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[bookmark: _Toc35975415]Executive summary

This report examines the relationship between customer relationship management (CRM), Ethics, sustainability and quality policies by comparing Asda, Sainsbury and Aldi. It analyses different factors that can affect stakeholders, suppliers and customers. 
The first paragraphs give a brief definition of CRM and its three models which includes: QCI, CRM value chain model and IDIC model. Asda business model matches with IDIC model as it based on building long term relationship with customers. Then define sustainability and the three-bottom line (economic, environment and social) evaluate the importance of these elements and explain how it can impact the business. Lastly, discuss the impact of ethics and quality for business and explain how these factors are linked to CRM.   
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This report was requested by Chris on January 2020
The purpose of this report is to discuss “customers experience “based on Asda, Sainsbury and Aldi practice. Explain the way these organisations manage the business while referring to ethical, sustainability and quality policies. 
The report is structured in four-part, there is an Introduction followed by findings, conclusion, recommendation then appendix.
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FINDINGS

Customer Relationship management (CRM) is an integrated business strategy that places the customer at the centre of business. It is a model shift from “product centric and mass marketing” to customer centric” way of business (Mohamed, 2007).
Customer Relationship Management can also be defined as a tool to organise information and manage relationships with current and prospective customers (Matthieu,2017). 
In other words, CRM helps businesses built their relationship with customers which in turn, brings loyalty and retention. CRM increases profit in a business while customer loyalty and revenue are both quality that can affect the business income (Jason,2017).
According to David (2019), There are many CRM models that have been developed to learn how to manage customers. These models help to understand and regulate the modern concept of CRM. Below are three CRM models: 

· QCI model: This model is described as a customer management model. It about people performing processes and using technology to contribute to those technology.  According to this model, relationship process with the external environment because this plays a vital role when customers want to start the selling process or interact with the organisation.

· CRM value chain model: This model can be followed easily by businesses when. It is based on strong theoretical principles and the practical requirement of the business.

· IDIC model: This model was developed by Peppers and Rogers. It suggests that companies should take four actions in order to build, keep and retain the long-term relationship with customers.  IDIC stand for:

1. Identify: first, the company need to know what in their customer’s mind to assist them profitably.
2. Differentiate: The company should be able to differentiate their customers on two levels: value and need because different peoples have different needs.
3. Interaction: The company should make efforts to interact with customers. This will make customers more loyal and build long term relationship. 
4. Customise: The company has the right to customise their products according to the customer expectations considering their values and needs.
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Asda first, identify what customers need first, value each customer needs, build relationship with customers then customise the products to match the customers expectation (Asda,2018). 
Liz (2017), states that for insight, data, CRM and customer experience, is tasked with analysing data points from across the business in store and online to create a view of the customer to improve the shopping journey and experience.  In order to keep a good relationship with customers, Asda need to create a sustainable model for the business to enhance its customers life quality and prevent any further damage.  For instance, the company uses social media to encourage it consumers and drive it latest innovation. Asda identifies five consumers need in grocery shopping: saving time, health and wellness, providing inspiration and meal planning (Rick, 2013).  
Asda mission is to be Britain’s best value retailer exceeding customer needs, save everyone money and value customers.  Asda care and strive to be the best and ensure customers satisfaction every day.

In 2014, Asda hired Mann who was nominated as vice president to change the organisation culture and the insight of pricing, promotions and digital CRM.  However, He had to refocus his plan on cutting cost, redefining the co-op retail and selling as the organisation was plunged into a loss of 2billion pound and scandal following the chairman. Meanwhile, rival Sainsbury created the role chief data officer as part of its plan to bring customers information to the fore (decision marketing,2016). 
Walmart as the parent company believes that without a loyalty card, gathering customers can be very tricky so It consider using data to improve the customers journey (caroline,2017).
While Asda uses different approach to engage with customers, Sainsbury brand is more focused on knowing its customers better than anyone else and being there for its customers. For that reason, Sainsbury’s uses its transactional database to offer other products in ways that help their customers.  For example, the retailer understands that if a customer buys certain brands they are less likely to crash their cars, and this allows them to offer discounts to customers based on the customers expectation (Lynette,2017).  Since 2002, Sainsbury has been part of one of the UK biggest loyalty program. The organisation bought nectar card in 2018 to reward loyal customers.  Therefore, customers could collect and spend points with different brands like Sainsbury and Argos. They can get money off for future shop or exchange them for reward to any Nectar’s partner. Since then Sainsbury has 18 million registered Nectar users (Sainsbury,2020).

On the other hand, Aldi marketing strategy is to focus on generating customers loyalty.  Aldi has to find out what consumers require in order to identify the best way in which it can satisfy their needs. Research shows that, Aldi and Lidl have by far more customers loyalty compare to other shops (Ben, 2018). 
To increase customer loyalty, Aldi has to communicate its key quality and value messages.  The organisation understand that promotion helps to: increase awareness and improve brand recognition, Expand demand for products,
improve brand image and emphasise the superiority of products and services (businesscasestudies,2020).

Aldi marketing director Adam Zavalis told Marketing Week: “The context of great value and true value has evolved in shoppers’ minds beyond price and to include themes such as fairness, ethics and responsible sourcing.” In addition to this, in 2019, Aldi gave away 30.000-pound worth of awesome prices and a family snow trip worth 800 pounds. This is a good strategy to attract customers (Thomas, 2016).

According to Hassan (2017), Customer satisfaction has always played a vital role in creating a profitable and sustainable business. CRM systems are among the most effective platforms for managing leads and customers while making them practical to customers centric organisation. It allows sales and marketing teams to acquire more information about various aspects of their customers requirement while contributing to improve customers loyalty. CRM also provides a better analytic of individual clients (Hassan,2017).
Business sustainability benefit to the long-term progress of global companies. Many businesses today use fishbowl system to operate. However, everything is displayed on social media and news and this enable information to be spread within second globally. Many governments are failing to provide a stable, secure environment for businesses to operate this is why CEOs recognise the fact that they need to introduce broader principles of sustainability in their business decisions (Michael, 2014).
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SUSTAINABILITY

Sustainability is a business principle that is recognised as a critical strategy for governments and organisations. This strategy set up the long-term benefit of a business and connect to ecological, social and cultural system (Anna,2013).
Sustainability can be measured using the triple bottom line:
[image: Sustainability solution Triple Bottom Line]

Over the last year, Asda has built an internal customer and marketing organisation that is less channel centric and helps launch ideas that are more relevant to customers. Asda next step is to create an agency partner ecosystem that helps the organisation growth.  Asda is also aware about the way ecosystem work and is willing to reach and engage customers in different ways and finding new ways to engage with customers (Andy,2020).
Asda strongly believe that working with others is the best way to keep up with customers expectation. Another way of making sure that stakeholders understand what the customers care about is to work with the government and non-governmental organisations and take their views into account (Asda,2020).
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Asda mission is to protect the environment and save people from spending money so they can live better and spend less (Asda,2020).  
In order to reduce the usage of plastic, Asda is launching a "sustainability store" in Leeds where shoppers can fill their own containers with food. Brand like rice, PG tea and Kellogg’s will be ready to be refilled. The company is the latest major grocer to launch an initiative to cut down on plastic packaging. The store will also sell cucumbers and mushroom that are free from plastic packaging. Eventually, shoppers will be asked to give feedback on whether the shop should expand more (Sabrina,2020). 
Since 2018, Asda has used less packaging and have removed 8000 tonnes of packaging. Asda was the first retailer to remove plastic single used carrier bags both in stores and online. The company aim is to be 100 percent recyclable by 2025. For example, Asda has replaced plastic draws, recycle hangers own brand water bottle (Asda, 2020). Asda uses energy across stores from fridges to checkouts, oven to lighting and is targeting to reduce energy use by 30% in 2025 and reduce emissions from transport operations by 60% (Asda,2020). 
However, according to a report from a publicly funded consumer watchdog, Asda has been ranked the least green supermarket among the five major chains. Consumers also complained that Asda only stocks small proportion of sustainable fish and sourced a “dismal” 59 per cent of fresh produce from Britain, a seventh less than 2007.  In addition to that, Asda has been using less packaging certified by the forest stewardship council and has it range of organic produce by 38 percent (Martin,2009). 
On the other hand, Sainsbury is committed to sell all wild caught fish from independently certified sustainable source and is determined to have all its meat, poultry, eggs and dairy product from suppliers who adhere to independently verified higher animal health and welfare outcomes (Sainsbury, 2020).  It has reduced plastic packaging by just 1% since 2018. The supermarket acknowledges that “transformational leap in thinking” was needed to tackle the almost 120,000 tonnes it uses a year. (business news,2020). Sainsbury is also planning to spend one billion pounds to have net zero emission by 2040.  The company is focusing on reducing carbon emissions by increasing its use of renewable energy, lowering water consumption, cutting the use of plastic, increasing recycling and tackling food waste (Sainsbury,2020).
Meanwhile Aldi strategy to protect the environment is to reduce, reuse and recycle. Since 2018, Aldi has been a founding member of new cross sector initiative which have been tackling plastic pollution and transforming the UK plastic system. Aldi has removed 5 pence carrier bags from the store and instead offered customers bags for life and reusable carrier bags.  Aldi believes that the best way to reduce carbon footprint is to use less energy. This is why Aldi is always working hard to reduce the impact the business has on the environment in 4 key areas:
• Minimising their carbon footprint: since 2012, Aldi has reduced carbon footprint by 53% by using solar panels, green electricity and carbon trust accreditation
• Reducing the impact of their refrigerants: Aldi aim to recycle the heat produced by their refrigerators in order to use for the stores.
• Boosting their energy efficiency and reducing, reusing and recycling waste (Aldi,2020). 
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By 2025, Asda commitment is to use fully recycled plastic to make any George fashion or George Home products using polyester fibres. Meaning that drinking bottles, instead of ending up in the ocean or in landfill, will be reused and made into clothes and other fabric products.  Asda first featuring a range of George Home cushions and throws made from recycled plastic bottles, blouses and dresses made from recycled polyester clothing was launch last year in Spring/Summer collection.
Asda will also only sell products that contain sustainably sourced viscose and cotton by 2025, certified sustainable timber by 2020 and will continue to source only certified sustainable palm oil (Nick,2019). Asda is also committed to work with local suppliers. This mean, the supermarket can support local communities while bringing fresh and tasty products.  

Sainsbury latest step to reduce plastic was to remove plastic tampons applicators from stores (Sainsbury,2020). To help tackle surplus foods, Sainsbury has launched 30 community fridges over the past years. These fridges allow perishable foods that could have been wasted to be shared with the community. By funding community fridges, the supermarket has helped many people to connect, access nutritious food, reduce waste and save money (Sainsbury, 2020).  Sainsbury also uses palm oil in different brand products and ensure that it is 98 percent sustainable.  Sainsbury work with 2000 Farmers to maximise opportunities and share best practices to help the farmers growers to become more sustainable and benefit to the community in return (Sainsbury,2019).

Aldi is committed to use 100% sustainable certified soy across the country by 2025 including soy used as animal feed. The supermarket also has to ensure that all the soy used in its products and during its own-brand meat, fish, egg and dairy supply chains comes from “deforestation-free” sources” by 2025 (Eddie,2019).  Aldi also support charitable organisations with donations and money. Furthermore, Aldi support these organisations by using other resources available such as time and skills of the employees (Aldi international services, 2020). 
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Asda is committed to reduce food waste by 20% by 2025, halve it by 2030 and increase transparency. In 2018, Asda launched a new partnership with Fare share and anti-poverty charity to help 1 million people out of poverty.
By donating lines that no longer sell food with packaging error. Food that are still edible but no longer sellable (Asda,2020) 
However, Sainsbury has a different approach.  Mike coupe chief executive of Sainsbury quote that: “Customers are increasingly concerned about wide ranging complex issues that impact them and their world. They trust us to be responsible business, whether that is by supporting both the communities where we work and where we source from, managing our environmental impacts or sharing our vision of a better future. Sustainability builds brand trust and customer loyalty as well as making us more efficient and resilient business. For the last 10 years, Sainsbury have partnered with comic relief through the fair development fund. To build a sustainable income and good future for families and the communities, the company had to co-fund project such as helping growers, farmers and workers. 
The supermarket has also planted over three million trees since joining forces with the woodland trust in 2004. Sainsbury put together groups of farmers called the Sainsbury dairy development and established good relationship with the them to understand and make progress on what they face as challenges (Mike,2018).

Lastly, Aldi has always been active in plastic reduction, avoiding single-use shopping bags for more than 40 years. The supermarket maintains an Aldi Corporate Responsibility program, through which it recycled more than 250,000 tons of materials from its stores last year. Also, this year, Aldi plan is to implement a program to make it easy for customers to reuse private-label packaging materials (Lauren,2019). 
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ETHICS
Business ethics is defined as a set of moral rules that govern how businesses function, how business decisions are made and how people are treated. In any businesses there are people who are involve.  For instance, shareholders, customers, suppliers and employees.  Every business should be able to act ethically when facing challenges and judge the impact this can bring to the business (your dictionary,2020).
According to Florida Tech (2020), there are five ethical issues in businesses today. Below are some ethical issues that have affected many businesses:
· Accounting
· Social media
· Harassment and discrimination
· Health and safety
· Technology privacy.
There are also five branches of Ethics. This includes:

· Descriptive Ethics:  also called comparative, this Ethic deals with what people are made to believe to be wright or wrong and hold people accountable for their actions.
· Normative Ethics: also called prescriptive ethics, derives from the term” norms”. This Ethic consist of “treating others the same we want to be treated” Therefore, anything such as bullying, harassment, assaulting or victimising someone is wrong. It provides justification for punishing someone who is breaking the law. Some of the normative ethics are Aristotle, Kant’s deontology, Mill’s consequentialism (utilitarianism). 
· Meta Ethics: This is a highly abstract way of thinking about ethics which deals with the origin of the ethical concepts. It is almost similar to prescriptive ethics as they both have similar approach.
· Applied Ethics: This ethics is more appropriate for doctors, teachers, administrators. It deals with the philosophical examination from a moral standpoint in private and public life matters (GKtoday,2019).

Asda expect suppliers, contractors and team members to treat each other with respect, comply with the laws and act with personal integrity. Asda offers Ethic program to address the areas of relevance to the changing retail factors. At the same time, Asda have zero tolerance for bribery and even offers a program to prevent it and provide many resources for stakeholders to raise concerns or questions (Asda, 2020).
Unfortunately, the supermarket has faced many ethical issues.  In 2012, Daily mail published how Asda was selling tap water under their own brand after confirming that the water was filtered from Yorkshire.  It was understood that Asda and its suppliers were very much aware of this and was trying to dupe people’s money (Dailymail,2012).
In fact, research shows that tap water contamination contains leaching, chemical spills and this can lead to long term health effect such cancer and cardiovascular diseases (Berkey,2020).
In 2019, Asda and its owner Walmart were accused of discriminating employees.  9,500 women were paid less than their co worker males who had equivalent position.

Asda also claim that their meat come from UK based suppliers, however, in 2019, both Asda and Walmart were found selling product containing animals’ right issues. Some of their meat were not labelled as organic or free range. For this reason, Asda received middle rating for Animal testing because it had a fixed cut off date for ingredients in its own household and continued to sell those brands. However, Walmart received the worst rating because there was no animal policy found despite selling products that claimed to be widely tested on animals. Asda also received worst rating from unethical palm oil sourcing and policy in 2019 (Ethical consumers 2020).

Sainsbury’s is a founder member of the Ethical Trading Initiative (ETI) which in turn requires to work together with trade unions, NGOs and other corporations on ethical trade programmes. Sainsbury has expanded ethical trade team in the UK and is looking to build new social and environmental from suppliers and strong teams in the countries they source from. Sainsbury commitment is to work with suppliers to ensure better performance (Sainsbury,2020).

However, Sainsbury claims to be selling more than 50% of all the RSPCA assured product, yet, the guardian reported that the supermarket has been breaking promises on improving welfare conditions for chickens after it put back a good practice award (Sarah,2018).
Charities have also warned people that Sainsbury has been misleading shoppers by putting Fairtrade labels on tea with its own ethical brand while suggesting that the business was two decades out of dates (Katie,2017).
 On the other hand, Aldi works to improve and protect human rights within the supply chain by tackling issues such as slave labour, poor working conditions, child labour and low wages. Aldi strongly believe in supporting basic human rights for their employees working around the world.
Aldi also is also a member of ETI (Ethical trading initiative) together, they build continuous commitment to workers in supply chains, following on from publishing Human Rights Policy and carrying out a human rights assessment of food and agriculture supply chains (Aldi,2020). 
Aldi provides ethical Trade Programme which aims to improve working conditions at sites that make Aldi products, especially those in high-risk countries or product groups. All suppliers in the programme must be a member of a supply chain management platform (Aldi store,2020). 
According to Oxfam (2018), Aldi ranks bottom for its public policies and practices to ensure its employees around the world have safe working conditions and basic wage for living. Compared to what the supermarket claims, workers were paid low wages and working in appalling conditions (Oxfam,2018).
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There are many definitions of quality. Some can be related to subjective feeling or objective facts. but "Quality itself has been defined as the ongoing process of building and sustaining relationships by assessing, anticipating, and fulfilling stated and implied needs (quality digest,2001). 

According to management study guide (2020), Total Quality Management is a combined effort of top-level management and employees of an organisation to formulate effective strategies and policies and deliver high quality products which meet and exceed customer satisfaction.
This model enables employees to focus on quality than quantity and work hard to excel in any important tasks. Below are the various models of total quality management:
· Deming Application Prize
· Malcolm Baldrige Criteria for Performance Excellence
· European Foundation for Quality Management, and
· ISO quality management standards (MSG,2020).
Asda commitment is to provide quality program that is delivered according to customers’ needs and ensure continues improvement to satisfy customers. Asda aims to enhance customers satisfaction by encouraging and motivating employees through training and quality management system. Communicating and understanding the quality policy is essential (Asdasharq,2019).
The supermarket also makes sure to provide high quality products to customers and aspires to: 
  
· Understand and respond to customers ‘needs and expectations.
· Provide proven design products.
· Improving the methods of productivity to generate continuous quality.
· Develop a highly trained and motivated workforce for the benefit of the company.
· Establishing long term relations with suppliers.
· Continually improving the organisation (Asda,2020).

From my perspective, CRM and TQM are both customers focused, they both leads to customers satisfaction.  CRM helps build customers relationship which in turn develop customers loyalty and a sense of ownership and can result in making good quality products. Therefore, Asda is more customers focused and committed to total quality management. 
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Every organisation has its own culture and different marketing strategy according to the policies and procedures put in place. The way a company manages its customers determines how successful the business can be. In order to do this, there are procedures to follow; a business need to be sustainable and ethical at the same time have good quality produce.   For all this, to be effective a solid CRM is recommended for every business.
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RECOMMENDATIONS

· Asda need to make sure that the water supplied to customers is of good quality and sustainable to prevent causing harm to health. 
· Asda should treat its employees as equal and increase salaries not discriminate female.
· Sainsbury meat should be fresh produce to contribute to customers good health. 

· For Aldi to operate efficiently, this will involve reducing costs in all areas of the business. Some of the key areas where Aldi need to save time, space, effort and energy. This can be performed by running the business method around the principles of lean thinking. 

· Aldi also need to introduce customer loyalty card to encourage customers to come back and make them happy and improve efficiency.

· Aldi should increase employees’ wages and provide clean safe working environment to contribute to the organisation efficiency.
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APPENDIX
Quality
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Eight dimensions of quality
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Quality management system

	Industry 
	General management system standard

	Any
	ISO 9001

	Automotive
	IATF 16949

	Medical device
	ISO 13485

	Food 
	ISO 22000

	Services 
	ISO 20000

	IT 
	ISO 27001

	Aerospace 
	AS 9100D
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