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Executive Summary
The report has highlighted that CRM, ethics, sustainability and quality systems are important for the retail business. In this report, one of the successful retail company called ASDA has been considered for the discussion.  Performance of ASDA is stated and compared with other rival companies called TESCO and ICELAND, located in the UK.  In this report, it is found that ASDA maintains customer’s satisfaction regarding their products better as compared to TESCO and ICELAND and also maintain more ethics and sustainability towards the environment as compared to both of the companies. Different models and theories such as Fishbone, Juran and others have been discussed to support the operations and performance of the company. The major strength of ASDA is their huge production rate and huge customers all over the UK.  
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1.  Introduction 
The retail industry is one of them, which is performing in the field in a better way. There are a lot of retail industries that are present in the world as well as in the UK. ASDA is a retail industry in the UK, which is performing differently. In the competitors such as TESCO and ICELAND in the UK, these companies are also successfully running the business. The main success factor of companies is customer satisfaction. Customer satisfaction is mainly based on two factors that are quality maintenance and ethics. In the case of developing customer relationships, the customer relationship management team is responsible.  
In ASDA, the customer relationship management team will also be responsible in the same case. There are some benefits for developing and operating CRM ethics and quality but there are also some drawbacks. CRM, ethics and quality of the company will be discussed in the study. The development process, benefits and operating process will also be mentioned in the study. Some theories need to be maintained by companies such as ASDA, TESCO and ICELAND will also be mentioned in the study paper.
[bookmark: _Toc32853573]






















[bookmark: _Toc32853574]2.  What is meant by CRM, ethics and Sustainability?
In the business industries, some factors can be treated as the main success factors and management team is one of them. In every company, there is a management team which handles the problems in the company. ASDA is the retail industry in the UK, which is successfully running the business. There are also some rivals such as TESCO and ICELAND who are directly competing with ASDA. CRM stands for customer relationship management and in ASDA; CRM is also the success factor which makes the company a successful rival. The other company TESCO has also the CRM team which helps the company for serving a better service to the customer. Customer relationship management also depends on the workplace engagement of the employees through which operational performance is developed. 
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CRM -Customer relationship management is the system, which helps companies such as ASDA for better business relationships. CRM helps a company for better relationships with customers to increase the profit (Mbama et al. 2018). Juran model states that customer relationship management is one of the factors in an organisation that plays a vital role (Tejaningrum, 2019). This model evaluates that the issues faced by customers need to be resolved immediately to maintain a good relationship with them which increases customer satisfaction also. The main factor of the model is maintaining quality factors for financial profit as well as organisational efficiency. In the company ASDA, Juran model is the most efficient one to improve the customer relationship management system in the organisation due to which the authority needs to implement it within a short time span. The streamlined process is also maintained by the relationship management team for increasing customer satisfaction.
CRM also follows some models such as IDIC and QCI to work properly among the competitors.  
IDIC - This is the model to implement the CRM for an organization such as ASDA. There are four steps in the model that implement the CRM such as identity, customize, interact and differentiate. The company TESCO also follows the same model for business development activities. In the case of identity, the information about the customer needs to be collected by the team. This step also helps the company to get more knowledge about customers (Lee, K. and Carter, 2012). In ASDA, for successful implementation of CRM activity, the customers need to be surveyed for getting the information. ICELAND also follows the same rule in the business plan for growing the CRM activities. Differentiation helps the company differentiate the valuable customer to the others (Jain et al. 2017). After getting the data, differentiating is performed. This process helps the company to get valuable customers for treating differently. In the interaction stage, the company treats the valuable customers with loyalty and some rewards are also provided (theguardian.com, 2017). The main motto is to provide the customer with an end to end service that will help them for better working culture.
QCI - This is the customer relationship model that helps a company to increase the product quality. This model can also be treated as the quality model of an organization (Kotler et al. 2017). The quality competitive index consists of three factors such as acquisition, retention and penetration. This CRM model also helps the company for increasing the quality of the products and the services. This model helps to perform the query process to the sales team about the sales. The customer review can be viewed by using the model (McLean, 2017). Companies such as the ASDA QCI model are helpful for a successful production. TESCO and ICELAND also follow the same but they are still lagging from ASDA from business aspects.
Ethics - Ethics are the rules and the regulations that need to be followed by all the companies. This is mainly followed by the CRM team for keeping the reputation of the company to a standard level (Kotler et al. 2017). Deming theory states that organisations need to control the quality of the products to maintain customer satisfaction. This model also signifies the optimisation of good quality in an organisation for meeting the standard level (Goddard, 2016). The quality of the products can also be maintained by following some ethics such as maintaining the sensitivity and proper disposal in order to maintain customer relationship management. The company ASDA also need to follow the Deming theory to maintain the ethics of the management. This will also be the catalyst for increasing the customer experience at a better level.
The companies such as ASDA and TESCO need to maintain the ethical privacy of the customer information.
Sustainability suggests an organisation like Asda’s growth that is not just swift, but also authentic and all-inclusive. Fundamentally, it means appearing to problems that are very vital rather than only those that are serious and are advantageous to the organization in the 'prolonged term' rather than just in the short term.

· The sensitive information such as credit card number, details of the cards, which have been gathered from survey processes needs to be maintained in a proper manner (CIM, 2016).
· The data which has been gathered from customers need to be stored securely in the company system. The system needs to be protected well to maintain the privacy of the data. The system needs to be mapped in such a way, which can easily erase the data if the customer needs to do so.
· The data using techniques also need to be completed properly to maintain privacy. In this process, the data need to be used a little and the maximum privacy factor is maintained (Gupta et al. 2018). At the time of using customer information, the customer needs to be consulted for security purposes. 
·  In the disposal, the company needs to create a safe place where the customer data can be erased or destroyed. The CRM system needs to be able to destroy the data at customer requirement. The disposal of data is also an ethical consideration for a company to perform in the market. 
ASDA is the retail-based industry, which needs to follow the ethical consideration of the CRM. The other rivalries such as TESCO and ICELAND also follow the ethical rules. These rules help the company for maintaining its reputation.
Quality - Quality is the factor that helps the company such as ASDA and ICELAND serve the customer with a better and quality service. The product qualities are also settled by the CRM team. The management team helps the company to maintain the quality of the products. The quality competitive index consists of three factors such as acquisition, retention and penetration (Maklan et al. 2017). The quality control team in an organisation plays an essential role to enhance customer satisfaction. Fish Bone theory says that the companies need to maintain some factor for increasing customer satisfaction such as Product, Price, Place, Promotion, People, Positioning and Packaging. Fishbone model is mainly focussed on the customer experience based on quality factor as the prime interest of the buyers is to gain the quality product (Coccia, 2018). In the case of ASDA, fishbone theory of quality management is the most effective factor that needs to be maintained for increasing customer satisfaction. Potential causes of problems in new products can also be analysed by using this model. The defects in new products and the potential causes for the defect can also be defined and resolved in ASDA by using fishbone model. QCI is the factor in an organization that improves product quality. The CRM team handles the QCI model for maintaining quality (Zolkiewski et al. 2017). On the other hand, TESCO and ICELAND also follow the rules of quality control for performing better than ASDA. 

2.1  McKinsey 7s Framework
The McKinsey 7s structure is the management model which is used to understand the design of the organization. The model can be categorized in seven elements in the context of hard and soft elements. In this context, the hard elements of this model can be included as strategy as well as structure and systems. However, the soft elements can be considered as shared values as well as skills, staff and style.
Strategy
· Strategy is the plan of the company for establishing as well as maintaining a competitive advantage over its competitors (Cox et al. 2018). 
· In this context, ASDA follows low pricing strategy with high quality products. 
Structure
· It explains about the organizing technique of the company related to its department as well as team structure. 
· In this aspect, ASDA follows hierarchical organizational structure. 
Systems
· It explains about the regular procedures and task follows by the employees to complete their jobs (Cox et al. 2018).
· The employees of ASDA work as a team to finish their regular work.
Shared Values
· It is the fundamental values of the company which portrays its corporate culture and basic work ethic. 
· ASDA follows ethical working culture in order to influence its employee’s performance.
Style
· It states about the leadership style followed within a workforce (Cox et al. 2018).
· Autocratic leadership styles followed in ASDA.
Staff
· It describes about the employees of the enterprise and their basic ability
· The ability of the employees of ASDA is improved through on job training provided to them.
Skills
· It states about the potential skills acquired by the employees within an enterprise. 
· Problem solving skills, communication skills and working under pressure are some main skills required for the employees of ASDA.


































[bookmark: _Toc32853576]3.  Benefits and drawbacks of an organization for developing and operating CRM, Ethics and Quality systems
In the business industries, there are a lot of benefits that can help companies for better performance. Customer relationship management team, Ethical consideration and the quality control system help the company such as ASDA to increase the overall profit (CIM, 2016). McKinsey 7-S Model is needed for a company like ASDA to improve customer relationship and increase the overall profit. There are 7 factors in the model where some of the factors are hard elements and some are soft elements through which the priority of the company is focused (Ghinea and Gavrilescu, 2019). The hard elements are strategy, structure and system whereas the soft elements are shared values, skills, staff and style. These 7 elements are most essential for a company to enhance the relationship with their buyers
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Figure 1: Benefits of CRM
(Source: Bolton et al. 2018)
Benefits - There are some benefits of CRM in an organization. The company such ASDA also has some benefits that make the company a successful rival. 
· Better client relationship - The relationship with the customers are maintained by the CRM. The customer relationship can also be enhanced by thanking the customers after sales. This helps the company to get more knowledge about a customer and help to build a good relationship with them. In the case of profit or sales, this process is the best for the company (Bolton et al. 2018). 
· Improve the ability to cross-sell - the proper need of a customer is the most important thing that needs to be known to the management team. This will help the company for a better sales process.
· Simplified marketing planning - CRM also helps the company for creating a better marketing strategy. Marketing strategy is performed in the step after analyzing the customer data. After knowing the customer reaction, the planning will be easier for the marketing department of ASDA.
· Improve efficiency in serving clients - CRM helps a company to serve the customers a better service. This process serves the customers with a better service with efficiency.
· Better staff satisfaction - The knowledge about the customer is also a factor that needs to be known to the staff members also for better service. In this purpose, CRM helps the staff members for satisfying the work culture and providing a better service (Cremer et al. 2017). 
· Increase in trust - The Company ASDA needs to maintain ethical consideration to increase the trust among the customers. This helps the company to improve its relationship status at a better level (Adhikari and Bhattacharya, 2016). 
            There are also some drawbacks or CRM system - 
· Losses in the record - Record loss are one of the main drawbacks of using a CRM system. In the systemic architecture of the company CRM, the data set can be lost. Thus, CRM is not the proper system to use (Bilgihan et al. 2016).
· Eliminate human element - Eliminating the human elements are another drawback for using CRM software. The automated system response sometimes lowers the total revenue of the company which can impact the total financial structure of the company.
· Security issue - In the automatic system, risks are always a great issue. In CRM software the risk factors are very high. Lack of security can break the ethical representation of ASDA. 
· Technical support - Technical support is one of the issues regarding CRM systems. Lack of technical support sometimes hampers the workforce of the company such as ASDA, TESCO and ICELAND. 
· Third-party access - Third-party access in a system increases the risk factor of a company such as ASDA. In other companies such as TESCO and ICELAND, the third-party access in CRM also causes the risk of the customer data.
· Ethics - Sometimes ethics decreases the company profit as well as the architecture. The ethics sometimes destroy the community of the workplace and it causes the ultimate loss (Rosenbaum et al. (2017)). 
· Quality system - the Quality system is the factor that increases the total productivity and profit of a company but sometimes the failure in quality system degrades the workforce of the company.
Companies such as ASDA, TESCO and ICELAND need to follow the four-layer quality model to produce better productivity.
· Quality monitoring
· Quality control
· Quality assurance
· Total quality management 
This quality model needs to be maintained by the companies to produce better productivity among the rivals.  
[bookmark: _Toc32853577]
SWOT analysis of ASDA

	Strength 
	Weakness 

	· Huge productivity: ASDA companies have a huge number of products in the market, such as Asda Mobile, George Clothing, Asda Money.
· To You Parcel Services:  this company provides you with parcel service with its huge distribution network. 
· Huge distribution: this company has to distribute their product across the UK and for that they have 25 distribution centers (asda.com, 2020).
· Good communication with the customers:  this company always provides the priority over the need of their customers and the feedback provided by the customers help the company to develop more efficiently.
· Strong brand name: this company has a strong brand name, and it helps the company to get the attention of the customers.
· Sustainability: this company always tries to be eco-friendly.
· Well campaigns for their products:  this company provides excellent quality campaigns regarding their projects and products.
	· Limitation in the global presence:  this company has a few global presences as compared to their rival companies. 
· Price-fixing: this company has to face difficulties for price-fixing on the dairy products, and they have to lose a huge number of customers.
· False Advertising: this thing also became a difficulty for this company at one time, and the advertisements were about providing the lower price of their products as compared to any other supermarkets. 
· The scandal about having horse meat in the place of fresh meat: this company has to face controversy regarding selling the horsemeat in the place of fresh meat, and for that, the company has lost their customers (asda.com, 2020).
· Critics:  this company has to face some criticism about the products they deliver to their customers. 

	Opportunities 
	Threats 

	· Evolution of new domains:  this company can develop by expanding in the new sections such as jewellery, pharmacy 
· Spreading in other countries:   for the development of this company, they have to expand themselves to other countries.
· Obtaining small companies: this can be another opportunity of this company by acquiring small-sized companies to expand the ASDA Company.
· Online-based marketing: nowadays, most of the customers are doing their shopping online, and for that, the more online-based marketing can be provided, the more successful the company will receive.
· Long term policies:  this company has long term goals, and that is mainly based on the 100 per cent sustainable recycled and packaged product along with anaerobic digestion of the operational waste. They even try to reduce food wastage. These things can help in the development of the company position.  

	· The price difference of the products with the other retailer shops: this is a threat for this company and the price war with the competitor companies is a big negative point for this company.
· Political leader and government change: the changes of the political leaders and the government provide some challenges sometimes to the company and become a threat.
· Lowering the price of the product by the rival companies:  this thing becomes a threat for the business of the ASDA Company.
· Existence of other retailer companies:  the presence of other retailer companies in the online-based business also provides the challenges to the company.     


[bookmark: _Toc34392016]Table 1: SWOT analysis of ASDA
(Source: Buttle and Maklan, 2015)

Juran Quality trilogy model.
In this aspect, quality trilogy model of Juran explains about the quality management journey taken up by any particular company. Along with that, this model follows three process in quality management which can be included as quality planning as well as quality control and quality improvement.
Quality Planning
· The journey of the quality starts with an appropriate planning of the tasks which requires to be done for achieving goals of the company (Tallentire et al. 2019).
· Before quality planning ASDA should understand the actual needs of its customers. 
· It also requires for ASDA to explain the specifications and features of the products to its customers.
Quality control
· Quality control helps the company to understand the defects of the products of the products for rectifying it. 
· The management of the ASDS should do weekly checking of the product in order to identify defects within the products.
Quality Improvement
· It helps to organization to develop the quality of the products for meeting the needs of the customers (Tallentire et al. 2019). 
· This step can help ASDA to locate the areas requires to be developed for the future performance. 

Deming Model.
The Deming model is known as a constant quality improvement model comprising out of a plausible progression of four tedious steps for continuous improvement and learning: Plan, Do, Check (Study) and Act.




[bookmark: _GoBack]Quality improvement Plan
· It helps to explain the quality in order to make improvement of the product (Dudin et al. 2017).
· A proper planning made by the ASDA management can help them to improve the quality of the product.
Do
· The quality improvement should start with small testing for the quality
· ASDA should implement proper plan to check the quality of the product
Study
· It helps to understand the success of the quality development.
· ASDA should analysis the result proper drawing proper outcome. 
Act
· It is implement the strategies to develop the quality. 
· ASDA should implement proper strategy to develop the quality. 
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CRM (Customer relationship management) helps the company to manage the customers and the department of marketing (Buttle and Maklan, 2015). The main aim of this software is to gain huge management approval for the overview and strategies of collecting the customer's data.
ASDA is a retail shop located in the UK, and it is based on the services of the grocery and non-food materials to their customers. This company has several stores, and they provide a wide range of products, and they provide the services by multiple delivery sections such as telephone, internet, interactive TV and also via the sores.
This company has good communication with their customers and takes feedback from them to develop their weak points. The main approach of this company is based on the strategies covered by the developers of the company and the stakeholders to provide well services means effective, continuous services to their customers around all over the UK and make excellent relationships with them. Another aim is to have knowledge about the market and the cross-sell products and also the delivering processes.
In order to satisfy the customer, good communication can become the efficient factor as it encourages buyers to purchase from the organisations as it is informative. The main type of customers that are targeted by this company is families. First of all, ASDA drops the catalogues and leaflets of the products to gain the attention of the customers. This is a way of written communication, and the leaflets cover the details about the product of this company. These leaflets are sent to the customers by the speed post, and from this, the customers can get a clear idea about the prices and also the promotions regarding the products.
The company makes the webpage to get the attention of those customers that use social media. The webpage of the company provides all the details about the company with its history and the product details and also the vacancies regarding the job. The webpage is always updated, and the details about the current launched products and promotions and also the awards received by the company are provided. 
The company also tries to provide 24/7 services because young people are more attracted to shops from home and the mobile and online-based shopping helps to have it. The IT department of the company provides the servers and equipment to provide excellent service towards the customers.  
As the price and the quality of the products of ASDA are lower with the higher quality products, the customers of ASDA are higher than other two retailer companies called TESCO and ICELAND. The CRM means the customer relationship management is better in ASDA as compared to TESCO and ICELAND. Those companies also have good communication with their customers, but ASDA have better communication. 

[bookmark: _Toc32853580]5.  Ethics and Sustainability of ASDA and comparison with TESCO and ICELAND
Ethics in the field of the business is necessary, and without ethics principles, the company has to face so many issues regarding the business. If the company does not maintain their ethics in the business, the organization has to fail in getting the trust of the customers. It goes beyond the legal requirement and consists of how the organizations come up with their strategies and how to deal with their suppliers and maintain the relationship between the customers (Reichheld and Frederick, 2001).  The ethics in the business is increasing day by day because of the changes in the nature of the workers and also the fast spreading of the new technologies (AMA, 2020).
The company named ASDA has announced to stop buying palm oil from Indonesia and Sumatra. This decision can have a good impact on the environment. The species called Orang-utan and Sumatran tigers life cycle is based on those palm trees. This company is also being certified by CSR (corporate social responsibility) regarding ethical boundaries. These ethical boundaries are based in the section of anti-corruption activities and anti-money cleaning and decreasing biases in the workplace. This boundaries also covered by the authority of this company to ensure they work for the unprivileged community and by this; the world can be better day by day.  This company also confirmed the safety regarding the environment and the health around all over the world through which the customers' health requirements are also met. This is the way of maintaining the ethics of the company called ASDA. For being a sustainable company, the ASDA company supplies reusable bags instead of single time useable bags. For being a sustainable company, this company reduces its carbon emission, which is harmful to the environment. This company uses rail for transporting their products, and by this, they can reduce the carbon dioxide emission. This company builds wind turbines to reduce the use of huge energy by saving through lighting and heat ventilation. In the point of providing safety in health, the company provides free healthcare services in the UK and ensures that the food products provided by the company are sustainable and also frequently audited to maintain the quality of the product and also the safety of the product. This company uses a huge amount of the currency to remove the artificial elements used in the food products and promote the sensible drinking and awareness of the young people of the community to know the issues related to consuming alcohol. This company is always trying to maintain ethics and sustainability, and for that reason, they can access good communication between the customers and the developer of the company.
ASDA is better than its rival companies called TESCO and ICELAND.  The cost of the products of these retail organizations is much higher than ASDA. TESCO Company is providing more ethics and sustainability regarding the products and also the services to the customers and also between the employees and developer, stakeholders as compared to ICELAND. ASDA is providing more ethics than both of these companies called TESCO and ICELAND. The unethical things that are done by TESCO are this company creates jobs for the local people who overlook the impact of the stores in the community. This company also sells their product in the lower prices as compare to the ASDA, and for reducing the cost of the product they use lower quality products to the customers, and this is against the ethics in the business. This company have allegation regarding pressuring the householder to sell their land to other competitor companies and also have bulling suppliers and damaging environment. Compared to both companies, this is a more unethical company.

[bookmark: _Toc32853581]6.  Recommendations
ASDA is a well-going company in the UK market. In order to achieve a higher position in the retail business field, there is some suggestion about this, and the recommendations are the following:
· There has to be environmental consciousness and for that reducing the impact of water usage and enhancing the recycling and waste management processes.
· There is a need for better accountability to the customers and also enhance the involvement of the community and the effort in introducing the concerns of the staff.
·  The ASDA Company can observe in the section of the cost in delivering the products to the customers by the suppliers with the affordable prices.
· This company can improvise in the section ethics and the authentic interaction between all the business partners of the company and other employees and also the customers based on their combined dependency. 














[bookmark: _Toc32853582]7. Conclusion 
It can be concluded that in the field of retail business CRM, ethics and sustainability and the quality is really essential. ASDA is a retailer company with greater customer communication and customer management and also having greater quality products. Implementation of CRM network can help the company to address the quality as well as requirements of the customers.
This company always tries to maintain their ethics and also being susceptible to the environment. In order to improvise ethics and sustainability, this company takes new strategies, and there are some rival companies in the UK market called TESCO and ICELAND. Ethical practice ensures organizations attachment with environment and community. Thus, this supports organizational performance positively. 
These two companies are not better as compared to ASDA in the aspect of CRM, ethics, sustainability and also the quality system. Sustainability is depending on both customer management as well as ethical performance. Thus, the organization is required to consider these aspects to ensure sustainability. Offering information about products to the customers can be the ethical practice that will support its sustainability.
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