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Executive Summary
The reporter has been assigned to produce a report into the ‘benefits of engaging in ethical trading and building sustainable resources to the customer relationship’ by the Marketing and Operations Directors of ASDA. This report highlights ethical behavior, the attitude to environmental sustainability and the consequences it has on the key Asda stakeholders. Asda wants to provide the customers with the best quality at the lowest prices, optimal customer services and firmly believes in helping the local communities and safeguarding the environment. The aim of the report is to enlighten the directors to the organization’s shortcomings, the changes and improvements that are crucial to maintain excellent customer relations and keep the company attractive and competitive.
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A brief history of Asda
As Asda is the principal organization of the investigation in this report, a brief history of it will enlighten the reader. Asda is a British supermarket company, which specializes in the sales of fresh food, fruits and grocery. The company also provides a great retail blend of clothes, home, leisure and mobile phones products. The company was formed in 1949 by the Asquith family merging with Associated Dairies company (Asda 2020). The name ASDA is derived from the AS from Asquith and DA from Dairies.
In the 1960’s Britain had hugely recovered from the effects of World War Two and the rationing era and the economy was booming. Peter Asquith, one of the co-owners of Asda, analyzed more people were in employment, had money to spend, were optimistic and needed good shops to do their shopping. Eureka, in 1965 the first ASDA store opens in Castleford, Yorkshire to meet the customers’ demands. They become very successful and many stores were opened in different cities and towns in Britain.
In 1999, Asda was greatly reinforced and revitalized by the sudden take-over by the Walmart family from America. Their support propelled them into one of the largest retailers in Britain.
Building good customer relationships
The purpose of business is to create customers and retain them (Drucker). The need for customers is crucial for a business to operate successfully. The success is dependent on the company’s ability to build a good relationship with their clients. The implementation of two essential components, ethics and sustainability contribute to forging this association. Ethics in business is how the management implement its principles in conducting its daily business and duties to the acceptable levels of customers, the regulators and societal expectations.
Sustainability is about the organization’s views, actions and compliance with regulations, to maintain its competitive interests and the concerns and the preservation of the environment.
For this relationship to flourish, it relies on trust, satisfaction and loyalty. It is vital to preserve this correlation and in order to maintain this Customer Relationship Management (CRM) helps immensely.


Ethics
Ethics are virtuous ideals that dictates a person’s conduct, etiquette or how they operate a venture or business (Baron, 2006). Ethics is derived from the Greek word ethos, which means the characteristics determined by custom, character, temperament, habit or era. Some components that dictate ethics are philosophies, cultures and religions.
For example, if conducting a business deal with a Chinese organization, never try to impose western culture or standards, as this is interpreted as implying their culture and methods are inferior (BBC 2014). The reporter has experienced, when a male formally meets a female in Bangladesh, never attempt to shake hands, unless the lady offers her hand first.
An ethical business adopts the principles of respect, fairness and practices them effectively, displaying concerns for the people that may be affected by the actions of the company.  When ethical dilemmas arise, individuals in an organization are expected to display moral behaviour. The management need to establish some principles that can be incorporated into businesses to practice ethically (Mullins, 1996). Some factors that will provide codes of ethics are as subsequent:
1. Honesty- Conduct all the business transactions and interactions truthfully. For example, the Asda accounts department recording their takings fairly and paying the government taxes correctly.
2. Integrity - Uphold one’s belief under pressure and being brave in the face of adversity. Asda was accused of unfair practice in the procurement of palm oil. It remained strong and boycotted the purchasing of palm oil from Indonesia and Sumatra.
3. Trustworthy - Executives or managers honouring their promises or contractual obligations. Supplying the correct information. Asda paying their suppliers and employees on time.
4. Loyalty - Dedicated to the company’s cause. Maintain friendship at difficult times and display support when required.  Maintain confidentiality and always put the company’s interest foremost. At Asda loyal people are committed to the organization for the long term and maintain high working standards.
5. Fairness - The company executives and managers should practice justly in their business transactions, treat everyone equally, tolerant and acceptance of different cultures and religions. Asda has a policy to treat staff and customers fairly and display concerns for the environment. This promotes ethical behaviour and dispels any fears.
6. Law Abiding - Ethical companies conduct business by abiding by the laws, rules and regulations. Asda obeys employment, health and safety laws and trading standards rules.
7. Committed to Provide the best- The company provides the optimal service and excellent product quality. Asda achieves this by ensuring the employees perform proficiently, maintaining high food health standards and safety practices.
8. Accountability - People should be responsible for their actions and motives. At Asda the executives and employees must accept and display a sense of responsibility when things are not up to the expected standards and positively address the problem or situation.
Sustainability
Sustainability is the action of human beings to keep the ecological system in balance. In the commercial world, it is the organizations’ endeavors to protect and minimizing the damage and disruptions to nature and the environment and helping the people who dwell in the surroundings.
From the beginning of the industrial revolution, there has been a massive development in technology, production, farming and in how people work. It has greatly enhanced the world of commerce, manufacturing and society, but it has hugely impacted the natural resources and the surroundings.
All this has contributed to global warming, the deterioration of many habitats, natural resources, poverty and many other green issues.
The general perceptions of ‘green issues’ are all human and commercial gains should offset   the direct or indirect loss or degeneration of the environment (www.wbcsd.org.). This means to achieve sustainability mankind should change the ways it utilizes natural resources to create products and support to replace or stabilize the environment burden (Ehrlich and Commoner, 1997).
Organizations effectively cannot operate organically, but most are taking positive strides to address some environmental issues. Some are discussed as below:
Helping to grow more trees and plants. Green spaces, such as parks, forests and lakes are vital to urban places for its natural benefits.
 The utilization of solar and wind energy is less taxing on the earth’s resources. These have very low emissions and are very earth-friendly, according to the International Renewable Energy Agency. 
Crop Rotation is the way of alternatively growing different crops on the same land. This practice of farming concentrates on being chemical-free, to protect the soil and maintain long term production (Painter 2019).
Other common practices include recycling materials, managing waste disposal, reducing plastic packaging and usage of plastic bags, lowering energy- consumption, reducing transport-related energy and emission pollution
[bookmark: _Hlk34748362]An Analysis of Asda’s Ethical Stance
The Asda management has a policy that all employees are treated equally.  The recruiting of staff and the developing of their skills, regardless of their gender, background or ethnicity.  The commitment to maintaining an inclusive culture is a fundamental business value of Asda.
The managers have a duty to ensure people from different backgrounds are respected and permitted to work without fear or intimidation. This form of management influences people to foster tolerance and unity and helps to form a strong bond between co-workers.
It ensures basic facilities, like toilets, canteens and a space especially designed for employees to perform prayers are provided.
In the last few years Asda has contributed greatly to the local communities. They have improved their relationships with the local community and worked in tandem to raise funds for charities.
Asda and other supermarkets’ aim is to reduce food wastage. The researcher has witnessed them donating surplus food to the impoverished people in his hometown of Coventry.
They all strive to provide good quality, fair prices and sustainable products.  The organizations try to encourage customers to adopt a healthy lifestyle, thus providing them with better options a of organic foods and reduced sugar products.
Asda was very active in initiating a charge for carrier bags. This has considerably reduced the usage and wastage of plastic bags. Asda is implementing certain sustainable measures to reduce the impact of its undertakings on the environment.
Asda is a member of the Ethical Trading Initiative (ETI). It supports the Fairtrade Foundation. Asda tries it best to ensure farmers and workers involved in the primary production are allowed good working conditions and paid fairly (Ethical Trade 2011). 
However, there are certain areas the organization needs to review and improve on:
The organisations utilise a lot of a plastic products such as plastic water bottles, containers, bags and packaging. The disposal of these are of grave concern, as they are major plastic pollutants, which is very damaging for the environment. This dilemma and the supermarkets inefficiencies were highlighted and broadcasted in a documentary by Anita Rani (BBC, 2018). Since shaming them, the organizations have agreed to utilise more ethical sources, increase awareness and strive to minimize plastic pollution. This has hastened them to act and displays that the organizations are making a mutual stance in caring about the environment.
In the retail trade, the selling of alcohol and tobacco products has a high profit margin. The management must ensure it does not sell alcohol or cigarettes to under-age people. It must refrain from the greed, to over-sell the products to consumers for extra profits over health matters.
Ensure bleach and product containing corrosive substances are sold in small volumes and packed properly.
Respect for the people, improving its human rights record, more care for the environment, practising better safety methods and paying the correct taxes will improve Asda’s ethical reputation and enhance the company’s image.


The Value of Customer Experience
The value of customer experience is highly regarded by business organizations and is on par with quality as the most important components in marketing (Klaus and Maklan 2013). Customer experience is how the customer regards their shopping experience, interactions with the organization, satisfaction level and their outlook of the company’s brand and services rendered.
It is essential for a company to be customer centric. This means the organization giving importance to the customers as being central to its success and probably to its survival. Consumers are willing to pay a price for the special customer experience (PWC 2018). The feeling of great customer-satisfaction generates excellent customer engagement.
Customers create an affiliation to a certain brand, because they are emotionally attached to it (Hollebeek 2011). This means customers are willing to shop at a certain shop or buy specific branded goods, if their expectations are met and they have acquired a joyous feeling. Businesses are greatly seeking customer involvement and engagement with their brands or organizations.
However, the modern marketing concepts challenges organizations to balance the way they operate. According to a survey commissioned by Fairtrade International, it found consumers are very much concerned about sustainability, fair practices and the apportion of money (Wal and Scheele 2015). Some of their findings are shown below:
1. 75% of consumers demanded proper food labeling, ingredients and stating country of origin.
2. 62% called for companies to have ethical values and practice it genuinely.
3. 61% demanded companies to disclose their approach to protect worker’s human rights.
4. 37% of people demanded environmentally grown production and recyclable packaging.
5. Surprisingly only 33% voted for paying employees a fair living wage.
6. 30% pressed for ensuring animals are not harmed to produce goods.
As consumers habits are changing, businesses such as Asda, Tesco and others need to revise their approach. They should not just concentrate on their own companies but evaluate the supply chain and ensure they are complying to their regulations and being fair to the workers involved in the whole process.
 Asda is selling some Fairtrade products such as bananas and coffee, few organic goods like mushrooms and vine tomatoes. It states few products as responsibly resourced, such as salmon and cocoa.
However, Asda needs to address many issues and improve them to reassure customers they are trading fairly and with care. Asda must improve their attitudes and approach to human rights, ensure the people who grow the products or are involved in the initial production process are not exploited and are not made to work in unsafe working conditions.
29% of people are more inclined to shop with retailers who are practicing more ethically and instilling sustainability measures (Bearne 2018). If the business operators support their claims of transparency and sustainability to a satisfactory level, this will instill trust and make the company more attractive. It is a great opportunity for organizations to retain and attract new customers.
Asda, Morrisons, Sainsbury’s, Tesco and other businesses need to adopt these mantras wholeheartedly. The implementation of the above components by them, will vastly enhance the customer’s interactions and shopping experience.
It will help Asda’s mission is to be Britain’s best value retailer exceeding customer needs always (Asda 2020).


Customer Relationship Management (CRM)
CRM is a system of analyzing data of customer engagement, by using various customer touchpoints and interactions to understand more about customers’ needs and behaviors. This will enable businesses to establish a strong and long-term relationship with them. CRM, relies on information technology and utilizes software to aid organizations to have access to customers details, needs, habits and status. This information helps businesses to streamline how they operate and provide excellent services, sell more products, increase profitability and grow more customer loyalty (Johnston et al. 2013).

[bookmark: _Toc34941288][bookmark: _Toc34941652]Figure 1: Customer Touchpoints (Paul 2013).










Some critics of CRM point out that the system does not directly help customers. It is utilized by executives to manage their businesses more efficiently. It does not replace customer services, is unable to solve customers’ problems or queries. The best way for CRM to function effectively is to work in tandem with its customer services department (Lohrey 2019).

[bookmark: _Hlk34748483]Quality
All customers buy goods or services expecting them to be of good quality. This means, when they purchase a product or receive a service, they expect it to be in excellent condition and of a high standard. All organisations recognise quality as a vital factor in customer satisfaction. Providing high-quality products or services can give Asda a substantial market edge. In doing so, it offers the Asda organisation many benefits and rewards. The supplying of good quality reduces the costs of amendments, waste, complaints, returns and refunds. By maintaining the quality standards, it creates customer satisfaction and boosts the company’s performance and profitability.
Probably the best definition of quality is ‘consistent conformance to customer’s expectations’ (Slack et al. 2013). Previous experiences, knowledge and history influence the customers’ expectations (Parasuraman et al. 1985).
The subsequent diagram effectively illustrates the excellence of quality and its benefits:
[bookmark: _Toc34941653]Figure 17.2: Improved Quality (Slack et al. 2013)










As human beings, customers have differing perspectives to services and products. Whereas one person may prefer a cotton shirt because of its natural fabric and comfort, whereas another may want a mixed fabric shirt due to it looking smarter and easier to iron. The investigator, having a long association with the restaurant business recalls some diners are satisfied with just having good food, others food and service and the more discerning customers demand a perfect blend of high quality, excellent service, beautiful decors and relaxing ambience.
The customer’s view of quality is what they consider the merchandise or service should be. The organisation’s view of quality is attempting to meet the customers’ expectations. It is creating a balance and fusing the two views of quality, as the competence between customers’ expectations and the assumption of aptness of the service or product. If the customer is satisfied, then the organisation can deem this as meeting the customer’s demands.
[bookmark: _Hlk34748512]Total Quality Management (TQM)
Total Quality Management (TQM) is the on-going process of detecting, decreasing or erasing errors in manufacturing (Boaden 1997). TQM is an eternal effort by the management and employees of an organisation to establish and secure long-term customer satisfaction and loyalty. To attract a customer to come to your premises or organisation rather than your competitors, you need to offer something different and better. The business operators need to accentuate the importance of quality as to convince the customer that their brand is superior to the competitors’. This theory focuses on the quality matter over quantity (Parasuraman et al. 1991).
Three Americans’ by the name of Deming, Juran and Feigenbaum were invited by the Japanese government in the 1940’s to help them to improve the quality of their productions. They developed the theory of quality management. They further improved the concept of quality of products to include quality of all aspects within the organisation (Imai 1986).
In the 1980’s after further enhancements made by the Americans’, it became known as Total Quality Management. In Europe it is widely known as the Business Excellence Model.
As mentioned previously quality is satisfying the customer’s expectations, TQM could be referred to as ‘Customer-Centricity’. This focuses on the customers’ needs, their perceptions and preferences.
In order to function effectively, the acknowledgement and commitment to quality should involve the entire organisation. Every department and person should work in harmony, as every person’s input and every activity affects and thus is affected by others (Kaynak 2003).
[bookmark: _Hlk34748575]The ISO 9000
The ISO 9000 series is a classification model specified by the International Organization for Standardization (ISO), situated in Geneva, Switzerland. This has been upgraded by the 9001 version. It is a model that establishes the essential needs for a quality management system, which may be operated by any institution, without pertaining to its size, or it being a private or public sector establishment. This method sets the modus operandi, standards and attributes of the management control system that regulates the organization (Slack et al. 2013).
[bookmark: _Hlk34748597]A Short Case Study
A great example of an organisation focusing on quality over service is Tea and Sympathy, a British restaurant and cafe in New York (Mechling 2002). They have two policies that ‘Everyone is treated in the same way’ and ‘we don’t take any crap.’ Nicky Perry one of the co-owners has a tough stance on how they treat customers. On the back of the menu there are certain rules printed which the customers must adhere to. All the staff are trained to apply the rules stringently. If any consumers strongly complain they are evicted from the premises, regardless of who they are. Despite a lack of service, the restaurant is always packed with customers because they provide excellent food and a proper cup of English tea. Quality is Tea and Sympathy’s prime commitment; service is secondary and in business sympathy is non-existent. The management supervises and delegates to ensure that high quality is delivered, and the company’s no-nonsense policy is maintained. This shows that customers are willing to sacrifice good service in favour of receiving the best quality product or food.
The case of Tea and Sympathy reinforces the fact, that quality is vital to satisfying the customers and retaining their loyalty. This justifies and allows the operators to charge and maintain higher prices.


[bookmark: _Hlk34748627]Three Quality Models

Juran’s Theories of Quality
Dr Joseph M Juran was a management consultant and an expert on quality management.
Juran's concepts created three processes to support Strategic Quality Management.
[bookmark: _Hlk34748728][image: ]Juran's Quality Trilogy:





(i) quality planning - creating innovative features to meet the customer’s requirements.
(ii) quality control - by a form of inspection ensuring the process is in place properly and it fulfils the specifications and metrics.
(iii) quality improvement – a process is never perfect, it is the operator’s responsibility to check and identify where refinements need to be made, formulate a method to rectify, implement and achieve the desired improvements.
All three processes are inter-connected, influence one another and greatly help to achieve the Quality Management purpose (www.whatissixsigma.net).
	The application of Juran’s methods will help Asda to be more quality focused and enable them to deliver excellent products.


Deming’s Model
[image: ]
William Edwards Deming was a statistician and philosopher. Deming’s philosophy was not just about enhancing processes, but to focus on improving the entire organization.
The framework consists of four vital stages, Plan, Do, Act and Check (PDAC).  It should essentially have a system in place, practising continuous quality improvements, lowering or eliminating any defects in the bud and maintaining high levels of quality consistency.
Planning- Instilling a form of improvement method from the commencement. Analyse, understand one’s business better and be prepared for the future.
Do- Execute the plan steadily and in an assured manner, reviewing the results, if required, making any necessary adjustments.
Act- Ensure it is up to a high standard, if not take the necessary action to improve on the shortcomings.
Check- Monitoring is essential to ensure everything is running accordingly and smoothly.
Deming deemed seven practices as the seven deadly diseases, which needed to be avoided to provide excellent quality. In essence he mentioned, best to have long term objectives, be consistent, avoid appraisals and instead encourage employees as this will empower them, focus on customer satisfaction and avoid unnecessary expenses.
To counteract the Seven Deadly Diseases and enable organizations to survive and prosper in the long term, Deming formulated 14 quality points. Some of the fundamental points are shown, subsequently:
1. Create a constant purpose – Consistently focus on improving and maintaining the quality for the long-term.

2. Adopt the new philosophy – Apply the new ideologies effectively. Do not relent to rivals’ pressures, satisfy the customers by catering to their requirements.
3. Implement leadership – Good leaders need to provide the resources, empower the subordinates to strive for the best and achieve the company goals.
4. Implement education and self-improvement – As times and technologies changes, the need for adaptability is vital to meet the new challenges. Training and improving the workers skills is almost compulsory (Mindtools 2019).
Interestingly, Deming’s philosophy was developed from his mathematics skills and observation. Asda executives need to bear this in mind and seek what the people require from the organization and deliver their demands, utilising the resources to their optimum level.
[bookmark: _Hlk34748890]Ishikawa’s model
Dr. Ishikawa believed that, it required the total system working in unison to achieve high quality.  The company, the prowess of the management, after sales care and the all personnel involved. He strongly believed that all those components needed to be present to accomplish something which would have a mechanical effect:
1. Cost is reduced – Getting it right the first time saves the cost of amendments.
2. Reliability of goods is improved – with less complaints received; it will enhance the value of the products.
3. Production is increased – with more time to focus on work, it allows to increase the output.
4. Sales market is increased – having more goods available, will allow to meet customers’ demands.
5. Company reputation is enhanced and more and better contracts received, this will boost the company’s profitability (Quality Gurus 2018).
In relation to Ishikawa’s theory Asda has to ensure it works harmoniously with all the stakeholders to maintain high quality and smooth functioning. 

The 4 Main Supermarkets Ethical Comparison Table
	
	ASDA
	Morrisons
	Sainsbury’s
	Tesco

	Ethical Company Index Score
	54%
	64%
	71%
	54%

	Ethical Summary

	Environment
	Good: Environmental Report, Organic and Nuclear Power
Average: Genetic Modification
	Good: Environmental Report and Nuclear Power
Average: Genetic Modification
Poor: Organic
	Good: Environmental Report, Organic and Nuclear Power
Average: Genetic Modification
	Good: Environmental Report, Organic and Nuclear Power
Average: Genetic Modification

	Animal
	Good: Animal Welfare and Vegetarian/Vegan
	Good: Vegetarian/Vegan
Poor: Animal Welfare
	Good: Animal Welfare and Vegetarian/Vegan
	Good: Vegetarian/Vegan
Poor: Animal Welfare

	People
	Good: Fairtrade
Average: Armaments
Poor: Political Donations and Human Rights
	Good: Fairtrade, Armaments and Political Donations
Poor: Human Rights
	Good: Fairtrade, Armaments and Political Donations
Poor: Human Rights
	Good: Armaments and Fairtrade
Average: Political Donations
Poor: Human Rights

	Others
	Average: Ethical Accreditation
Poor: Other Criticisms
	Good: Other Criticisms
Average: Ethical Accreditation
	Good: Other Criticisms
Average: Ethical Accreditation
	Average: Ethical Accreditation
Poor: Other Criticisms


(The Good Shopping Guide 2019)


A SWOT Analysis of ASDA
A SWOT Analysis is a method applied to evaluate the Strengths, Weaknesses, Opportunities and Threats by an organization. This strategy helps to achieve the company goals, improve performances and allows the business to function smoothly.  Based on the report, ASDA’S SWOT Analysis, reads like the products they offer, some of premium quality, some own brands and some cheap and inferior ones.
	Strengths
14.8% of market share (McKevitt 2020). Provides quality products (Retailer of the year in 2019). Received good environmental, Fairtrade, animal welfare and organic products reports. Managing to have the lowest prices for products compared to their level of competitors.
	Weaknesses
Asda has received some negative press over the years. For example, poor relations with suppliers, poor human rights and workers’ rights. Paying less taxes by using controversial tax avoidance schemes. In collaboration with other major supermarkets, the price fixing of certain products.

No express shops and very limited global presence.




	Opportunities
Build good supplier relationship, by showing some empathy to people will enhance the company image. 
Scope to invest into new sectors like electrical, pharmaceutical and health products. Venture into other countries and expand the Asda brand.
With so many High Street shops available, Asda can increase its business by acquiring smaller shops. Upgrade the technology to enhance online services.
	Threats
The competition from its rivals, such as Morrisons, Sainsbury’s and Tesco. The price war, rivals reducing prices impacts Asda’s revenues and prompts them to lower some of their prices. 
The emergence of new suppliers are a threat to online shopping.







Conclusion
Passionate leaders will always focus on the organizations’ causes. They will instate a positive working culture, setting a friendly environment and inspiring employees to perform at their optimum level (Gross 2009). The managers adopting these positive ethics will greatly influence the attitudes in which people and groups interact with each other, customers and stakeholders (Schrodt 2002). This form of positive management at the Asda organization will galvanise the employees and stimulate them stay loyal to the company’s cause and development, which are crucial to the success of modern businesses and organisations.
Post-analysis, it can be firmly stated leadership and organisational culture influence each other. Providing the business operators and employees with the requisite tools and supporting them will breed confidence and inspire them to achieve superior quality, excellent performances and superb products. The implementation of an ethical approach will help to diminish inequalities, inefficiencies and prevent injuries to the environment. This will inspire and empower the next generation to learn, earn and advance. In business and life, diligence and honesty are the best policies.


Recommendations to Further Enhance ASDA
The Asda company has received many negative reports into their approach to human rights. The organization needs to appoint wholehearted leaders and train special teams to improve this sensitive issue. The company needs to implement methods to develop and enhance the skills of the workforce.
Most Asda workers feel there are limited scope for promotions or opportunities for training or receiving positive feedbacks from the employers. The policies should be reviewed and integrated into the organisation to implement these values more effectively.
The organisation leaders must train new employees effectively to conform   to the company’s functioning methods. This will allow them to be on the same standards as their co-workers (Snell and Bohlander 2007). Provide further training to managers to update their knowledge on ethics, sustainability, CRM and any new legislations.
The establishments implementing some of their service marketing strategies will immensely boost performances, product quality, services and customer satisfaction. It is best for the organizations to be employee orientated. It is creating a positive working environment and supporting the employees to accomplish the tasks to a high specification. This will give the management and employees an impetus to consider the ethical and sustainability aspects when performing the business operations. This will empower the workforce and benefit the organization.
It is wonderful to provide positive feedback; it is endearing as this encourages and enhances self-esteem. Positive feedback motivates employees and encourages them to surpass the standard requirements. (Cleveland, Murphy and Williams, 1989).
[bookmark: _GoBack]A progressive organisation has a reward policy, which recognises the employees’ efforts and attainments. It is one of the vital factors in motivating employees and for them to strive to give optimal performances, (Baron and Armstrong, 2007).
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