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ASDA is a leading supermarket in the UK that offers grocery, general merchandise and financial services to a large number of customers from a long time. It was originally formed by merging two small local businesses, i.e, a greengrocer and a dairy product seller together. Later, it was converted into a larger competitive entity that offers varieties of products and services to the customers to meet their needs and demands (Vasquez-Nicholson, 2011). ASDA, being an early adopter of the supermarket-style of shopping, it offered a new and exciting way of shopping to its customers that helped the supermarket to attract more customers. In the past, ASDA was successful to generate higher profits and increase the number of customers, who preferred the supermarket to shop that helped in the survival and growth of the company. As a result, the company made progress in establishing its brand in the market and make itself recognised in the supermarket industry at present. However, the increase in the number of supermarkets in the industry has made it difficult for ASDA to maintain its position in the market. It is facing challenges of many other supermarkets and its competitors as the trading environment within which it was established are different from the trading environment at present. So, due to various internal and external challenges to ASDA, it is not very easy for ASDA to establish a secure future in the trading market. Moreover, ASDA along with other supermarkets are facing a difficult time due to changes and uncertainty in the market within the UK. Hence, for the survival and growth of ASDA, its parent company, Walmart has planned and requested to hire a management team for ASDA that would help the company to compete in the market. 
Ethics is related to the ability to understand what is right and what is wrong and perform the activities in a way that is considered to be right. Similarly, sustainability is related to the long term run and growth of the company keeping in mind the preservation and protection of nature and the environment. Thus, the report will present the ethical as well as sustainability policies that are adopted by ASDA and other supermarkets. It will also explain about the reviews of customers on the experiences they got by visiting and shopping from those supermarkets based on their ethical and sustainability policies. Moreover, the total quality management of the organisation is important for the survival and growth of the organisation as well as for improving the relationship of the organisation with its customers. It helps the company for improving the overall performance of the company. Hence, the report will also present various quality models and theories that can be utilised to improve the overall quality of the company. It will explain about the quality theories and models that are adopted by ASDA and various other supermarkets and company and how these theories have helped those supermarkets to improve its relationship with its customers. 
[bookmark: _Toc32489231]Task 1: Customer Experience Based on ASDA and other Supermarket ethical and sustainability policies  
Customers are a vital component of any business. Without a customer, the business can’t be imagined. For each transaction with the organizations, the customer gains a unique experience. The customer experiences are related phrase or expression used by the customers to his/her relationship with a business based on all interactions and thought about the business (Meyer and Schwager, 2007). Engaging with the business organization is one of the major parts of people as a business organization produces and offer goods and services which satisfy their needs and desires. There is a close relationship of people with business organizations as the people’s necessary are fulfilled by the business organizations. The people became a particular organization's customer when they purchase and consumes the organization’s produced goods and services. While creating a relationship with an organization, people gain both positive and negative experiences. Positive experiences are gained when the customers are satisfied with the services of organisation and negative experiences are formed when the customers are not satisfied with its services (Jain, Aagja and Bagdare, 2017). It is one of the major parts of customer relationship management. The customers can generate the experience on their purchase based on various factors such as products and services offered, organization's behaviour with customers, after-sales services, ethical and sustainable practices.
Ethics is related to understanding the variation between what is wrong and what is right. The business organizations are operating under certain ethics. Ethical policies are essential for successful operations of business organizations (Mitchell, Reynolds and Treviño, 2017). It is ways of offering both positive and negative experiences to the customers. When the organizations are following the ethical policies then the customer gains the positive experiences of their purchase and creates negative experiences when the organization is breaking the ethical policies and practices (Han, Arokiasamy and Marn, 2019). Organization’s ethical policies include the demonstrating respect for the organization's employees by giving values to their opinions and by avoiding the practices of nepotism and favouritism. Along with this, under the ethical policies, the organization follows the laws and regulations of the nations. The ethical policies related to the customers involved the showing respect to the customers, understanding consumers' needs and demand, paying attention to consumer’s right and appreciating the consumer's feedback.
In the UK there are many retailer supermarkets such as ASDA, Tesco, Morrison, Sainsbury’s and so on. People involved in the purchase for various reasons. Initially, people engage in purchases to satisfy their various needs. Secondly, they involved in purchase for getting the solutions for their real and perceived problems. Sometimes people involved in the purchase for generating the experiences. These supermarkets offer a wide range of products from household products to financial services. So, customers are more engaged with these supermarkets and there is a higher chance of generating either good or bad experiences by the customers.
ASDA is a Britain based supermarket which offers grocery, general merchandise and financial services. ASDA has large numbers of customers. Many articles demonstrate that ASDA is violating the ethical policies and practice such as it has mistreated its suppliers, offering the steal and fewer quality products, engaging in the practices of unfair wages, employee exploitations and sexual discriminations (Walsh, 2019). These unethical practices create a bad image of the company on customers mind. These practices indirectly impact on the customer worse experiences. The customer gets the worse or bad experiences when they purchase unable to meet their expectations. From the customer review of the ASDA shows that many customers are having worse purchase experiences than good experiences. Ethical principles are doing good things for the customer for managing a profitable relationship with customers. From customer review, many customers are accusing that ASDA is not focusing to maintain the quality of its food items. One customer shares worse purchase experiences when engaging in the purchase of skinless and boneless chicken thighs he/she got the braised chicken (Trustpilot, 2020). Many customers share they got the late delivery of their order, employees snap the picture of the customer without their permission, fraud practices, the staffs show rude, arrogant and disrespecting behaviours. All these practices of ASDA are against ethical policies. Taking pictures without permission is unethical as it violates the secrecy of personal information. Customer set the expectations that they got their order on time but when the organizations give the late deliveries then the customer gets dissatisfied. Late deliveries are unethical as it wastes the customer valuable time and decreases the value of products. From the customer comments, it demonstrates that the ASDA is not properly implementing ethical practices which results that the customers are getting worse experiences. 
Another leading supermarket in the UK is Tesco. The Tesco functions are similar to the ASDA as they both come under the retailer industry. The customers of Tesco are also gaining bad and good experiences. The company states that they focus on customer satisfaction however their practices are violating their promises. In the company customer review site, many customers share their worse purchase experiences and commenting on the company ethical policies. Many customers comment the company break their trust by performing unethical practices. The Tesco is also selling stale and decreased quality foodstuff, employees shows disgraceful behaviours, worse customer services, and late deliveries. Some customers even suggest that don't purchase from the online as they delivery unwanted and unordered goods. All these practices are unethical for the customers. These practices create worse experiences on the customer's purchases.
Sustainability is the ability of an organization to equitability meets the essential human need of the present without conceding the ability of the future generations to meet their own needs by preserving and protecting the area's ecosystems and natural resources. The sustainability policy of the organization focuses on long term run and growth of an organization by preserving and protecting the nature and environment (Solow, 2019). It is another factor which persuades the customer to create good and bad experiences. The people have the desire to engage with those organizations which are socially responsible. The company involved in sustainability practices are assumed as socially responsible organizations. 
ASDA has implemented several policies which pay attention the sustainability. ASDA has planned organizational growth by considering environmental preservation and protection. The company is dedicated to reducing its negatives impacts on the environment. It is engaging in various sustainability practices such as reducing the use of plastics in their operations, saving the energy by cutting energy use at stores, reducing the carbon footprint, reducing the waste and so on (Fox, 2014). The ASDA is focusing on removing unnecessary plastics by minimizing the uses of plastics and modification of the packaging processes. To save energy, it has use energy right across its operations from fridges to checkouts and ovens to lightening. For reduce the carbon footprint and waste management, it recycles its cardboards, reuse fixtures and fittings, generating energy from wastes by donating fashion out clothes and excessive foods. 
Through these practices, the customers are creating respectable images of the company on their mind. Usually, people create good purchase experiences from that organization when they already got a positive image of that organization in their mind. Many articles and customer have given a positive review of their experiences toward the ASDA due to the sustainability practices and policies. Sustainability policies of organizations are both opportunities and limitation in developing better customer experiences. People are aware of the negative impact of plastics on the environment pollutions. They want to engage with the organizations which focus on the sustainability in their every action. The ASDA has minimized the use of plastic in their packaging and used the alternative ways of the packaging of its products. This policy of sustainability creates positive experiences on the ASDA's customers that are why many customers are stick on it.
Tesco has also implemented many sustainability policies and practices. It has donated a huge portion of money for environmental sustainability. For minimizing the use of natural energies it is using the electric vehicles instead of other vehicles that are run by petrol and diesel. It uses organic materials for the packaging and involved in waste management for protecting the environment from pollutions. It has also implemented the recycling technologies to minimize waste and to reduce pollution in the environment. Additionally, it has also created employment opportunities for economically deprived people. It is another part of Tesco’s sustainability practices. 
Company sustainability practices are one of the elements for creating better experiences on customers. Tesco has implemented wide ranges of the sustainability policies from protecting nature to supporting the economically deprived people. Many customers give positive reviews and feedback on their sustainability policies. As violating ethical policies and practices of unethical behaviour many customers are still attached with Tesco.
The customer creates both positive and bad experiences. The experiences are different from purchase to purchase. Ethical and sustainability policies of the organizations persuade the customer to create either good or bad experiences. Good or better customer’s experiences help the companies to established customer relationship management. Similarly, bad customer experiences persuade the customers to stay away from that company which is disadvantageous for the company’s customer relationship management. 
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Every business organisation makes an effort to recognise itself as a leading business in the market. The business can achieve its target only if it is successful to provide quality in its products and services, so every business organisation should focus on improving quality of its products and services instead of focusing on the increase in the quantity of its products and services. The top-level management, as well as employees, should make a combined effort to formulate policies and strategies that involves the act of improving the quality of its products and meeting the satisfaction of its customers.
The business should focus on improving and modifying its products and services according to the current demands and needs of its customers. Customer’s satisfaction and their feedbacks are the important factors for every business to identify its effort on total quality management of the business. An organisation can select and implement different models and theories for its total quality management so that the business can yield higher profits and revenues (Goetsch and Davis, 2014). Nevertheless, the organisation should get involved in thorough research and planning to implement a total quality management theory that would be suitable for the business. There are several models and theories that an organisation can implement for practising TQM at work and improving its relationship with the customers. 
Deming’s Theory
Deming's theory which is also known as the 'System of Profound Knowledge' is based on the concept that the continuous improvement in the activities of the organisation can increase quality and decrease in the cost of the organisation. William Edwards Deming is known for the PDCA (Plan-Do-Check-Act) circle. He focuses on the fact that continuous improvement in an organisation is important. This theory rests upon fourteen major points that the management should follow for the success of the organisation. The fourteen points include the new philosophy, institute education, create constancy of purpose, break down barriers, end lowest tender contract, institute supervision, eliminate exhortation, cease dependence on inspection, eliminate targets, transformation is everyone’s job, permit pride of workmanship, institute training on the job, drive out fear and continually seek out problems (Fisher et al., 2011). These principles of total quality management can be effectively implemented by the organisation to improve and manage its quality as a whole. 
Toyota Motor is the best example that follow Deming’s theory (Andrew Stotz, 2019). It has followed the fourteen major points that Deming believed can improve the quality of the management for years. The result shows that Toyota is successful in maintaining its quality in management and establishing a better customer relationship. The improvement in the quality of management of Toyota consistently improves the value that is provided to its customers. As a result, it has helped Toyota to maintain a healthy relationship with its customers for all these years.  
Crosby’s Theory
Philip Crosby made the similar theory to Deming's theory that explains if the company invest in quality then it is the amount that is well spent. He is known for the concept of 'zero defects' and he believed that 'quality is free', which means it is better to spend less to do things right at the first place than to spend more for repairs and reworks later (Neyestani, 2017). This theory also has fourteen major processes of improving quality. The processes include management commitment, formation of quality improvement team, identifying degree for quality in current does, calculating the cost of poor quality, raising quality awareness, corrective action to address quality issues, planning for zero defects, practising effective training for supervisors, organising zero-defect day, involving everyone in setting goals, removing causes of errors, executing recognition for participants, generating quality councils and lather, rinse and repeat. Thus, an organisation can improve the management quality if it follows ideas explained by Crosby’s theory. 
Tesco is one of the successful supermarkets that has adopted the defect-free quality management model. It has focused on generating fewer wastages and products that are free of accidents, repair and maintenance. It has employed a dedicated and skilled quality improvement team to constantly check the quality of its management. Moreover, quality management has always been a priority of Tesco so, it arranges meeting every day and discuss the issues and improvement in the quality. The company focuses on maintaining a healthy relationship with its customers along with its employees as they are responsible for yielding the company's output (Chandra, 2013). Therefore, Tesco follows Crosby's theory of total quality management that has helped it to achieve the overall quality of the company and maintain a good bond with its customers.  


Joseph Juran’s Theory
Joseph Juran was the one who came with the concept of ‘quality trilogy’ which is composed of quality planning, quality improvement and quality control. He pointed out the cost that an organisation should spend on its poor quality management. He believed that the quality improvement project can be successful only if the organisation plan and control quality improvement actions carefully. For quality improvement, he believed there are ten steps. The steps include awareness for improvement, improvement goals determination, an organisation for reaching goals, training requirements, projects initiation, progress evaluation, performance recognition, outcomes reporting, tracing achievements of progress and repeating the whole process (Goetsch and Davis, 2014). Thus, Juran believed that if an organisation follows these steps, it can improve the quality of the organisation. 
ASDA is a supermarket that has been offering its products to the customers for meeting the needs and desires of the customers and their satisfaction. The company is making a continuous effort to improve the quality of its management and its products and services. It is engaged in making quality plan, quality improvement and quality control. The company has been involved in providing qualitative products and services to its customers at a reasonable price (Matusitz and Leanza, 2011). Moreover, it believes that a customer's feedback is important to examine and recognise the performance of the company. The feedback from its customers facilitates Asda to improve its defects and provide better facilities to the customers as well as it facilitates the company to maintain a relationship with its customers. However, the review of its customers shows the dissatisfaction of customers towards its management and services. Therefore, Asda needs to carefully observe its operations so that it can establish a good relationship with its customers.
The EFQM Framework
The European Foundation for Quality Management (EFQM) is a quality management model that aims at maintaining quality, efficiency and sustainability in the organisation. The framework was founded to create an environment for an organization to improve its performance through benchmarking with other European organisations. It consists of nine criteria that explain about five enablers and four results. The five enablers include policy and strategy, leadership, partnership and resources, people, and processes that indicate how the organisation can achieve its objectives. Similarly, the four results cover key performance result, society result, customer result and people result that indicate the planned objectives of the organisation (Gorenak, 2015). Thus, the organisation that follows the EFQM framework makes clear about the objectives that it needs to achieve at first and then focus on the areas to be utilized and maintain to achieve those objectives.
For instance, Sainsbury's is a supermarket chain that aims to be the most trusted retailers in the market. It has been operating its business to create a better environment for its customers, colleagues, communities, suppliers as well as the environment and maintain quality, efficiency and sustainability of the business (Karim et al., 2012). The values and objectives of Sainsbury’s have been driving it to offer better quality products and services to its customers and provide a friendly environment for them to shop. It also values the feedbacks of its customers, colleagues, and stakeholders and tries to improve and bring changes in those specific areas. Thus, Sainsbury's seems to be practising EFQM framework for its total quality management and improving the relationship with its customers.
Ishikawa’s Theory
Dr Kaoru Ishikawa is the creator of Ishikawa’s theory, who is known for his namesake diagram. He has developed a theory that explains the ways on how companies can handle the projects related to quality improvement. He believed that the company should explore all those issues that could create quality-related problems before thinking for a solution. He pointed out seven basic tools that a company can utilise for its quality improvement. The tools include fishbone model, Pareto analysis, check sheet, stratification, scatter charts, process control charts and histogram. However, Kaoru Ishikawa is recognised for his fishbone model or cause and effect diagram (McGrath and Bates, 2017). These tools help the company to measure its performance and improve the overall quality so that it can meet the satisfaction level of its customers and enhance their relationship. 
In the case of ASDA, it is the supermarket chain that is continuously offering its products and services to the customers. It focuses on identifying the need for improvement in its quality and meeting customers' needs by receiving their valuable feedback (Bogenberger and Weikl, 2012). However, Asda is facing the challenges of the downturn of its customers as it carries out quality improvement only after their customers' feedback. It can improve the quality and relationship with its customers by analysing and exploring the issues that could be improved and adopting changes and improvement in those areas. Thus, the quality in the management of the company is an important basis for better customer relationship.
[bookmark: _Toc32489233]Findings
ASDA is the leading supermarket in the UK. It has implemented ethical and sustainability practices but somehow the company is violating its ethical policies. Due to this, many customers have given the negative reviews suggest other people for not establishing the relationship with ASDA. The company promise to offer quality and quantity products but it is unable to check the quality of the products that's why many customers have complained that they got the steal and quality fewer products. Additionally, many customers are dissatisfied with company delivery services as it delivery the customer order in delay manner. It seems that the employees are not satisfied with ASDA policies that are why the employees are not treating its customers with courtesy. It presents the ASDA s not paying attention to the customer relationship management. The ASDA focuses on the environmental preservation and protection by minimizing the uses of plastics in its packaging process, minimized in the use of electricity and carbon footprint and management of waste. It creates a positive image on society and customer mind. This is the reason many customers still stick in ASDA. The company has a focus on sustainability and pay less attention to ethical policies.  
[bookmark: _Toc32489234]Conclusion 
Customer relationship management is vital for business organizations as the customer are a vital component of business organizations.  To make customer relationship management better, it is essential to provide better customer experiences. The customer gains better purchase experiences when their purchase meets stated expectations. Ethical and sustainability policies of the company are directly and indirectly associated with customer relationship management. Every organization is bound with particular ethics. Ethic is related to distinguishing what is wrong and what is right. Ethical policies are related to doing good things. When someone or somebody breaks down ethical policies then it becomes unethical. Ethical practices of the organization help the customers to create good experiences. Good experiences of the customers create positive impacts on customer relationship management. Customer relationship management focuses on improving the relationship with customer for organizational growth and sustainability. Sustainability policies of the organizations help to create a good image of the customers' mind. Sustainability focuses on the long-lasting existence of organizations by protecting and preserving nature.
Britain based supermarket ASDA has implemented both ethical and sustainability policies. But somehow the company is violating ethical polices which persuade the customers to create bad experiences. The customers are the king of any organizations as without customer organization can’t be imagined. The ASDA ethical policies include the serving the quality goods and services, respecting customer’s needs, feedbacks and comments, fulfilling the promises made by the organizations and so on. However, the ASDA is unable to execute all those ethical policies which make the customers form bitter purchase experiences. The sustainability policies of ASDA involved the minimization of plastics on the operational function of the company, saving the energies by using alternative sources, minimizing the impacts of carbon footprint and effectively managing the waste. This is the reason for staying the customer on ASDA instead of its unethical practices. However, large numbers of customers are shifted to another supermarket due to its unethical practices.  
For improving customer relationship management, the organization has implemented a variety of quality model and theories. Offering quality products and services is part of ethical policies. Qualities of the organizations improve customer relationship management. The model of customer relationship management includes Deming’s theory, Crosby’s theory, Joseph Juran’s model theory and EFQM frameworks. Deming's theory demonstrates that continuous improvement in organizational activities increases quality and decreases organizational cost. It emphasized on various points which improve the organization's customer relationship management. Crosby’s theory explains that if the company invests on quality then it is the money that is well spent. The model focuses on producing zero defects and give priority to producing and offering quality products rather than spending money on product modification. Joseph Juran’s model focuses on quality planning, quality improvement and quality control. This model emphasis, on improving quality trilogy for meeting the customers need and demand. The EFQM model pays attention to maintaining quality, efficiency and sustainability in the organization. And the Ishikawa’s theory efforts on exploring all those issues that could create quality-related problems before thinking for a solution.
[bookmark: _Toc32489235] Recommendation
 The quality of management within the organisation and its ethical and sustainability policies are the important factors for an organisation to retain, attract and improve the relationship with its customers. So, based on the findings and conclusion of ASDA’s ethical and sustainability policies, and quality models, the result shows that ASDA, despite planning different objectives and strategies, is not being able to satisfy its customers to some extent. ASDA can improve its relationship with the customers and meet their satisfaction level if it takes the feedback of the customers seriously and works effectively on the problems faced by the customers. Moreover, it should pay attention towards the ethical practises and the objectives it has planned and analyse whether the company is meeting the standards. However, the reviews of its customers show that it fails to maintain its ethical practices so, ASDA should pay keen attention to this matter. Similarly, the supermarket should also focus on the behaviour and hospitality of its employees towards the customers and aware them to treat customers well and provide better hospitality so that customers feel comfortable to shop at ASDA. It should also involve in conducting various training and development programs to enrich the knowledge, skills as well as their ability to treat their customers and maintain better working as well as shopping environment to the employees themselves and the customers. Additionally, ASDA can also improve its overall performance and lower the dissatisfactions and complains of customers by analysing in details, every strategies and product it is offering to customers and finding out defects. It will help the company to reduce the chances of defects and problems and also help the supermarket to offer better hospitality and services to the customers. Thus, ASDA can improve its business and get its position back if it works on its ethical practises and the feedbacks it get from the customers. 
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