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Executive Summary
This report is written on Asda’s ethics policies and sustainability polices and then comparing these policies with another supermarket which in this report has been compared to Tesco, and how this relates to customer relationship managements. As well as how quality models have been used to relate to Asda supermarket and by using the models and theories of Deming’s PDCA cycle, Juran’s trilogy and Crosby’s four absolute model to find out about Asda’s qualities. Them once these are investigated and put down in the report there will be a conclusion of all the findings as well as recommendations will be written too.   
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Introduction 
Customer Relationship Management is a combination of processes, individuals and defines technology and focusing on developing relationship ad retaining customers and target is to maximize the profit by gaining a desired balance between major companies’ investments and customer satisfactions. Customer relationship management is known as a set of process and systems which helps the business structure in sustaining profitability and maintaining relationship with main customers. the main objectives of CRM are that to able to get know their customers as well as providing more efficient services and keeping those customers forever. 
CRM has been put in two stages; firstly, it is an assessment which examines relations with customers as they consider then more than just a set of separate connections and most positively yields more beneficial results for suppliers, and this brings customers utmost satisfaction. Secondly, it’s a perception of current and future customers have of a business’s ability of equivalent amount. (Chittaie, 2012)

Ethic policies are used in small or bigger companies, ethics should be include owners and executives and everyone in the business otherwise it will be useless also it is a worthwhile effort. If a customer is cheated once the he or she would not go back to that same place again so therefore without ethics a company’s business is not going to last very long time. Creating good ethical policies should be a vital goal as this allows the companies to build a good reputation. A company’s ethical code polices gives their workers guidance on the business matters this involves the board of directors and executive officers. Also, good ethical policies allow trust and transparency and gives moral conduct and benefits customers and happy workers gain happy customers who will keep coming back. (Shanker, 2020)
No matter how big or small the company is, sustainability can be beneficial to the company in varies ways. Having sustainability policies in a company allows businesses to get investor who also choses environmental company to invest in as investors look for to earning profits. (Joyner, 2020) 



1. Asda Customer Experiences in Ethical and sustainable policies
Asda as a in charge retailer they are dedicated to their principle of ethical trade and approving the dignity of women and men in their supply chains. Asda collaborates with many industries and organisations across the world to help combat risks by focusing on forced and underage labour, violence and harassment against women and unsafe working conditions. Therefore, Asda monitors and inspects any kinds of issues within the supply chain and implant accountability of sourcing practices in buying decisions and getting involved in initiatives to find the main cause answers which can transform the whole supply chains. 
Asda therefore sets hopes through their standards for their suppliers and are associates of the Ethical Trading Initiative as well as the alliance of groups who promotes respect for their workers’ rights across the globe. 
By being a part of the ETI it allows Asda to work in corporation with other big productions as well as trade unions, charities and labour rights bodies to challenge some of the complex problems in ethical trading (Asda, 2020).
As ethical consumers highlights have mentioned that there are many ethical issues with Asda and their parent company Walmart, due to this the company has been lowered down in ethical consumers rating system in varies groupings which are: environmental reporting, habitats and resources, climate change and many more.  
Ethical consumers rated Asda as middle due to the palm oil sourcing and policy, in July 2019 Asda replied to ethical consumers questionnaire which was based on Asda’s palm oil policies and practices. The feedback that they got stated that every 16,706 tonnes of palm oil used in Asda products was in fact sustainable palm oil from the RSPO scheme therefore Asda’s parent company Walmart was members of the RSPO and they did not give any figures for the year 2017 but then again the figures that was given for the year 2016 showed that every ingredients used in the palm oil was certified, though further half was certified via books and claims in the low levels of certification. 
Since the company did not allow in any extra practice measures i.e. disclosing their suppliers or work with the supply chain to make it better, as Asda standards was not company-wide, therefore Asda got Ethical consumers middle ratings for this sourcing and policies. 
Also saying that the deforestation is a big concern because Asda was rated on their timber sourcing policies, as Asda and Walmart had 2020 targets for the deforestation, Walmart had retailed many products made from timber and committed to zero net deforestation by the year 2020. Nevertheless, the settled target was not convoyed by any such details and therefore they received the worst ratings for their timber policies. 
In the year 2019 January Asda did bit better as ethical consumer received feedbacks from the surveys which said: ‘Asda has made commitments to 100% FSC or PEFC certifies timber by 2020.’ Therfore as Asda had a policy of target for 100% certifications and were engaging with multi stake holder forum on the topic, they got middle ratings for timber sourcing. (Consumer, 2020)
Asda’s aims towards their sustainability is to protect the environment around them and save their customer money by going hand in hand as well as to lessen the eco-friendly effects of their processes and the services and goods that they sell and the suppliers that makes their goods and services.
Therefore, the packaging and parcel is apart of them without the greatest packaging many of their products would not have make it to Asda stores or customer homes. As well as their food would not have not been safe or taste so good, and there are many things that are needed to be packaged extra carefully as it is very delicate. 
They are focused on improving and reducing this and since the year 2007 they have lessened the weights of the packaging by 27 percent but the again its not all about less packaging, its all about how well the packaging keeps the product long lasting in the shelves of Asda stores as well as in customer houses. As for the sustainability targets Asda is dedicated to have every packaging’s to be recycle by the year 2025. (Asda, 2020)
Asda removed 85 million carrier bags as this was the number for single uses from their production as well as making choice of removing them from their online grocery delivery and collection orders.
30 percent of recycled content in own brand plastic packaging Asda has committed themselves doing this by end of 2020. Also pledging to lower the food wastage by 20 percent by 2025 and to halve it by year 2030. (Asda, 2020)
The advantages of ethics in businesses is that it allows companies to a competitive advantage, from this consumer can learn to trust ethical brands and be loyal to them. Nevertheless, disadvantages of ethics also lowers a company’s freedom to lessen their profits i.e. a multinational company could move their industrial facilities elsewhere like a growing country just to lower costs, this can be in a country where they practice acceptable of like child labour, poor health and safety and many more, but this would not be acceptable in a ethical company and therefore progresses would be made in working conditions such as living wages and minimum health and safety standards to lessen the amount of cost savings which the business can generate. (MacDonald, 2019) 



























2. Tesco Customer Experience on Ethical and Sustainability policies
Tesco is UK’s biggest supermarket chain, the company has been target of many campaigners on their approach to business. Ethical consumer did research on many ethical issues for Tesco, they have marked Tesco to their rating system in different sets of categories such as: palm oil, pollution and toxics, human rights, political activities and many more. 
One of the categories is politics, there was numerous concerns issued by the shareholder groups back in year 2015 this was after Tesco reports showed that the company paid bonuses and wages of £4.13m to Tesco Chief Executive Dave Lewis for six months of work as well as £1.2m pay out to his forerunner who oversaw on the sales and profits.
In September 2019, it was seen that Dave Lewis was paid £4,600,000 for the years 2019 till 2019. Thus, Tesco lost half marking rate under the antisocial finance category as ethical consumers considers any amount above £1,000,000 a year seems to be extreme. At the same time ethical consumers have found out how Tesco was using tax avoidance strategies and seen that Tesco had varies of subsidies in tax haven such as one of each in Hong Kong, Cyprus, Jersey and Guernsey. (consumer, 2020)
As for Tesco’s sustainability they work with their contractors to make sure that they make more sustainable products that is quickly accessible as well as affordable. Also, Tesco work with thousands of producers and suppliers so they can give the best quality, healthy and sustainable products to their customers at a suitable price. Tesco wants to give their customers peace of mind that the product’s they buy no matter what the range is, they source their product’s with respect for the environment and their people. 
For environment, as Tesco is a food business, they have a long-term success depending on the health of the natural environment. This includes from fresh fruits, meat, vegetables and fish that they sell to the raw materials that goes in to their other products, these come out from their natural ecosystems. Tesco has prioritised the five atmospheres which has an impact to their operations or sourcing’s these are the following: marine, farmlands, forests, fresh water, and climate changes. In the year 2018 Tesco announced a revolutionary partnership with WWF their aim they were targeting was of splitting the environmental effects of the average UK shopping baskets. 
Also, one of Tesco’s business value is that they treat people how they need be treated, they want everyone who works with Tesco to have their human rights upheld and they know their customers, supplier and colleagues do too. Tesco believes that their trade can be a force for creating jobs, goods and many chances for their folks as well as their communities across the globe thus they want those kinds of jobs to be good jobs. Tesco’s human rights approach makes sure that the standards are clear and are based on the issues such as health and safety and working hours, Tesco team up with the extensive industry, NGO’s and government to address the root causes or fixed human right trials. 
For Tesco being solid, reliable partnerships, it is crucial to their supply chains. Their aim is to be British farming’s most trusted partner to able to help to secure the future of farming as well as food and fisheries. For their sustainable farming groups, there are supporting food and farming segments which generates their value rights over the supply chain, this group is being led by Tesco’s suppliers, famers and their colleagues who are the main to their work of building a long-term relationships with their farmers and help then drive progresses in quality, reliability and taste same in farm animal welfare. (Plc, 2020)

Comparison between Asda and Tesco Ethical and Sustainability policies 
After finding about Asda’s Ethical and Sustainability policies related to customer relationship management and then finding information based on ethics and sustainability policies for Tesco it can be seen from the findings that both supermarket care about how  ethics and sustainability policies matters to them, if they don’t then the customers would not get good customer service and will go else where to buy products. But then again both supermarkets are in competition as they would like to do better and get good produce and products to their rival supermarkets and how the prices matter to Asda as they like selling good produce and products at less prices and give their customers the best quality of food so they can gain more customers.










3. Quality Model / Theories

3.1- Deming PDCA Cycle 
The Deming cycle is a procedure which assists the establishment and the long-term existence of a quality in an organisation, it consists of four stages as follows; 
1. Plan- this is the process of improvement that should be carefully planned for the steps of the actions to be taken.
2. Do-the plan to be put in action.
3. Check- the gathering of data to quantify the outcomes of the action takin in, and do stage analysis of the results, feedback and reviews. 
4. Action- institutionalization of process development required more than just only selecting a tactic. Deming, W.E. (1986) 

The Deming Cycle assisting in Asda customer Relation is by:
Plan- 
· To reverse several steps.
· Improve the wholesales basics and make simpler Varieties. 
· Price investment remaining the same which is £1.5bn.
Revamp big stores.
· As they post worst ever quarterly sales, Asda needs to focus on quality and not price. (Hobbs, 2016)  
Do-
· Improving the basic wholesale and getting more variety of products. 
· They will cut prices and the shelve the expansion of click and collect services after being recorded the worst sales performance in their 50th year history.
· To open more non-store, click and collect for shoppers who use the internet to pick up their online products. 

Check-
· Making sure that they focus more on the quality. 
· Asda came up with five-year strategy which involves the determinations for further standalone petrol stations and closing a deal directly with business customers. 
· Simplifying what they will do by making the vital strategy which is to improve their core business. 
· Needing to offer more services for their online customers such as click and collect has been their biggest growth ranges in retail this is since regulars pick up their goods when it is suitable for then instead of waiting intended for home delivery. 
Action- 
· In the past two years Asda has shown that they will make the needed changes to match the motivation of demands of their customer, especially at a time when the market is indeed experiencing lasting rapid operational changes. 
· Walmart backing Asda chief executive Andy Clarke when the business was going through the worst of time and was backed up again after Walmart backed his resistance to being drawn into distributing discount coupons to get customers in store. 
· Previous achievement was based on well run stores and the low prices. (Guardian, 2015)

3.2- Juran’s Trilogy 
Juran for the past 40 years has helped across the world of organisations to able to hold some simple ideas which will lead to a sustained presentations, this means understanding the Juran model and the framework for excellence that applies to every business, industries, products, services and developments. (Juran, 2020)  
Juran’s trilogy model shows how an organisation could progress their bottom line by understanding more better of the relationships between the processes that plans, controls and improves quality and the business results. In the year 1950’s the trilogy model was created, and it states how to manage quality as three straightforward quality-oriented, interconnected methods. 
The three qualities are:
· Quality planning- this is a process of designing services, products and process. 
· [bookmark: _GoBack]Quality control- for meeting the goals that are set during operations this can include evaluating actual quality performance, comparing real performance of quality goals and acting on the differences.  
· Quality improvement- this is a process of producing a breakthrough on the unique levels of performances as well as this process means the increase of quality performance to the unique levels. Gryna, Frank M. (1988) 

The Juran models three quality that assists in helping Asda customer Relationship management is by: 
Quality Planning -    
Asda has got latest technologies to help make shopping easier for their customers this includes the first UK’s parcel tower which means that Asda can now get the online orders by less than 60 seconds also a voice-activated shopping thorough Google Home. 
Asda makes sure that they try their best they can do to stock up all the favourite products but every product’s that is sold is subject to availability and their ranges can very depending on the store size and location nevertheless some items and prices that are seen on the website are only available online.  
Asda has the biggest units which offers food, general merchandise and clothing to their customers. 
Asda makes sure that the promotions on their products are available both store and online but then again, some sale promotions are specifically available online or in store. (Asda, 2020)

Quality Control-  
Asda has more than 145,000 dedicated staffs who serve more than 18 million customers who shop in their stores every week. 40 years ago, was when two Yorkshire brothers opened a small supermarket in the town of Castleford, from there they have today come a long way. 
Asda company is a people focused company who has a caring nature towards their customers, colleagues. The brands nature is, their aim is to uphold honest interest in how their customers feel and think so by knowing this then Asda can prepare and give all the best for them. 
Asda is hoping to be more dependable and reliable brand and give their customers an offer which they can expect lower prices whenever they shop as well as any products they shop while making sure the quality of the product is good and not sacrificed.

Quality Improvement-
Asda is working nonstop to make progresses in their products and services thus making sure that they are delivering their promise of EVERY DAY LOW PRICES. Asda is continuing to drive down on non-food prices, in 2001 May the supermarket was winning in the six-year campaign of eliminating retail price maintenance this was for over the counter medicines. Asda celebrated by reducing the prices of healthcare items by 50%, this was to maintain the lower prices at the same time retaining quality, Asda bought in better value books and reduced the prices on comics they did this by breaking the net book agreement. 
Asda has expanded in their specialty areas where they have bought in options, pharmacies, jewellery and photo departments and offering 30 percent less than their competitors in high street. (Campaign, 2003) 

3.3- Crosby’s Absolute Four Model
The four absolutes of quality were developed by Phillip Crosby who was a guru in quality, this was an idea of increased quality and it did not mean anything about increased cost. 
The four absolutes are:
1. Quality is distinct as conformance to requirements.
2. The system for producing quality is prevention, not judgement. 
3. The performance standard should be Zero defects.
4. The measurement of quality is the price of non-conformance. (Swan, 2020)

Quality conformance to requirements.
Asda believes in making their products and service as better as they can do. As well as the first UK discounter, offering their customer the very best of values as its been their driving force.
Over the years Asda has been expanding their store over the globe, as well as introducing new brands, clothes line called George in the 90s and launching grocery home shopping followed by non-food online. 
The system of quality.
Asda has built their business by listening to range of customer and then offering what they had said, Asda workers are the heroes and have always made Asda special everyone of them shapes the character of the company. 
Asda making their business more better, their focus is earning customers trusts therefore they are working hard to source all their products in responsible way and collaborating with suppliers to make sure that they treat the suppliers fairly and vowing to be the highest standard in areas of safety, ethical trading and how they protect their customers data.

Performance standards zero defects. 
Asda launching clothing line has been seen that they have been the UK’s number one volume for clothing and becoming stronger and stronger each day. Thus, becoming the main title sponsor fashion week and committed to providing the latest fashions to their customers at very best of prices. (Asda, 2020)

 Quality of price. 
By launching George clothing line, a part of Asda has now become number one volume in the UK, by doing this they are offering their customers 100-day money back guarantee on school uniforms, thus they will be gaining customers and them not going to other stores so they will be shopping in Asda.  Asda selling their products at lowest priced. (Asda, 2020)















4. Conclusion/ Recommendation
I have concluded that in supermarket business there is ethical policies as well as sustainability policies which looks out for their customers’ needs and the environment as well as the source of where the produce comes from because without these, if the company doesn’t supply good produce or products then how can their customer get the best of quality. Also, as there are other rival supermarkets out there it is hard for Asda to keep up with the competition as mentioned on the report Asda had to give out free vouchers to attract customers as their rival supermarket was offering customers voucher. As Asda’s rating was going down due to the quarterly sales Asda had to look out for making the quality of their products better then looking out for the price. 
The recommendations are that Asda will be making more better planet for their customers, they will be doing this by reducing plastics by end of 2025 as well as they are committed in reducing the environmental impacts of their operations of goods and services and the suppliers who make them. Asda knows that their customers care about sustainability thus reducing their impacts on environment they also want to help their customers to do the same. 
Asda’s focus is reducing packaging and plastic as already there has been cut downs of 85 million carrier bags from online and instore, - by doing this, it is good for the customers as well as the environment and this will help in the future to. 
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