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INTRODUCTION

The assignment is about a report requested by the principal researcher at a voluntary organisation currently researching quality processes in the workplace and about customer experience. The report includes information collected from different sources which is contributed towards the research also explains about the critical understanding of quality process it the workplace and analyse customer experience in an organisation. The report also includes the perception of ethical, sustainability policies and practices the cause impact on retail company like Aldi and if their system on customer relationship management is effective. The report discusses about 2 managing quality model and analysing both the model with pros and cons of the model used in a business. The ethical and sustainability issues and quality management is all about the focus on customer satisfaction.


















WHAT IS ETHICS AND Its COMPONENTS

All companies small and big have the subject of ethics as their top priority and it is best to begin from the managers, executives and the owners of the company. A company’s most valuable asset is a good reputation, and it needs to be protected, if a business is plagued by scandals and have bad reputations and people find the company not trustworthy. A business ethical policy is to help the company owners and workers to behave appropriately and without code of ethics will not prosper, (Shankar.S.2020).
The topic discussed by all retail sector is about ethics in business and if they want to make maximum profit it is best to provide customer satisfaction and abide with the laws and regulations that govern the retail sector. The definition of ethic is a person to behave morally and in a business is to conduct adequate activities. However, there may be complex situations when it comes to ethical conduct and it is required to deal with each matter in making the right decisions and in favour of customers interests, (Bhasin.H.2019).
Bhasin (2019) stated that several importance's of ethics in retails such as building positive image in society, helps in satisfying human needs, making decisions, bringing people together, make society a better place to live and long-term profits. Bhasin (2019), also states that there are various areas of ethics in the retail business such as proper practice of regulations, laws and rules, also protecting customer’s rights and interests, any conflicts between employees of a business and retailer, confidentiality and any bribes or exchange of gifts.
According to Matthews, J. (2002), there are eight elements of ethical components in a business, such as respect, honour, integrity, customer focus, results-orientated, risk-taking, passion and finally persistence. People working in an organization need to respect themselves and be around people who can respect, some people require directions, training and coaching, but respect and trust should be natural. People who do not respect anyone should not be hired or do any business with them as its important to respect their colleagues, customers, traders and most important themselves. Employers recognize people who focus on attention and a strong performer with exemplary behaviour these people will go beyond just employment and make sacrifices on behalf of someone to succeed. This is examples of honour and how good people are the foundation of good ethics, also people with these characteristics need to address on how their contributions has made it successful. People with integrity will not lie, cheat or steal and they stand by the people they are bound to and the main reason is to be trusted. 


A company with good customer focus is more successful and without this a company is nothing, also serving investors, partners and customers are part of an ethical responsibility. A result orientated is an ethical duty to achieve results for the company and providing good performance to succeed. Risk-taking is not to be afraid in re-inventing, try out new ideas and be creative so their organization prosper and grow. Being passionate and persistence is about people working in a business will show they are excited, driven and believe their work will make a difference. These people will carry on working till they get good results they will not give up no matter what and focus on customer’s needs and wants; also, they feel satisfied when they achieve their goals.

ETHICS AND ITS COMPONENT IN ALDI
 In Aldi’s code of conduct book, (2015) for employees it states that Aldi value their business ethics and understand the high standard of corporate responsibilities as it is expected from them. They also state that Aldi take great pride in upholding good reputation by gaining trust from their employees, business partners, society and customers. They have the responsibility to maintain good reputation of the company and any inappropriate behaviour by any individual would seriously damage their company’s behaviour, so for this reason they have developed an Aldi Code of Conduct. This code of conduct is a policy for all employees and guidance for everyone to follow while they work in Aldi. 
Aldi’s management is expected to act as the role models for their employees and must completely obey with high standard on the identified code of conduct. Aldi expect their employees to report on any violations or any breaches of law on code of conduct to their direct leaders or higher management or to the Aldi Alert Line. Employees who report any incident is not to be discriminated and disciplinary actions such as termination of employment may be taken against the person who breaches the code of conduct.
Aldi’s code of conduct also writes that gifts should not be expected unless it is of low value and not accepting a gift would cause an offence, however, it is absolutely in no circumstances it is not allowed to accept cash or similar. Aldi is against all form of bribery so employees must not accept or offer favours to gain influence, it is expected to avoid all corruptions.




Aldi always expect to provide customers with good quality products at the lowest price and consider the safety aspects on their products. They expect the employees to take responsibilities to remove recalled products, respond to all customer enquiries in a positive manner and follow procedures correctly.
Aldi states their company recognise and take in consideration of all national employment law within the power they operate; they provide guidance to management in providing development of their employees, so it is fair and communal operation. All employees are expected to work safely and report any failings within their work area, also management to support their employees when it is required.

CUSTOMERS IMPACT

Consumers are always demanding for accountability from retailers regarding ethical goods and the services they receive, also Aldi is committed in connecting to the consumers and consider in caring about what they value. In the past retailers were not keen to disclose information about where they get their supplies, but this has now changed, and retailers are transparent by providing relevant information. Aldi has offered to provide UK customers an experience of value, community and quality data, this informs about Aldi’s brand, so customers know where the product has come from, (Holt.M. 2019).
Aldi customers are given the opportunity to contact then for any enquiry, complaints or feedback by calling, emailing or writing. They have won awards such as ‘loved by parents' supermarket of the year platinum 2021’, also award for mother and baby nappy range, also several more ward such as best international cheese and drinks. 
The Time news reported that Aldi is named as the best supermarket for customers in UK with five-star rating for value for money and the customer’s scored Aldi with 73% customer service according to Which Research, (Badshah.N. 2021).







SUSTAINABILITY

Sustainability mean is to focus on meeting the needs of present and not strike a balance on the future generation’s capabilities on meeting their needs. This has three components such as economic, environmental and social, (includes profit, planet and people). Companies are committed in sustainability by reducing waste, supporting organizations that work towards in sustainable future and renewal energy, Grant.M. (2020).
According to Arora,N.K,(2018), environmental sustainability is one of the biggest problems at present faced by mankind, this is due to high population, human activities impacting on nature and no matter which place on Earth all has been touched. 
Sustainability has become more important for all business across all industries, the 62% of executives regard sustainability strategy is obligatory to be competitive and another 22% consider sustainability will be in the future. It is important for management in business to address this topic and to understand that aligning strategy and sustainability together to reduce waste reduction. Also, to consider compliance first and competitive advantage second such as following regulations in waste management, pollution, energy efficiency and human rights. Many companies are addressing in sustainability by reacting to crisis and developed proactive sustainability strategies, (Haanaes.K.2016).

HOW ALDI DEAL WITH SUSTAINABILITY

Aldi in US state that by 2025 they aim to cut greenhouse gas emissions by 26%, diverting 90% as operational waste and reducing 15% of packaging materials and other goals. Aldi has stated that it has been recognised by the Environmental Protection Agency a green power leader as they have been buying renewable energy every year to support their stores, warehouses and offices. Aldi reported that they have already started to divert waste from warehouses and stores in recycling food, cardboard, plastics, metal and other materials. They are also in process of redesigning packaging to remove or reduce products in plastic and use alternative packaging for perishable items, (Redman.R.2021).



Aldi.co.uk, states they are working toward sustainability and have pledged 3 aims such as making it greener, healthier and fairer. For greener pledge, Aldi state they sustainable sourced food, waste reduction and green electricity. For healthier they provide fresh fruits and vegetables in low price and for fairer they are backing British farmers, raising money for charities, tackling modern day slavery and food poverty. Aldi’s website also stated they take pride in delivering their products to their customers considering their safety, customer’s health and customer’s well-being. 
Aldi also stated they encourage their suppliers to reduce greenhouse emissions as they are responsible for 75% for product related emissions. They provide their stores with environmentally friendly refrigeration, utilising the waste from heating, optimising fuel consumption and actively managing their water consumption.

CUSTOMERS IMPACT
Aldi’s customers are informed on how Aldi resource their product by getting raw materials from sources and produced in a sustainable way. Customers are aware that Aldi food that is genetically modified is guided by legal requirement and consumer’s preference. Customers are notified that their meat products suppliers had provided their livestock with care under the animal welfare standards.
Aldi believe in informing their customers to make choices on their food products by providing nutritional information which is on the labels, they observe a strict application on serving alcohol and tobacco to under age person. Customers with young children can rely on Aldi in not serving alcohol or tobacco to them under aged children, also remove any hazardous materials that will affect human health and effect the environment.
SCANDALS THAT ROCKED ALDI
Aldi have so many positive reviews about their retailers’ award and medals, but they are not exempt from scandals and have had their share of mishaps. Back in 2014 the company found out the drug cartel were hiding cocaine in their banana stock, and this happened 3 times. Aldi was accused of funding North Korea’s nuclear program; this was due to Aldi’s seafood stick made in China where they employed North Korean worker. Also, Aldi in Australia was accused of bad working conditions and blamed the company for treating the worker like slaves and paid little for the earning. Aldi came under fire for allegation that Bangladeshi workers were paid poverty wages and was told that supplier need to abide by national law and social standards in production, (Stice J. 2020).



QUALITY & CUSTOMER RELATIONSHIP MANAGEMENT (CRM)

Customer relationship management, (CRM), is a combined practices, technologies and plan of actions that an organization use to control and investigate customer’s reactions and information throughout a customer’s lifecycle. Customer relationship management’s goal is to provide assistance in customer preference and growth in sales. 
The CRM system can communicate with customer via different channels such as social networks, company website, marketing, phone, live chat, email and through correspondence. The CRM system also provides details of staff, purchase history, concern and preference on what customer have bought. 
Quality Management is to observe all tasks and performance is achieved and maintained in high level, this is determined by creating excellent planning and implementing quality policy, assurance, quality improvement and quality control. Quality management is for long-term on a short-term scheme, and it come from customers satisfaction and their loyalty towards the company, (Barone.A.2020).















JURAN TRILOGY

The Juran Trilogy is a way to think about quality and how and what can do to improve all products and services on, it is aimed to avoid poor planning of products and reduce costs. This was presented by a Dr Joseph M Juran in 1986 to manage quality and this has 3 universal processes such as quality planning, quality control and quality improvement.
The Juran Trilogy is usually shown as a graph which includes the time on a horizontal axis and shows the cost due to poor quality on the vertical axis. The main activity is quality planning also known as ‘quality by design’, this is creating new idea like creating new product, new service or new techniques. When the new creation starts failing it become evident the product is weak due to hidden failures or flaws and it requires more work done to make it perfect or start all over again. 
The diagram shows more than 20% of work is redone due to the flaws and this process can carry one continuously until the causes is found, this is also known as ‘cost of poor quality’. The quality control is when its necessary to correct a process, so the product performs effectively, and the quality improvement is ways to process the products to higher level for excellent performance. The diagram shows that eventually the chronic waste is steered downward to a lower level and then the third process of Juran trilogy which is the improvement quality comes in effect.













DEMING 14 POINTS MANAGING QUALITY

Dr Edward Deming suggested that management should create a system where employees enjoy working in all levels, he also believed that having a strong relationship the suppliers is more important gains achieved through short-term contributions. Deming models assist business to reduce costs, waste production, stop staff from leaving and avoid any legal action but still focus on customer satisfaction. Dr Deming suggested that continuous improvements help to imagine the whole process as one system and not class it as different parts. Deming’s contributed with 14 points for management consist of guideline for management to follow to make the business successful.
1. Create purpose to improve product and service.
2. To follow new philosophy.
3. Not to continue on multitude inspection.
4. Stop awarding business on the bases of pricing.
5. Always make an effort to accomplish good result on production and service.
6. Create new ideas and try new method in training while on the job.
7. Supervision in a modern way.
8. Not to be afraid.
9. Open all communication with the staff.
10. Demolish numbered targets in the workplace.
11. Eliminate work standard and statistics.
12. Eliminate causes to burden the workers.
13. Develop continuous training and education program.
14. Prepare top management to make effort in achieving the goals.






ANALYSING THE QUALITY MODELS

To understand Juan Trilogy on how to reach quality control it requires someone to have knowledge on the process of this program. This model may not be suitable for all organizations and for business with strict policies that may lead to staff suffering from stress. Other weakness is the time that required implementing this process, also due to limited abilities, lack of financial support and lack of understanding, (Khawaja.M.2018)

Dr Demings quality management model may cause difficulties to keep up with customers changing need and slow up the process. The quality work is handed to quality experts and not the employees who can cause barriers within the workers who implement and the planners. Deming’s quality management emphasize on teamwork and not individuals and cause difficulty to assess individual worker, (Bondigas.A.2020).
















CONCLUSION

As one of the leading retailers, Aldi is constantly maintaining their ethical and sustainability policies with their employees, third parties and customers. This show evidence on how Aldi is maintaining ethical, and sustainability matters by winning awards in different aspects in retailing and act as a good role model. Aldi has quality management in place for their customers to feel assured that buying Aldi’s product is safe and human friendly. Aldi have made few mistakes along the way, but they have shown to act responsibly in taking account of the criticisms and improving the relevant topic. Aldi also feels strongly on sustainability of their products, and they are willing to open their books on the sources, their customer will no need to hesitate to get relevant information from Aldi. They feel customers are happy on their products and hope to provide more ideas for their customers.











 







RECOMMENDATION

Aldi needs to carry on with what they are doing to achieve to be one the best retailer, but it can be recommended few option that can assist Aldi with good reputation. Aldi sells more European orientated products but no south Asian products such as curry powders and other south Asian ingredients. Aldi will have more customers from the south Asian community and if they provide more Asian products like Chinese cooking ingredients, they will have more customers from that side. Aldi do not have many items in catering for their Muslim customers like halal meat or any other halal items, this will provide Aldi with customer from different multi-cultural society and increase more profits from sales. 
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