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                                            Introduction 
Customer relationship management is a business strategy that can extent widely and effectively. The organisation’s commitment is to strive to gain customers satisfaction and needs. However, this report will aim to demonstrate the main strategies that assist in improving customer relationship management (CRM). I will discuss the concept of ethics, sustainability and quality and its components. I will explain ethical and sustainability policies of Asda supermarket and how it can impact on its customers. I will aim to analyse two quality models and theories that can lead in improving the customer relationship management of an organisation. In addition to a conclusion that discuss the impact of ethical and sustainability policies on the quality of customer relationship management systems in Asda company. Finally, I will demonstrate the link between ethical and sustainability  policies as well as the impact on the quality of customer relationship management systems. Within this, I will provide some recommendations and a summary of the content. 
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                                Ethics and its components 
Business and market ethics are the moral principles that acts as a guidelines for the ways in which the company conducts itself and direct its transactions. Guidelines that is set for individuals to conduct themselves in an acceptable and appropriate way in personal and professional setting, are the same guidelines for the business setting to be conducted (business ethics,2021). In another words ethics is a study of what are good and bad ends to pursue in life and what is right and wrong to do in the conduct of market and managing customer relationship and ethical practices (2021). However, ethics in marketing involves social responsibility, marketing practices of promoting fairness, honesty and empathy by following the ethical standard. All the marketing practices  moving from marketing tactics to marketing decision and advertising of products and services focus not only on the quality of product and how it would benefit customers. But, they also focus on how they fulfil social responsibility and handle different ethical issues (2021). Managing business ethics is the direct attempt to formally or informally manage ethical issues or problems that may arise through specific policies, practices and programmes. (business ethics,2021).

There are  key components of ethics which I will demonstrate for the benefits of markets, and the quality of these ethical components. 
Honesty; this refers to the morality of an individual and being straight forward in dealing with customers and stakeholders with virtuous attributes such as integrity, trustfulness along with the absence of lying, cheating and theft (2021). The qualities of this component is to strive to be truthful in all situations when dealing with customers and in the market as a whole. Providing valuable products that met customers expectations. Honour markets own explicit and implicit commitments and promises. 
Integrity; is a concept of consistency of actions within the workplace, values, measures, methods, expectations, principles and outcomes. Integrity need to be put together with knowledge to drive and strengthen the market for an increased use of advantages of products (business ethics,2021). This helps to develop product value and attention for consumers. 
Transparency; allow individuals to have accessibility, utility, usability, understandability, auditability and informativeness which enable the process held by centers of authority, society or organisation (ethics,2021). However, this can be created by a spirit of openness and liberality in marketing operations. It is important to strive to interact and discuss clearly with all market services. As well as accepting constructive criticism from costumers and other stakeholders (2021). 






Responsibility; being able to accept marketing decisions and strategies that may cause consequences. Its important to avoid using compulsion with all stakeholders, strive to serve need of customers, recognise  market’s special commitments to vulnerable market segment such as seniors, children, market illiterates and anyone who may be substantially disadvantaged (ethics,2021).
Fairness; this includes balancing the needs of customers with the interest of the seller.
Respect; this is all about admitting all human dignity of stakeholders. This involves, value the difference between people, making the effort to listen to everyone and respect their opinions to gain their satisfaction (2021).
Citizenship; fulfilling economical, societal and legal rules that serve stakeholders and protect market reputation. 
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[bookmark: _Hlk76079775] Ethical policies of ASDA supermarket and how it impact customers
Being one of the popular business market,  Asda supermarket is committed to conform and perform with all the relevant laws and regulations while upholding the highest standards and performance of ethics (business ethics,2021). Asda supermarket have high expectations on its employees, when sharing its values and helping to promote a culture, different customs and providing the preferable way of purchasing and dealing with helpful staff (Ethics,2021). Making the most of the market efficiency, is to provide training for employees to be able to recognise and discuss about any inappropriate conduct or inconvenience. Asda ethics focus on assessing various issues that may arise within the market confidentially (2021). Asda aim to protect wellbeing of its members and customers, it associates by providing and promoting safe facilities to work and shop more effectively. 

Health and safety policy; Asda supermarket check the performance and raising standards, delivering training to colleagues and promoting culture of safety (2021). It ensures to provide health and safety training for all new employees which covers fire safety, emergencies, and safe drive.
Food safety policy;  Asda upholds all relevant food safety laws and regulations in addition to food hygiene standards in all stores. 
Product safety policy; The team of Asda staff employees ensure the launch of safe and legal products across the whole department of the stores includes non-food areas (ethics,2021). The team implements products surveillance testing programme and support incident management.
Consumer protection policy; the consumer protection team looks after a variety of consumer regulations, involving pricing practices, measures and weights,  public facing materials and age restricted products.
However, lack of product safety can impact on costumer health and wellbeing as well as bad reputation of the stores, reduce sales and relationship with consumers. Costumers always look for high standard of market performance, product value, supportive staff and high quality of service (ethics,2021). Asda supermarket has a wide range of policies that can benefit costumers but, they also forgot to pay attention to honest for themselves within the workplace and with customer to prevent any upcoming incidents (2021). Being able to share failure of low productivity in the past. Such as colleagues accidents that raised which they did not deal with in appropriate way. They have decreased the number of accidents overall but, there still lack of motivation and leader management, taking the right actions and being able to identify what is right and what is wrong (business ethics,2021). Its important for any retail market to reduce any inconvenience and attempt to deliver the most accurate decisions for the benefit of costumers and to avoid any negative impact that might occur. 

                         Sustainability and its components 
Sustainability is a very important issue in the business environment. Sustainable marketing refer to the way the organisation build relationship with consumers and meeting their need as well as preserving the ability of future generations to provide the preferable opportunities for consumers. Sustainability marketing focus on using and promoting the environment to be able to socially handle products, brand values and practices (2021). Market sustainability is the process and practice that operates the business without impacting the environment negatively (2021). Green business functions of the local and global environment means that is supports the economy and community dependent on healthy planet (Maryville,2021). Business should be aware of considering more than just environmental profits as it considers its impact on environment and society. Becoming to contribute to the health of the structure with the operation, thereby helps to construct an effective and productive business environment that can thrive for the best of its sustainability (bhasin,2021). However, long term consumers and business welfare within the sustainable marketing goals can only be achieved through ethical marketing conduct (Maryville,2021).  
Consumer oriented marketing; this focus on companies productiveness and the way they deal with consumers. Each organisation must prioritize customers needs and the performance of the company itself to set aim for the costumers satisfaction (2021). As well as the consumers needs of products that depends on the companies offer in the market. Consumers experiences help to build up organisations goals therefore, business market should base their work on the costumers expectations and desire (bhasin,2021). Its important to understand customers perspectives and requirements to get them admired and impressed and to fulfil their needs. This helps to create long term and permanent relations with customers. 
Costumer value marketing; this creates the values in the company and its products to the customers. Creating the value within the products increases the chance of business success and it reduces the offers and low costs of products (Maryville,2021). Which then lead costumers to buy more even if they pay more as long as there is a good quality of value in the market. 
Innovative marketing; sustainable marketing grows by improving its products, and offers whilst attempting to find innovative ways to satisfy customers needs (bhasin,2021). Its important for the market to produce and create new products to gain customers expectations. Innovation is not just by creating new products, it includes the change of the package, type of product, flavour as well as offering reasonable cost and decrease it when buying more the one item.  For example, coca cola did not change the flavour of it since it has been created but, they changed the advertisement strategies to make it more exciting for the costumers to spend their money on. However, this helped them to get more sales and profit (2021). 
Sense of mission marketing; this states the organisations mission in the way that it has a broader social context more than focusing just o product orientation. Societal marketing; this creates the interests of costumers and social repetition. This is because it becomes productive and provides solutions for costumers more than investing the money (2021).
Sustainability policies of ASDA supermarket and how it impact customers
Asda approach to sustainability in being provided with the offers and saving people money and it is based on the belief to protect the environment (bhasin,2021). They aim to reduce the environmental impact of operations, goods and services and suppliers that is made of. 
Plastics and packaging; is important for products to keep its quality and safety (2021). Asda make sure to use great packaging for its food to taste and stay for loner duration without being damaged and this is to protect the food hygiene as well.
Water; Asda have reduced the initiates of water in all the stores by 30 percentage. To have a specific policy for using water for the future and use it for the right place to promote efficiency.
Waste; Asda attempt to met the policy of recycling reusing fixtures, donating clothes and creating energy from waste to make it as useful as possible (2021). 
Value; Asda market commit to provide the most reasonable value for customers and saving their money to enable them to shop more sustainably. 
However, Asda aim to prevent and reduce the environmental impact to prevent customers and follow policies that help them to achieve their goals. Despite, there are sustainable policies that is very important for markets to promote (2021). Sustainability policies defines commitment towards ethical and environmental practices within the organisation. Therefore, there are various of policies and aspects of the organisation that needs to be handled appropriately to keep the relation with the customers (2021). To avoid the impact of the customers, the market need to improve its standing with the stakeholders, as well as creating a better reputation with environmentally conscious customers, streamlining business process, initiating less wate and using less energy (bhasin,2021). Asda supermarket has most of the sustainability legislations and policies that is followed correctly by their team but, it is essential to keep in mind to gain customers satisfaction and perspectives as well as meting their needs (Maryville,2021). To avoid the impact of the customers, organisations must have their customers and consumers prioritized to be able to manage the productiveness of the market successfully. Customer experience enhance market efficiency and build sustainable organisation and achievable targets and profits. 
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                             Quality and its components 
Quality product and services that is provided to the customers is the main part of business function and productiveness. Quality is to ensure and met the minimum standard that is required to satisfy customers needs (Quality management archives,2021). High performance of quality is to provide a high standard quality product to enable good customer services is valuable and can be lead to increase sales. Quality is the main key of successful in any business industry that can attract and retain happy and loyal customers that build an excellent reputation of the organisation (Quality management archives ,2021). However lack of excellent reputation and poor quality can result to loss of profit and sales, less consumers, bad experience  and losing market share quicker. 

There are four main components of quality management, which I will discuss and identify its importance.
Quality planning; this determines the quality standard that are essential and provide guidance on how to perform on the project quality management for stakeholders (process street ,2021). This involves, roles and responsibilities concerned with quality, stakeholders expectations, applicable internal and external standards, success criteria which define acceptable tolerance of achievement of objectives and how continuous improvements can be dealt with enable the process of adjustments to prove unsatisfaction (Quality management archives,2021). 
Quality assurance; covers the key tools and ways in which quality assurance can be conducted. This provides assurance for monitoring the project according the process and plans. It captures lessons taught, measures effectiveness of agreed process and plans. It also identifies areas where there is a lack of compliance and opportunities for future improvements (Quality,2021). 
Quality control; consist of inspection, testing and quality measurement to corroborate the project and received specifications. Quality control check whether any product met its specifications and if. Techniques of inspection control varies and it can be involved to check cause and effects such as, this technique helps to develop concept of how certain causes and  can lead to effects and consequences of a project (2021). This support and enable the project to control any adjustments and perform configuration management. 
Continuous improvement; continuous systematic approach to quality management initiates steady growth and improvements to keep the company focused on its goals and priorities as well as its role to perform at the best standard to reach customers satisfaction (Quality management archives,2021). 



Quality models/theories that assist in improving the customer relationship management of an organisation
The Deming model of theory is a continuous cycle quality improvement model which discuss a logical sequence, it consist of four key strategies; plan, do, study and act. Demings cycle of four stage approach to continuous improvement focus on discussing these four improvement stages and how we can implement each strategy to build a continuously improvement process of a business  (2021). 
Plan; this identifies the understanding and setting goals on what the organisation want to achieve. This involves dealing with business process as well as predicting clear future intention to improve the quality of managing the business and the process as a whole (Demings model,2021). However, this stage aim to plan on how the organisation can attempt to improve outcomes and specific investigation of knowledge of the concept of the business. This typical plan helps to assist in improving the process of the organisation as it provide us the ability to know the ethical issues and sustainability difficulties that might be wrong with the products itself and services (2021). In addition, being able to know what is not working properly, what impact the organisation to perform, how we can attempt to manage the policies and what needs to be done to improve it further to avoid any issue occur in the future (Demings model,2021). 
Do; this helps to start with small scale testing, implementing interactive adjustments to conductions to test variables and making it easier for the organisation to document every step to identify any upcoming consequences and preventing it before anything happens (Demings model,2021). 
Study; this stage outlines whether the outcomes match the organisation’s predictions and thoughts. 
Act; at this final cycle stage, the organisation implement its recommendations variables, track the standard of performance and date over the time and providing the company documents to improve internal theory (Demings model,2021). 
  Juran’s cycle                                  V&S                                        Deming’s cycle
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The Juran’s trilogy is an improvement cycle which aim to reduce the cost of poor quality by managing and producing a plan of quality process and product. The Joran’s trilogy focus on ways of thinking about quality and how it functions within all levels, products and services (The Juran Trilogy,2021. This model underlines the concepts of three managing quality process; quality planning, quality control and quality improvement. 
Quality planning; this stage covers identifying who are the customers and what are their needs. This provide the organisation the ability to identify its requirements such as products, process, service, system and how to develop it to meet customers needs (The Juran Trilogy,2021). 
Quality control; this determines business measurement, what needs to be done and what process to work and set for performance goals. 
Quality improvement; this involves fixing and repairing what is broken and any actions that needs to be done to achieve a high standard of service and customer satisfaction (The Juran Model,2021). 
Juran’s  model aim to improve organisational performance, develop a culture of excellence and a quality of mindset. It is focusing on building customer relationship management process and determining what needs to be improved for future actions (The Juran Trilogy,2021). When the organisation prioritise customers and meet their needs, every aspect of the company produce better standard performance. This can then lead to customers satisfaction, maintain a good reputation, increase profitability and sales which then helps to promote the organisation achieve its goals and become more successful. However, in Demings model there are variety of strategies that match Juran’s model to improvement. Both focus on how to improve the business process and the way we need to deal with issues that occur and how ton prevent them to avoid any barriers facing organisation success (Demings Model,2021). In contrast, Demings  model aim to provide continuous improvement for the business when in Juran’s model it focus more on how to gain customers satisfaction and met their needs to be able to improve later (The Juran Trilogy,2021). Therefore, it is important for the organisation to build a relationship with customers to increase opportunities of success. Business need to met customers needs as well as improving its product and service at the same time. This develop customer relationship management and benefit the organisation (2021). 
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                                         Conclusion 
Customer relationship management improves the customers overall experience through the ability to manage direct interactions better, from sales to customer service and marketing. Customer relationship management system helps to maintain relationships with clients, prioritise, organise, categorise and monitor contacts with consumers (CRM,2021). However, there are ethical and sustainability policies that needs to be met within the customer relationship management (Quality management archives,2021). Sustainability and ethical issues can increase by customer complaint when there are some bad experiences, lack of efficiency and low performance. It is important to manage products, follow policies and regulation, direct employees to work to meet customers needs, and continue improving the organisation to produce the best quality management (2021). 


                                         Recommendations 
In the business marketing, stakeholders always need to have a high standard of performance to be able to be committed and motivate customers in various ways. This involves making their responsibilities wider to gain the most profitability and a good reputation of the company (CRM,2021). Its essential to improve products and service, increase sustainability policies, discuss ethical issues to increase honesty, respect, transparency etc. The more the market produce to customers the better result there will be (2021). Being able to make relationship with customers means to build a successful, improved quality and increased level of performance of the market provider. Customer experience impact the market either negatively or positively. It is business role to engage customers, meet their needs and provide high quality products (CRM,2021). 
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