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Introduction 
In this assignment I will be discussing ethical policies in Sainsbury’s, how the impact affects the retail supermarket on customer’s experiences.  I will be covering the sustainability policies of Sainsbury’s and impacts of it. Also be going into further detail on quality models and theories that may assist in customer relationship management of an organisation.  I will explain the link between ethical and sustainability policies and the impact of the quality on customer relationship management systems. I will be discussing the two theories of Deming and Crosby, how they may assist in improving the customer relationship management of an organisation.  Lastly give my conclusion and recommendations. 
What is ethics? And its components 
“Ethics is a systematic approach to understanding, analyzing and distinguishing matter of right and wrong, good and bad.” Karen L. Rich (2019). The usual terms in rights are benefits of society, fairness, specific virtues and obligations. Ethics is possible because as human beings we can act against our nature based on our conscience. This allows us to make judgments about what should happen. It is the process of questioning, defending our values, discovering, principles and purpose. “Your business code of ethics, also commonly referred to as a code of conduct, is the set of rules you determine to establish both the legal and moral character of your company.” KimberLee Leonard (2021). 
Sainsbury’s challenge is to build supply chains that are unbreakable to the environmental. They have built a relationship where they work closely with farmers and producers. As a company they expect strong social and environmental standards from their suppliers. Ethical trading plays a huge role in Sainsbury’s sustainability strategy. According to “We require all our suppliers to meet the Sainsbury’s Code of Conduct for Ethical Trade which is based on the Ethical Trading Initiative (ETI) Base Code for ethical sourcing. Our Code covers 12 key principles, including safe and hygienic working conditions and payment of a fair wage” All suppliers that work with Sainsbury’s are recommended to show compliance against the Code of Conduct for Ethical Trade and show evidence of improvements in work welfare. The suppliers will keep in touch with Sainsbury’s keeping updated on progress. They also work to train suppliers on ethical trade and interact with key suppliers on projects made to improve worker welfare. Sainsbury’s measure supplier performance against numerous of key indicators for ethical trade and build this performance into purchasing decisions. Sainsbury’s became a founder member of the Ethical Trading Initiative which consists of them collaborating with trade unions and other corporations on ethical trade programmes. They have recently expanded their ethical trade team in the United Kingdom which they plan on increasing even more. As they also look to build a team in countries they source from. Sainsbury’s commitment to ethical and responsible sourcing is continuing as they work with suppliers to make sure their improvements is an ongoing process in their performances in the area.
Retail supermarket receives a lot of criticism and blame for being unhealthy and obesogenic. In order to make more sales Sainsbury’s promoted the food products with a lot of salt, fat and sugar. In high competition areas lower prices can easily be found for the consumers however the same products can be found at a much higher price in another area where there are less rivals. Giant supermarkets such as Sainsbury’s are extremely strong at buying and selling their goods. They want to maximize their profits, which they use their power to manipulate the market of certain products. This however makes it harder for small retail shops to successes as they are over powered by the giant retails causing shops to break down. Sainsbury’s have been publicly spoken about polluting the oceans.  “Sainsbury’s is the worst in class of all major UK supermarkets for cutting plastic packaging, according to Greenpeace analysis announced today“ Katie Hill (2019).
What is sustainability? And its components 
According to “Sustainability means meeting our own needs without compromising the ability of future generations to meet their own needs. In addition to natural resources, we also need social and economic resources. Sustainability is not just environmentalism.” 
Since the company Sainsbury’s has been set up they have always kept a strong sense of social, environmental and economic responsibility. They’ve understand that success depends on society’s success.  This has been a key reason to their success.  This is how they have remained successful throughout generations as their goal is to help everyone eat better and through their sustainability to make a positive change in the UK and internationally. Sainsbury’s have prioritised to make environmental changes for people in the society. They have Plan for Better which sets out their sustainability goals across their business, it outlines their priority areas and progress. Sainsbury’s became the first retailer to be certified with the Carbon Trust Water Standard. According to “With the impact of climate change being felt around the world, and increasing awareness of biodiversity loss and environment degradation, we are committed to playing our part in helping improve the food system so that it works better for the planet”. 
Sainsbury’s ‘Better for the Planet’ doesn’t just focus on trying to provide the healthiest of quality foods to customers but also to tackle climate change. They have built a team working with Science Based Targets Initiative and Carbon Trust on targets for reduction.  This has helped them to use to save water within the business. Use less the amount of water used in bathrooms and to recycle water from carwashes and ice from fish counters. As a company a target goal has been set to reduce plastic packaging by 50% by 2025. 
Sainsbury’s have many stores nationwide which provide to help customers recycle metal cans, glass, plastic, paper and more. As a company they want to make it easier for customers and colleagues to recycle. Currently Sainsbury’s are piloting a deposit return scheme where customers recycle plastic bottles in exchange for a 5p per item coupon towards their shopping. They believe this should have a good impact on the relationship with customers as it’s the best of both worlds for the organization and the customers getting 5p per item on their coupon. Sainsbury’s have been working towards a goal they have set themselves of reducing food waste by 50% by 2030. They haven’t sent any food to landfill since 2013 and aim to avoid food waste. 

Some of the key achievements of the organization have a huge influence on their sustainability and the positive impact on society which helps the business grow on a bigger market. “UK supermarket giants, Sainsbury’s and Tesco, have joined a global food waste coalition that aims to halve global food loss at the retailer and consumer levels.” Darrel Moore (2020). This shows the direction Sainsbury’s are trying to head in and how serious they are willing to take it to make the change. 
“There are five common principles/strategies of sustainability marketing; Consumer-oriented marketing, Customer-value marketing, innovative marketing, sense of mission marketing and societal marketing.” (Kira Behr, 2021)
Consumer-oriented 
This is how companies market their products and services from a consumer’s point of view. The company’s intentions is to send message that shows their company is a better choice, this is marketing that consumers can see from their own perspective.
Customer market value
Customer market value is consistently putting in effort in trying to improve the value added to the offering. By an organization creating value for the customers gives the customer more opportunity to value the business which keeps the customers happy and sustained. (Gautam Mahajan)
Innovative marketing 
This is a principle that ensures an organization doesn’t stop to find bigger and better ways to develop their products and services. It is about staying on top of market research of what customers need, their behaviours and trends.
Sense of mission marketing 
Sense of mission marketing states that an organization must establish a firm broad mission that reaches to the society rather than just the product. This concept is to essentially reach a wider audience from not just promoting the product but promoting the company with social responsibility and passion for a bigger cause. By adopting a broad mission gives Sainsbury’s a long term direction and a clear understanding of where they want to reach.  
Societal marketing
Societal marketing emphasizes on social responsibilities to sustain long term success, Sainsbury develop marketing strategies to provide vale to the customers to improve not just the customers well being but also the society. This vital way is a way Sainsbury’s fight their competitors off and keep their customers loyal to them.




Quality in Marketing
According to “To implement the concept of Total Quality Management in marketing is called quality marketing. So, quality marketing makes efforts to increase the quality of the goods or services. It also denotes the quality of goods or services, quality of distribution and distribution channel and quality of after sale services.”

Deming Theories of quality 
Deming is predominantly known for emphasizing to management that most problems are systemic and that management are responsible of improving the systems so that employees can do their jobs efficiently. Deming believed to reach long term competitive strength, high quality is needed which will lead to high productivity. The theory is that with better quality and lower costs will consist to higher productivity as it will result in less rework, less mistakes and efficient in time and materials. Deming firmly believed employees are responsible for 10 to 20 percent of the quality problems in a workplace and the remainder is under the management’s control, strongly emphasizing management’s responsibility. The Deming quality focuses on systematically keeping tabs on product defects, correcting the causes and analyzing the causes. 
[image: How to Improve Business Performance and Productivity with the Deming Cycle  - Business Consultancy at INSPIRING Business Performance]“Deming cycle is a continuous quality improvement model which consists of logical sequence of four key stages: Plan, Do, Study and Act.” (Adam Henshall 2020). Once an improvement idea is established it is best to test on a small scale before fully applying. When introducing a change its on a small scale by letting the employees know gives them more time to accept it, support it and work towards it. 
The steps in Deming or PDCA Cycle: 
· Plan a test or chance 
· Do it, follow through with the change or test
· Check it, observe the effect of the change
· Act on the knowledge gained
1. Figure (Deming Cycle)

The Deming Cycle is very simple yet very powerful and affective. The steps and concepts easy to understand, what it requires is very simple and basic. The outcomes and solutions coming from the cycle can have a significant impact on an organization. The key to this successfully working is commitment from leadership as the Deming Cycle isn’t one-time event. It is something that repetition and commitment to see results from. One of the benefits of the cycle is the versatility of the process, it can be used in numerous function areas for different reasons. For example an Sainsbury’s can start to experience an increase in accidents in the car park, they can use the Deming Cycle to identify the potential root causes and make the right recommendations to solve the one growing problem.

Demings Seven Deadly Diseases refers to behaviours that have a toxic affect to an organization and also barriers that management face in the line of their work. The Seven Deadly Diseases are; 
1. Lack of constancy of purpose 
2. Emphasis on short-term profits
3. Personal appraisals
4. Mobility of management 
5. Management by use of visible figures
6. Excessive medical costs
7. Excessive liability costs 
Professor P.Ross S. Wise (2010)
To overcome the Seven Deadly Diseases and get the organization to survive long term Deming created 14 quality points. 
1. Create constancy of purpose for improving products and services 
2. Adopt the new philosophy 
3. Cease dependence on inspection to achieve quality 
4. End the practice of awarding business on price alone, instead minimize total costs by working with a single supplier 
5. Improve constantly and forever every process for planning production, and service
6. Institute training on the job 
7. Adopt and institute leadership
8. Drive out fear
9. Break down barriers between staff areas
10. Eliminate slogans, exhortations and targets for the workforce
11. Eliminate numerical quotas for the workforce and numerical goals for management 
12. Remove, barriers that rob people of pride of workmanship and eliminate the annual rating or merit system 
13. Institute a vigorous program of education and self-improvement for everyone 
14. Put everybody in the company to work accomplishing the transformation
The W.Edwards Deming Institute (2018)
The Deming fourteen points creates purpose towards wanting to see improvements in a product or service. Coming up with a plan to be able to compete with other competitors and not go out of business.  All workers in the organization from employees to managers should learn the new philosophy. Making sure everyone is on board with the new philosophy, understanding mistakes will be made and it may take some time before everything runs smoothly however making sure mistakes must be prevented. 



Crosby’s Cost of Quality: 
Crosby believes that businesses should make customer requirements and prevention of product defects a target. One of Corby’s posits is that requires money to achieve quality however costs more money when quality is not achieved. When an organization has to scrap an item or rework a service due to poor quality it costs more money. This would avoid spending more cost on top of what has already been spent. According to “Quality costs do not involve simply upgrading the perceived value of a product to a higher standard. Instead, quality involves creating and delivering a product that meets the expectations of a customer.” If Sainsbury’s design a product and builds the item correctly the first time or provides a service without errors the quality are free therefore proving better quality costs less. They’re a few ways of making sure you’re providing the best quality to your consumers, here are a few ways:
Rework or rectification: Correction of defective material or errors
Scrap: Defective material or product that can’t be fixed or sold
Waste: Poor organization, communication which results in performance of unnecessary work
Failure analysis: Activity needed to create the causes of internal product or service failure
Returns: Handling rejected products 
Complaints: All work and costs relating handling and servicing customers
Crosby broke down his basic theories about quality into four sections which are:
1. Quality means conformance to requirements, not goodness.
2. Quality is achieved by prevention, not appraisal. 
3. Quality has performance standards of Zero Defects, not acceptable quality levels.
4. Quality is measured by Price of Non-conformance, not indexes 
[image: Figure 1: Cost of Quality]
Figure 2: Cost of Quality
To successfully reach a long-term effect of quality an organization must conduct quality improvements, the costs of doing a quality job and achieving goals must be carefully managed. These costs must be a true measure of the quality effort as they are resolved from an analysis of the costs of quality. Cost of quality is also referred to as an important communication tool, Philip Crosby showed what a powerful way it could be to tell people about the importance of quality. “The quality cost system should become dynamic and have a positive impact on reaching success or an achievement of the organization.  The costs represent the difference between the cost of a service or product and the potential cost given no substandard service or no defective products.” (Arne Buthmann)

Conclusion 
In this day of age I believe the society have higher demands of companies and customer service is regarded very highly. Companies should prioritise and give enough attention to the ethics and business and in management practices. I believe businesses find it difficult to be fully ethical in their business and management as a lot of companies are very money orientated. Supermarkets have increased and developed very fast in the UK in the last 10 years. 

Recommendations 	
For Sainsbury’s as a long term development, getting involved in corporate social responsibilities will have a good impact on the business. Therefore Sainsbury’s should be very invested and engaged in taking measure to solve these ethical problems. As a company Sainsbury’s have received some backlash for their farmed seafood ranking below their rival competitors such as Tesco, Co-op and Waitrose. Re-building an image is a huge critical step for retails as, you’re image can get ruined in the minds of consumers do to some accusations. However its super necessary for Sainsbury’s to be able to take actions into their own hands and build its image and credibility. The attention to customer relationship management is important as keeping a high level of customer satisfaction means they are more likely to return and spread positive reviews. This increases growth in customer retention rates.  
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