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[bookmark: _Toc35001321]Executive summary
This report is an investigation of the way Asda deals with both their customer experiences and relationship management based on their ethical and sustainability policies. In this report Asda has been compared in terms of their ethical stance with competitive supermarkets. Theories and quality models such as Kaizen model, Juran’s Quality Trilogy and Cosby’s cost of quality have been used to analytically discuss their benefits towards Asda’s customer relationship management. This report has established Asda to be enforcing ethic and sustainability in their marketing operations but there is a still quite the margin for improvement. This report has concluded a few recommendations to improve the Customer Relationship Management at Asda.
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[bookmark: _Toc35001322]Introduction
This report will look at how the supermarket giants, in particular Asda Stores Limited (“Asda”) manages customer relationships, applies ethical principles and moves towards sustainability.
In considering Asda’s business model, the report will draw comparison with one of Asda’s rival supermarkets to see what they are doing to tackle the same issues.  

[bookmark: _Toc35001323]Asda background
Asda has become to be a well known leading brand of supermarkets in the UK and started its origins in the 1960s in the North of England, Yorkshire. 
Asda now has a network of stores across the UK and also has an online service, delivering food to the nation’s doorstep. In its attempts to be current and stay competitive, it has expanded its reach to create superstores – selling pretty much everything from clothing to electrical goods alongside groceries – and depots and petrol stations. 
Statistics suggest that Asda has approximately 18 million customers and it is estimated that 98% of households use Asda’s website, www.asda.com.  (our story,2020)








[bookmark: _Toc35001324]Definition of Customer Relationship Management, Customer experience, Business Ethics and Sustainability or quality


[bookmark: _Toc35001325]Customer relationship management

Customer relationship management (CRM) is the combination of practices, strategies and technologies that companies use to manage and analyze customer interactions and data throughout the customer lifecycle, with the goal of improving customer service relationships and assisting in customer retention and driving sales growth. CRM systems compile customer data across different channels, or points of contact between the customer and the company, which could include the company's website, telephone, live chat, direct mail, marketing materials and social media. CRM systems can also give customer-facing staff detailed information on customers' personal information, purchase history, buying preferences and concerns.
Customer relationship management (CRM) is a technology for managing all your company's relationships and interactions with customers and potential customers. The goal is simple: Improve business relationships. A CRM system helps companies stay connected to customers, streamline processes, and improve profitability. (ANON 2020)

[bookmark: _Toc35001326]Customer experience

The meaning of customer experience is the outcome a customer has and feels following an interaction with a business brand. Interaction happens at every stage – from the moment a customer enters into a store or visits the company’s website. (Hotjar,2020)
Customer experience is very important because customers form the foundation of any successful business. The better the customer experience is, the more likely the business will be able to retain and attract customers and the more successful the business will be. 
[bookmark: _Toc35001327]Ethics

Ethics is connected to morality and is about doing what is deemed to be good and right. 
Ethics is a set of principles and values which guide help individuals and businesses determine what is right from wrong and what is good from bad. Ethics form a fundamental basis of any business and individual and it makes that business or that individual who they are. 
It is possible to have different ethical values ( such as for example being consciously responsible for climate change) as it is about making choices depending on what the business or the individual prioritises the most. 
[bookmark: _Toc35001328]Business ethics

The term ‘business ethics’ means the ethical and moral position a business takes in its practices and policies in respect of sensitive matters such as for example, discrimination and corporate social responsibility. In actual effect, this is similar to the same standards that individuals use to behave and conduct themselves in society. 
More often than not, there will be laws and regulations which determine at the very least a base level of business ethics that all businesses have. Businesses can of course try to attain a higher standard than this as well as have other business ethical matters. 

[bookmark: _Toc35001329]Application of business ethics

Having ethics in business helps to create a level of similarity and connection between the business and its customers. 
Business ethics started to gain attention in the 1960s when businesses were becoming more alert to the fact that their customers were determining the businesses they were using by its ethical, social and moral standards. To ensure they could keep a strong customer base, businesses turned to defining their ethics and this focused attention of social issues. 
Following on from the 1960s the idea of business ethics has grown. Business ethics, unlike individuals’ ethics, goes beyond simply doing what is right from wrong. Rather, it tries to balance what it is legally required to do against what it thinks society and its customers are concerned with, whilst trying to ensure it always is competitive against its competitors. 
For example, a company selling all natural goods would want to market this fact as a selling point but must be careful of how it markets this against what the laws and regulations of labelling practices. 


[image: Image result for ethical marketing model]
Figure 1: Marketing model

[bookmark: _Toc35001330]Asda Ethics
According to the mission statement of Asda, its purpose is to save its customers money so that they can live a better life. Asda’s ethics that drive its behaviour are said to be honesty, acting fairly and objectively whilst being compliant with all laws and regulations. This apparently applies to all who work at Asda from the board right down to the frontline staff. The aim is to build a trust relationship with its customers who get better value for money but not at the cost of compromising integrity (McMillon, 2020) President and CEO of Walmart Stores, Inc. 
 



[bookmark: _Toc35001331]No child labour or forced labour

Investigations have found the likes of Asda and Tesco to use child labour in poorer East Asian countries such as Bangladesh and pay as little as 3p per hour. These are commonly known as sweatshops. The suppliers and factory owners based in those conditions provide poor working conditions and the workers experience inhumane working conditions with nominal pay and little to no rights or recourse. It is these suppliers whose products are then mainly supplied to business like Asda and Tesco (Martin Hickman, 2006). 
Both Tesco and Asda are members of the Ethical Trade Initiative which sets a standard that workers work a 48 hour working week and that they should have at least one day off. Overtime is to be not forced and can only be for a maximum of 12 hours in any given week. 
This code of ethics is clearly not being adhered to according to report findings. 

[bookmark: _Toc35001332]No discrimination, gender equity

Gender and equal pay is very contentious and it would appear that most companies if not all, have been at fault for this. 
In 2014, a group of staff, mainly females, who worked for one of the biggest supermarket retailers in the UK, Asda, raised claims concerning the disparity faced in pay when compared with their counterparts who worked in the warehouse for the company. The claim aims to level the playing field in which lower-paid shop staff is paid just as much as the higher paid warehouse workers. This invariably means that the lower paid shop staff who happens to be women can, therefore, compete in terms of job importance and value while standing on equal footing with the team working in warehouses, mainly occupied by male workers. (Gender pay gap, 2020)

[bookmark: _Toc35001333]Is ASDA ethical

Asda is trying to be ethical and sustainable but as is clear from the progress other supermarkets and its direct competitors have made, it has someway to go. From a very commercial point of view, it is in the best interest of the company for it to be ethical and invest in sustainability as its consumers are more conscious of such matters and are happy to determine where they shop based on such factors. Equally, there has to be a real sense of wanting to be ethical and wanting to have a lower impact on the planet as anything that is insincere will show and once again, customers may show their discontent by walking away. 

[bookmark: _Toc35001334]Sustainability
Sustainability is about preservation. It is about meeting the present needs without negatively impacting on future generations’ use of the same resources and preserving the environment without causing it more harm. 
Sustainability is comprised of three main cornerstones – environment, social and economic. 
The reason sustainability is important is because it the quality of life and state of the environment are unquestionably linked. For example, we need to minimise the effect of global warming which is causing huge changes in weather and resulting in natural disasters which no doubt have a huge impact on those lives affected by it. 
[bookmark: _Toc35001335]Sustainability in business

Within the business context, sustainability is about two main items: 
· To be mindful of the environmental effect businesses have/contribute to; and 
· To consider the effect businesses have on the society within it functions. 

The aim of having a strategy for sustainable business is to have a positive impact on one or both of the two items listed above. When a business fails to take on responsibility, this can lead to unsustainable practices. 

There is also huge financial incentive to making sure sustainability is a big part of any business, and not just the positive impact this can have on global challenges. Many investors look at factors such as water usage, carbon footprint and corporate social responsibility mandates and having a diverse board of directors, when determining whether to make an investment or not. 

Studies have found that sustainability initiatives may improve the financial performance of a business as well as garnering public support at the same time. In fact many employees are also conscious of environmental impact their company might be having and many employees, according to research, say the motivating factors to having a sustainable mindset are, amongst other things, to align with the company’s goals and values, and meet customer’s expectations and foster new opportunities to grow. (What is sustainability in business)
[bookmark: _Toc35001336]Asda’s take on sustainability
Asda believes that its approach to sustainability to protect the environment is simultaneously linked to saving their customers money. Asda’s aim is to reduce the environmental impact it has from its operations, right through to its suppliers and the goods it sells. 

[bookmark: _Toc35001337]Plastics and packaging

Asda
For instance, packaging is a substantial part of what Asda provides as without packaging many of its products cannot be sold at its stores – there might be health and safety regulations which require certain products to be packaged, whilst others wil not taster as good or will be damaged in some way if they were not packaged. All in all, it is not possible for Asda and similar shops to eliminate all packaging. Having said that, a conscious decision can and should be made about reducing the use of packaging to when it is only needed and, even then, trying to find more environmentally friendly options. 

Asda has a statement that it is focused on reducing its use of packaging and since 2007 have managed to reduce packaging by 27%. 

As part of its wider mission goals, Asda and its parent group Walmart, have set a target that by the year 2025 all packaging will be recyclable. 

Tesco 
Like Asda, Tesco has also dedicated itself to reducing the use of packaging and moving towards more sustainable operations.

Tesco recently announced that it will commit to removing plastic packaging from its stores and replacing them with plastic free packaging. According to statistics, this will lead to a reduction of 67 million pieces of plastic what would most likely would have ended up in landfill sites. 

One of the ways Tesco has committed to doing this is for example to have tins sold individually without the plastic wrap holding them together – these will still be eligible for multibuy deals so customers will be getting the same value for money but without the additional unnecessary plastic. 

Given that at least 40% of customers at Tesco have multibuys as part of their shopping, this will have a huge positive impact in reducing the use of plastic. 

Interestingly, this change applies to all products including branded products and not just Tesco own brand, showing that Tesco has brought its sustainability commitment to its suppliers, who in turn, have signed up to it, creating a positive chain reaction. 

Tesco has set itself the target to reduce 1 billion pieces of plastic from its own branded products by the end of the year 2020 and the changes it has already implemented will go a long way in helping achieving that target. 



[bookmark: _Toc35001338]Waste

Asda
Asda has a mission to have zero waste. In order to reach that goal, Asda is reviewing its processes, retraining colleagues and looking at the various ways in which to recycle and reuse. 

There are many ways in which this can be achieved from recycling packaging, reusing materials such as fixtures and fittings, reusing and donating items such as clothing, and minimising waste of foodage by donating to local food banks. 

Tesco 
Tesco has been at the forefront of minimising waste and it is reported that it was the first retailer to publish food waste data in 2013 for its UK food operations. 

Tesco has a mission that all food which is fit for human consumption will not go to waste. In order to do this and to have a social impact, Tesco has partnered with the likes of charitable organisations such as FareShare and FoodCloud whereby the Tesco stores will donate their food to such organisations who then feed those in the community who need it the most. We have heard of food banks and soup kitchens and stores such as Tesco can be a lifeline in keeping these continually stocked up with food. 

Tesco’s commitment to zero food waste and helping the poorest communities has a worldwide reach. Tesco has recently announced its partnership with Flamingo. Flamingo is a global supplier of fresh produce which helps distribute food in Kenya. Any surplus food that is fit for human consumption from Tesco’s pack warehouses will be donated to Flamingo to help create things like soup which can help feed up to 5,000 people. 

As mentioned before, the fight to be more sustainable is not one that can be done alone. There needs to be a unified approach amongst customers and suppliers alike. One of the ways in which Tesco is creating transparency is by ensuring that its major suppliers publish data on their food waste and have dedicated commitments to trying to reduce their food waste. By publishing its own data, Tesco is encouraging others in the food chain to do the same. 


[bookmark: _Toc35001339]Transport
 
Asda
Asda recognises that it has to use some form of transport to ensure the goods travel across continents to reach its depots and are then delivered to all its stores in order to reach customers – that’s a fact. However, Asda also recognises that there are more efficient and sustainable ways of transporting goods. 

Asda has set itself a target to reduce emissions and invest in more cleaner forms of transport. 

Tesco 
Similar to Asda, Tesco has also made a commitment to reduce carbon emissions. 
Tesco’s goal is to have zero carbon emissions by 2050. 
Between the period 2006 to 2012 Tesco had achieved a 50 per cent reduction in carbon emissions. 
In order to achieve its goal, Tesco has invested in new technology such as having aerodynamic vehicles and dual fuel vehicles. 
As has been noted throughout this report, being more sustainable is not only better for the environment but is also better for a business financially. Tesco realises that having more environmentally friendly modes of transport also makes it more efficient and therefore is economically better for it too. 

[bookmark: _Toc35001340]Water

Asda
Despite all the rain people may see in the United Kingdom, water is in short supply across the world. Like many other companies, Asda wants to achieve water reduction targets in and around its stores and warehouses.  

This can be in various forms such as fixing water leaks, having more efficient water taps and only using water when it’s necessary to do so such as reducing the number of times vehicles are washed, for instance.
​
Tesco
Tesco has also made a commitment to reduce its water consumption and is not looking at its own usage, but also encouraging its supply chain to do the same. 

As a food business, Tescoacknowledges the importance of water in agriculture and the impact his has on water resources. The use of water in the business can also have secondary effect on the environment such as any discharge of water polluted with chemicals which are fed into the stream. Having procedures in place to minimise such harmful impacts is therefore important. (Fresh water, 2020)


[bookmark: _Toc35001341]Critical review of literature pertinent to quality models

[bookmark: _Toc35001342]Quality Management

The term ‘quality management’ is about having oversight of all activities undertaken in a business to make sure that a certain standard is achieved across all activities in a consistent manner. By doing so, this allows a business to manage the quality of the service it provides. Quality management can take place at different levels in an organisation and requires all stakeholders to participate to ensure the services, goods and culture of the business are maintained, which ultimately produce happy customers and clients. (Quality management, 2020)
Quality management is comprised of four elements:
1. Quality Control. This involves the processes being held to a set standard to ensure the outcome is of a high quality. 
2. Quality assurance. This involves having methodical and regular actions which are mandatory to have reliability and assurance that products and services will meet the specified requirements. 
3. Quality planning. This involves pinpointing the quality standards required and then planning around that to ensure there are protocols and procedures in place to meet that. 
4. Quality improvement. This involves making changes to the protocols and procedures to continuously improve the quality of the products and services. 


[bookmark: _Toc35001343]Asda Quality policies and customer reviews
[bookmark: _Toc35001344]Customer service
Asda has several ways in which their customers can make contact with them. 

There are several phone lines, depending on which department the matter concerns – home shopping, store or Asda’s clothing brand ‘George’ that customers can call. Depending on the line, these are also open after working hours and during the weekends. 

Customers can also write to Asda either to the head office or to a particular store. 

It is also possible to contact Asda by email. As is becoming more common, businesses like Asda are having a more online presence to suit the lifestyle of their demographic and will have social media platforms such as Twitter. (Asda customer service, 2020)



[bookmark: _Toc35001345]Customer review

Investigations online of customer reviews of the service received by Asda are mix. For example, one customer posted that they were extremely disappointed with the poor customer service they received. They had ordered an item online which never appeared. They made contact with Asda by phone and email and Asda were slow to address this issue or provide a solution. Similar posts were online about Asda’s slow response time and lack of care to resolve issues when products arrived damaged. Having phoned customer service, Asda failed to take action and the customer was left with a broken product.  

[bookmark: _Toc35001346]Exchange and refund
Asda’s exchange and refund policy states that if a customer is not completely satisfied with their purchase, that Asda will be happy to provide a refund or exchange. According to Asda’s policy, customers are given a multitude of options on how they can get a refund or exchange – customers can return the products to any store, (Exchanges and refunds, 2020)

[bookmark: _Toc35001347]Customer review

No items and unable to get a refund
A review of customers online reviews suggest a delay on the part of Asda dealing with any refund and exchange. One customer reported that they had bought furniture from Asda on 1 October 2016. On 24 October 2016 the customer was told by email that the furniture had been dispatched. Having not received anything from Asda, the customer called customer services on 30 October 2016. It was only on 17 November 2016 that the customer apparently was told that their order had been cancelled. Feeling aggrieved by the poor service, the review read that the customer asked for a refund and on 12 December 2016 still had not received their refund. The customer advised others not to use Asda and said that they appeared to be middlemen to the suppliers who produced the furniture – which the customer did not know was the case. 



[bookmark: _Toc35001349]Home delivery
Asda’s policy states that same delivery is a service they can provide to their customers so long as they book a slot before 12pm for same day delivery after 3.30pm.(Online food shopping- Asda groceries, 2020)



[bookmark: _Toc35001350]Customer review

Once again, customers have aired their unhappiness with the service provided. Customers have complained about deliveries being delivered several hours late, leaving goods in communal spaces and orders being cancelled.


[bookmark: _Toc35001351]Models and theories for continuous improvement
[bookmark: _Toc35001352]Kaizen model
the Kaizen model originates from the Japanese word to mean “change for the better” or "continuous improvement." This model is based on the philosophy that processes and operations need to be constantly improved and cannot be stagnant. 
The Kaizen model includes a wide variety of concepts. This range from making sure the workplace is more effective and efficient through encouraging team work, having more streamline processes and investing in the latest technology. It also encourages having positive, fulfilled employees who will then naturally go over and beyond in their jobs. 
(continuous improvement, 2020)

Ten principles of Kaizen 
A critical part to Kaizen’s theory is to have the correct mind frame throughout the whole of the business. Kaizen developed 10 principles which are termed as the core to the philosophy: 
1. Remove assumptions.
2. Have a core group. Reject information and opinions from several groups of people.
3. Proactively solve problems. 
4. Challenge the status quo. 
5. Deal with problems as they arise and find solutions.
6. Be ready to adapt and change as required. 
7. Encourage people to feel empowered and to contribute.
8. Always look to improve.
9. Always ask ‘why’ and tackle the root cause. 
10. Be creative – often the smallest changes can makes the biggest improvements.



[bookmark: _Toc35001353]How Kaizen works
The Kaizen model works on the premise that everything can be continuously improved and processes and procedures cannot be rigid, rather these need to be constantly monitored to adapt to changes. The other key component to the Kaizen model is people. People need to be respected and encouraged to contribute and be a part of it. 
The Kaizen model looks to identify problems as well as opportunities, it is then about finding solutions and then implementing this. This process of identify, resolve and roll-out is to be repeated for each and every issue. 

[image: Image result for kaizen model of continuous improvement]


Figure2: Kaizen cycle
The above diagram illustrates the seven steps that together create a cycle of constant and continual improvement, which are:
· Employee involvement.Employees should be actively involved in identifying issues as well as finding solutions. In doing so, employees will be personally invested and will go over and beyond in their jobs. Usually, there might be a group of employees in an organisation that is tasked with these roles. 
· Find problems.There needs to be processes in place to find problems. This can be done by asking for employee and customer feedback for example. If there are many issues identified, these should be prioritised and then dealt with in the order of priority. 
· Create a solution.Employees can be a great source to find solutions to problems as they understand the business and the needs of the businesses customers/clients. 
· Test the solution.Before the solution is implemented on a whole wide scale, it might be appropriate to sound check the solution to see if it is indeed a viable solution. 
· Analyze the results.At designated intervals, the progress should be checked and analysed. In order to do this, a plan needs to be in place at the beginning setting out details of who will carry out these checks, when and where.
· Standardize. Where the results are positive, the solution should be adopted across the business and implemented across the board. 
· Repeat. The above steps should then be applied to a different problem or issue. This process is cyclical and should happen at all times to tackle new challenges the business faces on a continuous basis. 

[bookmark: _Toc35001354]Kaizen model used by Asda
Asda could use the Kaizen model to improve its service to customers. So for example, a problem that has been identified is the failure of Asda to honour the home delivery slots. Asda should carry out an internal review and turn to its employees to identify what might be causing this issue and, in turn whether the employees had any solutions to this. Once a solution is found, Asda should look to implement this on a small scale – specific to particular stores or  particular regions. 
Once the solution appears to work and any initial glitches have been dealt with, Asda can look to implement this on a national scale across all its stores. Asda should have a plan to check progress of this at regular intervals, collect and analyse data. If the data suggests further improvements are needed, Asda should make these changes and keep monitoring the situation. 

[bookmark: _Toc35001355]Juran’s Quality Trilogy
The well known Quality Trilogy was primarily formulated by one Joseph Juran. Mr Juran was an engineer and management consultant, with a speciality in quality management. (Juran’s quality Trilogy)
The Quality Trilogy states that any business which is on a path to quality management will have these processes in situ:
1. Quality planning
2. Quality control 
3. Quality improvement
Despite the above three processes sounding very similar in nature, they are in fact very distinct and different processes. 
Quality Planning
The journey of achieving quality in a business starts with planning. That is, planning the tasks that need to be done in order to achieve the goals and objectives of the business whilst making sure that it is done to a level of quality desired by the business. This stage is called quality planning. 

Quality planning is made up of the following components: 
· Understanding the needs of the customer
· Determining the customers’ needs
· Define the features, specifications and qualities of the service and/or products provided 
· Design the service and/or products 
· Devise the procedures and processes that will enable the service and/or products to be supplied to customers and enable customers’ needs to be met

Quality Control
Once the quality planning phase is complete, the next phase is to turn to quality control. This is the stage where attention is turned to the operations of the business to ensure that they effectively put in place the processes which deliver the goods and services. In order to be able to carry this out, inspections and checks need to take place periodically, data needs to be tracked closely to make sure that there are effective controls in place to check the standard of the goods and services are being met consistently. If a problem is identified, action can be taken to rectify the situation. 



Quality Improvement
Even if the standard and features of the product and/or services is solid and the design process operates smoothly, there is still the possibility that the product and/or service might not meet the requirements of the customer. This could occur for a number of reasons – it could be that there are changes in the business environment, market competition or customer needs have changed. Whatever the reason, the role of quality improvement within an organisation is to identify areas of development and then improve those areas from the original design and meet new performance related targets. 

Quality planning, quality control and quality improvements are inextricably connected to each other and each one is needed to have and manage quality. 
[image: Image result for juran's quality trilogy]
Figure3:Juran’s Trilogy
[bookmark: _Toc35001356]Juran’s quality trilogy used by ASDA

In the case of Asda, when designing a new Asda branded product for example, Asda will engage in product design and test the market to gauge how much interest there is in the market for said product and get feedback. Asda will then move to quality control stage which is effectively the production stage and making sure the quality across the product produced is uniform across the board and maintained. Finally, as customer taste changes and competitors create different things, Asda will need to constantly review its product and update as necessary.


[bookmark: _Toc35001357]Crosby’s Cost of Quality


[bookmark: _Toc34978001][bookmark: _Toc35001058]The cost of quality theory which was put forward by Phillip Crosby is the method which permits a business to find out the degree to which its resources are used to maintain quality, measuring both internal and external failures which contribute to poor quality. (Crosby’s cost of quality model- Google search, 2020)
[bookmark: _GoBack]The cost of quality method has two limbs: (1) the cost of achieving good quality (Cost of Conformance); and (2) the cost of having poor quality (Cost of Non-conformance). 


[image: Figure 1: Cost of Quality]
Figure4: Crosby’s cost of quality

Cost of Poor Quality: Internal Failure Costs
Internal failure costs are defined as expenses that are triggered by products and/or services that do not conform to customer requirements or their needs. These issues are identified before the products are delivered to external customers. Had they made to the end consumer, the customer would have received a poor quality product which they would be dissatisfied with.  
Internal failures can arise because of errors in products or inefficiencies in processes. For example, additional costs incurred for things like: re-testing; rework; shortages; downtime; failure analysis; delays and re-designing.



Cost of Poor Quality: External Failure Costs
External failure costs are defined as costs that are triggered by defects in products and/or services that are only discovered after these have left the production floor and reached the customers. Customers are unhappy with the product received which inevitably leads to complaints, return of products and re-issuing of a replacement, customers invoking product warranties, loss of customer goodwill, reduction in sales and costs to the environment. 

Cost of Good Quality: Prevention Costs
Prevention costs relate to putting in place processes to avoid poor quality from happening in the first place such as: review of new products, quality planning stage being implemented, evaluation of end produce and evaluation of supplier line, education and training of staff, implementing measures like improvement projects etc. 

Cost of Good Quality: Appraisal Costs
Appraisal costs are in respect of expenses that happen as a result of continually monitoring the situation at all stages to ensure the high quality products are produced throughout the whole production process. This might include:  field testing, inspections at all various stages and sampling of products. 
The total cost of quality is the aggregate sum of all of the above put together. What they represent in their respective parts is the actual cost of a product and/or services and the potential cost which might be incurred due to defective products. 
[bookmark: _Toc35001358]Crosby’s cost of quality used by ASDA

Asda might have processes in place to field test products that produced by their suppliers and before they are loaded onto a vehicle headed towards their customers. 
When defective products are not caught internally and rectified and reach a customer, any dissatisfied customer can make a complaint to Asda. Asda will then incur quality costs in rectifying that position by offering a refund, replacement of the warranty can be used. 
[bookmark: _Toc35001359]Conclusions and recommendations
Ethics conclusion:
Asda’s states that their purpose is to save the customers money and put their customers before profit. Asda behaves honestly, fairly and objectively while effectively following rules and regulations. Asda is a member of the Ethical Trade Initiative, which has standards and a code of ethics for its members to adhere to. Unfortunately, we can see that Asda clearly does not follow the codes of ethics and behaves in ways that go against their mission statement, such as using child labour in pooper Asian countries and not having equal pay for both genders. Though they state that their products are fair-trade, some products such as coffee are not, whereas others such as bananas are.
Ethics recommendation:
To improve, Asda needs to stop using child labour and sweatshops and should have adult employees in their factories who they pay sufficiently, enough to live their lives comfortably. They also need to stop discriminating between genders and need to display gender equality by treating and paying both genders equally. Furthermore, Asda needs to make all of their produce/products fair-trade in order to make sure that everyone involved in the process is paid equally, from the farmer to the store. 
Sustainability conclusion:
Sustainability recommendation:
Quality models conclusion:
Asda’s quality policies and customer service have been put in place to ensure that customers can contact them easily, for any enquiries or complaints they may have. Asda provides several phone lines and an email though which customers can contact them. They try to have more of an online presence to enable their services to be more accessible. However, through customer reviews, we can see that this does not work well. Customers have ordered items and not received that and have not been refunded or even contacted by asda. 
Quality models recommendation:
To improve, asda can use all three quality models, the Kaizen Model, Juran’s Quality Model and Crosby’s Cost of Quality model, to make sure their customers are satisfied. Though they do already follow some of the steps of these models, they need to ensure that they are following them thoroughly for good customer communication. This would improve the quality of their services. 
[bookmark: _Toc35001360]Swot analysis on ASDA
[bookmark: _Toc35001361]Strength
· Asda is the third largest retailer in the united kingdom
· It is  famous for its strong management
· It has range of store formats i.e. Supercentres, Superstores, Supermarkets, Asda Living, Georgr stores and petrol Filling stations (ASDA, 2020).
[bookmark: _Toc35001362]Weaknesses
· Asda has been criticised for misleading advertisingcampaignsand its positions in horse meat scandal
· Ethical issues like Sweat shops issues in Bangladesh, fair-trade and discriminations
· Quqlity service issues like poor online customer service, delivery service etc.

[bookmark: _Toc35001363]Opportunities
· Millions customers are shopping online in the UK and it’s a great opportunity to secure more market share

[bookmark: _Toc35001364]Threat
· Tesco is the market leader and Sainsbury’s is nearest rival
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