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Introduction 

In this report the aim is to analyse supermarket giant Asda of their ethical and sustainable polices and how that affects the consumer and the impact it has on the customer relationship management. 

What is ethics? 

Ethics in business is a system of moral principles. These principles affect the way people make decisions and live their lives. 
The term ‘ethics derives from the Greek word ‘Ethos’, which means nature, character, or disposition. Essentially how one is supposed to act. Bbc (2014) 

This concept of ethics as an internal matter of morals encourages people to act correctly. The term ‘morals’ comes from the Latin word ‘mores. Morality and ethics come hand in hand when it comes to business. Ward. S (2021). 

Ethics is something that goes beyond just legal requirements. It encounters activities such as how negation with suppliers is carried out to improving the relationships with employees. the need for ethical behaviour cannot be emphasized enough, so much that there is an expectation of individuals to behave in a certain manner in an organisation and have a level of moral behaviour. 

It is up to the management team of the organisation to instil this expected behaviour into staff and provide them with guidance and codes on conduct.  

Business ethics makes sure that there is a level of trust between consumers and the corporation itself. This concept started back in the 1960’s, where it was becoming more apparent that business was aware of a rising consumer-based society. This consumer-based society raised concerns towards the environment, social issues and most importantly the authority of the business. Kumar. A (2020) 

Using retail supermarket Asda and parent supermarket Walmart as an example their ethical and compliance policy is designed and associated with 14 key areas applicable to the retail sector. Those being anti- corruption, anti-trust, consumer protection, environment, anti-money laundering and financial services, trade, food safety, health and safety, health and wellness optical and pharmacy, labour and employment, license and permits, privacy, product safety, and lastly responsible sourcing.  Asda (2020) 

Asda has an expectation with everyone that it employs and works with to follow their code of conduct. This includes all employees, suppliers, and contractors. Asda values helps promote a work culture where people do the right thing. An important ethic to Asda is that they work closely with their suppliers to ensure that their supply chain is sourced responsibly, it promotes human rights and prevents modern slavery. Asda (2020). 

How the ethical polices of Asda impact the customer? 

Asda like most supermarkets supports the scheme where they now charge customers for a single use carrier bag. The reason for this is to help reduce the amount of plastic that is produced every year, along with the litter. 

Asda were one of the first supermarkets to introduce and implement this change in their stores back in 2018. Having done so Asda have produced less than 375 million plastic bags. Not only have Asda started charging for single use carrier bags, but they have also made sure those that choose to do their grocery shopping online the option to have a ‘bagged’ delivery is removed. 

According to gov.uk (2021) in 2014 before the scheme was introduced, supermarkets were given over 7.6 billion single use carrier bags. That calculates roughly about 140 bags per person which works out about 61,000 tonnes of plastic. The bags are not good for the environment as they took longer to degrade, damaged wildlife and highly visible when littered around the parks and countryside. 

These figures above are concerning which is why there had to be something implemented more permanent. Something that would encourage customers to re-use bags that they already have lying around at home. 

For businesses it was a great scheme to show customers this is what we are doing to help the environment and save our planet. Ethically this was the right thing to do. 

Research shows that’s after the scheme was introduced the reduction of bags used had gone down by more than 95% in England. This signifies that the customers are now more conscious and remember to take the bags they already have at home with them to the supermarket and think twice before throwing a bag away. 

Most importantly the effect this will have is astonishing because by increasing the cost of a carrier by 10p means that over the next 10 years you will see an overall benefit to the economy by over 331 million pounds in the uk. It will reduce the number of carrier bag supplied by 21% across all bag types, including bags for life, paper bags, bin liners and cotton tote bags. It will also by the 10 years reduce the number of single use bags used by small and medium business by 80%. 

Lastly the key benefit to this all and the effect of this scheme is that the proceeds of the bags is used for good cause and not a tax. This money does not go to the government. Businesses are expected to give the money from the scheme to a good cause of their choice and this must be reported to the government each year. The report is published which includes the amount of money given to good causes and compare the figures to the year before. Gov.uk. (2020). 

What Is Sustainability 

According to the world commission on environment and development 1987. It is said that sustainability is something that is economic development that meets the needs of the present without compromising the ability of the future generation meeting their own needs. Portney, K.E. (2015)

Looking back over the years there is a clear step to show that development has come a long way. It has reached a point now where government and academics are looking more at the way consumers are living rather that just growth. So much to the point where sustainable development has now become one of the most important steps of the day. It provides a more comprehensive definition of development linking it to other areas such as ecological services and economic growth. Ghosh, N. (2008)

Sustainable development has 3 main elements which are widely recognised and accepted. These being economic, social and environmental. Under each perspective are driving forces that impact this area. For example, economic driving forces focuses on growth, efficiently, and stability. Environmental focuses on resilience/biodiversity, natural resources, and pollution. Lastly social focuses on empowerment, inclusion/consultation, and governance. 

This development triangle was first proposed by Munasinghe (1992) at the Earth Summit in Rio. Munasinghe, M. (2004) 
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Figure 1 – Sustainable Development and its elements 


Asda sustainability policies and how this impacts the customer? 

Asda have used a new way to tackle sustainability for the business. They have opened a new sustainable trial store in Middleton in Leeds with the help of some big household brands such as Kellogg’s, Persil, Radox and PG tips. 

This new store aim is to help customers shop where it encourages them to reduce, reuse and recycle at ease. The store estimates to save 1 million pieces of plastic each year, through this smart way to shop. 

Having opened Middleton store allows Asda to test and learn from any mistakes, as well as to visualise what works with customers and what doesn’t and then Asda can think out rolling out this model for shopping sustainably to potentially more locations. Asda (2021). 


Another way Asda have encouraged their customers to shop reliably is by launching a scheme known as the ‘Greener at Asda price’. this is essentially telling customers that they can go green without having to be penalised for it. 

For example, Asda have a national price promise that all their loose and unwrapped products will not cost the customer more than the equivalent wrapped product. This is Asda new strategy for plastics and sustainability. The supermarket giant recognises that customers want sustainable shopping, however this must be affordable as well as accessible. 

The key benefit to this is that it motivates customers to want to shop at the sustainable store snice they know they will get the same product at the same great price. This is reassuring for customers to know that they are not compromising on the quality of product. For sure customers want to get involved and do their part in sustainability but not at a cost. 

The sustainable store has 15 huge refill stations where you shop for more than 30 household staples in a refillable manner. These includes products such as cordial, coffee, cereal, and Asda’s own brand rice and pasta. 

What is quality and its components? 

The definition of quality varies and is difficult to define exactly. It is more based on the perspective of the individuals. Over the decade’s perspectives have derived to understand the term quality. The end goal is to make the customer satisfied with the product or service they have paid for. P. Kumar and S. Kumar (2016) 

In business managers are focusing more and more on quality to increase productivity, reducing costs and meeting customer’s needs. Managers and the team re beginning to grasp the importance of improving the quality of their services and products and in some cases measure it in a form of KPI (Key Performance Indicator). 

There are 3 leading renowned theorists who businesses use and refer to when it comes to learning about quality. Them being Philip. B. Crosby, W. Edwards Deming and Joseph. M. Juran. Each theorist and philosophy look at quality from a different perspective and have become experts in the field for the last 30 years. Suarez J. G (1992). 


Philip. B. Crosby 

He is best known for marketing the zero-defect model. According to Crosby quality means conformance to requirements and believes quality should be defined in a clear and measurable state. The reason for this is to help businesses act on targets and not just an opinion or experiences. 

To Crosby there was no such thing as differing levels of quality. It was either present or not present and it is up to the management team to keep track of the level of quality along with the cost of doing things wrong. This is what Crosby would call “price of nonconformance”. 

Crosby approach is best described by the following concepts “Do It Right the First Time”, “Zero Defects” and “Zero Defect Days”, the “Four Absolutes of Quality”, the “Prevention Process”, the “Quality Vaccine” and the “Six C’s”. 

“Zero defects”

This is Crosby fundamental goal of his quality process. The slogan zero defects is more to do with having the right attitude and a commitment to prevention. It is Crosby way of saying to businesses and the management team that if you want results then it all begins with the right attitude. Mind over matter. 

Crosby zero defect isn’t such that the product must be immaculate. However, means that it is not acceptable to not meet the requirements the first time every time. This means it will get everyone involved in the improvement of the quality process and not just for management to deal with. It is the responsibility of everyone employed to have a duty of care in the improvement process. 

Relating back to Asda and using this approach is best suited for Asda. The reason for this is because an organisation such like Asda can easily implement Crosby approach. For example, his zero-defect days Asda already have a process in place of how to restock shelves which, is to restock in date order. 

Implementing Crosby’s zero defect means that stocking the shelves must be done right the first time and ensure that the longer sell by dates products are at the back of the shelf and where the product has a few days left for the sell by date at the front. This is so that the older stock is getting sold first within the sell by date. 

Joseph M Juran 

Juran theory to quality managing was based on strategic and structured. His approach was holistic, and his concept revolved around what is known as the ‘quality trilogy’. The quality trilogy being quality planning, quality control, and quality improvement. 
To support this philosophy, he developed the following concepts. The spiral of progress in quality, the breakthrough sequence, the project-by-project approach, the Juran trilogy and the principle of the vital few and trivial many. 

Juran trilogy processes are all interrelated with one another. Firstly, as an organisation you are to quality plan. This determines who your customers are and what are their needs. Then you develop the product and process the designs itself in a way to responding to those needs and lastly turn the plan into the operating forces. Juran. J.M (1999). 

Spiral of progress 

This is when businesses /organisations produce and distribute their products through a number of activities carried out by specialised departments. Specialised departments are those such as customers services, marketing, and human resources where they are assigned a function that they would be responsible for. Quality is resulted from the connection of all the departments. 

Breakthrough sequence 

Juran’s philosophy here is that he defines breakthrough as new higher levels of performance. The breakthrough sequence is that if it is done the way it should then naturally that will result in improvements in quality which, in turn will eventually result in outstanding performance. That will assist the business in launching new products. 

Using Asda as an example trying to implement Juran’s theory in managing quality can work in some areas but not in most areas. The reason for this is because Juran’s theory are more strategic and structured and mainly based on a holistic view. The nature of Asda business means the quality management can be managed using Juran’s approach in some areas but not all. For example, using the spiral approach in the Asda George department may work because the item of clothing can go through the various departments who have a responsibility to make sure that piece of clothing is of the best quality. 

Moreover, if the bakery section at asdic were to follow the spiral of progress approach it will not work because the bakery at Asda is baked fresh every morning. This means that the process of making the bakery does not meet the requirement of giving all departments a responsibility to carry out when quality managing. 

































Conclusion and Recommendations 

To conclude Asda, have good ethic and sustainability practices and have done very well all round in trying to reduce the amount of plastic wherever possible. The statistics show that the amount of plastic consumed, used and produced has drastically come down. As a result, Asda have had an increase in customers which, is ethically good practice for the business. 

Customers more than ever want to know where the product has come from and want to do more for the environment by recycling and reusing. The reason for this is because customers are quick and will find alternative products and services to meet their ethical needs and standards. Businesses and organisations are aware of this, which is why businesses like Asda will do whatever, wherever they can to meet those needs for the customer. In the long run it is better for the business to improve on those ethical customer needs than losing them as a customer all together. 

Going forward it would be great to see more and more sustainable stores like Asda Middleton store. It would be great to see Asda maybe working with the smaller local supermarkets to follow suit and trend. Not only will this increase business customers for these smaller supermarkets, but you will also be helping the environment by doing your part. 

Smaller and local supermarkets may be more likely to implement such changes if they have a giant supermarket like Asda working closely with hem to help and guide them. it may be the case that the smaller supermarkets do not have the funds to open an entire store dedicated to sustainable ways to shop. However where possible smaller supermarket should aim to make it their goal to improve their ethical and sustainable policies.  

For Asda to help smaller supermarkets would be great for their image and profile if successful and achievement for Asda. Being a customer at Asda for many year I know I would personally support the idea if they were to help a smaller local supermarket to improve ethical and sustainable policies. 
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