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     Introduction
Within this report it will firstly be discussed the ethical and sustainability policies and practices and their impact on customer experience of the retail supermarket Asda. Once these factors will be presented taking into consideration theoretical approaches , it will be introduced a literature review of the two quality models/theories , followed by the problems that these units are seeking to solve leading to an improvement of the customer relationship management in the Asda organisation. After the finding are clearly highlighted , recommendations it will be given which is aiming to resolve the problems underlined in the conducted research of the retail corporation.

1. Ethics
1.1 Ethics and its components 
The term ethical it has been defined by many authors in the past in a similar way using different words, for example Runes (1964, cited in Tsalikis and Fritzsche , 2013) affirms that “ethical behaviour refers to ‘just’ or ‘right’ standards of behaviour” or Barry (1979, cited in Tsalikis and Fritzsche , 2013) defines ethics as “the study of what constitutes good and bad human conduct” . What every definition that has been given over the time has in common, it is that the ethics it is a structure of morals principles of doing the right thing (Tsalikis and Fritzsche , 2013) and in marketing segment , these concepts need to be applied continuously so that the entire society could benefit and also the organisation, which it will be portrayed as a trustful source that is selling products/services and by implementing ethical practices , all parties can receive benefits (Rawat, 2015).
Marketers need to take into consideration some ethical components that have a major importance in building a good foundation that will lead to success. This means to establish connection with all parties including the customers, using Transparency – which it is the clarity that the organisation needs to offer to its stakeholders in order to create trust that will lead to a long-lasting relationship, Honesty – it need to be all the time in places regarding the standard of products/services that has been communicated, Respect – implies a correct treatment for all stakeholders and even the competitors  avoiding stereotyping, Responsibility –  it is acknowledging and managing all the tasks that the organisation has put forward and even take measures when failing to meet customers or other stakeholder, Equity –  represents the fair approach that the business need to have regarding the way of communication their product/services, and Universal values –  involves all the tasks in terms of economic ,legal and societal  that every business should follow (Kumar, 2020).

1.2 Ethical policies of Asda supermarket and their impact on customers

Asda organisation states the fact that they are giving a major importance to ethical values , they have an ethics and compliance program that is aiming to protect consumers and ensuring that all the suppliers are working responsibly where human rights are established (Asda, 2021).The corporation have a zero-tolerance policy addressing corruption and they have established a special programme where their team are performing awareness activities and risk assessments. A Zero Harm Strategy it is also existing in the institution , where the employees are receiving a health and safety training so that they will offer to customers a secure shopping environment (Asda, 2021). Asda declares that the customers are their top priority and the use of their personal information it is done “by a secure and well protected system” where they follow the best practice and they are always making sure that they are honest when communicating every aspect about their institution (Asda,2021).

Moving forward to examine external sources, it has been found that Asda has many issues regarding ethics and it is facing a lot of criticism from employees and customers. BBC News (2019) states that the new contracts that Asda established has made employees protesting and sign petitions, because it has no moral values, for example the contracts offer unpaid breaks, the staff it is obligated to come to work even in their off time if needed given a very short notice , moving department any time if asked , changes to the night shift payments and excessive working hours. All these new policies has led to a lot of redundancies affirmed The Guardian (2019) and unhappy consumers, for example, Clarke (Trustpilot, 2020) affirms that this issue has changed his perception about the organisation and he will not shop at this supermarket again . 
Another issue that can be enumerated, it is their transparency. One of the Asda policy clearly states that their products are cruelty free, and Ethical Consumer (2021) found that the organisation it is selling products that belongs to brands that are known for animal testing. This fact it can affect the customer relationship for the reason that , every consumer wants to know the true information about a product or service so that they can make informed decisions.

2. Sustainability 
2.1  Sustainability and its components 

Sustainable marketing “ calls for socially and environmentally responsible actions that meet the present needs of consumers and businesses while also preventing or enhancing the ability of future generations to meet their needs “(Kotler, 2018). The same author states that in the sustainable marketing process not only businesses or government decide what to do, or the activities that are undertaken , but also the consumers of the products and services. That is why it has been created two movements that form a balance between buyer and seller and give an equal chance to get involved in the creation of a sustainable marketing, these movements are consumerism and environmentalism. 

Consumerism it is an assemble campaign carried out by citizens and government agencies that have as role to empower the buyer by boosting their rights, and Environmentalism it is the course of action that implies citizens , government agencies and also the businesses, designed to create a pleasant environment for long term (Kotler , 2018) 
 
For the businesses to operate in a sustainable marketing , they need to work in an ethical way by adopting principles that characterises this activity , such as,  Consumer orientated marketing where organisations need to undertake its activities based on consumers opinion , Customer value marketing that refers to the investment that the companies need to put on customers in exchange of a long-term benefit, Innovative Marketing which requires continuous improvements that will help in not losing customers,  Sense of mission marketing refers at having a universal thinking that will consider many aspects which will lead to a clear sense of direction, and Societal marketing which it is the incorporation of what the customer and society desire, plus the company’s demands (Kotler, 2018).






2.2  Sustainable policies of Asda supermarket and their impact on customers

Asda organisation pronounce that they fell responsible to protect the planet for now and for future generations, by having the most minimum impact on nature. The institution states that they are encouraging their farmers to use the best practices when applying pesticides and fertilisers based on Integrated Pest Management concepts, and they also took measurements and started to collaborate with the Cambridge Institute for Sustainability Leadership which are testing farmers soil to analyse its status and if it is presenting any risks (Asda, 2021).

The corporation mention that the use of palm oil - which it is known to be affecting the environment severely - in their own products and the ones from suppliers, are made in sustainable conditions that are certified by Roundtable for Sustainable Palm Oil (RSPO) . Same practice applies for many of their products including Soy nutritious protein that comes in their stores, even if the high demand of the product means more deforestation, Asda is working in partnership with Roundtable of Responsible Soy (RTRS) to find sustainable way of the production of soybean which it is not associated with any harm for the environment.

In the policies that Asda declares, it can be seen that sustainability it is important for this organisation, which leads to a good impact on customers, for the fact that 80% of shoppers mentioned that they care about the planet and they ready to make a difference (Asda, 2021) and according to a survey conducted by Global Data, cited in Mavrokefalidis (2020)  “four out of ten consumers in the UK now keep environmental issues in mind when purchasing” .

The supermarket chain received not a high rating for palm oil sourcing, affirms Ethical Consumer (2020), for the reason that they did not use the best practice regarding this policy. The source affirms that it has been proved that the organisation purchased palm oil from RSPO scheme , but more that more than half of their acquisition had the lowest level of certification.
Even that in this situations it cannot be found cases that fully contradicts with their policies, it can be seen that the organisation does not do the best ethical and sustainability practices which affects in a negative way the customers .





3. Quality Models 
3.1  Quality and its components

As stated by Prior et al., (1998) “ Quality refers to the extent to which processes, products, services, and relationships are free from defects, constraints, and items which do not  add value for the customer.” Being such a wide concept in the existing literature , quality has numerous meanings for the organisations and for the market also, from the uniqueness of a product/service that stands out in relation to its competitors, to the relation with supplies/customers, and the continuous improvement that can be done, this notion has the potential to increase productiveness and the standard of any institution (Sartor and Orzes 2019).

The quality components vary from author to author, but the literature it also shows common facts that states the stages that organisations need to adopt for a successful result , such as , Inspection which often states for ‘the only way for a guaranteed quality’, Quality control it is described as maintaining, upgrading, and reviewing the products, Quality assurance which helps in finding and solving the possible mistakes, and Total quality management that refers to the process were the organisation it is focusing on the creation of a continuous relationship improvement with the employees , customers, and suppliers (Dale et al., 2016).


3.2 Quality models 

Deming 14 points model it is a set of actions that aims in increasing organisational quality and efficiency. Deming affirms that his model audience it is every member that is working for the institution, but the biggest implication in this process is expected to be from the top management side, because this internal stakeholder has the responsibility to manage employee activities , to clearly communicate everyone expected implication , and to elaborate a plan of action based on the 14 principles, which have as role to guide the organisation activity to accomplish the true meaning of quality management and to solve the ‘deadly diseases’ that a institution can have when using a traditional management implementation , such as , failing to keep the company on the market, short term profit, a strict performance evaluation, an often change of employees, etc., (Anderson et al.,1994).

The 14 points states that the businesses need to constantly be innovative , adopt new principles , create from the beginning quality products that will not need further modifications, minimise to one supplier per product, the continuous improvement of the system production by internal stakeholders , training establishment, employee constant guidance by management , remove fear so that any worker can feel comfortable to express, create an overall team that breaks departments barrier , remove slogans and worksite target, eliminate work standards, eliminate barriers , implement a program that motivate works to self-improve and the full commitment of every member of the institution to do the job (Gobadian and Speller ,1994).

Beyond a doubt, the Deming 14 points it is one of the most known and successful model that has been proven, but it also has its weakness. The Deming model completely ignores the cost of quality affirms Dale et al., (2016 ) and “reduction it is a key objective that any business will want” states the same author. 

Asda can improve the customer relationship management by changing the way they operate using Deming 14 points model. Firstly, the implementation of new products that meet customer expectation, followed by the establishment of a defect-free product. As shown  in the complains department of Asda (2021), there are numerous bad reviews from customers that affirms that the business are home delivering bad quality/damaged products, which clearly states the fact that the organisation needs to implement this principle.

 Quality management comes especially from the employees , and Asda organisation can reach the goal of quality that improves the customer relationship management by implementing a training program that it is known for making the employees highly skilled, dedicated to their work so that they will be able to deliver high standard quality products and services (Jagero et al., 2012 cited in Mozael , 2015) .
The institution can improve their service by testing the goods from the beginning ,keeping track, and knowing the attention that every product needs.


Juran’s Trilogy it is a simple and complete model that is presented as a ‘an improvement circle’ with 3 characteristics that are considered to be universal stages that all organisations need to follow, Quality planning it is the first characteristic where the customer needs are discovered from which the organisation it is capable to define the consumer requirements for the products/services and also to develop them, this stage build up all the planning in relation to all stakeholders. Quality control it is the second feature that states for continuous evaluation of the present performance , where observations and inspections need to be done to ensure that the activity is in control, and Quality improvement it is the last stage that can be considered an opportunity given to improve quality , where repairment, reinvention or renovation can be effectuated (Juran, 2005).

The three actions from the model are interrelated, influence each other at the right time of the journey and are perfectly detailed, which means that the author clearly tell businesses what to do which makes it not only a system that direct quality , but it also manage innovation (Bissgard, 2018).

The Juran’s Trilogy has a similar teaching as Denim’s model regarding quality achievement, which it is the fact that the top management it is the most responsible in this process and their support and participation can easily influence other stakeholders that contribute to the operation (Dale et al., 2013). The model it is seeking to provide stability and aiming in “reducing the cost of poor quality by planning quality into the product” (Michigan Tech, 2014) but it also requires special trained staff , and not relating in labour force when conducting this process may not be consider a long-term process which can be transformed into a weakness.  

In relation to the improvement of customer relationship management of Asda , the institution can implement Juran’s trilogy, firstly by recognising who the customers are using the existing data that clearly states this fact, secondly , identifying the customers’ needs through feedback that can be collected from the company website, social media , in store ,  through questionnaires and surveys . Once the organisation collect all data that is needed for quality planning, the process needs to be controlled by using a daily checklist that conduct an internal audit and control charts that are known as being a tool that keep the stability and improve the procedure and quality (  Mpanza, 2018).

Implementing the last stage of the model in Asda organisation requires the upper management involvement where they need to identify if any improvement needs to be done and discover the causes that leaded to a faulty or incomplete product, this particular issue can be measured by using the Ishikawa diagram which is known as being a very successful tool for making diagnoses or identifying the root of the problem (Liliana, 2016)  . A proper use of the Juran’s trilogy model will strengthen the relationship with the employees and suppliers, which will lead to a great customer relationship management. 

Conclusion
The aim of this report was to conduct a research that observes the principles and practices of Asda Supermarket and to implement the Deming’s 14 points model and Juran’s trilogy for a better customer relationship management. During the progress of the study, it has been found that the organisation have a big issue regarding their practices on ethical values that clearly made a bad impact on CRM system, which it is their treatment for human resources, a traditional approach that brings only negative elements for the company. In regard to their sustainability policy , the institution again shows signs of non-transparency that leads to lack of trust by customers which it is the number one problem existed in a failing organisation. The models presented has as role to give direction for the company , in changing their practices in operational platform , that seems to be the main factor that holds back the business in not achieving maximum quality performance. 

Recommendations 
To ensure a better overall quality of the customer relationship management , it is suggested for Asda supermarket to focus on employee relationship, to listen to their opinions and needs, to offer them a good working environment , to train and educate them accordingly , because good employees strengthen the organisational relationship with its customers . On Asda website complains department it can be seen that the company lack in terms of communicating with the unhappy consumers , and it is recommended that the business should focus more on this issue and create a separate customer care team that deals with any forms of complains. Apart from the relationship to employee and clients , the institution should concentrate on quality products, a closely supervision of the production process to be made , so that a defect-free product delivery to be guaranteed. 
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