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[bookmark: _heading=h.si4dafjr5bg6]Introduction: 
This report is regarding the ethical and sustainability in customer experience of an organisation in retail supermarket, This report will further investigate and give a detailed breakdown of the key elements of ethical policies and sustainability policies. This will verify or show valid points as to why ethics and sustainability are important in a retail business. And how it affects the customers’ relationship with the business in the retail market. Lastly, it will provide ideas and recommendations as to how to manage and improve the relationship or business with the customers.

Ethical policies: 
In management, ethics refers to how responsive a company is. It is a set or guideline of moral principles that provide an outline of what is good and bad or what is right and wrong. This helps the business or market to maintain a proper moral ground on a day-to-day basis. (Thompson and Gardiner, 2017) It is the norm for the given business which in this case is any business in the retail supermarket.

According to studies, it is seen that although different environments have and follow a different set of ethics, the majority of businesses in a retail market such as supermarkets have a few components common, even if they are not the same but they surely are similar in most cases for example, in Tesco and Asda. ( Jobber and Chadwick, 2019) These components regarding ethics are 1. Honesty- at any instance, the staff or owners must and have to be honest about their statements and or any decision they are making. They must maintain full transparency at all times without hiding or omitting any factors at hand. 2. Responsibility- each person involved or related in the context of the supermarket, be it the cleaners, the salesperson, the guards, or even the owners must recognize and comply with the responsibilities they have in the work setting. This is important for smooth, efficient, and effective workflow. All the people related have to work in a coordinated manner. 3. Leadership- to maintain proper ethics and encourage others in the workplace or in this case supermarket to be ethical it is extremely vital that one ensures they can be their role model by having principled thinking. This not only makes people respect them but also motivates them to be better. 4. Excellence- in a work environment one must not do work for the sake of it but must work in order to achieve excellence. They must strive to be better every day. They must be trained and educated in their specific area so that competent when working. 5. Lawful- every business has its own rules and regulation. An ethical worker must abide by these at all times. Not following these might cause legal action to be taken against them as a form of punishment or the consequence of their action that went against the law. 6. Respect- no matter what position a worker is in the work environment they must respect everyone present at all times. This not only helps them get respect in return but also prevents unnecessary disputes. 7. Kindness- it is human decency to be kind to all regardless of their background, race, religion, or culture. The owners must be compassionate towards the employees and help them out in times of need while still keeping intact the sales and goals. 8. Fairness- the owners must be fair to all and make unbiased decisions whether or not diversity is present. They must not be biased or be extra favorable to any one employee as this can give rise to disputes and disrupt workflow. 9. Trustworthiness- every person at work should stick to their words and make themselves as such as that they can be trusted in times of need around the supermarket. This helps employees and employers to work and cooperate easily without any complications. 10. Integrity-one should never take up immoral ways of conducting services. They must fight for and follow whatever is right at all times. This promotes their and the business’s good image. For example, in Tesco teamwork, trusting each other, respecting each other and sharing knowledge are the ethical terms followed. 

However, there are a few ways ethics can be approached such as a consequence-based approach where managers predict the consequences of a decision and if it is favorable they proceed with the decision, a moral rights approach where a certain moral code is considered by the manager, lastly a social justice approach where managers maintain equality and fairness throughout. Furthermore, these create a positive image of the business in front of customers. This not only gets the market exposure but also ensures customers keep coming back for more due to good behavior and environment. It also improves the quality of service provided. So, if the customers keep coming back for more it is only a given that the business will be successful. This makes establishing the name of the business easier and further increases its exposure in the market.
[bookmark: _heading=h.spbt9i3ovi5]Sustainability policies:
Sustainability here indicates the idea that a business can still think of future profits and expenditures without limiting or compromising the present needs or resources. (Foster and Evans, 2016) Sustainability prevents the business from negatively impacting the environment, society, and the community ensuring a safe place and environment for everyone. (Sparks and Lavorata, 2018)  There are 3 main components of sustainability in business or in the corporate world. These three work simultaneously in a coordinated manner in order to get the best possible result and for the business to have healthy growth. These components are 1. Environmental sustainability- while taking any decision one must ensure that it does not disturb the nature or environment, if it does then it must be made so that the disturbance is minimized as much as possible. In an ideal situation, this would mean that the biodiversity, population, and overall factors regarding the ecosystem would be maintained. For example the usage of natural resources in production or service. 2. Economical sustainability- one must make decisions or manage the project as such so that it is equitable. These plans or decisions made must have long-term benefits instead of focusing on short-term growth. However, solely focusing on this would not be up to any good. 3. Social sustainability- the decision made or the project planned must have the best interests in heart for the society or community. It must be kept in mind that resources must be used in a way where the future generation can have the same or better life benefits or access to resources. One of the main reasons a business can collapse is because of the incorrect decision according to the social part of sustainability. 

Applying these in real-life situations creates a win-win situation in all aspects. The environment is safe as natural resources are unharmed, the economy is protected, and the social life is consistent or in some cases even better. (Moon and Knudsen, 2017) This way the components of sustainability are considered and healthy growth of the business is maintained without causing any harm. (see Appendix A) For example, in Asda they acknowledge that sustainable shopping should be available for all, it further encourages generating zero carbon emission.

Sustainable policies are required for a more sustainable approach towards retail. This plays out well and favors all sectors encouraging growth and making room for improvement. (Roberto and Moran, 2021)  Among many of the policies for supporting sustainability, some of these are 1. Practice sustainability on a daily basis- this can be done by opting for more environmentally friendly or power-saving light bulbs, appliances, or materials. One can also minimize or eliminate the unnecessary use of paper. One should also ensure proper discard of the waste material in their designated place. 2. Use the 3 Rs- Reduce, reuse, and recycle. Meaning one should try their best to reduce waste, reuse whatever they have at hand when needed, and recycle all that is recyclable. 3. Promote sustainability with your business- encouraging one’s employers to make sustainability a service or product story can help achieve this. 4. Avoid greenwashing- one should not make false claims of being green or being sustainable. This is not only ethically wrong but also will promote a bad image of the business in the market. If the business is actually green then one should get proper certification and registration done. 
Abiding by these policies will greatly benefit the market, the customers, and the employers. It promotes goodwill and ensures that the business will remain intact in the future without compromising the present or vice versa. It further makes the customers feel that they are making a difference and are themselves opting for a more sustainable lifestyle. The customers feel empowered and feel like they are in control of making the right decisions. (Tata, 2020) They feel like they are more modern as in today’s world sustainability is much in demand. (see Appendix B) They further, feel like they are contributing to environmental protection which not only safeguards nature but also makes the earth habitable for future generations.  All these factors play alongside for the business to have a good reputation and have loyal customers that keep coming back for more.
[bookmark: _heading=h.jrnf7zqpmsdj]Improving and measuring CRM:
CRM in a corporate context can mean a lot of things. Starting from customer relationship management to customer relationship marketing to continuous relationship marketing. (Seligman, 2018)  Here the focus is on customer relationship management. CRM is the information and method of handling a business uses, this is based on the given customer’s history with the company, inquiries, and purchase or return of products. (Baran and Galka, 2016) 

Now in order for the customer to be a regular customer, or to choose a business, in particular, to make a purchase the business has to ensure quality and has to meet their requirements constantly. Quality refers to the level of perfection of any sort of service, product, or bond, that adds value to the customer’s purchases. ( Mitra, 2016) Quality ensures the satisfaction of customers and gives them value for the money that is spent on the product or service provided by a business. (Konieczka and Namiesnik, 2018) In order to come up with proper good quality products or services, certain factors have to be kept in mind at all times. While there are several components regarding quality management, some major components can not be ignored or overlooked.  (Reinartz and Kumar, 2018) The four major components of quality are 1. Quality planning- in the given project this sector helps to make plans on how to execute quality management. It includes a lot of important factors such as:
· The expectation held by the stakeholder
· Criteria of success
· Applicable internal and external standards
·  Responsibilities and roles that are related to quality
· The process to be followed
· Techniques of project assurance
· Measures that have to be taken for quality control
2. Quality assurance- the key tool for this is quality reviews. This helps determine whether the quality is actually good or bad. This sector covers and emphasizes the project lifecycle. It further makes sure other procedures such as planning and control are taking place. 3. Quality control- this sector monitors, tests out and measures the quality of products or services. There are various ways to make ensure quality control. The technique used for quality control is decided by what type of product or service is undergoing the technique. (Buswell, Williams, Donne, and Sutton, 2016) 4. Quality improvement- this sector deals with the scope of improvement or an actual chance at improving the entire quality management plan. This helps to keep up to date with the advancements in quality control. 

All businesses follow a certain theory or model to manage quality. Two of these are Deming’s theories of quality and Crosby’s theories of quality. Either of these two can be followed for quality management. In order to critically analyze the two theories mentioned, it is necessary to look at their details individually. For example, the CRM of Tesco is very popular as they segregate their customers according to the expenditure they make in the store. This helps prioritize important customers who act as stakeholders. This allows Tesco to obtain the maximum market share in the region. 

Deming’s theories of quality
Deming is renowned for his leading management thinking capability in the context of quality. His theory states that higher quality of products or services results in a higher rate of productivity allowing competitive strength for the long run. Deming came up with a cycle that facilitates control management. This cycle is known as Plan-Do-Check-Act (PDCA), where a change or test is planned out. Later on, the change or plan is carried out on a small scale. The effects of it are then observed and studied. Finally, whatever is learned from the results is acted on. The theory consists of fourteen points in total. These are:
· Creating consistency of purpose for improved product or service
· Being open to a new philosophy as acceptance of bad products can be key to improvement
· Dependence on inspection to achieve quality has to be ceased
· Work with a single supplier, this minimizes cost. Prevent rewarding the business only based on price
· One should try their best to constantly improve
· Provide institute training for the given job
· Follow and encourage leadership
· Eliminate fear 
· Bring down barriers parting the staff areas
· Remove any slogan, targets, or exhortation in the work environment
· Remove any numerical goals set for management or the workforce
· Eliminate any barriers that prevent employees from having pride in their work 
· Manage an educational and improvement program for everyone in the workplace
· Encourage everyone to work for the transformation required


Crosby’s theories of quality
Crosby was a businessman and a writer. This theory states that businesses should emphasize their attention on the requirements a customer has while making sure the defects in certain products or services are prevented or eliminated. ( Mohapatra, Ganesh, Puuniyamoorthy, and Susmitha, 2017) Crosby said, “Quality is conformance to requirements, while non-quality is non-conformance”. This means that money is required in order to obtain quality, however, more money is lost if the desired quality is not obtained. Quality is said to be free if a business is able to come up with an item or service that is flawless on the very first try. ( Rego, 2020) This is because when further modifications or improvements are made more money has to be put in that adds up to the costs. Crosby’s basic theories were categorized within four absolutes of quality management. (Riebe, 2016) These are 1. Quality refers to the conformance to requirements. 2. The system of quality is prevention. 3. The standard of performance has zero defects. And 4. The quality is measured by the price of non-conformance. 

Different organizations or businesses require different theories to be applied and methods to be followed. (TL, 2020) These theories ensure the whole work environment is fair, respectful, and extremely respectful towards each other. This ensures efficient work done to obtain the best results for the effort or money that is put in. Maintaining a healthy work environment also promotes better customer relationship management as peace and harmony are maintained. This not only gains the trust and loyalty of the customer but also makes sure they have positive impressions of the business or restaurant in this case. This in the long run is extremely helpful as customers whose requirements are met and are satisfied will suggest the restaurant to others too. This increases the good name of the supermarket and is beneficial for the business, as the greater the number of customers the greater the profit coming in.
[bookmark: _heading=h.v5hgrp62lsh6]Conclusion:
For the retail supermarket to be established and to work the owners must maintain ethical policies and sustainability policies. (Lynch, 2021) This is necessary for the business to last and have proper healthy growth in the market. These policies include a lot of benefits starting from retaining customer relationships to establishing the business in the market. 

When doing a business one must have honest means, responsible, lawful, have integrity, have leadership qualities, respecting everyone, and be trustworthy enough to approach clients. These fall under ethical factors, not abiding by these will most likely result in downfall and decrease the number of customers coming in. Even faithful customers will lose trust or interest in further associating or purchasing service or products from the business. 

If sustainable methods are not implicated while conducting the business might not last in the long run. It is necessary to try one’s best to reduce waste, recycle material at hand, and reuse whatever resources can be reused. This ensures the existence of the business and further makes sure people trust the business enough to still make purchases. It not only helps the earth environmentally but also ensures social development along with the business has economic stability.
[bookmark: _heading=h.uqmol6ygoz4l]Recommendation: 
In order to successfully come up with a proper established supermarket in the retail market sector that can actually survive the market competition a lot of research has to be done as ethical and sustainability policies have to be retained as it directly impacts the bond or the relationship the customer or client shares with the business. This in turn will affect the business for the better or for the worse. 

Maintaining ethical policies will allow the customers to trust the business with their privacy and confidential information. The amount of participation will be voluntary as they feel safe and respected. Since the customers are comfortable purchasing they keep coming back and spread the word while treating the business with the same amount of respect that they are given. This way marketing is done without any expenditure. This improves CRM quality significantly.

If the business does not remain there won’t be any profits coming in after having spent so much on it. This not only creates a financial draft but also drives customers away severing the bond. Maintaining the sustainability policy impacts the CRM as it makes them feel like their voices are heard and respected too as they not only reduce waste but also provide the best quality. This also refines CRM quality as customers who actually care about the business and the environment come in for purchases of food or service.
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Appendix A
How sustainability prevents harm:
Sustainability not only helps prevent people from wasting resources unnecessarily but also makes sure minimal money is spent on things that are not worth spending after. Every single unit of money spent is valuable, so, sustainability makes sure the money that is spent is put to proper use and has noticeable benefits.

Sustainability prevents harm to the economy, society, and the environment. This is because it promotes going green by reusing, recycling, and reducing. This prevents waste and saves money giving the person economic stability in the long run. It reduces damage caused to the environment by recycling material. It further prevents harm to society by making sure the environment is safe to live in.



Appendix B
Why sustainability is in high demand:
In the modern world, natural resources are being used up at a very fast rate. This is concerning and is damaging the earth and the environment greatly at the same time. At this rate, the earth can become inhabitable for future generations. It can even prove to be inhabitable for the current generation within time.

In order, to save the plant and to allow future generations a chance to live and to live themselves people are more inclined towards sustainable services and products now. As more people are educating themselves about the importance and benefits of sustainability the demand is increasing at an exponential rate. 
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