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[bookmark: _Toc34029979][bookmark: _Toc34165421]Introduction
ASDA is a retailer supermarket which was founded by the British in 1949, it was first established in Leeds, West Yorkshire. It was formed by merging two organizations. The Asquith family who had supermarkets joined Associated Dairies of West Yorkshire. ASDA comes from combining Asquith and Dairies.  The retail supermarket now sells beauty products, food products, healthcare commodities, home essentials, toys, electronics, clothing and also food. All those daily necessary product proposals to the customers can be easily understood that the organization targets for almost all the marketing segments that exist. If someone needs to buy anything, he or she can get the necessary item easily from the Asda supermarket. During the establishment, there were not many competitors who owned supermarket so business went quite well that time but now there are many organizations in the UK that proposes the same type of service to the customers, so it is quite challenging for ASDA to compete many competitors at the same time. The trading environment has changed from the beginning stage of the organization due to emerging technologies. Also, the organization is facing internal and external challenges due to emerging business organizations in the UK. In this report, the critical perspective of Asda will be analysed through different models and theories.
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[bookmark: _Toc34029981][bookmark: _Toc34165423]Ethical comparison for customer experience among ASDA, Morrison, and Tesco 
For the British people, a public supermarket is very commonplace because these supermarkets are quite convenient as almost all kinds of essential commodities can be found in here (Pradan, 2018). And the supermarkets are playing an important role in the economy at the present time and the markets possess a great deal of power over individuals, producers, food-producing methods and transportation systems of the produced foods (Peppers and Rogers, 2017). In the UK there are a lot of supermarkets but there are only a few that are ruling the markets of supermarkets, such as ASDA, Morrison, Tesco and so on. These supermarkets are trying their best to use they are to power benignly and conduct their business all over the world in an ethical manner.
Concentration of powers
In the UK, for every pound spent, almost half of it is spent in supermarkets. And the amount of money is spent on supermarkets, one-third of the money is spent in ASDA, Morrison, and Tesco. So, for the people in general who are the regular customers of these supermarkets, it is a crucial decision to make for choosing a supermarket (Pradan, 2018). In the 19th century, the supermarket was first introduced at the time when a group of local retailers formed a co-operative movement (Peppers and Rogers, 2017). At present, the shopping landscape of the UK is completely different because almost all grocery shopping is being conducted in supermarkets. British people love supermarkets as the markets offer more choice, better value, more convenience but the fact cannot be ignored that convenience comes at a serious price.  
Increase of organic products
According to the research of the Soil Association of the UK, the condition of our health is depended on the health of the food we consume, which is depended mostly on the soil where it is produced (Pradan, 2018). ASDA was already in the business of dairy products from the very beginning but from a few years back Tesco and Morrison are quite conscious about the organic product they bring for selling and they ensure quality because these businesses have reputations and if the reputation is hampered for some reason the profit will be highly influenced in a negative manner (Peppers and Rogers, 2017). As the organizations want to increase their business, they provide a wide range of organic foods also the demands of organic food are increasing as time goes by. All three, ASDA, Morrison and Tesco are one of the top positions in providing qualified organic food products.
Putting a stop to genetically modified food 
GM (Genetically modified) foods are that kind of foods that have been modified genetically, it can be in both cases, plants and animals (Pradan, 2018). General people of the UK are quite anxious about consuming GM food products as the consequences of consuming these GM are still unknown and the release of genetically altered food products might cause permanent damage to the ecosystem. ASDA stopped selling GM food products years ago, Tesco recently stopped selling them as well as Morrison (Peppers and Rogers, 2017). Almost all the supermarkets have stopped purchasing and selling of GM foods as these food products are causing harm to the reputation of the supermarkets of the UK.
More consumption of vegetarian products
Vegetarian diet accepted all over the world, and the reason for choosing this diet can be ethical, religious, costs less, environmental reasons and so on (Pradan, 2018). A vegetarian diet does not contain unnecessary fat like a non-vegetarian diet. All the supermarkets including ASDA, Tesco, and Morrison sell both vegetarian and non-vegetarian food products. There are many people all over the UK who have become vegetarian out of concern for the welfare of animals (Peppers and Rogers, 2017). And for this reason, all the supermarkets are selling food products for vegetarian people because the number of vegetarian people is huge and they purchase food products from supermarkets more or less.
Local Issues
Supermarkets are a headache for smaller shops because relatively smaller shops sell only a few products where supermarkets like Morrison, Tesco and ASDA sells almost all kinds of essential commodities. The number of small shops has dropped drastically after the emergence of supermarkets (Pradan, 2018). Many small shops have turned into super shops because the rate of survival has turned down for giant shops like ASDA supermarkets. Supermarkets do create jobs for the unemployed at the same time many people become unemployed as many small shops become obsolete because relatively small shops cannot compete with these supermarkets (Peppers and Rogers, 2017).
[bookmark: _Toc34029982][bookmark: _Toc34165424]b) The customer experience of Sustainability of ASDA
Sustainability is known as the process of complete control over something so that it can be maintained at a certain level for as long as needed (Peppers and Rogers, 2017). ASDA, like most other giant business organizations, they also try to maintain sustainability.  There are many theories of sustainability such as stakeholder theory, corporate social responsibility, corporate sustainability, and green economics.
Stakeholder theory 
According to Edward Freeman, stakeholder theory infers that an organization’s stakeholders include anyone who is influenced by the organization and the activities of the organization (Pradan, 2018). In other words, the group of people whose support is compulsory to the organization, without that support the organization will cease to exist. This group is included with employees, customers, political action groups, suppliers, environmental groups, the media, local communities, governmental groups, financial institutions and so on. In this theory, the corporate environment is considered as an ecosystem of related groups, and all the members of the group need to be satisfied in order to keep the organization in a healthy shape and successful in the long term (Peppers and Rogers, 2017). Like most other business organizations ASDA also has a similar group of stakeholders.     
Suppliers
Being the seller of different kinds of products and commodities ASDA has many suppliers from all over the UK (Pradan, 2018). All the suppliers for ASDA need to be treated and compensated fairly also under this theory supplier should operate their business organization ethically. If ASDA wants to be successful in the long term, the organization must keep and maintain a good relationship with its suppliers.
Manufacturers
ASDA sells readymade garments, electronics along with products for consumptions which is mainly imported from other countries so the organization must be aware of the manufacturers and the employees and workers of the manufacturers, about their salaries, wages or payment as well as working conditions, these factors should be fair to them (Peppers and Rogers, 2017). 
Environmentalists
All the people that live around the ASDA supermarkets outlets should not be affected (Pradan, 2018). The business needs to be conducted in such a manner where people do not think of it as a bother rather than the business should be operated in a manner so that people feel more comfortable around it.
Neighbours
Neighbours of ASDA are the people and organizations around the supermarkets that are within reach, the organization must build a parking space beside the store so that people can park their vehicles and shop (Peppers and Rogers, 2017).
Employees
Employees of any organization are one of the major resources without which it is quite impossible to operate an organization (Pradan, 2018). Employees of an organization want to be compensated and treated fairly and work reasonable numbers of hours along with other financial and non-financial compensation. So, ASDA should make sure the employees of the organization stay mentally healthy as it would bring productivity for the organization.
Competitors
ASDA is one of the largest supermarkets in the UK, it has many competitors and they are both big and small in size (Peppers and Rogers, 2017). Just because ASDA is in competition with the organizations does not mean it has to keep its distance from these competitors    


Corporate Sustainability Theory
Corporate Sustainability is the approach which is aimed for creating the value of long-term stakeholder through the implementation of a business strategy which mainly focuses on the social, cultural, ethical, environmental and economic dimension for conducting business (Pradan, 2018). This theory has three pillars, they are economic, environmental and social, theses pillars are being discussed below in respect of ASDA supermarkets,
Environmental Pillar
Environmental pillar gets the most of the attention as it focuses on the safety of the environment (Sinkovics and Ghauri, 2018). ASDA now focusing in order to reduce their carbon footprints, water usage, packaging waste as well as an overall negative influence on the environment (Pradan, 2018). Not only ASDA but also many other organizations have found that beneficial impact on the environment can bring a positive financial impact on the revenue. Less usage of materials actually reduces the cost of overall money spent on materials.
The Social Pillar
A sustainable business should have the approval and complete support of its employees and stakeholders as well as the community in which it operates (Sinkovics and Ghauri, 2018). The approaches for maintaining and securing this support are various but for ASDA when it comes to treating the employees and workers in a fair manner and being a good community member and neighbour, the organization is second to none.
The economic pillar
In this sustainability pillar business organizations considers itself on firm ground. Without profitably it is impossible to achieve sustainability. The other two-pillar cannot be trumped by profitability (Lamb et al., 2018). This pillar does not state that profit must be gained at any cost. Under this pillar, there is the management of risk and proper governance. Like most other business organizations ASDA is also careful about its profitability, after securing a minimum profit ASDA takes care of other things.    
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Customer relationship management (CRM) is defined as an organizational approach that assimilates technology, processes, and people in order to exploit customers’ relationships (Goldenberg, 2018). Additionally, it is stated that the management of customer relationships identifies a viewpoint of management which is a comprehensive alignment of potential and existing customer relationships with the organization. Organizations must endeavour to manage long-term relationships with their customers to continue tractability to implement their growth prospects and therefore gaining long-term loyalty (Raab et al., 2018). Organizations that decline to recognize this inclination in the worldwide market may be exposing organizational market share and development forecasts in the future (Goldenberg, 2018). CRM includes product testing, manufacturing, purchasing, assembling, and billing, sales, engineering, marketing, and human resource, etc. For customers, CRM offers simplicity, customization, and handiness for the implementation of transactions regardless of the kind of channel of interaction used. CRM systems help organizations to assess customer profitability and loyalty based on repurchases and durability (Raab et al., 2018). CRM creates it possible for organizations to bargain unprofitable customers which other organizations have uncontrolled. CRM can grow organizational economic growth by developing whole time customer value, accumulating that effective CRM approaches boost customers to purchase more organizational products, remain devoted to lengthy periods and transfer efficiency with an organization (Goldenberg, 2018). A business feature of customer relationship management is extremely vibrant and persuasively claims that organizations must receive a practical method in planning applicable initiatives and programs in order to stay modest in their business industries. There are several organizations that receive systems of CRM just because this is the most progressive know-how and they think they must have it since their competitors have it (Raab et al., 2018). CRM is not simply applications of technology for sales and marketing related services but rather when this is effectively applied and it allows organizations to have cross-functional, customer-driven, technology-integrated business process management strategy which increases relationships (Goldenberg, 2018). 
There are several quality model theories used in Asda to develop its CRM (Customer Relationship Management). These are described below:
[bookmark: _Toc34029984][bookmark: _Toc34165426]TQM (Total Quality Management)
 It is a Japanese method used by Asda (Raab et al., 2018). It is used in ASDA Company to develop its organizational processes, organizational culture, organizational products or services. All members of ASDA are related to developing these approaches to improve customer relationship management (Cox, 2017). They work for improving the quality of the product that can satisfy customers. They try always to develop their organizational processes and culture that can attract customers (Goldenberg, 2018). In ASDA, TQM builds on the open system theory by stressing that the customer is the most important part in Asda by emphasizing management’s responsibility for managing cross-functional processes internally and by acknowledging the contribution of each individual. 
[bookmark: _Toc34029985][bookmark: _Toc34165427]CQI (Continuous Quality Improvement)
CQI is such a kind of philosophy that has come from management. Every organization tries to go through with this system so that the organizations can reduce waste, costs, time and can increase profit and efficiency in the organization (Cox, 2017). Phil Crosby is the contributor of this theory.  Asda uses the philosophy of CQI so that the organization can reduce its production and operational cost, wastage of raw materials, human resources and so on. The organization also tries to increase its market sales and profit by using this theory. 
Continuous quality improvement (CQI) also refers to the customer needs changing nature. Customers demand different products when needed. They do not like to use the same products. Sometimes they switch to another product to feel better (Raab et al., 2018).  To satisfy the customers is the main goal of ASDA to develop customer relationships. It is common nature for the customers that they always like to change their buying behaviour and attitudes. They also like to have new things available in the market so that they can test new things (Cox, 2017). In this case, CQI inspires ASDA managers to examine processes and capabilities so they may be continually developed. Continuously development in ASDA products and services can maintain CRM and satisfy customers.
[bookmark: _Toc34029986][bookmark: _Toc34165428]Ishikawa Diagram
Kaoru Ishikawa was born in Japan and he is popular for contributing to the theory of Ishikawa Diagram. The diagram developed by him and used as one of the core management philosophies (Khurana, 2018). The diagram is used for product design and quality management. The diagram helps an organization so that it can find the major things that are liable to the overall change of an organization (Cox, 2017).  The diagram is mainly used in the manufacturing sector that helps the organization to find different stages to the process, control and demonstrate different issues that can be found in a different event. ASDA also makes sure the proper use of this diagram so that it can find different stages for having a controlled and quality production system all over the organization. 
The diagram looks like the backbone of a fish and that is why this diagram is also called the fish backbone diagram (Khurana, 2018). The main purpose of the Ishikawa diagram is to make the management department of ASDA allowed to find different issues that the organization must avoid to achieve a particular event successfully. 
To implement or to use the diagram, a group of people needs to have a board or something like that so that they can draw the diagram. The problem should be stated in the centre. Then they need to think about the causes of the problem. Then they need to write all the causes in a proper way (Mathur, 2018). After that, they need to write the reasons why these causes can take place in. After that, the group can come in the solution of how these things can be avoided. All the group members need to develop different ideas and the best ideas are selected from that. 
[bookmark: _Toc34029987][bookmark: _Toc34165429]Kaizen Process
Kaizen process is also a Japanese process that means to improve continuously in an organization like ASDA (Raab et al., 2018). It is such a kind of approach that one organization can use to improve its performance continuously (Mueller, 2018). The process stands on cooperation and the commitment of the people in the organization. The process is the key factor in lean manufacturing. ASDA tries to develop its product quality, operational strategy and performance continuously and improves at each organizational level to develop customer relationship management. Kaizen process is used by ASDA to develop CRM.
[bookmark: _Toc34029988][bookmark: _Toc34165430]Joseph Juran quality management theory
Joseph Juran was born in Japan and he is one of the scholars of management who provided theory in quality management (Mathur, 2018). His theory impacts on the quality control system of an organization. The theory was introduced by himself and one of his assistants. He along with his assistant went to help people in rebuilding (Mueller, 2018). He is known as the contributor to the theory of Six Sigma. ASDA makes sure the best use of Six Sigma in its every days’ operation. 
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The process of contributing by Joseph Juran in the 20th century after world war two. Joseph Juran developed this theory when he and his assistant was to help people in rebuilding things after world war II (Mathur, 2018). 
The theory is related to the quality planning, quality control and quality management of an organization (Mueller, 2018). ASDA implements this process in its operations. That is why the organization needs to identify and know who are the customers and what are the needs, wants and demands of the customer (Wong, 2017). Then the organization measures all these things consistently. After that, the organization makes a process by which the organization can serve all the customers with their proper desires and how to achieve the organizational goal. 
To decrease process defects, six sigma processes are used for broader total quality management efforts. An organization like ASDA applies six sigma processes to standardize its organizational processes and business (Peppers and Rogers, 2017). Six Sigma processes are helpful for a company like ASDA to make its business more standard. Six Sigma process is not for a slightly determined manager or the person who requires continuously developing the process output. In its place, Six Sigma is for people who want to improve by leaps and bounds.
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Benchmarking is an approach of equalling a business process with another business and metrics of performance to different industries which are best (Peppers and Rogers, 2017). Measurements normally measured are cost, time and quality. ASDA Company can use benchmarking theory in order to evaluate itself against popular and best organizations so it may develop its individual business performance (Wong, 2017). By expending information collected from examining top practices by business competitors, ASDA can make and gain goals that are both attainable and competitive. ASDA can compare its CRM with another business to measure its business performance and can improve itself. 
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[bookmark: _Toc34029992][bookmark: _Toc34165434]The impact of ethical and sustainability policy on the quality of CRM in ASDA
Ethical issues creating with customer data collection for Customer Relationship Management in ASDA are connected to protect methods of collection and to the information verification (Wong, 2017). Ethical organizations make sure that delicate information; for example, customers’ credit card numbers are gathered in a safe and secure environment and conducted back to databases firmly. This is acute in order to confirm the identification of customers and the information accuracy being acquiesced during data collection. High security for these functions is expensive but morally significant. 
Once ASDA’s customer data is securely in the database of organization, ethical organizations observe four principles concerning storing data. Data is only stored with the agreement of the customer in ASDA (Peppers and Rogers, 2017). Customers should be capable to outlook their buying or changing data and either change their data or ask for it to be changed. Customers may extract from buying program and such an extraction causes their data to be erased (Raab et al., 2018). The ethics behind these principles are that the data belongs to the customer and the customer must be able to control his data.
Provided that much in CRM of customers’ data is delicate, ethical organizations like ASDA make sure the customer data is reserved private to the extreme level probable (Wong, 2017). To gain this, ASDA Company should store customers’ data in an organizational form or in a location not usually available or manageable (Brink and Bernd, 2018). The customer data should only be referred when needed for the CRM task implementation in ASDA and only ASDA employees who can manage all the important customer data to finish the task are only capable to access or manage the customer data. When sub-suppliers need to use the data, they must first commit to restrictions similar to what the CRM has in ASDA’s place.
It should be concentrated on the organizational and implications of performance of assimilating environmental and social issues into an organization’s strategy and ASDA’s business model throughout the corporate policies adoption (Brink and Bernd, 2018). The all-encompassing thesis of ASDA’s work is that organizations that voluntarily integrate environmental and social policies in their business model represent a fundamentally distinct type of the modern corporation, characterized by a governance structure that in addition to financial performance, accounts for the environmental and social impact of the company, a long-term approach towards maximizing inter-temporal profits, an active stakeholder management process, and more developed measurement and reporting systems in ASDA (Wong, 2017).
[bookmark: _Toc34029993]High Sustainability organization like ASDA also seems to be more long-term oriented. It must have an investor base with a larger proportion of long-term oriented investors and they communicate more long-term information in their conference calls with sell-side analysts (Brink and Bernd, 2018). Since information is a significant benefit which an organization needs to have for effective strategy execution by management, as well as the effective monitoring of this execution by the board, we find that High Sustainability firm ASDA are is likely to measure information related to key stakeholders such as employees, customers, and suppliers and to increase the credibility of these measures by using auditing procedures (Wong, 2017).

[bookmark: _Toc34165436][bookmark: _GoBack]Conclusion
The report is done on the basis of a reputed retailing organization. The name of the organization is ASDA. It is the second-largest retailing organization in the United Kingdom. The organization is doing its business activities in a proper way. The report is undertaken to know the customer experience with ASDA. The organization, being a retailing organization, needs to deal with a wide range of customers in different countries. The title of the report is a critical perspective of ASDA in relation to its CRM, sustainability and quality management and operation. The report had a particular purpose like all other reports. The specific purpose of the report was to know details about the quality management of ASDA in relation to CRM. The objectives of the report were to know properly the process of the quality management in ASDA, to analyse the customers’ experience in ASDA and to know what benefits and what challenges the organization faces in ensuring and maintaining a good customer relationship in the competitive market. The report achieved its purpose with the proper description of the customer experience based on ethical and sustainability theory, a critical discussion about different quality model theory and the impact of sustainability policies on the quality of CRM. All these things helped the report to achieve its particular aim of undertaking the customers and the total quality management of the organization. 
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