keep a business stay alive.

3.1. [bookmark: _Toc78123057]Tesco and its sustainability practices

Tesco has a well-planned plan that follow the CSR policies not only under the products processes in a sustainable manner but for the society and the environment as well (Tesco, 2021). For example, one of the practices that helps the society and the community around it is the ‘Little helps plan’ that follow up the project known under the name ‘Buy one to help a child this summer’, a project whose main end goal is to provide over three million meals for children who are affected from different circumstances (Tesco, 2021). The little helps plan is the Tesco’s main effort to reach to the long-term approach to sustainability by improving their performance and actions towards the society and the environment (Tesco, 2021). Tesco is committed to producing a system for packaging composed of reusable resources that can be recycled afterwards as packing is essential for the protection of products and reduces food waste (Tesco, 2021). Furthermore, Tesco works closely with their suppliers the within the UN Sustainable Development Goal in order to reduce food waste by 2030 (Tesco, 2021). Additionally, the environment takes a huge place for Tesco imitative of being sustainable as it is the biggest electric vehicle charging network at UK level that offers over 400 places for cars to be charged for free. Furthermore, Tesco works along with Volkswagen in order to successfully find a new carbon neutral energy (Tesco, 2021). On the other side, Tesco’s main goal is to cut the emission from energy by using the sustainable electric transport through solar panels (Tesco, 2021). One of the strongest hit that could win the customer trust and expectation on their side is the projects of recycling soft plastic as they are the biggest network of recycling points at UK level where people can collect over 1000 tones of plastic per year (Tesco, 2021).All these procedures and steps that Tesco took in order to protect the environment, to help society develop in a harmless way triggers the attention and raises the customers expectation by increasing their brand awareness and customer retention as they provide good and positive practices. Sarah George (2019) presents on her article that Tesco which works along with WWF is creating a latest metric which main objective is to support customers to follow and track their own impact on the environment on the products they purchase from Tesco stores (George, 2019). This initiative will provide a sense of power and choice that is given to customer as they will be part of the biggest process of developing sustainability along their supermarket stores as bringing a huge contribution to it (George, 2019).

4. [bookmark: _Toc78123058]Quality

Quality represents the process of reaching at least minimum standard required in order to satisfy the customer needs in any industry (BBC, 2019). In order for a business in retail to provide the maximum quality of products in order to attract customers and retain them , every business owner must make sure they manage the quality of products in an efficient way  by developing the performance of the products , by attributing a nice image to the product or service in order to attract the customer eye, apply special features that other products do not have, confirm with the customer’s expectations and be a product reliable to the needs of the buyer. Conformance is the main form of attributing quality to products or services as it meets the necessary expectations of the individuals who pays a price for the product. Nowadays, the retail market is quite competitive therefore the service quality needs to improve in order for the performance of the staff top increase in order for the competitive advantage of a business to grow in front of its competitors (Yuen, Chan, 2010). Additionally, Parasuraman et al (1988) states that service quality is the end goal between the customer’s expectations of the product or the service and their main perceptions of the product performance before they purchase it (Parasuraman et al,1988).


4.1. [bookmark: _Toc78123059]Quality theories applied to Tesco 


The two quality theories that will be explained are Juran’s with the quality trilology and Crosby’s with Crosby’s cost of quality that the researcher will try to critically analyse upon Tesco’s performance and their relationship with its customers. Juran’s quality trilology is composed of three parts such as: the quality planning, quality control and quality improvement. The quality planning main feature is to provide the Tesco employees with the right training, structure and ability in order to produce the goods and services that are supposed to meet the customer’s needs. Furthermore, the right structured planning needs to be considered by the stakeholders and suppliers as well as they provide most products for Tesco. Secondly, quality control is used in order to find the right strategy and prevent products to get to customers, that is why the quality inspection part is also known as the inspection part of the process. For example, people who work in the warehouses need to make sure that the expiry data from the products is correct and same for the customers assistants before presenting the goods on the supermarkets shelves way before they can get into customers’ hand. Lastly, the third part of the trilology is the quality improvement, as most businesses and strategic experts believe this to be an opportunity for the business to bring improvements to their delivery process and develop their customers relationship. For example, business owners at Tesco should reconsider the way that the products get to their customers, the number of staff that assist customers in stores or make new changes to the training and induction of new staff in order for staff to provide the best customers service as possible. As a conclusion is important for Tesco to focus their quality efforts on the quality control of both staff and manufacturing of products before they can get into first contact with their customers (Juran, 1995). Crosby’s theory is based on customer’s requirements and the prevention of the products presenting faults or defects. Crosby believes (1979) that customers have the main power of buying and their requirements and their necessities should be priority (Crosby, 1979). Crosby agrees that achieving quality can be expensive, as an example most Tesco products are more expensive than the ones from Aldi or Lidl for example, but when quality is not achieved it can cost more money than ever.  In 1995 Tesco become number one retailer in the UK by introducing the loyalty card scheme in order to get closer to their customers and obtain new ones. The strategical point behind this scheme was to analyse the data collected from the loyalty cards in order for the marketing specialist at Tesco to personalize their services in order to satisfy their customers, therefore to increase the customer retention and customer loyalty (Devtech , 2019). The core purpose of Tesco is to create value for its customers in order for them to gain their lifetime loyalty as their main value is that they treat their customers how they would like to be treated as no other competitors tries harder than them (Tesco, 2021). Furthermore, one of Tesco imitative to improve customer service was to open the first-class service in 1993 and launch the ‘one front’ scheme in order to reduce the time people wanted in the queue (Devtech, 2019).  What set Tesco aside from their competitors such as Asda, Lidl and Aldi is their strategy of analysing personal data from the loyalty scheme as customers are split into four main categories: Premium, standard, potential and uncommitted (Devtech, 2019). As for their market segment they do commit to people different needs as they provide cards for students and for mothers making their life easier. In terms of being unique, Tesco created a totally new range of products in house made known under the name ‘Tesco finest’ for their loyal and high-income customers. What is interesting about Tesco is that they don’t have a certain target market as their customer strategy is to be able to provide for all different target segment by reaching to all customers from different categories (Tesco, 2021).

5. [bookmark: _Toc78123060]Conclusion

In conclusion, based on all the above information presented, the ethical policies and the sustainability practices that Tesco brought to the table still hold them on top supermarket retailers within the industry. Their ethical policies and sustainability practises help at the development of quality in promoting the customers’ expectations and relationships by maintaining them and acquiring new ones. The team effort and the specialised team behind the scenes held Tesco in one of top ten businesses in Europe still.


6. [bookmark: _Toc78123061]Recommendations
· As long as Tesco will keep up its promise to deliver sustainable programmes that can minimize the harm on the environment, the public image will increase therefore customer loyalty and satisfaction as well
· Tesco must maintain its standing commitment to sustainability across all aspects of the business by reducing the global climate change threat
· As in 2017 Tesco was the first business to develop scientifically climate change reduction projects, they have to keep up in reducing the waste of electricity by 2030 (Tesco, 2021)
· The financial power of Tesco can be a powerful weapon in providing new sustainability and ethical procedures across the business
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