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Executive summary: The researcher will be discussing in the report to review ethical, sustainable and QMS system that impacts the CRM system in Asda due to internal and external challenges. Asda has not always faced secure trading future and today they and other supermarkets within the UK face difficult time of change and uncertainty. The researcher has used the Mckinseys model, the loyalty ladder and the Edward Deming model to back up the report and help discuss the issues related to the CRM system in Asda. The researcher ended with a conclusion at the end summarizing how Asda’s ethical and sustainability system has impacts on CRM system, and recommended further development. And a wide range of references to evidence the researchers report.
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Introduction
1.0 Introduction:
The report was requested by The Marketing and Operations Directors of Asda the date requested for this report was on the 20th March 2020. The purpose of the report is to review the benefits of engaging in ethical trading and building sustainable resources to customer relationship, and the possible impact organisation quality system may have on customer relationship. The report is compiled by Taslima Begum. Asda will be looking at the advantages and disadvantages in their ethical and sustainable and QMS system. The report submission date is 27th March 2020. 





[bookmark: _Toc24564158][bookmark: _Toc35694577]2.0 Findings 
Introducing Asda with a basic timeline from where Asda started and where it is now!
1963 - 1969 - Asda is born-
1970 - 1990 - Asda Price!
The 1970s was a massive growth period for Asda, they pushed further south opening new out-of-town supermarkets in Plymouth, Hampshire and South Wales.
1999 - 2015 - Part of the Walmart Family 
The industry was in shock on July 26, 1999 after the surprise move by retail giant Walmart to purchase Asda. Walmart was searching for a way into the UK market and Asda provided it with a ready-made retailer that had values that closely matched its own.
Asda Smart Price was introduced in 2000. 
 
2017
Asda's commitment to providing great value for customers is recognized again, when the company is named the lowest priced supermarket at the Grocer Gold Awards for a record 20th year in a row. 
2018
After returning the business to positive sales growth, Sean Clarke hands over as President & CEO to Roger Burnley and a new era begins.
2020- Asda now have 630 Stores
180,000 employees
£1 billion income
Over the next few years Asda continued to grow and bag rewards!
(ASDA, 2020) 

What is an ethical system?

Chitra stated (2020) An ethical system is very clear in a workplace it’s an important role in company growth and development.
Attitudes values are the basis from where the ethics of the workplace have been derived from. Some of them are,
· Loyalty
· Trustworthiness
· Fairness
· Responsibility
· Accountability
When your workers possess an ethical working environment and ethical behavior in the workplace, your company's maintenance cost decreases to a remarkable extent because they are aware of their duties and responsibilities towards the company. 
ASDA’S Ethics and Compliance 
According to ASDA (2020) “Our global Ethics and Compliance Programmed addresses the areas of relevance to the changing retail sector. We expect our team members, suppliers and contractors to consistently champion a common culture and set of values. These include treating all people with respect, acting with personal integrity and complying with the laws of the communities in which we operate.” 

ASDA (2020) states a Global Statement of Ethics is the guide to exemplifying integrity as an Asda colleague.  “We provide a variety of resources for our stakeholders to raise questions or concerns, including a global helpline, global email address and a dedicated website Walmart ethics.com.
Walmart maintains a global case management system that serves as both a repository for ethics cases and a system for managing them.” 

Sustainability:
Asda is an echo friendly organisation.
ASDA (2020) confirms “Asda sustainability system is that their mission is to be the Most Trusted Retailer. It’s in every element of what they do. They are committed to reducing the environmental impact of Asda operations, the goods and services they sell, and the suppliers who make them.  Asda know their customers care about sustainability too – so as well as reducing their impact on the environment, they want to help you to do the same. They stock sustainable products at an affordable price to make being green an achievable goal.” 
[image: ]
  Asda believe that sustainability is good for the staff, suppliers and customers. They believe that by protecting the environment and saving customers money go hand in hand. With increasing pressure on global resources. Asda is a stewardship follower because 92% of Asda’s customers have told them they care about being green. So, Asda have improved their environmental performance helping them to lower effective costs and prices. over 90% of their environmental impact comes from the supply chain. Creative concern believe(2019) Asda wouldn’t have been able to do this without the help of Creative Concern, they have a huge impact on helping Asda “to position sustainability at the heart of its business, to support their suppliers to become more sustainable, and be recognized as a leader in the sector. Today, they engage with their suppliers, customers and wider retail sector with a clear voice and ambition, all backed up by the action they’re taking to become more sustainable.” 

[bookmark: _Toc24564160][bookmark: _Toc35694578]2.1 Ethics and Sustainability 

Analyzing two other supermarkets with Asda on the ethical and sustainability system.
Tesco ethical and sustainability system
Tesco also has a very sustainability system at their organisation as they are an echo friendly supermarket like Asda, they believe in protecting the environment. Their ethical system is also similar as Asda as according to Tesco plc (2019) “Tesco believe their ethical system trade is a force for good, creating jobs and opportunities for people and communities across the world. But they also want those jobs to be good jobs.” Tesco PLC (2019) specify It is important that clear standards are upheld on issues such as: working hours, health and safety, no child or forced labor, freedom of association and ensuring that discrimination does not take place.  Tesco say “we have a responsibility to respect the human rights of, and an opportunity to make a difference to, our colleagues, our customers, the communities we operate in and the people who work throughout our supply chain.” 
The similarity with Tesco ethical system is Tesco vale their customers more like Asda do. they would give importance to customers as they say customers come 1st and they inspire their colleagues to give good shopping experience. If you don’t have hard working staff, then you won’t be making sales. 
Tesco PLC (2019) explains Tesco’s work on human rights is fully integrated within their process, forming a key part of Tesco’s broader strategy for responsibility and sustainability as laid out in the key commitments of Tesco Little Helps Plan. 

Waitrose ethical and sustainability policy 
[bookmark: _Toc35694579]What is Fairtrade?
Waitrose (2020) have stated “A global movement, its aim is to secure better prices, decent working conditions, local sustainability, and fair terms of trade for farmers and workers. It has been represented in the UK for over 25 years by the Fairtrade Foundation. When something is certified as Fairtrade, it means the producer has been paid a sustainable price that covers cost of production and better working conditions. It also means they receive the Fairtrade Premium, an extra sum to invest in their communities and improve quality of lives. By making trade fair, Fairtrade makes a difference to the lives of the people who grow the things we love.” 
Sarah B from the Guardian (2015) amplified Waitrose have signed a deal with Fairtrade foundation which will advise the supermarket on its own ethical food sourcing program. The partnership is risky but a new step for the foundation which has only allowed its label to be used on goods certified under its own rigorous process governing ethical standards. 
Emily. B (2014) ‘commented’ Waitrose also have a big deal on their sustainability system having an echo friendly environment and believing in fair trade which is selling sustainable products at affordable prices like Asda.  Waitrose ethical standards are “Waitrose is committed to enforcing a fair and ethical business relationship with both its suppliers and customers. They’re able to build on the functional benefits that they offer to portray a brand personality of honest and ethical. This is something that the consumers buy into and feel a part of with any product they buy through Waitrose. These qualities set Waitrose aside from other competing supermarkets such as Tesco’s and Sainsbury’s.”
 Following back on to Asda ethical and sustainability system, again very similar system in all three supermarkets. By being committed to their customers, suppliers and having a fair relationship with their employees. 
How does ethics and sustainability system in Asda impact on CRM?
McDaniel (2013) made a statement that “Customer relationship management focuses on understanding customers as individuals instead of as part of a group. CRM is a companywide business strategy designed to optimize, profitability, revenue and customer satisfaction. This is accomplished by organized company segments and establishing and tracking customer interactions with the company.”
Walmart (2020) have applied The impact on customer relationship management system is by showing the customers that they are echo friendly organisation. They are trusteed retailer. That Walmart is also committed to protecting the health and safety of Asda’s associates, members, customers and communities because they care for one another’s well-being. Conducting their business in compliance with all health and safety laws is crucial to protecting each other from harm. As associates of Walmart, Asda must always comply with all relevant health and safety laws and policies and never ignore a potential health and safety concern. Acting ethically regarding health and safety issues is critical to their corporate goal of providing a safe shopping and working environment. 
This has a big impact on CRM because the ethical system is following the law keeping their promises in what they say and do as a company. Asda show a lot of interest in listening to their customers by being sustainable. Therefore, by protecting the environment. Asda have improved their environmental performance helping them to lower effective costs and prices. over 90% of their environmental impact comes from the supply chain.  By stocking sustainable products at low prices to achieve their green goal.  

Moving on to how CRM have a big impact on customers in ASDA: 

ASDA (2018) Evidenced On Asda’s story page the chief customer officer stated, “putting customers 1st in our communications” putting customer first has always been their top priority in Asda. Starting off looking at the base of having to change and improve the basics retail fundamentals, and reduced the amount of marketing activity, which often became noise rather than offering relevant solutions for customers. So therefore, they came up with three ambitious plans to meet their customer needs.  
1. To meet more of the customer needs by categorizing multiple products in the customers interest
2. Help save customers time by making it simpler and smoother environment to shop in
3. To increase the customers, trust by doing the right things in different areas.  


Everybody at the organisation should be working on improving the customer relationship. No matter what your job status is. The researcher is going to use the model mckinseys seven framework to analyze Asda and see how it improves CRM in Asda or cause barriers to CRM. 





The seven Frameworks:
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· Strategy: ASDA (2020) stated from the very beginning ASDA have been offering their customers the very best value has been their main aim. By ‘saving them money and making them live better.’ 

· Structure: ASDA (2020) made a statement that Asda value their staff they have a very close working relationship, by having catch up meetings on regular basis. The management and finance team offer a great deal of help meaning always working as a team to hit sale targets. 
Emma. Z (2016) argued Asda also has a negative culture system with employees stated in an article “ASDA results in lack of communication between different groups, each group works separately. Therefore the lower group of people feels some sense of dissatisfaction because they do not play any active role in taking decision. In order minimize these loopholes communal culture is very important for ASDA so that the organization could give better performance.” 
They have a system in place as well in collecting customer data and following up and making sure customers are satisfied and are returning customers. 

· System:  Caroline B (2017) commented Asda collect data from customers by the online shopping system as well as their scan and shop system in the store.  Asda also collects 300 million data points every week, 19 million of which are in-store transactions. It states in an article about the discussion of collecting data from the Asda data team:  The launch of their in-store Scan and Go product, which is being followed in 75 stores, has opened up another opportunity for customer data. “The insight team is doing a good job at tying together lots of different types of data to tell a story,” “We want to know what does Scan and Go mean for the consumers, so the data science team is crunching that [data] to find out what it means for customer behavior in the long run.” Asda team analyze how often the customer shops using Scan and Go and how many repeat customers use the technology, and cross-references that data with other store-based measures. Once that data is analyzed it is passed on to CRM and marketing to ensure the retailer is engaging with its customers. 
· Shared values: ASDA (2020) indicated the core values of Asda are engaging with their customers they want to earn their customers trust. Also, ASDA working hard to source all their products in a responsible way. Asda collaborating with suppliers to make sure they treat them fairly and are undertaking to uphold the highest standards in areas such as safety, ethical trading and how they protect customer data. 
· Style: Asda organizational culture is all about customer satisfaction because they are always referring to their customers. How they want to make their customers happy by saving them money and making them live better. How all the management system wants to offer their customers the very best value and service. Asda don’t talk much about their staff they keep it very brief as in like a team working together but always referring to customers in how to value them and keep them satisfied.
· Skills: on Asda website they have a corporate page which has a link to newsroom which keeps up to date with all the latest announcements from across their wide network of stores, depots and home offices. And if a journalist or a blogger would like to speak to the company, they can approach Asda on here. Asda also needs to act upon training their staff to live up to their ethical and sustainable systems. 
· Staff: Asda have a page on staff but not as much detail on how they value their customers also there have been a few negative articles on Asda not sticking to their ethical system by forcing their staff to work overtime. The Guardian (2019) confrimed Asda workers have staged protests at stores across the country against a new “flexible” contract they say they will leave about 3,000 shop-floor staff worse off. The GMB union said members would face the sack on 2 November if they did not sign the “punitive” contract, which it said removed pay for breaks and forced employees to work bank holidays. Going back on what they said having a fair place to work and employees treated equally. This won't make a positive atmosphere to work in if employees are being forced.
Looking at the mcknsey 7 s frame work and the detail on Asda CRM it shows very clearly that Asda is all about their customers, and how to make them happy and how to live up to their standards and protecting data they collect of the customers as well. Asda are always looking to engage with their customers by transforming the community improving lives, ASDA (2020) statements “As a charitable and corporate Foundation, we focus on supporting small, local activities that directly involve our customers. Our mission is to transform communities and improve lives within the UK.” 
Asda say they know their customers care about sustainability too – so as well as reducing their impact on the environment, they want to help you to do the same. ASDA stock sustainable products at an affordable price to make being green an achievable goal.  
Both Asda and Walmart have been issued in the news a couple of times regarding their ethical issues with staff. With the accusation against discrimination from Asda staff. Asda has been marked down for a number of issues one of them is women were ‘women workers’ this was back in 2017 and they were getting paid less than male workers on the shop floor. Asda had a court case regarding this stating: The BBC News (2018)  "The Court of ruled in January this year that the roles of the shop floor workers could be compared to the roles of those in the distribution centers for the purposes of equal pay." This doesn’t show very good ethical system always lacking on forming good relationship with staff. Asda have a positive impact on their CRM system regarding customers and suppliers but when coming to staff they have quite a downfall living up to their ethical policy. 
Going back to CRM, Simon (2003) expresses to provide good customer relationship management, its best to have a good understanding of the key issues that implement the customers in order to give them the best deal. Therefore, data collection is important as you will distinguish how to reach your customer satisfaction for them to return. 
Loyalty ladder: 
The researcher will be bringing in the loyalty ladder in the report to discuss how ASDA benefit from this Model. (Toni. G, 2020) 
The prospective:
ASDA (2020) outlined Asda have many ads they do for their organisation from food to their clothing range which is George and how customers can shop online, home delivery and  their famous ad that catches every customers eye is the tap on the back pocket with the slogan ‘saving your money every day.’ They are always connected to their customers via multi-channel media to provide them service. Targeting families with children. Asda claiming, they are sustainable company and wanting to help the community by asking the community to recycle at the store. This is another way of advertising catching customers attention that they area an echo friendly welcoming supermarket. 
[bookmark: _Toc35694580]ASDA (2020) specified “Wherever you work in Asda, technology plays a big part in helping us to run our business. From designing our website, supporting our online operations or running our IT equipment, you’ll always be looking for new ways to make Asda better.” 
“New technologies have enabled firms to implement CRM by:
· Providing greater individual customer insight
· Allowing companies to successfully respond to individual requirements 
· Interrogating the business process of the firm around individual customers. 
Simon K (2003) quotes “This means that it’s a cheaper and faster way to collect large quantities of customer data. And can access them for customer services and analysis.” 
The customers: 
Asda main target audience is majority of married living people, and internet shoppers.
ASDA (2017) provide a wide range of products which has an excellent mix of fresh, frozen, and dry food, as well as clothing, home, leisure and entertainment goods. 
[bookmark: _Toc35694581]Asda also has financial services as well such as credit cards, travel insurance, travel money and personal loan. This is also form of collecting data from customers. 
Asda have a pricing strategy that also helps bring in their customers which is during end of season sale, seasonal times and special events.

Client:
When returning customers are using the facilities in Asda that Asda can collect data of then as Asda they would know that these customers will be their repeat customers. For example, if they are using their scan and go to shop every time, they come into store doing online shopping regularly using the travel insurance etc. then Asda data team will be monitoring which customers are regular shoppers in Asda.
Advocate: 
Asda ethical and sustainability system run well along with customers because on the ethical side they are a health and safety environment keeping their customers safe. On the sustainability side their showing they are an echo friendly organisation encouraging the community to recycle in the store selling sustainable products at affordable prices. Most importantly their ethical system say how they protect their customer data which is key as customers would know their personal information won’t be passed around like other companies do. 


[bookmark: _Toc24564161][bookmark: _Toc35694582]2.2 Quality and marketing strategy 

Carl m (2013) quotes “increasing quality can also result in increased brand loyalty, greater ability to raise prices, or new opportunities to market segmentation” 
Asda aim is to meet the requirements of their customers. Asda is always based on reaching customer needs and expectations. Asda believe that if they can satisfy their customers with their product and services, then those customers are likely to be repeat customers. Therefore, Asda have a launched a quality management system to improve their efficiency and encourage improvement across its private label range. The quality management system was created by the solutions 4 retail brand which enables to monitor the product quality and performance. Chris (2016) states The QMS system will allow Asda to access detailed information for large product supplies which wasn’t accessible to category mangers. This will also allow information to suppliers to improve their products. The QMS will be a clear outline to Asda in how to the products and the range is performing in the market. The QMS also plans to simplify with private label suppliers and enhances feedback of customers their experience. Gale paddy the senior development director of Asda stated that QMS holds all their quality data in one place and either it’s the internal or external Asda data. This is because it allows the organisation to be able to report more effectively so any required actions can be delivered with consistent quality experience for the customers. 
So therefore, QMS impacts on the CRM system in Asda by Improving customer loyalty meeting customer needs and meeting customer satisfaction and meeting their dry sales. 
However The Guardian (2017) states;  Asda has been named the uk worst supermarket because they have “About 12% of Asda’s suppliers said the Walmart-owned chain rarely or never complied with the Grocery Supply Code of Practice, which covers dealings by 10 retailers that sell over £1bn of groceries a year. It is understood that complaints were raised about Asda taking incorrect deductions from invoices without notice, requesting lump sums to make up profit margins, and conducting “abusive” forensic audits of suppliers’ accounts.”
This doesn’t show very good QMS system because they are not following the ethical conduct on their suppliers by deductions on their invoices. Which therefore shows they are not being fair. 
Asda’s marketing strategy is that they follow 4p steps which are: product, price, place and promotion. 
Product: MBA school (2019) remarks Asda have their own delivery service available delivering to consumers to their doorstep. consumers can order online and collect in store where the staff will get the order ready or customers can collect from the collection point in the situated Asda car park. By offering consumers different ways to shop allows Asda to attract more customers and compete against other large retails stores. 
Price:  Hitesh b (2018) The marketing mix of Asda report Asda uses a low-price strategy in order to make huge volume of sales, they apply the low pricing strategy to attract consumers in the end of season stock sale, they also take advantage of their pricing in Christmas and Halloween. They promote their low pricing strategy in store and on delivery vans, this will attract consumers in different age groups. Asda provides quality foods and items and do not compromise in selling poor products. 
Place: Marketing mix (2020) state Asda stores are known for the huge space they provide to shopper’s; the products are individually laid out in aisles like Walmart style with signs informing shoppers where each item is located. They offer a large car park for their customers to park their cars for free whilst they are shopping. Asda also offers their own petrol station where consumers can shop and fill up in one place. 
Promotion: Marketing week (2020) initiate Asda provides promotion on out of season stock at lower price e.g., when school are about to open for a new term, they lower the prices for student’s uniforms. This allows consumers to save money and spend it elsewhere in the store. They use a discounting strategy in order to provide the best prices for their customer. In order to attract consumers, Asda has to offer low pricing promotion to complete against their rivals. 
Asda follow the Edward Deming model which is plan-do-study-act
The Edward Deming model helps identify goals or purpose of action, and improvement of products and services. (The Deming institute 2020)
 It’s called the PDSA cycle which fits in with Asda, and how Asda have created a cloud-based quality management system to drive improvements and product innovations across private labels. (Steve fisher 2016) Which helps Asda and its organisation to monitor product and quality performance. Asda plan what steps to take next in order to gather data then they act upon it and see if the data they have collected is key information then they use their QMS system to improve their CRM system. Also, their marketing strategy system flows in with Edwin Deming’s model as how he follows 4 stages in improving customer care and product services Asda do the same with their 4ps strategy this enhances the CRM system by offering a range of different services to the customers 
Asda provide good quality  products in order for the consumers to have accessibility when shopping, shoppers will find it easy to maneuver around the store knowing where the products are located and have a peace in mind knowing they do have to pay for parking. Customer can order online and have their goods delivered to their doorstep or have the goods ready to collect from instore or the situated area provided in the car park. Asda provides competitive prices on fuel and change prices to meet market expectations.  The pricing strategy and promotion Asda provides allows customers to save money and buy good quality goods in all seasons. The pricing strategy allows Asda to stand out from their rivals and allows customers to afford what they need. This helps customers with their financial needs.

[image: ]


Conclusion
3.0
Conclusion:  
Concluding on this report on Asda. It has been stated very clearly how Asda ethical system towards their staff is very poor and which they will have to act upon with further training. ASDA have more of an ethical system towards their customers and suppliers. Also being a very community friendly organisation and following a very big sustainability system in their organisation by being green and are committed in 100% recycling. Asda core values are providing the best for their customers which they used a QMS system for monitoring their performance as an organisation and how to improve customer services and monitor the data collected. Asda have a good 4ps strategy in place to enhance their CRM system and they have acted upon their strategies which is working for them as an organisation and following their ethical code of conduct on:  ‘customers come 1st.’ Asda technology system plays a big role in their CRM system. This enables Asda to engage with their customers.
 


[bookmark: _Toc24564164][bookmark: _Toc35694584]Recommendations 
  Asda future actions can be to enhance more on their ethical system towards their employees and suppliers. Asda can introduce a pharmacy in more stores to expand their customer engagement and expectations. Asda can introduce loyalty cards where customers can earn loyalty points as they shop, and this will be an opportunity for Asda to collect customer data in order to learn customers shopping pattern and widen their target audience. 
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