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[bookmark: _Toc78091682]Introduction
The purpose of this report is understanding ethical and sustainability policies and practises and the impact of the quality systems that it may have on customer relationship management with reference to the supermarket sector.
The objectives of this report are to define and explain the ethical and sustainability policies gained from secondary research, the Juran’s trilogy and the Deming Cycle will be defined and applied regarding the CRM and supermarket. The report will end with conclusion and recommendations.
[bookmark: _Toc78091683]Ethics
[bookmark: _Toc78091684]Definition
Marketing ethics is a part of business ethics that focuses on the research approach of how moral norms are applied to marketing decisions, behaviours, and organizations. Marketing ethics is concerned with the conceptual model of the application to business decisions, conduct and institutions of moral principles. According to Vermillion et al.(2002), increased awareness of ethical values has resulted in a general tendency in business theory and practice toward concentrating more attention on the parallel or crossing interests of customers and sellers in marketing relations (Abdulnasir, 2015).

[bookmark: _Toc78091685]Tesco
Tesco was built in 1924 with the mission to serve its customers the best service. Offering the customers, the best products at attractive prices. Tesco’s logo says that “No one tries harder for customers”. Tesco is under pressure to ensure that its employees have adequate working conditions and only buy and deal with ethical suppliers. Tesco is viewed by consumers, people, communities and activists as an ethical supermarket in adherence to the ethical trade. Tesco is an ethic supermarket with place for improvement, but every year is trying harder and harder. 

Charities
In 2018 Tesco settled a 5-year partnership with diverse charities. Some of those are Cancer Research UK, British Heart Foundation and Diabetes Uk. This partnership aims to inspire customers and employees to eat and live healthier, reducing their risk of becoming sick with one of the conditions (Tesco PLC, 2021).  In 2019 with Tesco’s largest fundraiser Tesco Dance Beats it was raised £1 million, in addition to this, Tesco donated £278.30 for every employee, friend, family or customer who participated at the dance marathon at Wembley stadium. The total raised was £2 million. In 2020 due to the Covid-19 pandemic, face to face fundraising was restricted, however Tesco gave the option to the customers to round-up their shopping total by maximum £1. The customers donated in total £1.5 million which Tesco matched and the total donated to the charities was £3 million. In 2021 over a 3 days period the customers were given the same chance as in 2020, it was donated £233,500 (Tesco PLC, 2021). In addition to the Charities Partnership, Tesco supports food banks, and every day Tesco donate excess food, so it doesn’t go to waste. This was launched in 2015 and since that date Tesco is proving an average of 2 million meals a month to around 5700 charities in the United Kingdom, they offer the same globally (Tesco PLC, 2021).

Working for Tesco
According the description on their website, Tesco offers a range of opportunities and benefits by working for them. Some of those are, flexible working based on each individual situation, different health and wellbeing resources for the employees, such as a virtual GP, access to a gym, assistance programme for employees, financial help and so on. It suits every person depending on the position, starting from students who can only work one shift and part time, moving to women with children which are in a similar situation. However, Tesco has taken part in a huge scandal recently. Back in 2019 it was discovered that one of their suppliers was caught using slave labour. It created the biggest slavery ring ever in the UK, where some of the 400 people working in farms, waste recycling centres, and poultry factories were paid only 50p a day in Malaysia. The passports of some of the employees were withheld. However Tesco came with a statement informing that all the passports were returned and there are new policies in place including training the managers in diversity and inclusion, and new accommodations for their employees (Lee, 2020).

Animal Welfare
Tesco sells factory-farmed meat and eggs that are not free-range. Furthermore, in August 2019, the firm changed from a moderate rating on animal testing to a worst rating after removing its specified cut-off date for animal testing of its own brand items. Tesco also continued to sell branded items from firms that continued to do animal testing (Ethical Consumer, 2020). 


[bookmark: _Toc78091686]Sustainability
[bookmark: _Toc78091687]Definition
One of the most pressing concerns that merchants are dealing with is sustainability (Erez 2019; Widlitz 2020). Sustainability activities by retailers limit the negative impact of products on people and the environment throughout the supply chain, which is still a top consumer demand. 93 percent of worldwide consumers want brands to embrace social and environmental issues, according to the Retail Industry Leaders Association. Retailers must embrace sustainability as consumers desire items that do less damage to the environment and have a positive impact on society (Vadakkepatt, et al., 2021).

[bookmark: _Toc78091688]Tesco 

Tesco has previously made promises to their customers, the communities they serve, and the environment through their Little Helps Plan. The plan covers targets for the elimination of deforestation from Tesco products by 2020 and for the complete recyclability or composability of their packages by 2025. WWF helps Tesco speed its efforts towards these environmental objectives through their cooperation. Their approach will focus on three important areas: helping customers eat more healthier, restoring the environment in food production and food waste (WWF-UK, 2021).

Packaging 
Tesco is testing with removing 45 types of plastic-packaged fruit and vegetables from its Watford and Swindon Extra stores, including apples, bananas, and avocados. This is a good step toward reducing plastic use for aliments that don't need to be packaged, since consumers are already used to buying loose fruits and veggies. In addition to this, by the end of 2019 Tesco banned the hard-recyclable plastic (Retail Insight Network, 2019). Tesco in collaboration with WWF will introduce a new indicator on 20 of its most popular own-brand items to alert shoppers to the environmental effect of the products. Customers will be able to understand how their food purchase will affect climate change, deforestation, sustainable diets, sustainable agriculture, marine impact, food waste, and packaging waste (Newsroom, 2019). This is a great idea as it will make the customers more responsible towards the planet. However, Ethical Consumer gave the firm the lowest grade for its policy on the use of hazardous chemicals in electronic devices in September 2019 because it did not have a publicly visible policy. Tesco pledged to have 0% harmful chemical discharge by 2020, however this did not cover electronics, only agricultural, textiles, and leather (Ethical Consumer, 2020).

CO2 emissions
In 2009 Tesco became the first supermarket to aim to became 0 carbon by 2050. Since that day Tesco has established goals and is aiming to become zero carbon by 2035. In 2020/21 Tesco has surpassed their goal with 54% reduction in their scope 1 and 2 greenhouse emissions. The scope 1 emissions are from heating, transport and refrigeration, while the scope 2 is the electricity. Tesco is aiming at reducing their footprint by introducing electric delivery vans, installing aerofoil refrigerators and using solar panels for the energy (Tesco PLC, 2021).

Deforestation
Tesco supports the Amazon deforestation and by doing so they do not sell any Brazilian meat, also their soy, palm oil and wood or paper are all certified deforestation free. In addition to this they have requested the government help to ensure all food sold in the UK is deforestation free. Since 2006 Tesco has been a founding member of different organizations to protect the Amazon forest and raised £10milion (Tesco PLC, 2021).

Supporting Farmers
Tesco’s goal is to be the most trusted partner in British agriculture, helping to guarantee the future of farming, food, and fisheries. Tesco believes in a food and farming sector that generates value along the supply chain and provides food for everybody. All the milk is 100 percent British and comes from cows that are well-cared for. The farmers benefit from a long term contract and receive a fair price for every pint. By assisting the next generation of farmers, Tesco is helping to safeguard the future of British farming. Tesco created the Future Farmer Foundation in 2014 with the goal of assisting and motivating young farmers across the United Kingdom and Ireland (Tesco PLC, 2021). However, in 2016 it was discovered that Tesco deliberately postponed payments to suppliers in order to enhance its own financial situation. Tesco apologized for the actions, claiming that they had caused harm to its providers. The Serious Fraud Office (SFO) is still looking into potential accounting problems at Tesco (Simpson, 2016).


[bookmark: _Toc78091689]Quality and its components
[bookmark: _Toc78091690]Juran’s trilogy
Dr. Joseph M. Juran presented the Juran Trilogy, also known as Quality Trilogy, as a tool for quality management in 1986. Although the old quality strategy was based on quality control at the time, Trilogy has now become the basis of most guiding principles in quality management in the globe. The Juran Trilogy is essentially a general tool to explain quality – it fits all functions, levels and lines of product and service. The approach is based on the three universal processes: 

 Quality Planning 
The design process enables innovation to occur by creating the finishing results through designing items (goods, services, or information). The Juran Quality by Design approach is a systematic method for creating creative design elements which meet the needs of customers and processes required for these new concepts. Quality by design relates to the development of products or services in companies (Marsh, 2017).

Quality Control 
Quality management – This is the tried-and-tested, old quality in many organizations. It requires ensuring that the processes in place function. Things such as document control, calibration, product inspection and control. ISO 9001 comprises approximately 65% of these procedures (DeFeo, 2019).


Improvement in Quality
Improving quality – The procedures for improvement include some of the greatest advances and enthusiasm in quality. These projects aim for the most part to improve waste and customer satisfaction products and processes. A key starting point is data collecting and analysis (DeFeo, 2019).


This quality model helps Tesco by winning its customers. We have already viewed that Tesco tries hard for the customers, however a product that was great for the customers 5 years ago, it may not be good now, mainly because the customers are becoming more aware of the environment and the impact products, packaging and so on have on earth, the design counts as much as what you eat. I would use an example that was already described. Meat, if 5 years ago, customers were buying and consuming meat without taking into consideration, where does it come from?, how many chemicals does it have? And how is affecting our environment?, now they are more aware of everything. Tesco stopped selling meat from Brazil, not necessarily because of deforestation but mainly thanks to its customers and here is where the Juran’s trilogy helps. By applying this model, Tesco can clearly see what the pros and cons are of selling meat from Brazil.  This was just an example, but Tesco can apply the Juran’s trilogy on everything, in regards their relationship with the customers. This can apply to loyalty, marketing, improvement, quality, support and products. By applying this model regularly, it definitely is a win win for Tesco, as they not only have loyal customers, but people will love to buy and eat products that doesn’t affect the earth.  



[bookmark: _Toc78091691]Deming cycle

Dr. W. Edwards Deming invented the Deming Cycle, also known as the PDCA cycle, as a problem-solving strategy. It's a quality-improvement paradigm that comprises of logical four-step processes that are repeated to help in ongoing learning and development. The abbreviation for the cycle's four components is PDCA (Plan, Do, Check or Study and Act). It's also known as the Deming Wheel because it's a spiral that leads to continuous improvement. The PDCA cycle can be applied to a number of different circumstances (Lessoin, 2021). 

Plan
It is the stage in which are examined the issues that need to be addressed in the following order:
Problems are defined.
Goal setting
Methodology selection
"Why did the problem happen?" 

Do
It's put what you've learned in the previous phase into action:
Put the technique into practice.
Execute
Make alterations
There's no need to strive for perfection; instead, consider what may be accomplished in a realistic manner.
Take measurements and keep track of the results.
It's worth mentioning that, despite the name, there is no need to actually start doing anything to solve the problem at this stage of the PDCA model; instead, you're only motivating the individuals who will have to perform and put things into effect.
Check
One of the most crucial elements in the PDCA concept cycle is this step. We'll check to see if the action has adjusted after that:
Examine to see if the requirement is being followed.
Examine what's effective and what's not.
Ask why at each stage.
Improve and practice the described method with the solutions.

Act 
It's time to be more assertive.
Is everything going according to plan? Then keep going!
Are there issues? Then take action to remedy and avoid the mistakes!
Enhance the working environment
Replicate the successful solutions.
The PDCA idea implies that the cycle restarts at the end of the fourth phase in order to achieve continual and persistent progress (Veyrat, 2016). When the approach is created and put into practice, the measurements must become even more detailed in order to detect faults and variances. If unconventionalities are discovered, the PDCA process is restarted in order to find ways to improve the process continuously.


Similarly, to the previous model, Deming Cycle helps Tesco to improve the customer relationship management. Furthermore, is a better-quality management tool as it never ends its cycle. In the case of CO2 emissions, initially Tesco wanted to reduce to 0 their footprint by 2050, lately they have changed they’re idea thanks to the customers who responded positively and probably by applying this Cycle. By observing the benefits within the CRM Tesco reduced the timing to 2035. As customers, people will shop where they feel they contribute on saving the planet. The PDCA cycle can be applied to every sector of Tesco’s business and it will help improving their CRM. For instance, let’s look at the following example:
P: customers are complaining over plastic packages, reinvent the plastic packages or a different package not made of plastic, this problem is happening mainly because customers are more aware and informed of the environment, they can clearly see how the plastic affects the marine life, our climate and so on 
D: informing the suppliers of this problem, Tesco can give an example to its suppliers by introducing reinvented packaging.
C: Tesco will inform the customers and suppliers of its plan to check the reaction
A: Tesco is changing its first plastic package. If the customers are happy and there are no problems with the package, Tesco will move to the next product and so on.

In this case scenario, Tesco not only is reducing its cost on a product package but is helping the environment. This will bring new loyal customers which will stand together to help Tesco. As previously seen in the Ethic and Sustainability part of this report, customers are moved by ethic and sustainability and they fight together for a better life, for everybody.
[bookmark: _Toc78091692]Conclusion
Good Ethics is very important for a supermarket as Tesco, to succeed and remain on the top. By applying the right moral values, as charities and good working conditions, will catch people’s attention more and will have loyal customers. However, Tesco should improve their Animal Welfare acting. In Regards the sustainability, Tesco is doing an awesome job at sustaining the environment, its customers and the farmers. However, in 2016 Tesco has delayed payments to the suppliers which negatively affected Tesco and the suppliers. This has a very positive impact on its customers who feel involved and by buying from Tesco, contribute towards Tesco’s goals. Juran’s Trilogy can happily be applied to most of the sectors, but it will best function towards the Tesco’s products. It works very good with the ethic and sustainability as it is a great tool to measure and understand the products have on the environment. Deming Cycle is my favourite as this is a model that can be applied to every problem, product, situation, supplier and so on. As the title say, it is a cycle which never ends and always help to restart and improve better and better the situation, as per the example of the emissions footprint. In conclusion, Tesco has a great approach and is impacting its customer in a positive way. As seen above, the customers responded to fundraising, challenges, helping the environment, eating healthier and so on.

[bookmark: _Toc78091693]Recommendations
[bookmark: _GoBack]In order for Tesco to remain one of the best supermarkets of the country, it is highly recommended that the suppliers are checked more accurately due to the slave labour scandal happened in 2019. Even if it was not directly Tesco, it did miserably affect its reputation. It should make sure every new or old supplier are put on training programmes regarding diversity and inclusion. Overall, the sustainability part is great so far, however Tesco should improve their approach to deforestation and trying to implement together with the customers and WWF a challenge among all the country’s supermarkets. This will not only have a high positive impact on Tesco but will aid the remaining supermarkets help towards the deforestation. In addition, Tesco should use all the time the Juran’s trilogy and Deming cycle in all their future activities.
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