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1. [bookmark: _Toc35001247]Executive Summary:
As Asda being the second largest retail company their motivation to thrive lies in their vows of a mission to strive at level best to bring the unrivalled value price to surpass customer needs every day. Their vision is to keep customer satisfaction and deliver the best value prices. Asda values are to keep customers first and maintain respect and equality amongst colleagues. Their goal is to give customers the best value for price and maintain their promise. To keep up to all these promises there are many guidelines they need to follow and in this report Asda’s Ethic, Sustainability and CRM policies and operations shall be emphasised to show its importance.



2. [bookmark: _Toc35001248]Introduction
In this report, there will be a review in the benefits and engaging in ethical trading and building a sustainable resource to the customer relationship in Asda.I will be discussing the ethical and sustainable policies that organisations can adopt and how Asda can apply this by making a comparison with a competitor and how this affects customer relationship management. 
3. [bookmark: _Toc35001249]Organizational ethics
Organizational ethics is a concept of a level of quality in a business and how they manage the flow of all departments. Their ethics mostly follow the basic acts of no discrimination, empathy, honesty, importance and a display of leadership qualities. The employees of that business must demonstrate that they can perceive these values and abide by them. These terms are easily adjustable by training staff to fit in to their organizational ethics. A good example of ethics in a business is consistent treatment of all the employees. To promote a no discrimination policy in an organization is to treat everyone with equal respect no matter what race or religion or cultures they may come from. By training every employee through a sensitivity training will improve just treatment. All these values will enhance customer relationship in the business and make an impression for the betterment of society. 
 Ethics in an organization is also a set of rules that a business abides by when trading due to their surroundings of business such as social and community impacts that their trading may cause to the residences or local community by not getting rid of their waste efficiently which can cause health issues or an another example would be polluting the air in the chemicals they may use. So, society safety measures need to be acknowledged when operating and federal laws can cause an impact on unethical environmental execution in an organisation. If these laws are not abided by then businesses can face consequences and even lead to closure at some point.
There are financial and business side that uphold in the ethics of running an organization such as, there must not be any form of bribery to creditors to allow tax credits to take place which is against the law and unethical for a good business to flourish. (Smallbusiness.com, Suttle, 2020)

Critics that have stated their views on business ethics have stated that managers in most businesses make it inapplicable in their day to day operations. They face two types of challenges where first identifying ethical courses of action such as difficult grey area situations where they do not deal with issues such as “right versus wrong” but instead make it a dispute in to “right versus right” where the opponent certainly is discriminated against their ethics of ruling. The second is manoeuvring situations where the right direction is clear but the pressure on from competitive rivalries and institutional constraint lead the best of exceptional and reliable managers into misleading paths. Due to capitalism as an economic system, managerial behaviours and practices are becoming more ignorant to the idea of ethics in business which is a discouraged and distressing situation in any business. (What’s the Matter with Business Ethics by Andrew Stark, May-June 1993) 

The ethical marketing in an organization is the way in how companies market their products and services for the customer satisfaction but also, they look at how they can fulfil their duties for the social and environmental causes around them. A company always wants to thrive by initiating if it can deliver the desired return by implementing ethical and sustainable values. 
An example of ethics in marketing would be displaying every aspect of branding its goods such as where the material or food item was sourced from? was the material sustainable in its surroundings? what types of labour was used to produce the goods? etc. An example of buying a bunch of bananas in a supermarket that said it’s been sourced from Africa would make a customer think how it was grown e.g. organically or used preservatives. Were the growers being paid justly therefore are they helping the needy in the third world by using them as a supply chain and making their future better. 
Another example would be when there was a scandal about tesco where their burgers where not actually 100% meat but they contained horse meat so that was not very ethical and  peoples morals and ethics where hurt. Here business ethics had been portrayed very badly by violation of federal rights and laws by not displaying truthfully what type of meat was used in those burgers.
 By displaying all these aspects, the customer knows where and how the product has been sourced which can also affect the range of pricing category it is in for the customer to decide if they should purchase the item. (Ethical Marketing by Dan Shewan, feb 25, 2020) 

3.1. [bookmark: _Toc35001250]Ethical Marketing Model
[image: Ethical marketing fair trade principles] 
3.1.1. [bookmark: _Toc35001251]Is Asda Ethical?
Asda is under scrutiny over its ethical issues and therefore its rating is not as good as its words and promises. Categories such as climate change, environmental reporting, habitats & resources, pollution and toxics, arms and military supply, human rights, supply chain management, irresponsible marketing, animal rights, anti-social finance, controversial technologies and political activities are some of the ethical issues Asda has been highlighted for (How ethical is Asda Group Ltd? | Ethical Consumer, 2020).

3.2. [bookmark: _Toc35001252]Asda Fair Trade Practices
 Asda has launched new products in its grocery category to up-the market of fair trade which consists of nine lines including mangoes, pineapples and grapes. Further lines were added in the produce and drinks categories during 2005. Asda’s own label Fair trade bananas rose to a whopping 112%. They collaborated with Disney as a promotional offer to advertise fresh produce with the Incredibles Disney character to feature on fruits and vegetables packaging to make these products enticing to children. This new collaboration initiative was introduced in 274 department stores (Asda's Fairtrade range set to grow, 2020).
On the other hand, Sainsburys was amongst the first retailers to sell Fairtrade products and for the last twenty years they have been doing that which has raised their standards in Fairtrade products as the largest retailer till date. Their target is to supply quality products at a reasonable price from workers, farmers, and growers around the world where their products originated from. This promotes Fairtrade for those underdeveloped countries that produce the products so that they can be paid fairly, this price practice is very ethical when the economy has price fluctuations. The producers also receive their fair share of the Fairtrade premium which allows them to invest in setting up business and development in the community and help in projects such as clean water and healthcare (fairtrade.org.uk, 2020)
According to the Fairtrade policy in ethical marketing Sainsburys has raised the bar, which leaves Asda playing catchup. This shows where Asda’s interests lie, as Sainsburys are doing more work to promote ethical sustainability, however Asda is focused on gaining a larger market share by collaborating with large organisations to attract consumers. For many consumers fair trade is important, therefore Sainsbury’s have benefited by investing in fair trade policies. 
3.3. [bookmark: _Toc35001253]Fair Payment for Asda Employees
Asda has continuously been facing cases made against them for equal pay. The company had lost several court cases against 35,000 employees. They have one more attempt to prevail over such case in court as the case has gone to the supreme court of appeal in UK for civil cases. These types of cases can impact society and population at large. The court ruled that the equal pay should be distinguished from shop floor workers to those who work in their distribution centres to balance out the pay. The employment tribunal first proceeded with a similar ruling in October 2016, and then the case was enacted by the Employment Appeal Tribunal in August 2017. Solicitor Leigh Day who fought the case for the workers equal pay said “it is disappointing that Asda has refused to accept the ruling of three courts on the issue of comparability” he also added “our clients from Asda and across all the big five supermarkets should not be disheartened, we are as determined as ever to continue their fight for equal pay”( Elias Johnshan, August 2, 2019) 
Asda defends itself by saying that their hourly rates for paying staff is the same for both genders in the stores but in the distribution centres it deviates due to the difference in job roles in the shop floor to the distribution centre. They claim due to the difference in jobs in both sections they are paying their staff the right market rates equally. Solicitor leigh Day is representing the 40,00 shop floor staff from the major supermarket chains such as Asda, Tesco, Morrisons, and co-op who are all in a similar court battle for the equal pay and the decision made by the court will make a big impact on these stores. 
Asda also was under inspection this year after a new contract which they introduced that will end paid breaks. The contract included, loss of paid breaks, end to premium pay and shortening of night shifts. All these changes will affect around 2,700 staff who will lose out on £500 per year and a further 300 will be hit harder with these changes. Living sustenance for those that are struggling to come to terms with £500 loss will have a big impact on their personal and financial status. Asda at the same time have stated that the new contract would be raised from £8.21 per hour to £9.00 per hour with their annual bonuses, colleague discounts, share-save scheme and pensions staying the same as they were but the catch is that they will be asked to work on bank holidays and flexible times which may have an effect on staff that have families and make flexible times difficult for them. Asda in their defence say’s “As our customers change the way they shop; we need to ensure that we have the flexibility to change with them in order to remain competitive”. (The guardian press, press association the Guardian, Tue 16 Apr 2019). To remain competitive and meet customer needs and delivering great service Asda choose to have the right colleagues in the right place at the right time and they think this contract will achieve what they are aiming for. As a competitive retailer giant Sainsburys also took the same step and made changes to their contract last year, abolishing payed breaks and raising base pay level. With the rollout of this new contract, Asda will see a decrease in staff due to the significant changes it can have on the livelihoods of some employees. Thus, affecting its stores by having staff shortage and having a knock-on effect to its customers as there will be less staff to help customers get their needs. 
4. [bookmark: _Toc35001254]What is Sustainability in an organization.
Sustainability in an organization is the way a business proceeds towards creating a value to an organization for an extended period by managing its ecological, social and economic environment. Sustainability such as energy efficiency, waste reduction, air pollution, social impact, healthcare initiatives and increasing resource productivity by optimizing material usage etc. are all measures that a business takes to have a better impact on society and their own growth. The presumption of sustainability is well-formed on the basis of developing strategies that adopt company longevity. The anticipation on corporate responsibility increases therefore translucency is also required in organizations as companies become widespread so all types of organization are recognising the need to perform on sustainability (Why all businesses should embrace sustainability, 2020).

4.1. [bookmark: _Toc35001255]How Asda Uses Sustainability Measures In Its Retail Outlet To Help With The Environment
Asda’s mission is to be the most trusted retailer so they are very much dedicated to taking the best approach in sustainability by protecting the environment and saving money using their own environmental performance’s which have assisted them in lowering their operating costs that have a direct impact on lowering prices and keeping customers happy. This is shown in Asda’s policy as it has removed the use of single use carrier bags from delivery orders on-line and collection orders which has resulted in 85 million bags their production yearly. They are dedicated in continuously avoiding the use of plastic by minimising in packaging and have 8,000tonnes of plastic packaging removed since 2018. Both policies show’s that Asda is making a conscious effort to reduce their use of plastic in hopes to help the environment. 
Asda intends to reduce its carbon footprint by reducing the production of greenhouse gasses. Asda says that it will “reduce all C02 in producing materials which are used to make products in our organization and supply chains through corporation with suppliers”. (Asda – All about Asda, 2020). This shows that Asda is aware of its carbon footprint, especially as it has a large supply chain and aims to reduce its consumption of carbon dioxide in order to make the business more flexible and responsive to climate change and the needs of the environment. 
Asda’s own brand bedding has been using recycled plastic bottles as a filling for their duvets and pillows. The filling is GRS-certified which recycled polyester made from PET plastic bottles. This saves the planet from plastic being dumped in landfills. This suggests that Asda is taking a step towards changing the way its products are developed and making its consumers more aware of the materials in the products, thus educating its customers and having a positive impact on the environment. This also helps Asda gain a higher consumer market. 
Asda created an on-line tool called the Sustain & Save Exchange (SSE) to help impact the environment and make the supply chain more efficient. Within 12 months a whopping 849 suppliers have started using the system who are mainly suppliers across the fresh, frozen and chilled categories. The creation of this tool has allowed several suppliers to be educated and provide more organic and sustainable products to its consumers. This shows how Asda has made an initiative to educate its suppliers towards sustainable products and increase resource efficiency by using the platform to share ideas and spread the message of sustainability. This enables supplier relationships to strengthen, therefore impacting Asda’s customers directly as its customers would receive fresher produce and are aware that Asda is making a change in its supply change in response to climate change, (the Guardian, Asda cuts, 2020).







4.2. [bookmark: _Toc35001256]Sainsbury’s Sustainability Pledge
[image: ]Sainsbury on the other hand concentrates more on their company values and principles such as building brand trust, making themselves more organised, strong and flexible through collaboration and contributing to the UN Sustainable Development Goals as an aim to help the environment. They manage their climate change issues by imposing a reduction on carbon emissions throughout their supply chains therefore they have achieved 24% of the cut since 2005 and aim to 30% cuts by 2020. This puts them in the CDP’s ‘A list’ top food retailer who are helping to tackle climate change. This shows that Sainsbury’s is ahead of Asda in tackling climate change as its initiatives are far stronger and have made significant achievements. 
Sainsbury challenges to eliminate global hunger and battle for a difference in uniformity which they are aiming to achieve by working with the consumer goods forum for the sustainable supply chain initiative so that they cut out third party involvement and minimizing audit schemes. They are concerned about their customers who want to shop from them in confidence knowing that everyone involved in their supply chain that make, grow or sell Sainsbury products are being treated with equality and are given their basic rights and freedom. This shows that Sainsbury’s is aware of its large supply chain and the impact it has on its customers. They work collaborate to tackle climate change by sourcing 12,000 of their own branded products from 70 developing countries by supporting their workers and farmers livelihoods with providing ground training and support to improve nutrition ending hunger and promote sustainability in agriculture ( J Sainsbury,sustainability Update 2018). 
Strengths and disadvantages for Asda in investing into Sustainability and ethical policies: 
	
	Sustainability
	Ethics
	Customer Relationship Management

	Advantages
	· Brand image is more noticeable 
· Increases productivity and lowers costs

	· Higher sales
· Secure customers
· Brand recognition
	· Better customer service 
· Customer satisfaction 
· Better customer journeys

	Disadvantages
	· Reinventing processes is expensive and lengthy process
· Consumer appeal can be a factor for poor sustainability. 
	· Expensive to get fair trade suppliers
· Training of employees is expensive
	· Cost of running the systems 
· Weak leadership can cause impact on CRM plan by poor communication 
· Poor culture within the organisation



  





  

	 

[bookmark: _Toc35001257]How quality models and theories can assist in improving an organisation and its customer relationship management.

4.3. [bookmark: _Toc35001258]The Deming model for Continuous Quality Improvement. (The PDCA cycle)
Dr.W.Edwards Deming was an American engineer who worked in the field of Japanese Engineering who mastered the principle of statistical process control which was a precursor of Total quality management. Deming re-introduced a new model which was the demoing wheel influenced by the model discovered by Walter Andrew Shehurt whose model consisted of a concept of three straight lines, three step scientific process of specification, production and inspection. By modifying the shehurt straight line to shehurt’s cycle in 1950 he demonstrated that the importance of constant interaction through the process of design, production, sales and research and it consists of fourteen points of categories which are vital for quality improvement. Later, the Japanese executives restructured Deming’s model cycle by re-wording the wheels concept to plan, do, check and act. Although the alteration Deming’s style of the PDSA cycle still lives on in businesses today to improve and maintain Quality improvements of production in all fields. (The History and Evolution Of the PDSA Cycle by Maggie Millard, Sep 15, 2015). 

The Demings cycle (PDCA)
[image: Image result for deming's model]
(The Demings Cycle, Staff, 2020)


This model is further supported by the Lean and six sigma management approach which suggests that learning the patterns of demands can provide a better understanding of the demand and provide management with more knowledge on providing better customer relationship management as ‘grocery stores use forecasts to manage inventory along with staffing matched to demand’ (K Johnson; and A Sollecito, 2009, pg.153) his type of forecasting shows how supermarkets can gain a competitive advantage as well as provide resources for their customers on demand. It suggests that by forecasting, management can predict the cycles of change and provide more or less staff to meet the demands of its customers. This could be during seasonal times of the year such as Christmas and Easter. Lean management fits well with Deming’s model of continuous improvement as supermarkets are looking at ways to meet the needs of the customers by using forecasting to innovate its processes. 

There are fourteen points to be exercised for good quality management control. Here are some important points out of the fourteen points that businesses can exercise as a need to improve from a business perspective.
· Create constancy of purpose toward improvement of product and service, with the aim to become competitive and to stay in business and to provide jobs. 


Asda have implemented continuous improvement by restructuring their checkout process. They initially had point of sale systems which required an employee to assist in checkout, this proved lengthy as it would generate queues and it was not effective for those people with small shopping amounts. Therefore, Asda introduced the self-checkout system which allowed customers to checkout their shopping by interacting with a point of sale system. However, recently there was a demand from customers to allow checkout without the need to queue. Asda had met this demand by introducing the ‘Scan and Go’ system which is essentially a system which allows customer to pick up a self-scanner and scan the items they have picked up and at the end it generates a bill which is paid by the customer through the handheld point of sale system. This meant that Asda’s checkout systems were not extremely busy and allowed customers to shop more seamlessly, (Asda.com - Online Food Shopping, George, & more, 2020).
Deming (1982) ‘identified the customer as the most important part of the production line’ (Baskarada, n.d.), this suggests that in order for Asda to gain a good customer relationship, they will need to act on the needs of the customer. Furthermore, Deming argues that ‘top management’s commitment to quality improvement is critical to any totally quality management efforts. This suggests that Deming acknowledged the requirement of having management to oversee the quality process to ensure the organisation is meeting the needs of the customer. 

Asda has introduced a cloud-based quality management system (S4RB) to improve quality and performance and monitor its product consistency by upgrading its private label range with new creative designs, styles and quality of food range. Their own brands include groceries, health and beauty products and household goods. It’s an inventive software solution to improve interaction between retailers, suppliers and customers to stay in the competitive market. The QMS system reveals data that include detail and value proposition which normally is withheld for category managers and also contains statistics that can help suppliers to make improvements, and see how their product brands are being executed in the market and reports on any actions that need to be imposed so that a performance continuation of quality service can be maintained for good customer experience. This system reduces time and administrative management. (Steve Fisher 30th March 2016). 
Product testing is always maintained in Asda starting at the very first point of its production such as nutritionally/ microbiologically and analytically. Their products are surveillance tested and are evaluated for any risk assessments. If customers complain about products, then products are re-examined for further investigation before being released back into the market. their product testing is carried out by special independent accredited labs for peace of mind. Lab test results are uploaded on the Bodycote database where information can be accessed by suppliers. Asda’s main aim for quality control is to ensure product stability to regulate and control a position in the market. Welcoming customer feedback to act up on customer complaints efficiently will reduce loss of consumers, (Becoming an Own Brand Supplier | Asda Supplier, 2020).
· Adopt the new philosophy. We are in a new economic age. Western management must awaken to the challenge, must learn their responsibilities, and take on leadership for change.
Leadership for change will allow management to respond more effectively to change in processes, innovation and continuous improvement. ‘The main purpose of change is to attune and align the organisation to new realities that are continuously emerging and presenting themselves.’ This suggests that change will happen in organisations, therefore management must become leaders to allow this change to positively impact the organisation as ‘the sooner the organisation recognises new realities, the more time and opportunity it has to initiate appropriate responses.’ This further suggests that organisations need to be ready for change and ‘effective leaders are attentive to environmental changes’, (How Motivational Theories are used in ASDA, 2020).
Organisations need to be receptive to the change in order to remain relevant by being ‘adaptive, creative and innovative’ however in order to do this leadership is required to respond to the change, this is known as a Systemic leadership approach. ‘The measure of effective leadership is the extent to which leaders have helped the organisation and its members enhance their adaptive capacities’ (Beerel, 2009), this suggests that a good leader will know how to respond to the change, therefore organisations need to recruit systemic leaders. 
4.4. [bookmark: _Toc35001259]Juran’s Quality trilogy-model of Optimum Quality Cost
Joseph Juran’s contribution to the Quality management which concentrated more on education towards training and culture change. His main belief was that resistance to change is the root cause of quality problems, which he wanted the west to adopt from the Japanese way of quality control management so that the gap in management can be minimized for product Quality improvement. Jurans theory of Quality management was Quality planning, Quality control and Quality improvement.
His theory was that quality leadership cannot be maintained without implementing quality disciplines in a company. He said that from the customers perspective quality should have two aspects such as products and services that should contain features to meet customer needs. If customer needs are met with imperfections and not engaging with customer needs then the productivity of a company is doomed. (Bani Ismail, Huddersfield University, Loiy 2012). 





Jurans Quality Trilogy model
[image: C:\Users\Meena\AppData\Local\Microsoft\Windows\INetCache\Content.MSO\44F940B2.tmp]
(Juran’s Quality Trilogy, 2020)
According to Juran’s theory communication is a key component in interacting in effective team working to connect with team members in displaying leadership skills and knowledge. A good leader displays quality of understanding of its team members in order to develop good relations in giving advice and build an effective teamwork. Recognition and reward are another way of delegating with employees to build skills and confidence in team working. Bonuses and salary are ways in showing performance of employee dedication and confidence in displaying proactive work. Leaders can act up on little things such as polite behaviour. Helping those employees that are finding it hard to complete a task or get involved in social events that make employees feel valued. (How Motivational theories are used in Asda, Emma Zoe, Apr15, 2017) 
Juran famously argued that ‘quality does not happen by accident, it must be planned’ (Juran & Gryna, 1988). Quality planning looks into how an organisation can plan strategically to deliver the needs for the consumer. This is usually done by ‘setting up a quality planning council to formulate and coordinate the activity companywide’ (Wood, Wood, 2005). This is required to define a list of requirements that the council will need to meet the customers demands and deliver quality. The three things an organisation should look at are their: goals, infrastructure and resources. 
The goals of the organisation needs to be defined ‘based upon meeting competition in the marketplace and goals for internal parameters must be based upon getting rid of traditional waste.’ This implies that in order for an organisation to gain competitive advantage it needs to meet the market demands, thus creating better customer relationship management. Strategic planning requires an infrastructure in place to access the levels of quality within the organisation by determining business operations and processing as ‘infrastructure must now be structured to meet strategic quality needs’. Lastly, resources is an important quality planning aspect which organisations need to determine to carry out the plan and meet their goals. Many organisations use their resources in providing quality training and measuring quality also known as quality control. 
· Institute training on the job. 
Asda has excellent training in process in each of its departments so that their employees can solve complex and challenging situations for the growth of business and competitive retail marketing. Due to the diversity of customers and consumers that Asda evolve around the HR strategy and operations are being tailored so that long term demographical and personal performance can be maintained to correctly deal with customer needs. Due to rapid growth in online shopping employees and colleagues are being trained through innovation and automation technology skills for customer satisfaction and engagement. Data analytics in HR employee engagement and customer service will unlock potential for deliver high quality service to succeed in the retail sector. (Asda case study 18-199). By delivery training for all of its employees, it allows them to continuously improve and gain competitive advantage, thus impacting customer relationship management positively as they are meeting the needs of the customer. 
Quality control is used to ‘monitor performance, compare objectives with achievements and act to reduce the gap’. These three components are used to determine whether the level of quality is good enough. 
In an article published in 2016, Asda was reinventing itself to focus more on quality control by ‘stripping back to retail basics’ (Hobbs, 2020) in order to gain a higher market share after a 5.8% in retail sales. This was due to competition faced in the market from rivals such Lidl and Aldi that were beating its retail prices as ‘Asda’s unique selling point at the time was that it is the cheapest grocery store in the UK’. This article shows the impact of competition in the market, therefore Asda decided to focus on the quality of its product instead of focusing on retail sales and cost in order to gain the market share. 
Quality improvement is essential in providing evidence such as reports to prove the quality plans and goals have been met. Quality improvement is mainly used by management to ‘incorporate annual improvements into the companies regular systems and processes and thereby maintain effective momentum’(Wood, wood, 2005), suggesting that quality improvement provides an effective return on investment and increase customer relationship management. 
4.5. [bookmark: _Toc35001260]Crosbys quality management model – the four absolutes of quality management
Philip Crosby was an author and businessman who was known for his quality principle ‘doing it right the first time’ (Deming vs Juran vs Crosby - PMP Concepts, 2020), and ‘defined quality as full and perfect conformance to customers requirements’ (Deming vs Juran vs Crosby - PMP Concepts, 2020). He had also developed the four Absolutes of quality management which are: 
· The first absolute: definition of quality is conformance to requirements
· The second absolute: The system of quality is prevention
· The third absolute: The performance standard is zero absolute
· The final absolute: The measurement of quality is the price of non-conformance
Crosby’s model aids in understanding that quality should be about doing things right the first time in order to minimise any errors. This model is helpful for managers to use as they can easily identify errors and reduce the impact of the error.  		

[image: Image result for crosbyquality model]
(Crosby Quality Management, Crossby 14 Steps, Quality is free Corsby, 2020)

5. [bookmark: _Toc35001261]Conclusion
To conclude, ethical and sustainability policies can positively impact the customer relationship management in an organisation as it has an emphasis on employee rights, delivering customer needs in ways that benefit the environment, the workplace and the organisation. Asda has implemented a few ethical and sustainability policies in their processes in order to gain higher market share, meet the needs of their customers thus increasing better customer relationship management. 
Asda have managed to implement sustainability policies such as reducing their operating costs by using their own processes to reduce the plastic in their packaging, this has reduced the cost for products and made it cheaper for customers therefore creating better customer relationships. They have also introduced some ethical policies such as their own label fair trade of all fruits and vegetables which helps the workers of where it is sourced from. 
6. [bookmark: _Toc35001262]Recommendations
Asda can improve their processes to better aid the organisation by using service marketing strategies. This can be done by paying employees more fairly and introducing more breaks as this is a demand from Asda’s employees. The recent increase in employee wages had led to reduction in breaks and reducing night shifts which has left more than 2700 staff affected and resulted in a loss of 700 staff per year. If Asda keep employee wages the same, however introduce more breaks to its employees, this will mean that Asda has listened to its staff and implemented more ethical policies thus creating a better workplace and staff will be more open to helping customers as they will be satisfied with the policies. This policy should also look to train its employees effectively to deal with customers that can be difficult. By implementing this strategy, it will create a more loyal and hardworking workforce. 
Another recommendation for Asda would be to follow in the footsteps of Sainsburys to collaborate with organisations to develop processes with can meet the united nations sustainability goals for the world. Asda could look at reducing waste by donating fresh foods to local food banks and collaborate with these organisations to meet sustainability goals as this reduces waste and allows them to be more ethical as they are helping people in need. This also assists in providing better quality products for its customers by reducing wastage in processes and reducing the quantity produced. Asda could use processes such as just in time which uses predications and forecasting based upon customer buying habits which reduces the need for inventory. 

Asda should look at developing marketing campaigns to promote organic foods to families and the younger demographic as this will increase its consumer base and create better customer relationship management. By doing this, Asda’s fair-trade label will also become widely recognised and known to the common customer, therefore creating more awareness and create a positive brand image. 
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