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INTRODUCTION

In this report I will be researching into quality management for a retail supermarket, also I will be focusing on ethical policies and dilemmas within a retail organisation, I will report on how supermarkets can deal with issues and also improve their knowledge and also spread that knowledge amongst employees in all levels
“The retail sector directly influences the quality of human life by bridging the gap among manufacturing firms and consumers” Kumar, A., Singh, R.K. and Modgil, S., 2020
Also I will research and write on how these policies affect customer relations and the customers experience when using a retail supermarket, what issues customers face when using an outlet, how their experience can be made better 
I’ll also be speaking deeply on the Deming cycle which is a model created for business owners and management to help improve their knowledge on how a business can be prepared for success by planning ahead, foreseeing the problems that may arise
And then I’ll analyse the 14 steps of Crosby which is a model created to help businesses create a step by step procedure that has the end goal of achieving complete quality perfection  
“It has been implied that the present quality revolution through the process of ‘Total Quality Management’ has created the ‘Second Industrial Revolution’ for the survival of the fittest” Kanji, G.K., 1990
Following all my findings I shall end with a conclusion and recommendations




ETHICAL POLICIES OF A RETAIL SUPERMARKET AND HOW IT IMPACTS ON CUSTOMER EXPERIENCE

“A U. S. Department of Justice report on the ethical use of information technology in education describes what the authors term "psychological distance". When we interact with others” Melé, D., Debeljuh, P. and Arruda, M.C, 2006

A. what ethics is and its components

Ethics is a tool that helps us create the difference between a good decisions and bad, ethics is the branch of philosophy that asks the practical question, what should we do? This leads to the study things such as values, principles, beliefs and norms, these are the things that shapes our choices. Ethics asks us, how should we live? What choices should we make? And what makes our life worth living? It tries to help us define the conditions of a good choice, and then figure out which of our available options are the best one. 

COMPONENTS

· RESPECT – this is to be true to one’s own beliefs and way of conducting yourself, also this means to respect others and your surroundings, in a business environment its important to respect and teach respect of others, even if you are unhappy with someone, you must always criticize and help whilst keeping this value as a priority, also when hiring people for your business you must emphasize on how your company has zero tolerance to a lack of respect and the correct attitude towards others, in a place of business it is vital to acquire personnel who understand and share this sense of ethic, because if they don’t, this will ultimately harm the business as customers, vendors and colleagues will be happy, so try to teach people the important of this, but if one fails to understand or accept this code of conduct, you must let them go and begin rebuilding relations. 

· HONOUR – In order to have good ethics, you need good people. Plus, good people are great ambassadors for doing things right. Pay special attention to the best performers in your organization. Companies recognize top achievers and producers, in a working environment, sometimes this is seen as being unimportant, but having honour will always ensure you are making the correct decision both for the business and for each person’s human rights, however, at times there might be a conflict as to what’s correct for the business and what’s morally right for an employee or customer, in this situation one must do what’s right for the company whilst trying to keep as much of a honourable approach.

· INTEGRITY – in regards to this, it is the same values parents teach their children, be honest, do not lie or cheat anyone, be true to your promises and your word, if you make a mistake be honest and own up to it, also treat people in the same ways you’d expect to be treated. In a company environment be sure to hire people who possess this ethic, as if you have people who do not, then this will cause issues with not only other staff, but also with customers and suppliers, this will then fall on yourself as you have chosen this person to represent you and the company.

· CONSUMER PRIORITY – this means to always keep the satisfaction of the customer at the top of the list, you must always make sure the customer leaves your place of business happy, this is important to remember when dealing with difficult customers as its also key to keep them happy so they come back to your business, so always keep consumer priority in mind and be sure not to have any ulterior agenda

· RESULTS FOCUSED – in any walk of life, we all want to see and produce results, this is no different in a business or work environment, results is also a part of ethic practice, because without results a business simply will not survive, however it is also important to get results in the correct manner, without compromising any of the other ethics

· TAKING RISKS – risk raking is a pivotal part of becoming successful, seldom do you see a company which is thriving, that didn’t take risks, in fact almost every business that you see comes at a crossroads in time, where they must decide whether to take the risk or not and while there is always cons in taking a decision which has risk attached to it, if it pays off then the outcome of going for it might be life changing

· DESIRE – great successful companies are filled with people who are passionate about their work and craft, simply having a business full of people there to only work so they can pay the bills won’t cut it, it’s important to surround your business with people who are passionate about what they do, this not only brings out the best in each individual, but also inspires those around them to be better.

· CONSISTENCY – consistency in a business setting is another important attribute, many successful businesses did not fly to success immediately, rather it took time, patience and persistence, slowly but steadily acquiring the correct personnel and also building customer relations by providing the best service possible, then your business will become more popular by word of mouth and reviews

“Regardless of size, have a formal written code of ethics, large firms are more likely to employ an ombudsperson to handle ethical concerns and to have a network confidentiality policy” Reichert, A.K, Webb, M.S. and Thomas, E.G, 2000




Ethical policies are in every company and businesses, mostly these are good and for the better of the company, customers and also as an economic sense, however some policies affects customers negatively, in this I will explore both the pros and cons of ethical policies.
Upon doing my research, I have found that the advantages of ethical policies are more than the disadvantages, below are the positives, after will be the disadvantages 

ADVANTAGES

· Employee happiness 
Naturally, employees will be happier in an environment where ethical standards are high and valued, because nobody would prefer to work in a place where there are little or no ethical standards

· Appeal to more shareholders
Potential shareholders will always look out for companies that are pro ethical standards, this not only protects their investment, but also protects their image as the company represents them and what they value

· Improvement for society
Another pro of having ethical policies is the improvement it contributes towards society, this is many things, one of which is to use their own sources to produce everyday necessities such as, paper, cards and receipts. Not only does this help reduce the company’s cost significantly, but also helps the economy and the company can proudly say they are eco friendly

“Values and ethics are integral components in human services. Policy makers and administrators have formidable responsibilities insuring delivery of high quality services to those in need” Caputo, R.K., 1992

DISADVANTAGES

· Time & effort to learn
learning the correct standard and code of ethics can be time consuming, particularly if a company is new to it, first the shareholders must acquire people who are experts in this field, be taught, then hire those same experts to pass that knowledge onto the company’s managers and supervisors and finally the latter can educate the staff 

“We attempt to avoid or mitigate such conflict by articulating general moral and political principles, and developing the virtues of acting on those principles” Rorty, A.O,1992



SUSTAINABILITY POLICIES OF A RETAIL SUPERMARKET AND HOW IT IMPACTS ON THEIR CUSTOMER EXPERIENCE

“Current business environments bring new challenges for organizations and their long-term survival” Simões, C. and Sebastiani, R., 2017


SUSTAINABILITY & COMPONENTS

Sustainability is used as a tracker to help maintain consistency and quality in a retail supermarket, there are 4 components which are, human, social, economic and environmental, these are called the 4 pillars of sustainability 


WORKING TOGETHER 

This is one of the most important part in making policies work, some people working together won’t work, it will need to be an effort stemming from the top, right down to floor staff, in a retail supermarket as we know there is a head office, the pressure must come from there to the store management that we need to continue practicing all the necessary ethics of policies, this may become difficult at times as each individual is different, but the management must find a way to motivate and ensure everyone is pulling in the same direction

CONVERTING WASTE CO2 INTO FERTILIZER

Many supermarkets have their own plants where they capture, purify CO2 so they can re-use tons of waste emissions, if they did not do this, these emissions would be spread out into the air in its full waste, not only would this damage the atmosphere, but the costs would be significantly higher, much of the captured CO2 is used to process urea, which is a known nitrogen-based agri-nutrient for more plentiful harvests

FOOD SAVING

So much food is lost by the time it’s arrived from farms to a dining table, a third of the worlds in fact, however, SABIC, which is a company that offers modern energy solutions are saving food companies and customers wasting much of their produce, polyolefin, which is a combination of polyethylene and polypropylene thermoplastics, which has a powerful amount of versatility is used as a plastic by the majority of supermarkets as it is of high seal quality and also prevents leakage

ECONOMIC MERRY GO ROUND

SABIC’s partnership is making it possible to re-use low quality damaged plastic by recycling them to a new state, by doing this they make it possible to keep costs low and put to use economically valuable products 

“Global sustainability regulations and market restrictions prompted global industries to develop the backflow supply chain management system termed reverse logistics” Vijayan, G, Kamarulzaman, N.H, Mohamed, Z.A. and Abdullah, A.M, 2014

A CRITICAL DISCUSSION OF TWO QUALITY MODELS/THEORIES THAT MAY ASSIST IN IMPROVING THE CUSTOMER RELATIONSHIP (CRM) OF AN ORGANISATION

Quality management for a business is to make sure all aspects is continuously at a high standard and is consistent, the 4 components are as follows, quality planning, quality assurance, quality control and quality improvement

THE DEMING CYCLE

“It should be understood that a theoretical-methodological and practical concept known as the Deming Cycle (Plan-Do-Check-Act or PDCA) has a deep scientific and historical basis and, in particular, it uses an inductive method, based on the rational analysis of experimental data, which was proposed by Francis Bacon in the 17th century” Dudin, M.N., Smirnova, O.O., Vysotskaya, N.V., Frolova, E.E. and Vilkova, N.G., 2017

In the 1920’s William Deming created a process of a cycle which is focused on the long term prosperity of a business, the 4 terms are

           PLAN

The first part is to plan long term, understanding and targeting what you want to achieve, this is both in a theoretical sense and also in a practical

This is not a scientific procedure, but rather it is common business practice, the focus is on what goals you are setting for your business, understanding what problems you may face, whether this is day to day operations, problems with the products or customer related, the importance is to keep all positive and negative scenarios whilst researching and planning for the future

Also, you are practicing your ideas of prediction and your tactical methods, how much in detail can you distinguish your current issues? How well are you able to calculate your accomplishment? What issues may arise that you can plan for in advance? 

The planning stage is for you to research and to try and understand your business as a whole, foreseeing the positives and negatives that may arise   

In this part, you are identifying what problems your business is facing, or may face, also you are putting into writing a plan on how to improve and grow your business, and lastly you’re trying to foresee how your plans and actions will impact the business




DO

In Deming’s ideology, it was often reiterated that the importance of using scientific values and remaining loyal to them when doing your research, beginning with smaller scale testing and patiently bringing about change, put in place a repetition of alternatives to your practices and rehearsals to test variables
Also it is important in this part to keep a diary of each step you take, this means the research you do, the planning and the implementation of it



STUDY

For this stage, it’s important to conduct research and learn about what you are aiming to achieve, Deming outlines that one should see if the end result was in sync with your predictions, this will almost never be the case so you also need to verify where and what did not go as planned, also froma scientific point of view, it’s important to ask yourself, if it worked? And then find out how and why it worked

ACT

In this part, it’s now time to put all the days and nights of planning and prediction into action, this will be the end of this cycle but the begging of the next stage in your business planning

“Speaking of quality management, it is worth noting in a general sense that the concept of quality management as a scientific theory is relatively new on the one hand, but the problems of ensuring quality of food and production of food products accompany the modern civilization on its whole historical development path” Dudin, M., Frolova, E., Gryzunova, N. and Shuvalova, E., 2015



14 steps of Crosby

Phillip Crosby created a 14 step model in which the primary focus was of total quality management, these 14 steps rest on the point that however much money is spent on investing in your business, is money spent on a good cause, here we’ll go through the 14 steps

“The most difficult lesson for the quality crusader to learn is that real improvement just plain takes a while to accomplish. The urgency of the need, the obviousness of the cause and the clarity of the solution have little to do with getting things straightened out” Crosby, P.B., 2005.

1. Dedication of the managers

As a priority, dedication to manage a business must prioritise improving the standards of the company, this attitude must be shown to all employees so they can see you as an example, and that everyone must stay at the top of their efforts and policies

2. Assemble quality improvement squad

Assembling a team of committed quality improvement personnel is the 2nd step of this model, be sure to form a team of well informed and people who have little or no commitment elsewhere so you receive their full attention to the cause of achieving total quality control

3. Calculate needed improvements and improvements that have been made

This step is so that you look into how your business is doing in terms of quality at the moment, as you need to know where on the ladder you are, only then will you able to take further steps to improve the quality and raise the standard to a higher level

4. Cost of quality

Is your money worth being spent on improving and finding quality perfection? What are we willing to sacrifice in order to achieve total quality? These questions need be answered by yourself, so as to show employees the requirement for improvement, also you need to show employees that you are willing to put in finance as quality is a top priority on your list 

5. Quality awareness is pivotal to success

You must drill in the importance of quality management to your employees in order to increase awareness, this will have an effect of realisation of your priority to improve quality, and thus attempts to improve will become reality 

6. Few things to quality problems with the correct actions

At this time, you should have identified what are the problems your business is faced with in terms of quality, so now the time has come to rectify these problems, then creating new regulations so the improvement is made 

7. Plan to end any faults

You need to create a group of people who can work together to identify flaws in your systems in place, we as a collective must try to lessen flaws and not be content until there are none at all 

8. Train supervisors effectively

This will be a number of people, who will have to sit through long hours of experts speaking to them, ways to keep them interested must be explored, such as conferences, events and also repetition until they have all the information memorised and in full understanding

9. Celebrate no flaws

Once the target of no flaws has been met, it is vital to appreciate all your team members, this can be done by holding events, organising a social meet and rewarding certain employees who have played an important role in this achievement 

10. Include all in setting targets

Once you have made changes official, It’s vital to bring all members of staff from every level together to inform them in detail of the changes, this will keep everyone on the same page, making sure of further commitment to the cause 

11. Erase staring points of mistakes

Eradicating mistakes is essential in achieving the quality goals, be sure to give confidence to employees that they must come to supervisors and managers with any doubt or queries, this will promote communication and will also erase any obstacles

12. Reward employees

Crosby’s 12th step is to recognise and appreciate employee’s efforts, hold a day at the end of each month to announce an employee of the month, reward that person with a treat, this will create a friendly competitive atmosphere to push employees, and also you should choose a different employee every month to keep a freshness to this 

13. Form a quality supervision team

Bring in specialists and supervisors with an eye for the present and also the future of quality improvement, this will ensure longevity and also that standards remain high 

14. Repetition

Improvement can never end, this is the mentality you must keep and also find new ways to improve, Crosby’s 14 steps is not the end of ways, but you must be patient and also persistent to do this over and over and over again

“Central to the development of these concepts was the basic philosophy of ultimate management responsibility” Nielsen, D.M., 2004

CONCLUSION AND RECCOMENDATIONS

CONCLUSION

To conclude this report, I have made a committed effort to research and learn what quality, the importance of it is and the different models there are to implement changes to have the best chances of success 
“Total Quality Management (TQM) was first espoused by Dr. W. Edwards Deming in the late 1950's. His ideas were not accepted by US industry but were heartily endorsed by Japan in their recovery from World War II” Sallis, E., 2014

RECCOMENDATIONS

“Management is a process by which a company seeks how to meet its customers‟ needs and expectations, thus its customer satisfaction” Nasse, T.E.B., 2019

I would highly recommend business of any size to the models that I have spoken of in this report, the Deming cycle will help you as a business entrepreneur to plan the success of your company in the long term, whilst also identifying in advance any problems you may be faced with. Crosbys 14 step model is the 2nd model I have used, this is a model in which you can take a step by step procedure, which will end in what you hope to be a total quality results, following each step as best you can will give you a much clearer and easier path to achieve this, as you won’t be overloaded with multiple issues at once 

“The Deming Cycle addresses the management and continuous improvement of manufacturing processes” Free, M., 2012

“Now we know that if we understand what are looking at inthe most rosy of scenarios would quality means to the customer, how the customer defines amount to catastrophic failure in the private quality, aud we meet those criteria, we are on our way to sector. creating new markets and, perhaps, recapturing others” Suarez, J.G., 1992
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