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Introduction
[bookmark: _GoBack]Business needs to be based on their success not only the financial performance, but it should also consider the economy environment and the society as a whole.  This assignment will access the quality of sustainability policies which considers the protecting of the environment and operating the business in an efficient way at the same time helping people to save money.  ASDA aims to provide lowering prices for their customers, and it is an environmentally friendly company, but it had some environmental issues at the same time.  The second part of the assignment is economic sustainability; this considers how the business operates its economic performance and not making any unethical performances.  This research will emphasize the practices of ASDA’s brand objectives how ASDA is using its branding to get customer’s loyalty and trust within the competitive market where its main rivals TESCO, Sainsbury, Morison, Marks & Spenser are operating side by side as a strong competitor.
This report will investigate the benefits of engaging in ethical trading and building sustainable resources to the customer relationship’ and the impact organisations’ quality systems may have on the customer relationship In the past ASDA has seen a growth in customer numbers and profit. However, today it faces the challenge of many other supermarkets such as competition from other providers. Today’s trading environment is very different from the one ASDA established itself in.   ASDA was originally formed by two small local business – a greengrocer and diary product seller merging together to form a larger more competitive entity called ASDA. Early adopters of the ‘supermarket’ style of shopping it offered the customer an opportunity to engage in a new and exciting way of shopping. 








Asda’s history
Asda was founded in 1949; it is one of the largest supermarket chains with a total of 631 stores in the UK (Wunsch, 2019).  The number of dedicated individuals employed by Asda are over 145,000 serving more than 18 million customers every week (Asda Company Facts, 2020). Asda’s roots can be traced back to the 1920s where the Asquith family who ran a butcher’s shop and at the same time a group of enterprising West Riding dairy farmers joined forces under the banner of Hindell’s Dairy Farmers Ltd.  In 1949 a new public company was formed – Associated Dairies & Farm Stores Ltd.  
During the early 1960’s the Asquith brothers made a contact with Associated Dairies when the beginning of a fantastic retail partnership was formed, and Asda was born.  Asda expanded their business introducing the first food store to offer general merchandise and the very first discounted petrol filling station.  The success of the business continued over the years with more stores opening across the country.  In 1999 Asda became a part of the world’s biggest retailer Walmart Group introducing new business areas such as George fashion, instore pharmacy and opticians, poultry, in house café, online ordering system with click & collect locations as well as delivery service across the country (Asda History, 2020).  The continued success allowed Asda to develop their brand and become the business we recognise today.

However, today Asda supermarkets are facing a difficult time due to the external and internal challenges and uncertainty; with Brexit taking place and the competition with its competitors (BBC News, ‘challenging’ trade 2019).  In October 2015, Asda was overtaken by Sainsbury’s in their shares market; however, in contrast; figures of 2019 show Asda reclaiming its place to the UK's second-largest supermarket, as their sales rose 0.1% year on year, taking its market share to 15.4% and Tesco remaining at the top of the market with figures stating 27.4% (BBC News 2019; Sweney, 2019). 
 









Task 1

Ethics 
Ethics in business stands for the concern about the society’s welfare which means that marketing managers are interested in long term corporate interests as well as the society’s health/wellbeing.    A business needs its customers for it to exist and be successful therefore company leaders that are ethical in customer dealings foster positive relationships and strive to improve the quality of service.  Furthermore, Data protection is an integral part of the customers experience within Asda.  Being ethical with customer data not only builds trust but also leads to a competitive advantage.  Brands like Asda are very thoughtful about what data they collect and how it is being used, they promise to protect one’s information and privacy.  This demonstrates a commitment to the customers, an approach that will translate into increased loyalty (Travis, 2018).  

Comparison with Tesco

In contrast Kleinman (2020) reports, that Tesco have had a security issue where they were having to issue new cards to 600,000 Clubcard account holders as they believed database of stolen usernames and passwords had been tried out from other platforms on their websites and which may have worked in some cases.  Tesco’s internal systems picked this up quickly and immediately took steps to protect their customers and restricting access to their accounts.  With over 19 million Clubcard account holders a huge amount of consumer data is available through loyalty cards allowing companies to track purchases to understand shoppers' habits.   Though loyalty card data helps retailers understand people's behaviour and then shape it by targeting advertising and organising products to encourage more sales; the access to customers data through loyalty cards is resulting to be concerning for customers.   








Sustainability
Asda combines sustainability and customer experience by helping the society through their business.  They satisfy the customers by being aware of their needs in order to gain success and at the same time help improve the environment as a main goal.  Sustainability’s forward thinking revolves around creating new products that in the long run will create improvement.  According to Smithers, (2020); BBC News, ‘sustainability store’ (2020), Asda, will be launching a test and learn sustainability shop at their store in Leeds for a three-month trial which will begin from May 2020.  This will enable customers to fill up their own containers of products in order to help the environment.  Asda have invited their suppliers to innovate and shoppers will be able to use refill points stocked from brands including Unilever’s PG Tips tea, Kellogg’s Coco Pop and Rice Krispies as well as Asda’s own brand products.  In addition, they will be selling loose products with items such as mushrooms and cucumbers removed from their plastic packaging.  This approach to sustainability shows that Asda believe in protecting the environment as well as encouraging their suppliers to support this cause and provide good social responsibility.  

Cooper (2009) reports that the chief executive of Asda speaks to involve customers to have a say in all aspects of the business in order to help make decisions that may have an impact of what and how they sell goods.  84% of Asda’s customers have asked to reduce plastics; some of the ways Asda are improving their environmental performance is by removing 6,500 tonnes of plastic across their own brand packaging; for example, they have removed 314 tonnes of plastic from their baby wipes by replacing the lid with a reseal label and their celebration cakes now have a reduced plastic window which have removed 86 tonnes of plastic as well as 85 million single use carrier bags removed.  Overall, Asda have removed 8,000 tonnes of unnecessary plastic from their business since 2018 and hoping to make all its own-brand packaging recyclable by 2025 (Asda, 2020).  

In contrary, according to a report from Greenpeace and Environmental Investigation Agency (EIA) Asda was one of the UK’s top 10 supermarkets to be increasing their plastic footprint; a survey from 2019 revealed Asda being rated 9/10 which meant they were the least performers in reducing plastic.  While Waitrose and Morrisons being the top performers. The driving factor behind the rise in plastic packaging were the big brands that supply the supermarkets.  This shows that suppliers also need to take action.  Another factor which showed the rising of plastics in supermarkets was the growth of sales meant more plastic being used. (Davies, 2019).  


Comparison with Tesco
As mentioned previously, a survey which revealed the rise in plastic packaging had risen across the supermarket industry.  The big brands which supply supermarkets were a driving factor behind this.  However only Tesco (1 out of the top 10 supermarkets) had given suppliers an ultimatum to cut excessive plastic or face products being delisted, and campaigners urge others to follow suit.  Tesco was rated 6/10 which meant they performed higher that Asda in reducing plastic packaging (Davies, 2019).  Tesco have adopted various measures in becoming more sustainable to its customers by protecting the environment and saving on resources for future generations.

Asda Supply Management for Better Customer Experience

Business to business (B2B) marketing
B2B marketing involves services and marketing goods to companies for the purpose of reselling. Business markets operate ‘behind the scenes’ to most consumers.  Products at Asda are sourced from all over the world.  Most of the things which are bought from the Asda store involve many sets of business purchases before it has been seen by its consumers.  Moreover, IPL is a company fully owned by Asda and they control the whole supply chain allowing IPL developers long term relationships with growers and suppliers. The team work closely with farmers to ensure their products meet customer demands, providing freshness and great quality for the best price (IPL, 2020).  Additionally, Asda’s most recognised and innovative supplier George has built a good reputation of style and quality at Asda since their first launch in 1989 (Asda History, 2020).  Their attractive and affordable clothing helped bring Asda back from insolvency in the early 1990’s.  They use a worldwide supply where most of their clothes are produced; who are based in Turkey, China India and Bangladesh.  However, it was found that women in Bangladesh were working up to 14 hours a day making clothes for Asda and Tesco being paid as little as 5p per hour (Finch, 2008).  The majority of the people working in the textile industry in Bangladesh are women and earn one of the lowest wages around the world.  According to Asda (George) (2014), Asda (George) has not provided any evidence that it has assessed how much a living wage would be in the countries from which it sources nor whether it is paying its suppliers enough for workers to receive a living wage.

According to a survey in 2017 Asda was named the worst supermarket to treat its suppliers.   More than 1,200 grocery suppliers said Asda never complied with the Grocery Supply Code of Practice.  Complaints were raised about Asda taking incorrect deductions from invoices without notice, requesting lump sums to make up profit margins. Nevertheless, Asda said they were working with suppliers to improve their ways of working and to ensure their suppliers have a single point of contact to raise any concerns in the future (Butler, 2017; San Sit, 2017).  Asda work with independent suppliers who all have to meet Asda sustainability standards (George, 2020).  Furthermore, Asda’s approach to Social responsibility is based on protecting the environment as well as saving people money (Asda Responsibility, 2020).  Asda gives close attention to every stakeholder in the entire company whether it be the employees, customers, owners, suppliers, management or the community.  The employees want to have a good secure job and excellent wages while management want happy workers and profits.  Customers expect excellent customer service and high-quality products while suppliers want their business to remain plentiful and owners want a good financial return. 

Supermarket Issues 
· A BBC’s investigation exposed the degree to which Tesco was overcharging their customers by means of expired offers being left on the shelves for days or even weeks and months; fooling customers into acting a promotion that no longer exists.  The BBC’s investigation showed that the practice is widespread nationwide with most of the 50 Tesco stores it tested failing to remove expired shelf offers.  This is an issue which Tesco customers face on a daily basis; when there are several contradictory offers on the same shelf of the same product.  Despite the offers being out of date the items were still on display a month after the reporter first pointed it out (Gibson, 2017).  Customers need to check the shelf labels for old expired offers, this is not just a Tesco problem but an industry wide problem.  

· Check outs being closed in the evenings for customers to self-checkout only, with some checkouts being payment by cash only which is not convenient for all the customers.  This idea is forcing big spending customers to shop at their minimum; for example, people who spend over £200 per visit will not bother the hassle on self-service checkouts as it takes them double the time to process the checkout themselves and will think twice before shopping with them.  Many customers shop online or may even go to a local super store despite the distance to get all their shopping done hassle free.  




Task 2 - Customer Relationship Management
Customer Relationship Management is a part of Total Quality Management in achieving the goals of “quality” that an organisation is aiming for.  CRM is building relations with customers directly; this has emerged as very important in today's business relationship. Therefore, an organization needs to forge relationship with customers to hear their concerns and complaints which are important knowledge for new innovation. 
Total Quality Management
TQM is initiated to make that everyone in the production line is allowed to involve in detecting quality problems, not just the quality control department both are ultimately for customers. However, CRM is to use customer's knowledge on products and services and build relationship with customers which may help develop loyalty and a sense of ownership.  
Quality
Quality is defined as the degree that a set of characteristics fulfil requirements or how well the business performs as it was intended or expected. These two terms ‘degree and fulfil’ are important reacting to the quality and adjusting and going back to re planning.
Quality Models and Theorists
The following theorists; Juran, Deming and Crosby each developed a different aspect of CRM.  The various quality models and theories will be discussed in the context of ASDA
The Juran Trilogy 
Juran stressed the importance of total quality management and exemplified his point that total quality management begins at the top of an organisation and works its way down.  He developed 10 steps to quality improvement; the steps boiled down to three main areas to management decision making which are: Quality planning, Quality control and Quality improvement (Juran and Godfrey,1998).  
Quality planning involves building an awareness of the need to improve, setting goals; a planning for ways goals can be reached.  This begins with the managements commitments to plan change; it also requires highly trained and qualified staff.  As most Asda stores provide 24-hour service, they manage their stock up during the night shift in major stores when its less busy, this sets the standard for quality during the shift by training each employee on how to do their job accurately and on time while there is less demand at the store (off peak).
Quality control means to develop ways to test products and services for quality.  Asda has plans to launch a new sustainability store where shoppers can fill their own reusable containers with products in order to reduce packaging (Smithers, 2020) Customers will then be asked to give feedback on the scheme so Asda can decide if this could be rolled out across more stores and figure out new ways to help their customers to reuse and refill products.  Quality control at Asda creates an environment where both employees and management strive for perfection.  In addition, IPL prepare and package variety of items such as fresh fruit and veg which reach them from around the globe.  They provide knowledge and expertise as well as controlling the whole supply chain from sourcing, shipping, packing to delivering in order to ensure high quality, cost efficient products are delivered regularly (IPL, 2020).   
Quality improvement is a continuous pursuit towards perfection.  Management at Asda analyse processes and systems then report back to their employees with praise and recognition when things are done correctly.  Asda agreed to top up wages as well as maintaining existing benefits including an annual bonus, staff discount and share save scheme; also, with double time during the festive bank holidays (Wood, 2019).  Showing appreciation and respect to employees motivates them to work harder which improves productivity and in turn encourages them to treat customers like they are treated.  This builds good interaction with potential customers; where they will want to keep coming back.  
Dr. Deming’s Theory
Juran shared a connection with Dr Deming.  The cycle that Sir Deming promoted is quite simple and he offered fourteen points of Total Quality Management for transforming business effectiveness.







 Deming's 14 Points for Total Quality Management 
[image: ] Source: (ASQ, 2020; Deming, 2020) 
A project starts with a plan which is the first of four parts of a cycle: 
· Plan
· Do (implementing the work)
· Check (doing quality validation of the work) 
· Act (reacting to the quality and adjusting).  
To Plan, Deming councils that businesses should design quality products and services that customers want, develop processes and systems that reduce waste.  Increase quality and decrease the cost of production.  Asda has been operating for over 70 years, and since day one they have been willing to experiment with a range of lines, offering groceries/food, household products, electricals, large kitchen appliances, clothing, entertainment to medication and many more at the best possible cost.  Their family-oriented approach made them Britain's best value supermarket by The Grocer magazine in 2002 (Campaign, 2003).  In order to gain a better understanding of the customer preferences and achieve high standards of quality Asda have worked close with their employees’ suppliers as well as customers to ensure they are always low in price and provide high quality products.  From the information collected from its customers or employees Asda was able to determine a few important things. Next the businesses must do their work by putting the plan in to action.  As processes and systems are running, they must continually seek ways to do things better.  They have done this by changing the way they do things for example they are working on making all Asda brand packing recyclable by 2025 (Asda, 2020).  
Crosby’s Theory 
According to Crosby, ‘Quality’ means conformance to requirements.  This means a product, service or process should meet its design specifications which are an interpretation of what the customer needs.  Crosby established the four principles of zero defects.  His four principles became known as absolutes, because they had to be met to guarantee a successful quality outcome. 
· The first absolute is quality its conformance to requirements.  Here quality is defined as conformance to both the producer’s requirements and the customers’ requirements.  
· The second absolute is defect prevention is preferable to quality inspection and correction.  Quality control is aimed at detection finding problems as early as possible and getting them fixed but what we really want is a means of preventing the problems from happening in the first place.
· The third absolute is zero defects is the quality standard.  The performance standard is zero defects.  A commitment to conform to requirements every time zero defects needs to be a performance standard for everyone in the company from top management to workers on the production line
· The fourth absolute is quality is measured in monetary terms.  Namely price of non-conformance.  A dollar figure can be established for the cost of quality by determining the difference between the price of non-conformance and the price of conformance.  The price of conformance is the expense of doing things right and the price of non-conformance is the expense of doing things  the wrong way and can account for 20% or more of sales and manufacturing companies and 35% of operating costs in service companies but simply it’s better to do it right the first time than to have to correct mistakes later.  
Zero defects meant a better product produced more economically.  Zero defects aim to reduce defects through prevention of waste and prevention of mistakes.  It is a performance standard that management needs to implement, and staff need to adopt to do their job properly and ensure a quality product.  



Task 3
Conclusion 
In summary, it seems as though Asda are using Jurans theory in their management approach which explains that to attain quality; the management must establish the ‘vision’ for the organisation as well as policies and goals.  Juran, Deming and Crosby are three of the most influential people involved in total quality management (TQM).  TQM is an approach to serving customers that involves improving products and services in the way customers expect while considering the needs of employees and relationships with suppliers.  They believe that total quality management was the most important approach an organisation can take to be competitive.  According to Hammett (2019) “there has always been one clear strategy for Asda,” Burnley said. “It requires momentum in the short term, growth in the medium term and sustainability in the long term”, Asda need to prioritise and focus on what will make a difference to customers versus what won’t.  this will then contribute to higher levels of profitability to the business.


Juran theorise that quality planning is done by building an awareness of quality improvements and ways to achieve it.  Quality control meant measuring quality every step of the way and quality improvement involved making changes to processes and systems that do not work. Crosby looked at the cost of poor quality.  He defined quality to be more about conforming to standards than to imperfection.  For this he developed four absolutes management must follow with the customer focus on mind. 
Deming developed 14 principles of TQM, condensing, they suggest that management with total organisational involvement must plan processes and systems to improve quality based on pre-set standards that align with customer needs.  Management must put the plan in to action by doing the right things to ensure quality, while continuously checking outcomes for flaws and the processes.  If a process is not working management must take swift action to make it right.  Asda is taking things even further by encouraging some of the biggest brands and selling products from them.  For example; Swiss-based global food giant Nestle also announced it would invest up to £1.6bn in making packaging for its food products recyclable.  




 

Recommendations

In order to make Asda a unique place to shop 

· The quality management system of ASDA is missing direct implementation of customer feedback and opinions. The recent upsurge of social media usage and trend based lifestyle can be utilized in the aspect. ASDA needs to interact with their customers on any social media platform on a daily basis and allow those customers to build an effective network for feedback and suggestion accumulation.
· The Internet has altered forever the ways in which enterprises interact and work with their custom- ers, suppliers, and even their own members. The Internet has enabled a dramatic reduction in the cost of transactions and interactions between the enterprise and its customers. 
· 
· Asda to introduce loyalty cars nd they were late to introduce containers 
· They need to rise their pay.  according to Partridge (2020) Aldi are the best paying supermarket to their employees with the highest rates of pay 
· Focus on constant process improvement can help a company remain competitive while maximizing the use of scarce resources.
· Warbotons do paper wrappers kechup in glass bottles 
· If customers are worried about hygiene just to out fruit and veg in the trolly without plastic packaging. Customer can take their own paper bags from home to  
· Benefits of continuous improvement 
The key benefits is to improve quality and effectiveness of the team and the work produced. As well as to improve efficiency, doing more with less, minimizing waste.  
· Get paper bags morrisons 
· Cards
Other pledges made by major UK retailers include:
· Morrisons: Have 100% recyclable, reusable or compostable packaging by 2025 and offer paper carrier bags
· Tesco: Remove hard-to-recycle materials, including PVC, from its own brand products
· Sainsbury's: Remove lightweight loose product bags from store and replace plastic film on fruit and vegetables with a recyclable option 
· Aldi: Get rid of plastic wrapping on cabbages and cauliflower in some stores, and trial cardboard packaging on steak
· 


Y would you suggest demmies model, what is asda using at the mo
It seems thye aeusing deran but demmies theory is suggested 
Durans theory relates to quality 
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