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Introduction
This report has been requested by the marketing and operational directors of ASDA. This report will include a review on the benefits of engaging in ethical trading and building sustainable resources to the customer relationship. It will look at the impact organisations quality systems have on customer relationship.
Ethics is important to an organisation as honesty is appreciated by customers, management and stakeholders. Ethics helps maintain a reputation which will help to avoid financial and legal issues. Good sustainability helps organisations to cut down on energy and waste cost which in the long run has a positive impact on the bottom line. If organisation have less dependant on natural resources this will automatically allow it to have an edge over competitors and a more chance of long-term success. In summary to this quality management is also an important factor as it ensures superior quality product and service is delivered every time, this allows organisation to differentiate itself from other competitors.  
Task 1 Ethics/Sustainability
In order to be ethical as an ASDA store, customers, experiences need to be understood. A company needs to understand that its job is to ‘create superior customer value’ (Kotler 2017). In today’s market it’s not the fact what the customer will like but rather following all of the customers journey from products to touchpoints. (Homburg et al. 2015; Schmitt 2003). ASDA needs to come up with idea as such what can we manage what we cannot define. ASDA number one target needs to be having the business and view of the customer entwined as to one.
The Customer experience is made up of the cognitive, physical, emotional, sensorial, and the last social elements that mark the customer’s direct and indirect interaction with market actors (Maund, 2018). This helps understand the fundamental which lies within a multi-layered system that continuously and dynamically impacts the way customers experience their interactions with any organisation.
ASDA ethics overs the years have severely damaged the once reputable name it had as a supermarket (Hunt, 2018). Asda has been marked 0/20 for ethical that in its own is a bold statement considering ASDA is uk’s second supermarket chain. Other issues ASDA have been: Its failed to put in force corporate responsibility into its operation supply chains around the globe, it has many obstacles with workers right abuses at factories and finally accusation of discrimination by the staff members.
As an organisation Asda are failing to put value as a proposition, this again comes down to ethic if ASDA are to trade globally there isn’t a chance, as a business it will be trustworthy in the long run which can have an impact drastically. ASDA have caught avoiding tax in December 2019 if ASDA are not honest as an organisation then consumers will question the companies every move for their benefit. As a consumer point of view marketers as supposed to uphold the honour, integrity and guideline of the marketing profession by being upfront in serving the consumer, supplier, distributor, and the general public (AMA, 2020).
Workers’ rights being violated are a major issue, ASDA staff are fighting for equal pay in the 21st century it does not make sense that even now ASDA still differ men and women in pay. In 2019 a case to  supreme was sent regarding this matter from staff of 15,000.How is this ethical as an organisation that a company brutally lies and doesn’t see the consequence of violating but yet would rather face the humiliation from employees and worldwide media (Jahsan 2019).
Comparison to Sainsbury
Sainsbury’s are always aware of the responsibility they share with suppliers for the welfare of workers who produce goods we sell. Sainsbury is always on the look out to develop long-term partnerships with suppliers that share their values and are prepared to commit themselves to  the Code of Conduct for Ethical Trade which is persistent  internationally agreed conventions on workers’ rights and the Ethical Trading Initiative (ETI) Base Code, (Sainsbury 2017). By putting this Code to action to the local, circumstances will take time and requires sensitivity and understanding.
Sainsbury aim is to see the Code inhibited as a minimum standard and that to see suppliers’ performance improving accordingly and continuously. This also allows a declaration of their intention to do business on fair terms, to action transparently and to always support suppliers to work beyond their code of ethics. They have a strong believe by adopting and communicating this method, their partnership with the suppliers, are taking essential practical steps towards improving working conditions for the people who make and supply the products which they sell.
Sainsbury has a very adamant and on point ethic policy. Compared to ASDA it seems that Sainsbury ethical trading stance plays a key part to their sustainable strategy. Asda need to make sure all their suppliers meet the code of conduct for ethical trade, which is also based on the ethical trading initiative base code for ethical sourcing.
In 2000 ASDA were exposed for being caught out being a buyer from a supplier using exploitative labourers. This was due to high demand to be met any cost even if it was illegal immigrants working over the legal requirement with no days off (Corporate 2008).
ASDA are not ethical, although they advertise of being in line with ethical trading initiative it is way off line.ASDA is always accused of breaking codes not keeping to labour standards, knowingly it has merged with Wal-Mart even though Walmart is globally known for lowering standard for hard working people. That isn’t ethical. Workers are on low income and don’t have any union representative treated in a rude manner, yet this doesn’t faze ASDA it carries on.
ASDA needs to have their senior member of the team to take more action and be held accountable for making sure that this strict policy is met to the suppliers and production sites. Not only this they should take make sure that this policy is put to practice too. Through this it will allow ASDA to show that regardless of what’s happened they are taking responsibility. For ASDA to progress the marketing goal it seriously needs to think of ethical marketing conduct as a business /consumer welfare as this really is a cornerstone gamechanger (Kotler, et al, 2017).
Although ASDA state itself for making sure supplier standard are met and it audits to undertake the task is met, Asda admit that audits can be cheated on and that most serious worker violation are rarely picked up as its done once a year(Dalton 2008)This means that ASDA know that to cover up and deal behind closed doors this the way to go about. This clearly portrays that ASDA is profit driven rather than looking out for people and communities. 
ASDA must make sure that their suppliers’ performances are also monitored strictly and to report any form of progress back to the team. It also needs to address and identify any unethical issue and resolve them amongst themselves. This way it will enable ASDA to keep good practice and commit both sides to long term relation. This will also avoid any mishap and undue pressure to the company.
Sainsbury code of conduct of ethical trade for employees is based on ethical trading initiative, (Sainsbury 2020) within the company they have their own clause which they put to practice imminently
· Entitlement to work-workers with legal right in country to work only
· Labour agencies-help and support workers registered by them, labour agencies to be audited all the time to ensure complying with national requirement.
· Protection of the environment-Always ensuring activities are met relating to preservation of the countries they operate in 
· No discrimination is practiced
· No harsh or inhumane treatment is allowed
· Living wages are paid 
· No child labours
This is an important point to note that they give such an importance to their employees working overbroad no wonder they have over 200,000 working for them here. They contribute to the global UN goal by agreeing to,
· No poverty
· Good health and wellbeing
· Gender equality
· Decent work and economic growth
· Reduced inequalities
· Peace and strong institution
[bookmark: _Hlk34173178]In 2000 ASDA were exposed for being caught out being a buyer from a supplier using exploitative labourers. This was due to high demand to be met any cost if it was illegal immigrants working over the legal requirement. With no days off (Corporate 2008)
ASDA need to understand that it needs their employees to feel the best they can be by having an inclusive environment for them. From this it will reflect the business continuity. Sainsbury reflects this on their diversity of their business by taking on board the best and talented people and knowing how to retain them for long term profit. ASDA need to understand the happier they are the best customer service they will provide in return which will bring profits and loyal customers.
TASK 2 Quality Theories
[bookmark: _Hlk34859842]Customer relationship management is developing a close knowledge from the customers and knowing how to maximise its return in favour of the organisation. CRM can also be defined as a ‘bottom up practice that focuses on the intelligent mining of customer data for tactical purpose’ (Ellis 2011).
[bookmark: _Hlk34860229]There are two perspective in which customer experience viewed from the ‘firms’ perspective’ (Berry et al 2002) and the ‘customer perspective’ (Schmitt 2011).
The firm’s perspective is to understand both customer experience and journey as this will be in valuable over time when they critique their firm or organisation. Customers now interact through touchpoint in multiple channels, media and now more than ever customer experiences are more social in nature. The firm is also responsible for crafting and designing the effective experience in which the customer will receive. 
The customer perspective is from the movement they see the product to receiving and in between the level of service is put in to satisfy them. This can also be another method of customers interaction with other actors in a bigger scale of ecosystem but also having recognition of their input in the construction of the experience. The interaction with other actors can vary as it is solely based on the value propositions.

There are variety of quality models and theories that can help assist in an organisation improving its customer relationship management and quality. Quality is summarised very effectively by( Pryor,et al 1998) who quotes ’Quality refers to the extent to which processes, products, services, and relationship are free from defects, constraints, and item which do not add value for the customer’. This gets to the main point to which ASDA should be maintaining through management rather than all the controversy it attracts, through putting a blind eye to everything which it can alter should it want to. There are few models that are highly regarded by business and to which some comply by, some examples are Deming cycle, Juran the quality trilogy, and Crosby cost of quality.
DEMING Theory
W Edwards Deming theory was famous for being the leading management thinker in the field of quality. This theory helps management understand that a lot of the problems are systemic and that it can be solved by management. If management are on the ball, then its less likely for issue to arise to the point it is out of control. ‘The aim proposed here for any organization is for everybody to gain - stockholders, employees, suppliers, customers, community, the environment - over the long term’(Deming 1994) this is a great statement ASDA should follow if it is to remain its longevity and compete with competitors in the long run.
Deming states that a firm can achieve greater market share through better quality and lower price this necessarily does not comply with Asda every time. ASDA posts 1.3% decline in like-for-like sales in the “golden quarter” ending December 31st’(Jahshan 2020). Here although ASDA are known for lower price slogan it does not mean they are correct all the time. Even by sticking to this their customers knowingly are reluctant to spending due to unknown circumstances.
ASDA CEO states that although the customers were cautious during the ending of the year and still eager for Christmas the customers were still mindful of their spending. ASDA must understand that these challenges should be met by management into helping colleague’s emphasis into delivering great service and meeting business needs which will require a form of acceptance that the business need to change and adapt rapidly. Therefore, it must be able to manage by bringing more individualism to its brand in order to keep its originality it portrayed from the rest of its competitors.
Deming emphasise that a lot on management and how they can harbour up to 80% to 90% of the problem and can rectify this, again note to be taken ASDA need it HR to intervene.HR must understand that the rapid growth in online and mobile shopping acts as motivation force to the business by pushing for more innovation throughout its people development and innovations. By implementing this type of workforce planning ASDA can radically alter its makeup in the retail market.  Workforce planning should be another aspect of ASDA whereby its innovation, and automation, will also change the makeup of its retail business.
More new skills and capabilities need to be planned into the future workforce by management and HR it needs to enhance from the old quality. This old/new gap can be closed and put into place through management with its new interventions, training and embedding the new workforce skills into place. With this taking into force and being implemented it can only mean that Asda is on the right track by keeping track through its performance through management who will be measuring its customer satisfaction and engagement. This can also be related to Demi cycle, PLAN-DO-CHECK-ACT which is a safe act to apply once the plan is in place try it on smaller scale if it’s successful try it on a bigger picture.
Sainsbury has seeming got the management focus accurate and this portrays very well through their work. From the beginning Sainsbury are strict to making sure that the customer receives only the best. From 1969 they have been making sure standard of everyday essential are up to customer requirements. (Sainsbury 2014) They make sure majority of the food are made in British farms. This is helping yet again the stores and the farmer in longevity of the business between them especially in this critical time of the country being out of the European equation. Sainsbury helps farmers by understanding their needs and supports them, helps colleague acquire new skills through communities, yet again this is a winner in every direction.
Sainsbury is aware and health conscious to customers by making sure food produced in here have less sugar, salt and less allergens. This itself is a huge statement and the fact they are sticking to it verifies that. ASDA does not seem to be in the same wavelength as Sainsbury as on its website it claims it has found £160m sales opportunity for the local’s food trade. ASDA has been criticised for not doing enough to help the agriculture in the UK. Well over half of ASDA fruits are imported and from independent grocers abroad.
To help the environment Sainsbury uses less waste to less impact the environment. Through this they can do more recycling which will mean more food donation partnerships that will make food go further. Again, the management are well thought out in working with colleague to community to retaining the customer perspective to the highest degree possible and retaining that image. One breakthrough of innovation is that they take on deaf colleague and allow them to train other colleagues basic sign language to help customer when they come into to store.
FAYOL Theory
Henri Fayol theory is management that analyses synthesize of its role within the organisation. Fayol was a firm believer that focusing on management was a way of eliminating misunderstanding and enhancing efficiency in the work force. Fayol had five principle to management, planning, organising, staffing leading and controlling. (Guy 2020) He believed if an organisation implemented this it would show the structural overview of the organisation daily.
For ASDA this would allow them to solve potential issues creatively. This would also allow them to begin an environmental analysis of the business and end it with evaluating results of solutions that need implementing. Quality maintenance should always be an all-time high expectation this always led to customer loyalty, not only that it will also reduce cost and wastage. ASDA are doing more damage to the environment by developing on green field sites and causing traffic not only that it is also taking away trade from town centres (Barnett 2000)
ASDA must understand with the on-going economic instability and the publics insecurity value proposition is still key to the supermarket sector. It needs to be conscious that value should be what in the heart of its consumer. Although ASDA being reigned low price champ in groceries, clothing petrol and sees itself value for money. They have pledged commitments in conjunction with corporate affairs grouped under the waste sustainability to move towards zero waste,100% renewable energy and ethical suppliers and sustainable produce. Although it is strong point going forward, they need to produce a communication outlining its message to specific target. This again can be encountered by management strongly believing and taking it on board.
[bookmark: _Hlk34861895]ASDA improvement to it brand has helped in other ways such as its taken over majority of its  own label food drinks line with an increased demand in local source produced (Costa 2010).For sustainability ASDA need to increase its quality of food range by sourcing locally more as this will help them tailor better to the ranges of the communities which will then add better customer prospective. ASDA Can go forward if it stays head strong and takes on Fayol quote into their mission for management ‘Planning means both to assess the future and make provision for it.’ It cannot be emphasized enough as to how pre planning always ahead in the organization and prompting to new ideas can save a lot of time effort and money.
Sainsbury however play this management structure responsibility very seriously. Sainsbury structure is hierarchical as there is series of different levels of people in each stage and how the levels above controls each level. In each level there is the responsibility of the level above e.g. senior managers are responsible for line managers. Line managers oversee sales assistants. 
JURAN Theory 
J.M Juran theory is known for being the ‘quality trilogy’. This is made up of quality planning, improvement and quality control. A quality improvement project can be successful if quality improvement actions are carefully planned and controlled (Skymark 2020).
Quality planning consist of, identifying who the customers are, determining the need of customer, illustrate those needs into our language, developing product to respond to customer need and most important optimising the feature of product which meets both customer and organisation needs. Quality improvement is developing a system that will enable to produce the product, at the same time optimising the process. Quality control is proving that the process can produce product under the operating condition at the minimal inspection, also being able to transfer the process to operations.
Quality can be managed through two ways, quality assurance and strategic approach. Quality assurance is where a great deal of effort and emphasis is portrayed to make sure defects are found and dealt with before it sets off to the market. Strategic approach is keeping on top of jobs to ensure mistakes are not made. Other forms of managing quality can be performance outlining the main aim of the product and services. Conformance knowing how well service is met to customer standards. Reliability making sure consistency of performance is high. The other important one is perceived quality which is at the heart of what the customer is buying therefore it is a bottom-line impact of a brand identity.
ASDA although follow the protocol of innovation and change its not quite understanding that innovation come with disadvantages. If business is to operate in highly competitive retail markets, organisation must be equipped to operate within complex and challenging environments. The store has a lot of customers going through itself checkout, this was to help customers with few items or in rush make their journey more sufficient. Issue here is a lot of the time self-checkout is closed off and customer are queuing up at long que for few items. Employees need to be managing multiple checkouts, be multi tasked and be able to manage queries. Now this is a ripple effect of management not setting out standards.
Sainsbury however seem have a slight edge over this, first in the UK as a supermarket only to have a scan and pay technology. In London stores customers pay for their products using their smartphone either on android or apple pay (Sainsbury 2018). This enables customers to grab their items and skip the queue. Not only this smart shop is growing its popularity very rapidly.  Instore contactless payments predicted to reach 2 trillion by 2020 this process set by Sainsbury is icing on the cake as their customers are between 3,000 to 4,000 each week shopping the trend set by them (Sainsbury 2018).
Customer service or quality service is not tangible it is felt and held in high regard from customer prospective. Although this can be challenging as before repeatable predictive tasks could be trained through training, now more complex and individual based skills are required from employees and decision-making autonomy are sought after as essential total quality management is where organisation employees are constantly told to focus on improving quality of products, services and the way businesses process. Current organisation see quality as an asset to have. Organizations believe that quality effort can be held as bottom line result. Often product quality will refer to the product or service attributes that is linked to such product or service in its to meet required or implied to customer needs. Therefore, many businesses invest producing products to meet requirement of customers. 
Quality has two-dimension, quality level is when producing a product marketer must know which quality level will support that product. Quality consistency this is where a high quality is always expected specially from defect and a target to always deliver consistently.
Quality can be manged by quality assurance-making sure it is free from defects and mistake before it reaches market and strategic approach where great emphasis is made to ensure mistakes aren’t occurring and customer satisfaction are met at great heights. There are other ways of managing quality which is through dimension of quality so in ASDA stance it can be performance, conformance, reliability, perceived quality. Responsibility for managing quality can be top management, design, production/operation, packaging/shipment, marketing/sales and customer service. For ASDA consumer will only ever understand the item or food they pick from the shelve but behind closed door all that went into ensuring that customer satisfaction is met only a fraction of consumer will have embarked on that thought.
Recommendation/Conclusion
From this finding ASDA has a long way to go in order to survive in the times coming forward. It seems ASDA are sugar coating and doing wrongfulness but are not least bothered. All it is thinking about is making fast money in any term necessary. Although ASDA is meant to be customer orientated organization it seems to be trail blazing along the way regardless of ethics or sustainability. It must focus on its ethics and act upon it rather than just have a blueprint. Management need act on it unfair practice sustainability issues and put best foot forward and progress in ways that it can bring back it employees trust and loyalty, along with it also show customers that it is a example lead organization that puts interest of all associated with them first.
If is to gain trust it needs to think of the consumer as main prime concern. It needs to be transparent in the way ASDA handles business. For sustainability it needs to hear and take customers input and take it on board .Environmental friendly must also  be key to ASDA if this is not taken in to consideration then customers will slowly start to cease as climate change and green footprint is big point to other supermarkets. And if ASDA are not doing much in helping the contributing to sustainability then customers will go and shop elsewhere knowing that they are contributing to sustainability fairly. ASDA needs to understand customer satisfaction is key to its longtivety as a business. ASDA must bring its promise to reality by acting on it moves. 
Although a total management quality requires continuous effort to improve quality and consumer satisfaction ASDA however are not maintaining this by not putting effort into what customers want, it needs to designing a process that ensures that jobs are done correctly the first time, keeping track of results, or extending these concept to suppliers.
A quality certificate ISO 14000 is set in place to make sure it is assessing a company environmental performance what is shocking ASDA yet does not comply to this be it management, operation or its environmental systems. ASDA is hierarchy in its management but by applying Deming theory it can stick to its principle of better-quality lower price but at the hands of well managed management. 
Service sector is rapidly growing in the world economy and ASDA must understand this in order to retain it relation with suppliers. ASDA must always keep in mind service profit chain as it links organization profits with employees and customer satisfaction. This puts the internal service quality, employees being productive and satisfied, significant service value, happy loyal customers and lastly blooming growth with service profits all into what ASDA must prioritize into one acknowledgement. This will enable ASDA to evolve in the many years to come.
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