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[bookmark: _Toc78145911]1. Introduction
The impact of ethics and sustainability policies on customer experiences and relationships in the retail (supermarket) sector will be investigated and dissected within this report . An in-depth inquiry of ethics and sustainability components and how they influence customer relationship management (CRM) so that it is easier to comprehend the chosen supermarket's approach towards its customer satisfaction will also take place. Moreover, a critical analysis will showcase how a chosen company claims to portray adequate ethics and sustainability policies, yet how failures are still committed due to negligence. In addition, two quality models and theories that serve to improve customer relationship management  (namely Phillip, B. Crosby and W, Edwards Deming models) will be examined and critiqued. For this study, the chosen supermarket is Marks & Spencer Food. 
[bookmark: _Toc78145912]2. Ethical Policies of M&S Supermarket
[bookmark: _Toc78145913]a. Ethics and its components
Ethics, which is also known as code of conduct, is a set of rules set by the company to establish legal and moral consideration for the organization and its stakeholders such as, customers, employees, and board members (Lau et al., 2017). While developing ethics in the company the organization focuses on legal, compliance and value-based components which are important to maintain and define corporate decorum. Mainly the business ethics is a set of policies and practices which covers controversial subjects such as, corporate governance, trading, bribery, fraud, discrimination, human rights, CSR, and legal responsibilities. There are several components in ethics, which include, Honesty, Trustworthiness, Accountability, Confidentiality, Respect, Anti-Discrimination, Obedience to Legal responsibilities and Loyalty (Park, Kim, and Kwon, 2017).
[bookmark: _Toc78145914]b. Ethical Policies of M&S
 Human Rights and Modern Slavery
 Marks and Spencer Food focuses on internationally recognized human rights principles and guidelines detailed in the United Nations Guiding Principles on Business and Human Rights. In the policies the company respects, protects and fulfils the human rights and fundamental freedoms of their employees and suppliers. The company abides by the law of human rights and slavery containing, equal rights of employees in a department, appropriate salary structure according to the National Wage Structure (Ohchr.org. 2021). This policy helps the company to maintain human rights in their operations for which biases towards employees are not entertained (Marksandspencer.com. 2021). Therefore, it creates a positive image in front of customers who appreciate their equal rights approach which helps the company to build a relationship with the consumers.
Anti-Bribery and Corruption Policy
Another ethical policy taken by the company is the Anti-Bribery and Corruption Policy where the company complied with a set of rules for both customers and other stakeholders. The rules include, never give, or receive bribes, be aware of the risk of bribery while liaising with a public office holder and ensure of dealings and its honesty, gifts or benefits in kind received or given must be validated and lodged in the Gifts, Hospitality and Entertainment Register. If anyone is presented a bribe, notify  Legal team promply. Also, the company provides the rights for appropriate actions regarding bribery and corruption to Internal Audit Committee (Corporate.marksandspencer.com. 2021). With the policy on these factors, the customer groups are not concerned about the difference in pricing and other corruptions. The customers' reliability of the company is increased and relationship with the company is also enhanced. 
Market Disclosure Policy
An  ethical policy taken by the company is the Market Disclosure Policy where the company abides by the rule of Inside Information and Share Dealing Policy, Market Abuse Regulations 2016 and Financial Services and Markets Act 2000 (Marksandspencer.com. 2021). Other than that Competition Law Policy, the company ensures to consult with the competitors on several activities, such as fix prices on raw materials, limit production and allocate of territories. The impact of these policies on customer relationship management can be acknowledged, as customers are clear about their choice of supermarket. As they understand and have transparent information from the company regarding these policies, so that it helps them to know better about the company's operations. Thus, the ethical policies of M&S certainly ensure the consumers with loyalty, reliability, and honesty (Corporate.marksandspencer.com. 2021). Due to this, customers also get to know that the company is not involved in any fraudulent activity.
[bookmark: _Toc78145915]3. Sustainable Policies of M&S Supermarket
[bookmark: _Toc78145916]a. sustainability and its components
Sustainability in retail business refers to the sense of being empathetic about the social, environmental, and other factors that influence the business in the society to improve customer experiences (Purvis, Mao, and Robinson, 2019). Moreover, the basic concept of sustainability is to look after some of the most important components and which are the Human, Social, Economic and Environment to make the customer experience enriched (Purvis, Mao, and Robinson, 2019). Sustainability can be gained in any organisation by taking care of the people, planet, and profit (Lock and Araujo, 2020). M & S has implemented this sustainable concept in order to improve the customer experience.
[bookmark: _Toc78145917]b. Discussion of Sustainability policies of a M & S Food and its impacts on Customers
Environmental sustainability
Being one of the biggest retailers in retail Marks and Spencer has taken the policy of reduction of plastic packaging that relate to the environment (Sustainability, 2021). Marks and Spencer have removed around 2000 tons of plastic packaging from its shops and is working towards zero plastics by 2022, M & S Food has introduced alternative ways like foils, wood and cards,  so by implementing the policy of reduction of plastic used they are creating a sustainable position in the market (Our Plastics Plan M&S.com 2020). Moreover, this kind of approach regarding sustainable practices enhances customer satisfaction. M & S have enlisted the climate change policies including reduction of carbon emission and waste production (Our action on climate change, 2021). These policies of M&S have portrayed their brand image as an emotional and responsible one among the customers. Thus, it can be said that this policy may highly impact customer relations.
 Human sustainability
Another important sustainable policy of  M&S is Health and safety policy (Sustainability. 2021). In this policy Marks and Spencer take care of all the requirements of the employees in order to maintain their health and safety. Also, they take care of the safety of the customers too in their sustainable policy considering the current pandemic situation. Thus, are using contactless practices in each field to avoid any kind of contamination, this has highly impacted the customer experience (Corporate.marksandspencer.com. Health & safety at work, 2021). The trust of  customers has increased due to this implementation. 
Social Sustainability
The equality and diversity policy of Marks and Spencer has implicated the equal opportunity policy for the employees (Sustainability, 2021) as well as for the customers too. They do not showcase any kind of discrimination while providing their product and services to the customers which has increased their brand value in the market. Moreover, the company also maintains diversity among the workforce so that they have enough employees to communicate with the customers according to their requirement, this policy has enriched customer satisfaction. 
C. Critical mention of Ethical & Sustainability failures
M & S on its websites and advertisements portray the brand as a proud , responsible and  reputable company when dealing with ethics & sustainability practices, but that is far from the truth. The company has been exposed to severe criticism several times over the past decade by Panorama, Forbes, BBC News and UK Newspaper company ‘The Independent’  for diabolical ethical practices, such as,
Indonesia, 1999. A documentary by Panorama claimed M & S were making children work 10 hours for 50pence a day (glassclothing, 2020), then in Turkey, 2010, Syrian refugee children working 12 hours for One pound a day (Independent, 2016), children interviewed alleged to the interviewer that they were treated very poorly and had little rest.
Again in 2016  M & S hit the headlines again  when  BBC  investigation into child labour found children as young as 7 working 60-hours a week for M & S (BBC, 2016) and the most recent scandal in Bangladesh, where allegedly female workers were paid 35pence an hour (glassclothing, 2020). M & S Food has also been linked with poor ethical practices in Brazil for using livestock farmers as modern-day slaves (ethicalconsumer, 2021).
M & S also failed in an environmental audit and was accused of not committing to sustainability practices (Williams, 2019).
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[bookmark: _Toc78145918]4. Quality management
[bookmark: _Toc78145919]a. What is quality and its components
Quality can be defined as a standard of something that that shows the degree of excellence of any subject matter (Beckford, 2016). In the case of organisational perspective quality is the most important factor that increases the standard of an organisation and improves the reliability of the customers. Moreover, sustainability is one of the most important parts of quality and its improvement (Mortimer et al., 2018). 
The first component of quality management is planning. In this particular step, an organisation needs to take time for identifying goals and signifying the baseline (Sahoo and Yadav, 2018). It is important to document the expectation of customers according to the terms associated with project quality. The next component is quality assurance, which involves quality reviews. The quality reviews need to be done for providing assurance about the proceeding of the project in accordance with the agreed plans or processes (Abbas, 2020). Testing, inspection, and quality measurement is mainly involved in the step of quality control. It is mainly done to verify the deliverables of projects and meet the expectations of stakeholders. Continuous improvement can be another component that consists of reviewing the findings thoroughly and finding a way for making improvements in the methods for the future.
[bookmark: _Toc78145920]b. Critical analysis of quality model/theories and how they assist in improving customer relationship management
Quality management refers to the continuous improvement of the quality of products and services offered by any organisation(Kevin, 2018), for this study that is M&S Food, quality is everything. It is one of the major deciding factors for a company's relationship with its customer. Here, the 14-step approach for quality by Philip B. Crosby have been used to demonstrate how it affects the customer relationship management of M&S Food, additionally Deming's 14 points also have been used for quality management discussion.
c. Philip B. Crosby 14 step approach for quality improvement
This model was introduced by Philip B. Crosby in his book ‘Quality is Free’ which was published in 1979 (Beckford, 2016). The fourteen approaches are based on: Management, improvement on quality, the measurement of quality, cost, awareness, corrective actions, no defects, supervisors, zero defect day, setting goals, removal of error, recognition, quality specialists and last but not least, Repeat. This model can provide solutions to the problem of investment done for various programs conducted to manage quality. It can help in measuring the costs needed for conducting programs related to quality management. Moreover, this model provides the solution to enhance the customer relation and loyalty by meeting their satisfaction with the help of maintenance of proper quality in the business process. It can be said that this model should be applied in a systematic meaner to get good results. Even if one of the steps are implemented hastily then the application of this model may not give positive results ( Anshari et al., 2019). 
 d. Critical recommended extension on Cosby’s steps
In addition to applying Crosby’s steps M & S Food can also introduce their own customer communication. Meeting the expectations of the customer regarding quality leaves a positive impression about the company, this can improve relationship with customers (Anshari et al., 2019). M&S can use quality improvement as a means to communicate with the customer. Communicating with customers is also very important when it comes to customer relationship. Collecting feedback will allow the company to engage more with the consumers and also understand their culture, opinions and needs. By taking these steps a company can monitor customer satisfaction and act accordingly (Guha, Harrigan and Soutar, 2018). The company needs to observe and gather information about how satisfied customers are with its food products and also delivery service. In this ever-changing food industry globalisation companies are facing; it is vital for M & S to know the needs and wants of its customers so that it may adapt and implement necessary changes to enhance quality and customer relationship.
e.  Deming’s Fourteen points for Management at M & S Food
Dr W.Edwards Deming devised fourteen key principles of management to improve the effecacy of a business organisation significantly (Sahoo and Yadav, 2018). In his book ‘Out of Crisis’, Dr W. Edward Deming has highlighted these 14 principles which was published in 1986 (Bagrova and Kruchinin, 2021). It provides solutions to the tendency of different departments to work in isolation. Isolated work can decrease the coordination within organisations. Therefore, this model has encouraged teamwork and collective working of some departments to manage quality with the help of diversified ideas. Moreover, this model provides a clear idea to understand the required actions to improve the value received by the customers so that the customer relation management can be enhanced. This will help Marks and Spencer to retain their customer base significantly.
The company can create a constant nature of purpose towards making improvement in product and services with the objective of gaining a competitive advantage and stay in their business along with providing jobs. As per the opinion of Borkovskaya et al. (2018), the company can utilise new philosophy for eradicating challenges and learn responsibilities. On the other hand, as per the view of Sahoo and Yadav, (2018), the change in philosophy needs to be conveyed to the employees in order to make them understand about the values’ ultimate goals of the business firm. Ceasing the opportunity of inspecting can help the organisation to achieve proper quality. It is important for the business organisation to focus more on maintaining long-term loyalty with a single supplier rather than focusing on minimising the total cost. The organisation should make improvements in the production system to improve productivity and decrease costs constantly. Providing proper training to the employees can enhance their skills, which in turn will provide profits for the organisation, and it will increase the quality of product output. 
Supervision of production workers can be beneficial for enhancing the quality of products thereby creating a loyal customer base. Breaking down barriers within departments can be helpful to instil teamwork in the workplace, combined work of this department can give productive result through diversification of ideas (Bastas and Liyanage, 2018). On the other hand, it can be said that this can create an atmosphere of confusion if not managed systematically (Borkovskaya et al., 2018). The company can proceed with eliminating targets, exhortations, and slogans for removing any kind of pressurization from the workplace to reach ultimate levels of productivity with zero defects (Escrig-Tena et al., 2018). The company can adopt this model, eliminate quotas of work from the work floor, and substitute it with the appropriate leadership. It is the responsibility of the managers to change their perspective from focusing on quantity to focus on quality. 
f.  Critical recommended extension to Deming’s points
The company M & S can conduct self-improvement programs for the employees in order to enhance career advancement to make them think that the company is thinking for their well-being along with the profit, this approach will enhance the quality of product manufactured or delivered by the employees. Also, this can increase the engagement of the employees towards the organization (Bastas and Liyanage, 2018). On the other hand, increasing the investment of the organisation can build loyalty among the customers, which in turn can build a strong customer relation with the business firm (Escrig-Tena  et al., 2018).
[bookmark: _Toc78145921]5. Conclusion
The report addresses the ethical policies on M&S Food and points out how the company makes use of the Human Rights and Modern Slavery policy and also the anti-bribe policy. A further synopsis on various sustainability policies of the retail supermarket and how these policies impact the customer relationships is outlined within the study. The critical failures of the addressed policies and how a company mis represents itself is also highlighted. Further comprehension of two models of quality management and how M&S Food can strategise these models to influence the relationship with their customers is similarly considered. The first model reviewed is the Philip B. Crosby model which states the importance of eradicating error and systematic application for positive results. The next model discussed is Deming’s 14 points model which recommends that employees understand the goals of Marks and Spencer. A hypothetical extension on each model has also been proposed to enhance both models.
[bookmark: _Toc78145922]6. Recommendation
To make employees aware of organisational goals and objectives, Marks and Spencer can allow its employees to work with managers and team leaders. This can assist the employees in eliminating any errors or difficulties they face by coordinating with their supervisors and learning from them. 
Regarding the ethical and sustainability failures, better communication is required with the ground people in each country that was found to have breached its policies to implement strict rules and guidelines that can be adhered to.
To enhance Customer Relationship Management M & S Food should follow both quality models discussed but at the same time implement the additional  recommendations given for optimal quality assurance and customer relations.
Marks and Spencer can utilise renewable sources of energy which will sustain the company for much longer, be more environmentally friendly and reduce any running costs.  
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