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[bookmark: _Toc84519065]Introduction
	This task is based upon assessing the impact of emerging themes on policies and practices of the quality systems and analysing quality processes in the workplace with respect to the supermarket sector. For this purpose, the organisation that has been chosen is Tesco. For further evaluation, the concept and components of ethics will be discussed along with identifying ethical policies of Tesco and how it impacts customers. Moreover, the concept and components of sustainability along with sustainability policies of Tesco will also be analysed. Furthermore, the task will also identify quality and its components and will further analyse quality mode that may assist in improving the customer relationship management (CRM).

[bookmark: _Toc84519066]Ethics and its Components
Ethical discourse has recently become quite popular and attracts the attention of a wide range of specialists in various fields (Bhasa, 2017). This is due to the fact that applied ethics became widespread at the end of the 20th century. Applied ethics can be defined as a special kind of theorizing in terms of life. This is not just a new kind of ethics, but rather a new kind of knowledge, a new transience, in which different forms of knowledge from different sciences are applied, for example, ethics, philosophy, medicine, business, and politics (Khramtsova, 2018). It is safe to say that modern ethics is characterized by an increase in the proportion and role of moral dilemmas. Various specialists take part in their discussion, maximizing the space of ethical dialogue (Ko et al., 2018). Many moral problems of the modern world, such as the death penalty, euthanasia, organ transplants, arms sales and others, take the form of global moral dilemmas. A number of scholars make the assumption that applied ethics is an important stage in the process of the historical development of ethics itself.
Ethics is attributively metaphysical in nature: a fatal question for ethics was the question of the relationship between the concrete historical and universal content of morality, but despite its obviously problematic status, ethics demonstrates persistent attempts to constitute a system of "universal moral values (Ahmad and Gao, 2018)." Meanwhile, modern culture explicitly comprehends itself as based on the paradigm of "post-metaphysical thinking", in the space of which a consistent and radical rejection of such presumptions of classical metaphysics as the presumption of logocentrism, the presumption of the immanence of meaning is carried out.
All levels of the systemic organization of ethics as a theoretical discipline are based on the principle of binarism paired categories up to the presumption necessary for the constitution of ethics of the possibility of a binary opposition of good and evil (Dust et al., 2018). Meanwhile, the cultural situation of postmodernity is characterized by a programmatic rejection of the very idea of binary oppositions. Contemporary culture makes a reflexively meaningful turn towards a non-linear vision of reality.

[bookmark: _Toc84519067]Ethical Policies of Tesco
Tesco's core strategy is based on a core goal of “creating value for consumers to achieve lifelong loyalty” (Qing et al., 2019). This leads to the selection of appropriate policies aimed at achieving low costs, business development, high quality customer service and expanding the range of products. The logistics strategy supports these goals through the design and operation of supply networks (Astrachan et al., 2020). Implementing a logistics strategy means translating goals into concrete actions. These include:
· a concerted effort to achieve better customer service;
· improving shopping (for example, using major new sources of non-food resources in Hong Kong,
Several chain supermarkets in Britain like Tesco have removed coconut milk and butter from their shelves after it became known that coconuts harvested by forced monkeys were used in the manufacture of these products (Banks et al., 2020). Upon learning of this, some British supermarket chains, including Tesco decided to show integrity and promised to stop selling goods that use slave monkey labour. Some supermarkets, such as Tesco, have said they have removed monkey-harvested coconuts from their shelves in an ethical and animal friendly manner (Bowen and Bhalla, 2021). Wild monkeys are caught and trained to pluck coconuts from palms, according to People for the Ethical Treatment of Animals (PETA).
· Animal rights and ethics
· The circus in the UK decided to remove the numbers with elephants from the program
· UK court to decide if chimpanzee has legal rights
Furthermore, the company’s internal reports and Tesco’s website showcases without intermediate unpacking or installation on store shelves and store design improvements (Teresiene and Budriene, 2021). It also includes improvements that make stores more convenient for both staff and customers, and make it cheaper for companies to build; the use of paperless communications that provide faster and more reliable deliveries and implementation of a new knowledge management system in all types of business around the world, allowing for improved communication and knowledge exchange (Teresiene and Budriene, 2021). Moreover, concerning ethical policies of Tesco, the company also focused on:
· improved distribution, including the creation of a new state-of-the-art freezing centre in the UK
· Improving replenishment policy by moving from batch replenishment to continuous replenishment where sales reports are sent every hour, which increases product availability by 1.5% and reduces inventory by 10% and significantly increases productivity.
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Sustainability is one of the fundamental properties of any organization and should be considered in terms of both development and functioning (Genç, 2017). The stability of a socio-economic system is understood as its viability, which is defined as "the ability to live and develop." The concept of sustainability is inextricably linked not only with the term "functioning", but also with the term "development", since in the absence of development capable of adjusting the system to the changing conditions of functioning, the functioning itself may be under threat (Chala et al., 2018). A resilient organization is capable of functioning and development in its specific environment.
Following the logic of the above forms of the organization's existence, it is advisable to consider the overall stability of the organization as the unity of the sustainability of functioning and the sustainability of its development (Elleuch et al., 2018).
The functioning of an organization is, first of all, the operational support of its activities, the preservation of functions that determine its integrity. Therefore, in this case, it is necessary to consider the short-term sustainability of the organization - the current sustainability, which characterizes the organization's ability to timely identify changes in endogenous and exogenous factors affecting the functioning of the organization, and to quickly adapt to the effects of these changes (Kalantari et al., 2018). Consequently, the current stability of an organization can be defined as its ability to maintain its financial, production, technological and other state after the impact of any disturbance.
Researchers consider various aspects of an organization's sustainability, which is either its financial aspect (financial sustainability), or its production component. It also includes industrial sustainability, or the organization's innovative activity, and its innovative sustainability (Macchion et al., 2018). Such a classification is the result of an analysis of sustainability from the standpoint of a systems approach, which is based on the analysis of an organization as an integral set of certain connections, relationships, production, finance, innovation, and communications. Consequently, depending on the object of analysis, such types of sustainability are distinguished as production, financial, organizational, social, personnel, environmental, innovation, and structural.
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Tesco in the UK continues to confirm its role as a leader in the fight against food waste. In three years, it reduced the amount of food waste by a great 71%. At the same time, all 152 Tesco stores donate unsold food to people in need (Ordóñez de Pablos and Lytras, 2018). The importance of the food donation program has been fully confirmed in recent months of the corona crisis, when care for people in need has become more necessary than ever.
Food waste has a huge negative impact on our planet. From an environmental point of view, food losses and food waste are globally responsible for around 8% of greenhouse gas emissions. As the fight against food waste is a cross-border issue, Tesco is also coming with good news at Central European level (Warde, 2018). In total, the amount of food waste has already been halved over the three years of the chain. The chain has thus fulfilled one of the goals of sustainable development set by the international organization UN within the four Central European countries in which it operates its stores. 
Current data confirming Tesco's success in combating food waste is part of a broader Tesco report entitled Small Aid Plan, which summarizes key activities in the area of social responsibility and sustainability (Losch, 2019). Tesco has published the report for the second year in a row, with its latest edition reporting on progress made over the past financial year 2019/2020.
Tesco's small aid plan focuses on four areas - Tesco believes these are the ones that can make the most positive impact on people, products, the planet and places (Powell et al., 2019). "Even a little help can be very important" is one of Tesco's main values. The Small Aid Plan report represents Tesco's commitments and progress in areas such as reducing plastic waste, health and promoting a healthy lifestyle for customers, developing the potential of colleagues, building a culture of diversity and inclusion and combating climate change. The report is a summary of the key activities that Tesco is doing to bring healthy, high-quality and sustainable products to customers at affordable prices, create a great place to work for its colleagues and continue to be a trusted partner for its suppliers (Sonetti et al., 2019).
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Quality is understood as the totality of product properties (constructive, aesthetic, social, economic, psychological) that allow it to satisfy certain needs in accordance with its functional purpose (Mahon et al., 2017). Quality is always correlated with the needs and expectations of the consumer, the cost of creating products (therefore, it should be economically optimal).
The quality of a product is formed at all stages of the life cycle (research, development, design, production), is implemented and evaluated in consumption (operation and disposal) (Eden and Ackermann, 2018). Its improvement has a beneficial effect on many aspects of the manufacturer's own activities. Responsibility for quality is borne by the manufacturer of the products or his authorized representative, and his verification is carried out by independent persons. The institute of customer representatives’ copes with this most effectively.
Aesthetics are based on rationality, functionality, rigor, conformity of form to purpose (main requirement), expressiveness, colour, performance perfection, presentation (Falola et al., 2018). A less aesthetic product is tiring, distracting, and therefore reduces labour efficiency. The quality of management is determined by its culture, professionalism of employees, development of information technologies, moral and psychological climate. The high quality of products and services today brings both producers and consumers a significant economic effect, therefore, close attention is paid to it (Falola et al., 2018). But it requires considerable costs, which include: preventive costs associated with ensuring defect-free production (planning, design, training of workers, etc.); information costs (for supervision, testing, in operating conditions; laboratory, operational and acceptance control); the costs of eliminating defects identified at the enterprise (rejection, repair) and at consumers (return, alteration).
[bookmark: _GoBack]Together with losses from a low level of quality, they make up the price of the latter, which is made up of the cost of conformity and the cost of non-conformity. The price of compliance is determined by the costs associated with quality assurance (Hughes, 2018). This helps to prevent the release of substandard products (planning, improving technical means, training personnel in advanced working methods); for quality management and control (for checking product designs, incoming inspection of materials and components, laboratory acceptance tests, supervision, testing of finished product samples).
By improving quality, some of these costs can be saved and thereby increase the profit share in revenues. But some cannot be avoided (for audit, testing of test equipment, training, supervision). To minimize the costs associated with quality assurance, it is necessary to rationalize their individual items; optimize the structure (for example, an increase in the costs of preventive measures leads to their reduction in the elimination of defects) and ensure a reasonable level of price-quality ratio of products (taking into account the priority of the latter and compliance with the requirements of legislation, consumers, technical conditions) (Larson and Foropon, 2018).
For some companies, improving quality means improving quality control in order to reduce the number of defects that annoy the consumer. Others understand by these sublime speeches about the importance of quality and hanging lapels with badges calling for quality. But Total Quality Management goes far beyond all of the above: it implies a company's total commitment to continuous quality improvement (Davidse, 2019). Quality is undermined by strong commitment from senior management (many companies today have already established their own “end-to-end quality management programs” led by vice presidents or quality directors). In addition, personnel at all levels of the organization must be educated and motivated to prioritize quality assurance.
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         In market conditions, customers are the most valuable asset of the company and managing relationships with them is the central task of the organization. However, not everyone adheres to this opinion and, as a result, distinguishes two directions in relations with clients, the central link of one is the client and his needs (marketing management), and the other is the product and its characteristics (commercial) (Lewis et al., 2020). The commercial model assumes the presence of two main market actors: the producer (seller) and the consumer (buyer). They enter into commodity-money relations with each other, and each seeks to achieve his goal.
The manufacturer, through the goods sold, strives to achieve high profits, and consumers, in turn, through the goods they purchase, satisfy their needs. At the same time, the existing mechanisms of the market economy allow achieving parity of interests of the manufacturer and the buyer (Lewis et al., 2020). However, in the late 80s and early 90s, this relationship scheme began to fail. The psychological turn in the public consciousness occurred after the economic recession in the world economy in the nineties of the last century. The difficult economic situation of the 1980s and 1990s conclusively demonstrated that the corporate culture perceives, in reality, the consumer only as a necessary material for making a profit.
This has led many professionals to look for ways to improve customer relationships, resulting in a customer-centric customer-centred model. In accordance with the proposed scheme, a customer-oriented model is a set of interrelated elements (human resources, finance, production), which, through customer marketing, is directed towards the most complete and high-quality satisfaction of needs (Veldsman and Veldsman, 2020).
Management of the work of enterprises on the principles of customer focus or marketing management came to us from abroad. At the beginning of the twentieth century, the term "marketing" first appeared in the UK as a management science, which later gained fame and popularity in many countries of the world (Veldsman and Veldsman, 2020). In his fundamental work F. Kotler considers "marketing management" as an integrated approach to the management of the enterprise, based on market (marketing) principles.
  According to this management model, it is necessary to comprehensively approach the work with the markets and each of the clients, offering the best ideas and working methods (Eden and Ackermann, 2018). At the same time, all functional areas of the enterprise should be built on market principles, that is, on the principles of satisfying market needs better than competitors do.
The concept of a client appeared a long time ago and was considered by many authors. Clients, according to the definition of the classic of marketing F. Kotler, are people who buy goods of the corresponding category from a single supplier (Eden and Ackermann, 2018). A client in a broad sense is a legal or natural person using the services of another natural or legal person, entering into a business relationship with him.
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Ethical discourse has recently become quite popular and attracts the attention of a wide range of specialists in various fields. This is due to the fact that applied ethics became widespread at the end of the 20th century. Applied ethics can be defined as a special kind of theorizing in terms of life. This is not just a new kind of ethics, but rather a new kind of knowledge, a new transience, in which different forms of knowledge from different sciences are applied, for example, ethics, philosophy, medicine, business, and politics. Several chain supermarkets in Britain like Tesco have removed coconut milk and butter from their shelves after it became known that coconuts harvested by forced monkeys were used in the manufacture of these products. Sustainability is one of the fundamental properties of any organization and should be considered in terms of both development and functioning. The stability of a socio-economic system is understood as its viability, which is defined as "the ability to live and develop”. Tesco's small aid plan focuses on four areas - Tesco believes these are the ones that can make the most positive impact: people, products, the planet and places. "Even a little help can be very important" is one of Tesco's main values. The Small Aid Plan report represents Tesco's commitments and progress in areas
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The problem is that recently the number of customers' needs has increased, they need more and more personalized service, goods and services tailored specifically for them (Hassan, 2017). Factors of price and quality no longer play a decisive role in the choice of a supplier by a client, since they are practically equal for most companies. Other factors influencing the choice are now of paramount importance (Millar et al., 2017). At the same time, the outlined tendency towards business globalization leads to the fact that companies operate covering several markets at once, the number of their clients grows tenfold and in order to work equally effectively with each of them, a new, different approach is required. 
This approach, which will take into account the characteristics of each client individually, regardless of who he is and where he is. The problem of managing the customer base arises. Each of the sectors of the economy has its own characteristics of promotion, product distribution and pricing (Thurley, 2017). In addition, you should take into account the specifics of customer relationships in individual sectors. Without this, effective relationships with each specific client are impossible in the new realities of the market.
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