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A CRITICAL PROSPECTIVE OF ASDA IN RELATION TO ITS CRM, ETHICS, SUSTAINABILITY AND QUALITY POLICIES AND OPERATIONS. 
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INTRODUCTION

The following report has been produced with the intention to highlight the customer experience based on ethical and sustainability policy using ASDA and TESCO supermarket. The second section of this report will Critically investigate into a wide variety of quality models and theories with examples to demonstrate understanding and knowledge of the concept of ‘Quality’, which may assist organisation to improve its Customers Relationship Management. The third part of this assignment will conclude with brief recommendations on the impact of the ethical and sustainability policies on the quality of Customer Relationship Management in ASDA and TESCO.
[bookmark: _Toc34924915]ASDA AND TESCO COMPANY OVERVIEW 

Asda was originally formed by two local business dairy producer and a greengrocer seller merge together to form a competitive entity called Asda. In the past Asda has seen ups and downs in profits and customer numbers. However, Asda is facing many challenges and competition from other providers and supermarkets. Early, the style of shopping offered by these two local dairy producer and a greengrocer opportunity to engage in unique and exciting way of shopping. The success allowed them to build a huge brand called Asda (Moodle.uwtsd.ac.uk, 2020). Asda is owned by Wall-Mart. It employees 170,000 people in 370 stores with the turnover of £18.5bn in 2008. Asda was second largest supermarket in the United Kingdom behind Tesco, with a 17.3% market share (Ethicalcorp.com, 2020). Asda has wide range of product portfolio and also offers doorstep services to its customers by delivering merchandise. Other services include, Asda Mobile phone network, Asda Money, Car Insurance, Gift Cards, Christmas Saver and Credit Cards. 
[bookmark: _Toc34924916]In 1919, Jack Cohen started the business in East End of London by selling groceries from stall. In 1929, the very first store of Tesco was open in London. Tesco now has 2,200 stores all across UK ranging from small Tesco Express to Extra Hypermarket style stores. Its general merchandise and product range grocery has expanded, Electric product and Telephone accessories. Tesco is moving towards ‘One Stop Shopping’ which means customer can purchase all their needs from same place. In 2010, despite of global downturn Tesco declare their sales more than £1bn a week which was record breakig (UKEssays.com, 2020).




CUSTOMER RELATIONSHIP MANAGEMENT      
[bookmark: _Toc34924917]CRM is a perspective to manage relation with its current and potential customer by analysing data of customer history to improve further relation with customer specially to retain the customer for the growth of sales. According to ELLIS (2010), Customer Relationship Management is a bottom-up practice that basis on the brilliant mining of data from customers for the purpose of improving further relationship. Customers are the backbone of an organisation. It is very important to make relationship with customers because without customers there will be no business. To make customer return meeting customer need is vital. To build relationship with customers three things are important, satisfaction, trust and commitment towards customers. Organisation should focus on segmentation to find out which customer should company invest and dis-connect. Targeting the customers by designing separate promotional message that suits all customers. 

CUSTOMER EXPERIENCE MANAGEMENT
CEM captures the immediate response from its customers about what customers thinks about a company, about brand ‘touch points’ at the time of customer interaction. It monitored by surveys, observational and targeted studies called “voice of customer” research. Businesses and functional leaders use this information in order to create better experience with product and services. To fill the gap between expectations and experience in the future. 
[bookmark: _Toc34924918]ETHICS
    
Ethics means simply implies doing the correct things. As per Exchange.cim.co.uk (2020), Marketing Ethics is not about singular goal or fixed set of principles, it is about continued standards of conduct. Unethical activities develop from the pressure to meet the target or performance objective. 
According to Butler (2020), Asda is worst named supermarket to follow the code of practice. Many complaints were raised about Asda for deducting incorrectly from invoice, conducting abusive audits of suppliers account. To reduce these problems Asda is working together with suppliers to pay within 14 days by introducing further changes on expansion of a dedicated helpdesk for suppliers. Asda create ethics program to protect consumer, supplier employees from unethical practice. Sometime, employees’ and employer personal values get conflict. To avoid this kind of conflicts Asda creates ethics training program for employees. 
[bookmark: _Toc34924919]
MARKETING ETHICS AND CONSUMER RIGHTS

Asda marketing ethics have been spoil by past accusations about working environment in Bangladesh. Just to keep their price down against other retailer and Primark (Allbestessays.com, 2020). On the other hand, Tesco lunched first plant-based condiment range. Tesco removes nearly 67m pieces of plastics as it scraps tinned multipack from UK stores (Ethicalmarketingnews.com, 2020). The rules, regulations and laws are designed to protect the consumers from unethical practice by business. These rules and regulations recognised that consumers have basic rights. All consumers are concerned about their privacy because of the data collected by business. 
[bookmark: _Toc34924920]HOW ASDA AND TESCO COLLECT PERSONAL INFORMATION
Asda and Tesco collect personal information directly from customers, when customers register online or register in store for loyalty or member card including names, address, contact information payment card information shopping preferences etc. Also collect information from customer over time based on use of product and services from Asda and Tesco includes customer IP Address, location information, transection information and shopping order history. 
[bookmark: _Toc34924921]HOW ASDA AND TESCO USE PERSONAL INFORMATION 
The purpose of collecting information by Asda and Tesco is to start new relation, to continue the existing relation and to retaining customers. They verify customer age for restricted products. To provides updates relating order status. To monitor fraud or suspicious activity in customer accounts to keep account safe.  
[bookmark: _Toc34924922]WHO DO ASDA AND TESCO SHARE PERSONAL INFORMATION
They share information with their colleague couriers and third party suppliers. 
[bookmark: _Toc34924923]WHAT ARE CUSTOMER PRIVACY RIGHTS? 
Personal information is just personal, its customer’s. It must be easy for customer to take control of it. Asda customer privacy rights are, customer right to stop receiving marketing communications. If personal information is misused, customer has the right to be informed. Customer has the right to change the information. Right to raise a concern and how to lodge a complaint.

[bookmark: _Toc34924924]

ASDA ETHICS IN PRODUCT / PACKAGE STRATEGY 
Asda sold the products which were not labelled as free-range or organic such as meat and dairy products. Because of that in 2019 Asda get middle rating on ethical consumer’ for Animal Testing (The Independent, 2020).

[bookmark: _Toc34924925]ASDA ETHICS ON PROMOTION 
Asda promotes its brand under taglines like ‘save money live better’ and saving your money every day. According to a survey by the Money Advice Services (MAS), the vast majority of Asda shoppers cannot exactly identify which offers and deals are the best value for money. Just 1 in fifty customers selected the best value option from 4 sets of offers (The Independent, 2020).

[bookmark: _Toc34924926]ASDA ETHICS ON PRICING 
Deceptive, Unfair, Price Discrimination and Price Fixing (Horizontal and Vertical price) are four areas of pricing which are considered to be illegal. Asda was success on clothing market on generating good turnover by using their Bangladeshi employees unethically (Allbestessays.com, 2020).  

[bookmark: _Toc34924927]SUSTAINABILITY 

Meeting consumer needs without damaging the potential of up-coming age group to meet their requirements. However, sustainable marketing goals for up-coming generation can be achieved only by ethical marketing condition (Kotler, et al, 2017). 

[bookmark: _Toc34924928]SOCIAL CRITISM OF MARKETING 
Asda has been publically criticized by big supermarkets on misleading pricing. Competition and Markets Authority (CMA) single it out during investigation into pricing tactics, then it has agreed to change its promotions. Asda was the only chain asked to provide written commitment to industry guidelines to modify pricing (Smithers, 2020).
[bookmark: _Toc34924929]


CONSUMERISM 
Asda introduce democratic consumerism policies which boost consumer participation in decision makings. It has also launched a new blog called Aisle Spy and introduce webcams within its stores including a carrot processing plant and dairy farm. The propose of this is to involve consumers in various aspects of their business. Enables their consumers on decision making on how and what they sell their products (Campaignlive.co.uk, 2020).

[bookmark: _Toc34924930]ENVIRONMENTALISM 
In January 2018, Asda changed cotton buds to plastic free. It also removed plastic straws from sales. Asda is removing unnecessary plastics from the products. Asda also managed to remove 8,000 tonnes of packaging since 2018. Asda is removing 500 tonnes of carries plastic bags from their online grocery collection and delivery orders (Asda.com, 2020).
[bookmark: _Toc34924931]QUALITY MODELS AND THEORIES 

[bookmark: _Toc34924932]QUALITY IN MARKETING
According to Kotler, et al, (2017) Quality means no defects. Many business goes extra mile to create and maintain consumer satisfaction and values. However, quality needs to be regularly manage for customer loyalty. Also, to exceed consumer expectation, reduce cost and wages. Quality can be managed through strategic approach and quality assurance. Quality assurance is correcting and detecting the problems or defects before the product reach market. Strategic approach is focused on preventing mistakes from occurring and focused on customer satisfaction. 
Cost of qualities is a methodology which allows a business to find out the extent to which its resources are used to prevent the poor quality. Different types of cost are there such as, Costs that incurred by damaged product is called Failure cost. These cost have two internal and external cost. Costs that incurred to fix the problems that are identified before the product is delivered to consumer are called Internal failure cost. All the costs that are incurred to fix the problems that are identified after the product is delivered to customer are called External failure cost. All the costs of activities designed to ensure quality are called Appraisal cost. Preservation cost are the cost of training, planning and quality improvement to stop defects. There are different types of quality model theories which are supported by many organisations. Three main quality model theories are, Deming (Deming cycle, 14 points). Juran (The Quality Trilogy and Quality Planning Roadmap). Cosby (Cost of Quality, four Absolutes of Quality Management). 

[bookmark: _Toc34924933]QUALITY MODEL/THEORY SUPPORTED BY ASDA AND OTHER ORGANISATIONS 

In adopting the correct quality model or theories organisations consider many elements of strategic managements such as, SWOT Analysis, Mission, Vision, Core Values, Goals and Objectives, Strategy Formulation, Strategy Deployment, Measurement and Control, Critical Success Faction, Distinctive Competencies. To keep customers satisfied with the product, price and service Asda take massive advantage of their massive buying power. Asda make an effort to provide as much relevant information about product and services through-out the store in understandable manner to the customer. Asda is focused on price guarantee where Tesco is focused on brand grantee. That doesn’t mean Asda is compromising in quality. Tesco company puts lots of quality control process and tools to keep the brand grantee. Asda do regular checks that whether they meet the conditions of good quality provide to the customer also follow the procedures of monitoring their quality by Quality Assurance (Quality Assurance: What It Is and Why It Matters, 2020).


[bookmark: _Toc34924934]OUALITY ASSURANCE 
When product arrived at Asda at first they conduct product evaluation test, for the evaluation of product. After monitoring and testing the product quality the organisation comes to know whether the product is acceptable for the consumption or not this process is called assurance of quality. Next step they carry out the following test during, the production of new products that are presently under progress, test of products, when there is decision about changing of the suppliers and test their own products and brands against their competitors. If the government change the legislation about packings then Asda use Quality Assurance to add value to their products. For example, when the product packaging information is changed to inform the customer that it is acceptable to cook or use this product in the microwave. For the further procedure of the products are taken to the laboratory for testing of quality and validation of the products. They assurance of quality is implemented at all label of organisations and employees of the company to provide the best product and services to customer and quality standards set by Asda for the better implementation of the quality products. For quality control Asda use a machine that is linked to the computer system to test the product at every stage of the production development. This will improve the quality and helps to add the value to the product.   Asda use SWOT analyses to the organisation regarding the environment in which it works. It helps the organisation to check if the quality of the product and services meet the standard are in good competition with their competitor in the industry. Asda also use tools to check the quality of their products, Just in Time, Machine Utilisation Control, Stock Control. 
Asda also use Quality Audit system to manage and monitor quality to standard specified by the organisation.  Quality audit is the process of systematic examination of the quality system carried out by an internal or external quality auditors.  It is an important part of an organisation’s quality management system and is a key element in the ISO 14000 quality system standard (UKEssays.com, 2018). 
[bookmark: _Toc34924935]TOTAL QUALITY MANAGEMENT 
Total Quality Management helps to know what customers wants and also helps to design a product according to customers wants. TQM goes beyond Quality Assurance. It is designed to make every employee delight a customer. TQM is associated with every customer in a workplace and tries to persuade them to consider quality in every they do. Customer are one of the most important resources they have. There are different Tools and Process Improvement to manage the quality. Process Improvement is a systematic approach to improving a process such as, Analyse the process, Process mapping and Redesign the process. For problem solving and process improvement tools provide the basis for decision making, data collection and interpretation (Fundamentals of Total Quality Management, 2020).
 
The policy of Asda on TQM is through continuous improvement in their product and business process to satisfy their internal and external customers income of QCDS (Quality, Cost-effective, Delivery on time, Customer-care service), monitor and continuously improve business, products and services, organisation and employee performance. 
[bookmark: _Toc34924936]The TQM system used by the Tesco company, Tesco is one step ahead of its competitors because of its capability of maintaining quality and meeting all the requirements of the customer. Tesco implement theory of Deming’s 14 points. The concept of this theory is to increase productivity and quality by 14 management practices. Improvement in quality would decrease the expenses and increase the productivity. Continuous improvement process of Tesco also based of Japanese known as Kaizen.  






RECOMMENDATION 
No plan is perfect. Improvement is necessary constantly for the growth. Asda need to provide better service and quality products to their stakeholders, in order to do that Asda need to do some improvements. In order to keep high position in market Asda has to follow the tools of Total Quality Management and for the implementation of good plans regarding the development of the quality system. Asda was criticised about working condition in Bangladeshi cloth factory. Asda need to apply Quality Assurance procedure not only in UK but also to its outsourcing partners. 

[bookmark: _Toc34924937]CONCLUSION 
Business survive because society want them. However, now-a-days business are now being assessed on the level of social responsible approach adopted in their operations in the marketplace, community and workplaces. Furthermore, business making sure that the requirements of the stakeholders are taken care of by undertaking different activities such as environmental issues, health and safety issue, better working conditions and charitable donations.  Ethical relates to responsibilities on business and expectation of society which is beyond legal and economical requirements. For example, Asda has assured to stop purchasing Palm oil from Sumatra and Indonesia to protect rare species like Sumatran tiger and Orang-utan.  Asda takes sustainability seriously, making the world a safe place and producing affordable products for customers. For example, Asda is focused on removing unnecessary plastic products from their business. Asda is increasing the amount of recycled content in packaging and also using the renewable resources. 
A regular check is required to enhance the quality of product and service to build a relationship with the customer.  There are many ways to check the quality relationship with customers such as SWOT analysis, mission, vision, measurement and control etc. Asda follow the procedure of monitoring through Quality Assurance to provide quality service and products.  Quality assurance is the procedure of testing the evaluation of product whether the product is safe for consumption. Meeting customer needs is very important to make customer return. Company must provide satisfaction, trust and commitment to make the long term relationship. A satisfied customer will return again, good experience become a lasting relationship. (Asda. Relationship Marketing and Loyalty Essay examples | Cram, 2020)
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