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Exclusive summary
This report includes benefits of the ethics and the sustainability on the supermarket ASDA as well as analysation of the ways in which improvements can be made to improve customer relationship management. A demonstration is given through a literature review which is supported by theories and models. A conclusion is demonstrated on the impacts pf ethics and sustainability policies on the quality of customer relationship management.
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Introduction 
	
This report will be focused on the benefits of engaging in ethical trading and building sustainable resources to the customer relationship at ASDA, An in depth evaluation will be carried out to look into which ethics and sustainability are carried out and how this can be changed and how it can be improved. The report will also include recommendations based on the findings that have been found as well demonstrate a link between ethics and sustainability. The two will show how they impact on the customer relationship management and the ways in which they can be improved. 



















Task 1
I will be looking at the supermarket ASDA and investigate the customer experience and include the ethical and sustainability policies. Examples will also be used to support my findings as well as compare to the different supermarkets and give academic theories to back up my conclusions. 
Ethics
The definition of ethics is the moral values of human conduct and the rules and principles that are associated. (Collinsdictionary.com, 2020) Ethics are also set of principles which are set and are defined as being the rule about what is right and wrong.
1. One of the first ethics ASDA believe they follow and believe is that they have the highest standards of responsible businesses with their customers, staff and their suppliers. Having good relationship with all aspects is beneficial for the business. This is because it helps to maintain a good healthy working environment for staff as they will feel they are being treated fairly. This reflects onto customers as they will be getting the best service they can from the staff working as ASDA leading to happy customers. This will also want to make customers to come and shop more often at ASDA as they are getting the right care and treatment from staff and getting the best value for money. 
However, Tesco go the extra mile as they have a Tesco club card app which helps customers keep up to date with points and if there are any latest offers in store. This allows shopping easier for them and results to happy customers. This creates a happy and healthy working environment for both customers and colleagues. This makes it easier for customers, making Tesco popular with customers who shop with them as well as new customers where news would be spread about their offers. 
2. ASDA believe in earning the trust of their suppliers as they provide them the resources they need for their company. Treating their suppliers fairly and with care means they are giving their highest standard throughout. Also, keeping standards consistent throughout safety and ethical trading is important to make sure customer data is kept protected. Also, having a good supplier means that customers are getting the best products and value as they can as suppliers are supplying ASDA with the best leading to increase in sales.  
However, in comparison to Tesco, ASDA are doing much better in terms of having a good relationship with their suppliers. This is because e Tesco are trying to rebuild relationships with suppliers as they have been lacking in that. The way they are planning to build better relationships is by launching a new online network where businesses can have contact with popular and huge retailers. They plan to help 5,000 members to be able to communicate easier with the suppliers. (Ruddick, 2020) 
3. Another ethic is zero-tolerance approach which is that they will not accept any bad or corruption in their company or their staff. ASDA have a Global Statement of Ethics which is set out to enable and promote what they expect from all their people. Any sort of discrimination will not be accepted from either the public or the members of staff working at ASDA. This will create better relations within the staff as they will be known of the rules and guidelines of the workplace, which is motivate them to be the best they can. 
Aldi however make sure that they have the responsibility to help maintain a good reputation with the company as well as deal with any bad behaviour in an appropriate manner. Therefore, ALDI have a code of conduct to make sure they value their business ethics, and everyone knows the high standards they expect of their ethics. (Cdn.aldi-digital.co.uk, 2015) 
4. One ethics that ASDA believe is having support programmes for a bright future. This programme is aimed to help those who are survivors of modern-day slavery and support them in employment. This programme has 28 charities as well as 21 businesses which are involved in this which includes ASDA.  Believing and supporting these programmes are a huge aspect and shows how ethics are followed in their company. Customers who hear about these charities that they are involved in it will make them want to shop at their store more regularly. (Collinsdictionary.com, 2020)
Morrison has gone the extra mile and has created an Apprenticeship scheme which allows to create a brighter future for people. They give successful candidates the best skills and knowledge they can and help to train them for their future. Understanding of business and how it works is explained to ensure that they are aware of what is expected. They also have a huge range of programmes that are offered some examples are electric power engineering and central support services. (Anon, 2020)
Fair treatment throughout their workplace is another ethic ADSA believe as staff should all be treated in the right manner and there should be no favouritism based on colour, gender or nationality. Therefore, employing different races is an important factor they follow to ensure there is no discrimination in the workplace. 
In comparison to Sainsburys, research has found that Sainsburys have a fair treatment policy which helps and provides their employees on how they are about to speak to anyone if they have any issues or concern at work. This helps to solve any problems that there may be in the workplace. (About.sainsburys.co.uk, 2020) 

Negative Effects
However, though ASDA claims they follow certain ethics in the workplace there has been some negative reviews made online about their way they deal with ethics. Research has shown negative ethical issues for ASDA as well as its parent company Walmart. Some of the issues highlighted have included climate change, human rights and animal’s rights. It has been stated that there is not a fair system for employment wage, and there have been cases where there were lawyers who acted on behalf of 15,000 currents and past ASDA employees. This was because they were determined to get equal page claims made against ASDA.  There have also been cases where 9,500 women where claiming that they were being discriminated in the workplace because they were given roles at the shop floor as it was seen more of a female job. Not only that they were also given a lower wage compared to their male colleagues in the company who were carry out similar work. (Ethical Consumer, 2020) Also, the shop floor where women are given more female like jobs as men have also been given jobs that are similar. There still are not enough men doing the same about of work by women, yet they are given less pay than men. Therefore, ASDA should try to decrease the about of responsibility given to women as share it out between both genders to make it fair.
Positives Effects
However, though there are a few negatives of ASDA’s ethics, there are some positives. For example, in January 2019 there was a questionnaire that suggested they had done a lot better. This is because from the questionnaire it showed that ASDA had committed to 100% FSC or PEFC certified timber by 2020. This was due to joining the WWF-UK forest campaign. Also, they had made sure to give out roles to both males and females, and not discriminate between genders about job roles at the store. (Ethical Consumer, 2020) 
What can they do better?
There are ways that ASDA can do better for their store to make it as successful as they can in terms of ethics. One way is by improving the employment wage for their employees as there are unequal treatment given to them. Though there has been some improvement on 
Sustainability 
The definition of sustainability is being able to have a steady and continuous level of quality. This could be the quality of causing some to no damage to the environment and being able to continue doing so for a long period of time. (Dictionary.cambridge.org, 2020) 
[bookmark: _GoBack]1. One sustainability that ASDA follow is having a zero-waste policy. This includes trying to decrease or recycle or even reuse as much as they can without having to waste to the landfill. This has led to reducing 99.9% of their waste and has instead recycled and given to charity. They have also tried to continuously reuse any items that get broken or even unwanted by sending back to get fixed. (Corporate.asda.com, 2017)
2. Another that they follow is energy saving as this has been done by reducing the amount they can use in their stores. One way in which they have done this is by switching to smart LED not only in their store but their car park to, this has led to a brighter environment but takes up less energy. Decreasing the level of energy used has led to fewer trips from their engineers which means there is more savings made for their store. (Corporate.asda.com, 2020)
3. animal welfare is also a huge deal to ASDA as they try to take as much care they can about the animals. This has been recognised by organisations such as RSPCA as well as the Compassion in World Farming. This has led to many improvements being made as the welfare of animals is taken into consideration at every step of the process. (Asdasupplier.com, 2020) 
4. Certified products is also a sustainability that ASDA believe is important. This is because all the items that are sold from food to everyday items are of high standards and ASDA supports these schemes to make sure that all their items are being sold in a correct manner. This helps them to give clear information to their customers about their items so that customers are sure about what they are buying. (Asdasupplier.com, 2020)
Negatives Effects
However, though there are some strategies put into place to reduce emission. This does not mean that emission is low. ASDA has 29 operations including 21 food deport. This shows that there are still a lot of fuel emission from lorries that import and export food. (Corporate.asda.com, 2020) 
Positives Effects 
There are many positive sustainability’s that ASDA do follow and one of their achievements is that they have reduced the packing since 2007 and continue to do so. As well as decrease the weight by 27 percent. They have also aimed to have all their packaging used recycled by 2025. This is a huge achievement for them as they are doing as much as they can to save the environment. The use of emission has been decreased by 60% when transporting their products from depot stores. (Asdasupplier.com, 2020)
Many of ASDA’s goods have travel 18m less food miles compared to 2005, and this has shown a huge decrease and has diverted over 90% of its waste from its landfill. (Fox, 2014) 
What can they do better?
Though ASDA try to reduce as much waste as they can they are some areas they can do better in. for example, the use of energy used in their stores and the products they have can be reduced. They have aimed to reduce it by 30% by 2025, however not much has been done yet. Hence this should be a main concern of theirs as this uses up a lot of energy in many different sectors such as, fridges, checkouts and lighting in the store. 






















Task 2
The definition of quality is the measure of excellence and certain standards that are needed to achieve a good product to satisfy customers’ needs and requirement. (BusinessDictionary.com, 2020) 
there are many scholars which have written and discussed the quality models and theories. Most of these models/theories are usually adopted by many businesses. This is because it is used in the production of quality product as well as services.
Below are three examples of models/theories. The first is Juan (the quality trilogy and the quality planning roadmap) This theory is important in many businesses and putting this theory to use can help with competitors. (Mcgowan, 2010) 
There are five phases on the Juran Roadmap, and they are deciding, prepare, launch, expand and sustain. Using this quality planning roadmap will help product and process development in businesses. (Juran, 2020)  Many businesses use this model/theory as it can be easily adapted by people and teams as a checklist for quality and requirements for customer needs. 
The way in which this can be linked to the supermarket ASDA is by using this model to help identify their quality checks in their business. For example, it can help ASDA to identify who their customers are, so they know who their target audiences are as well as know the needs of those customers. once they can identify this it helps them to develop the products and features which will lead to developing the process and eventually transfer the process to operations. 
The advantages of ASDA using this is it helps them to create products with good customer needs as well as have good quality in the process. This will lead to good business reputation and have a more structured basic to the business. Also, if ASDA have issues in product development or quality, they can use this model to help their resolve any issues or difficulties they are facing. 
However, another model/theory is Crosby’s Cost of Quality. Crosby believes that business should focus on attention to their customers’ needs and prevent any product faults. He also stated that a business that follows a good quality management programme they are likely to achieve a cost of quality. Also, it is important to spend 15-20% of sales on quality cost and he feels that is most important to businesses and it costs money to achieve quality. Quality costs help in recognising problems to management’s attention as well as track quality improvements. These data help to improve and recognise achievements made. This statement in Crosby’s theory is supported by Jurans. (Scribd, 2020) 
The way in which Crosby’s theory can help to assist in improving customer relationship is making sure the products sold in ASDA is the best of quality, so that any complaints from customers are avoided. This shows that following a good structured theory it can help businesses gain a better customer satisfaction and increase their profits and sales.  Also, this can also help ASDA to gain ideas in how they can improve their customer relationship management and find any ways in improving the strategy they are using now. 
The last theory/model which will be discussed is W.Edwards Demings 14 points for total quality management. This is important in quality and is a set of points that help businesses improve and develop their quality and productivity. A few of Demings points are to create a consistent purpose to improve services, minimise costs by working with just one supplier and not several. Start training on the job, improve the process for planning and reduce any problems that many occur between staffs. 
By having this total quality management principles in place this will help businesses be more effective in running their quality management and improve sales for the business. (Asq.org, 2020) 
The way in which Demings theory of quality can help to improve supermarkets such as ASDA is by creating a systematic procedure that can be followed and therefore create and improve a better system that can easily be followed by their employees leading to a better job done by their workers. 
ASDA can follow this theory more effective as it helps to gain better quality but with lower prices for their customers. this then creates more successful sales for their business which leads them to become more popular with their customers. this would mean ASDA would have to hire more employees if their business becomes too busy. Also, by ASDA following this theory it can help to create and improve any ideas that ASDA may have but are not sure how to do it. This can then help to introduce any small changes which may even be popular with their staff and customers. 
ASDA has created many different strategies to make themselves different to other supermarkets. For example, thy have used several models of quality in order to launch the UK’s first end to end parcel solution. This allows customers to return or collect their purchases from different parties. This service has grown to serve millions of customers in 2017. This shows that using theories and models to try and create a different service for customers it has become successful and become popular to millions of people all over the country. (Corporate.asda.com, 2017) 

Task 3
Impact of ethical and sustainability on quality of CRM in ASDA
The impacts of ethics on the quality of CRM in ASDA has its negative and positives on the relationship management with customers. Many researchers have found that ASDA is on the right path in proving positive impacts on quality. They try to include and involve customers in as many decisions as they can to get the best out of the business. This also helps them to make better choices when involving customers as they can get different opinions.  (Ethicalcorp.com, 2020) 
The impacts of having ethics in business allows the business to run much smoother as it helps staff as well as business owners to follow certain guidance and rules at the workplace to make sure people are working at the right manner. As well as treating those around them with care and in a respectful manner. Also, without ethics in businesses such as ASDA customers as well as staff would not be able to function in certain ways as they would not understand certain morals and rules. Most of the decisions that are carried out by staff at the workplace is based on the ethics they have at the workplace. this is because it helps those to make and choose what decision is best to follow at the workplace. In any business having ethics is important as it allows people to carry out fair work and making sure all staff and customers are treated well. 
The ethics that are followed by ASDA helps staff work and act in a certain manner as they have ethics put into place. By having these ethics such as standards of responsibility this enables ASDA to make sure this is followed to make the workplace a good environment to work at. It is important for ASDA to maintain a good ethics at the workplace as this reflects on the work performance. A successful business mainly depends on having good trustees such as managers, staff and suppliers. Most of its ground of foundation for good conduct is having ethics put into place. Also, ethics are a guidance to show that is acceptable at the workplace and the right way to live daily lives not only at the workplace but in society too. (Flunk, 2020)
Though there are many ethics that have been put into ASDA there is still room for improvement as ASDA still can make certain aspects of the workplace better for customers as well as workers. As stated, ASDA has been found to discriminate against genders when it comes to certain job roles. This shows that though there are certain findings to show ethics have made a huge difference there are still certain points that need to be focused on. Therefore, it is important for businesses such as ASDA to investigate the ethics that need room for improvement and how it can be done to create a fair workplace. 
Having these ethics do impact the quality of customer relationship management as customers are able to see which supermarkets have good ethics and which do not. One way in way customers can tell is the way they are treated by staff at the workplace. This can be sensed by the way they are spoken to or even served resulting to negative or positive outcomes for the business. Another way in which customers can see how well the ethics of ASDA is, is by looking online as many reviews are left for businesses and this shows the conduct of the workplace. 
The importance of sustainability has become a lot more popular than it has 10 years ago. This is because a lot of people are more interested and are trying to gain as much more knowledge on this. The positive impacts on sustainability on ASDA has created a good impact to customers as well as staff. This is because there are many solutions and ideas that have been introduced to try and make things more sustainable. For example, recycling has become a huge part of ASDA and there has been an increase in recycled items as well as packaging and still plan to make it more successful in the future. Also, ASDA has tried to go as green as they can as they are not only trying to recycle but also reduce energy, costs and waste that are affecting the environment. Doing this has become a part of the business as it is seen as important to maintain this sustainability. The impacts of this allows customers to realise that ASDA is doing as much as they can to do the best for the environment but always make shopping and its quality good enough to sell. This change will want customers to shop much more at ASDA they will know they are doing the best they can for the environment and shopping at ASDA is helping them reduce in different aspects. 
Sustainability has created good customer relationship management as many customers prefer to shop at places where they know they are getting the best service but also doing the best they can for the environment. This creates more success for ASDA as people are willingly wanting to shop at place where even though the packaging may not be the best, if it is helping the environment they do not mind. 
Though ASDA is doing its best in relation to sustainability there are still different methods and ideas that can be used to make different aspects of their business much better. Though they have many different ideas to help the environment, there are still many different ideas they can try to develop that other customers are not doing to make them different to other supermarkets. For example, trying to reduce fuel emission as they are many different food depots which creates a lot of emissions. ASDA can try to think of a creative idea to try and decrease emission yet get what they need from the food depot. 
Though there is a clear difference between ethics and sustainability., there is a link between the two. This is because on is not able to function without the other. This is because in order to carry sustainability, ethics must still be considered and if this is not considered then the method of sustainability may not be successful. Therefore, both ethics and sustainability are as important as each other to maintain a good working business. 
ASDA must consider both ethics and sustainability when creating and developing any ideas. This is because it is essential for business to run smoothly. For example, when ASDA develop ideas for sustainability such as recycled items. They must provide and give information to customer to let them know what this. this is because some customers may not like this idea and create issues. Therefore, ethics comes into this. and so, it would be recommended that staff must inform customers about their products and any issues that the customers may not be aware of. 
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