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Introduction
Humans, in the last few decades, have increasingly accentuated on easing their lives. Such a change in the mindset of the general mass of population is observed across the globe. The business ventures have taken this opportunity to instantly cater to the changing demands of the masses. As a result, the modern businesses thrive on the idea of simplifying the lives of millions by offering the products and services at their doorsteps. In this context, it must be mentioned that the escalating hype of supermarkets among the customers is due to the concept of one stop destination for purchasing all the necessary domestic products. Schofield (2016) has stated that ASDA Stores with multiple outlets in UK operates as a successful supermarket retailing firm since 1949. The stupendous success of the supermarket was marked by its entry in the listings of the London Stock Exchange. However, in 1999, Walmart, the US based retailing giant has acquired the supermarket retailing chain. It is interesting to note that ASDA holds second position in the list of top supermarkets operating in UK with Tesco leading the list and Sainsbury’s closely following ASDA. 
According to Bentham (2018), ASDA has experienced a conspicuous rise in the count of customers that eventually scaled up the level of profit. From the above facts, it becomes quite explicit that ASDA is surrounded by several competent rivals in the retailing sector of UK. The trading condition prevailing during its inception in 1949 is significantly different from the existing condition. Currently, the supermarket retailer is striving with the external and internal challenges that have hindered the security of trading. Besides, ASDA the other retailing organizations are encountering a difficulty time. The onset of the dark days in the supermarket retailing sector of UK is due to the uncertainty in the market and change in the customer perceptions.    
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Task 1 Using ASDA and other supermarkets investigate the ‘customer experience’ based on the following policies: a) Ethical, b) Sustainability
Business ethics concentrated on decisions and actions of the managers of an organization. The application of ethics is matter of daily performance and duties to satisfy the social expectations. The society need from society greater transparency and accountability. This has led companies and stakeholders under pressure. The government and policy makers create rule and regulations for company polices. The government focuses on the companies for their operations on society and effect on people. The concept of corporate social responsibility generates from here. As per Gbadamosi (2016) business ethics is the application of principals regarding issues arises in the business. It implies that how the ethics should be applied on the platform of business. It is not totally focus on legal rules of business, but it encompasses the concept of morality towards customers, employees and other businesses. The CSR or corporate social responsibility is a concept which relates legal, economic, ethical and philanthropic responsibilities (Shaw & Shaw, 2019). 
[bookmark: _GoBack]Through various business activities ASDA connected the producers and consumers. ASDA conducted business based on honesty and openness and the principles they apply through their business operations. Introducing ASDA smart price, they takes the pricing as low as possible (Bentham, 2018).
For ASDA corporate social responsibilities are very serious issue and they take serious steps on that. They consider the corporate social responsibilities as doing the right thing. The concept of corporate social responsibilities consists related to people, prices and planet. ASDA consider the people as asset and part of their system and the company organises the people’s profitability as the first criteria. Considering the health and affordability of the people, ASDA set minimum rate of their items and they provide healthy items for people. ASDA approaches sustainable item for concerning the planet. ASDA prospect their business on the basis of some objectives. Ethical Trade Initiative a mission for providing healthy trade and ASDA one of its members. ASDA ensures acceptable working condition for farmers and better deal for consumers. ASDA does not contain any genetically modified ingredients and products. ASDA maintains good terms and conditions for their worker and employees and encourage better relationship with their employees (Dobson, et al., 2016). ASDA support Waste and Resources Action Programme to aiming better environment for living. ASDA foundation assists needy people, children and contribute participation in local charities. ASDA provide over five hundred businesses and majority of the product sourced in UK. For consumers health and better lifestyle ASDA provide healthy and high-quality food products and proper labelling. They promote consumer’s wellbeing and healthy living style with their product and their promotional campaign. There are more activities ASDA involves themselves for betterment of society and human lifestyle (Haydock, et al., 2019). 
Like ASDA, TESCO is also a supermarket chain in UK. They have included much functionality such as palm oil, climate change, habitat and resources, human rights, pollution and toxics, worker’s rights, animal rights, irresponsible marketing, factory farming use of conventional technologies, political activities and many more other activities. In the ethical consumer survey TESCO scored best rating for its supply chain management. The company held no policies on conflict minerals and have vast range of own-brand electronics. These minerals are mined for human rights violations. TESCO undertaken the responsibility of zero discharge of chemical hazards but that does not include electronics. They promise to discharge agriculture, textile and leather. Phthalates is restricted and banned in EU, but TESCO gave no information on similarly hazardous chemicals triclosan and parabens. Factory farmed meat and non-free range of eggs retailed by TESCO. TESCO rated worst in August 2019 on animal testing. TESCO still sell other brand product that test on animals (Mortimer, 2017).
[bookmark: _Toc33895885]ALDI is one of supermarkets in UK, founded by brothers Karl and Thco. ALDI’s mission is to deliver best quality products to their consumer. ALDI provide their customers products maintaining the minimum price and maintaining the product quality. The product quality and value provide their customers fair and efficiently. They maintain their worker and employee unity with the morality and ethical background. Their core values are consistency, simplicity and responsible which spread their reliability on their customers. ALDI calibrate their employees need and maintain their work culture and provide customer services. ALDI give importance to train their employees and arrange proper training and skill development process for them. The skill development increases their potentiality to serve their customers more efficiently. The workers are the type of stakeholders for ALDI and they are called internal stakeholders.  ALDI encourage their employees for not only hard work but put effort on their honesty and fulfil their responsibilities. The resource of ALDI is their good quality and low price. ALDI emphasise on ethical trading and protect the environment. They have sincere focus on corporate social responsibilities. They are optimising their product costs and have loyal customers. Their product quality sometimes found compromised as they set the lowest price for their products. They have smaller range of products and some products are not available as per requirement. ALDI not utilizing modern technology for their production purpose as a result they produce smaller quantity of products and it takes longer times than others. The ALDI less emphasise on advertisement. The political disturbance creates loss in their revenue generation and ALDI to sustain their presence in market has increased their price 2.5%. Recession has big impact on ALDI and their fewer disposable incomes in the UK. Also, ALDI has big competitors like ASDA and TESCO. ALDI has kept their price down and offer selected items. ALDI has a competitive disadvantage that they do not provide online shopping. ALDI focuses on healthy living style, responsible drinking and product safety. They emphasise on ethical working condition and employee’s honesty. They sell products like fish and palm oil, cocoa and detergents. ALDI imports goods in UK from other countries and they have followed the EU legislation for food testing for additives, labelling and licencing. 

Task 2 Investigate and explain the benefits and drawbacks to an organisation and its stakeholders of developing and operating a CRM, Ethics/Sustainability or Quality system.
[bookmark: _Toc33895886]a) CRM drawback and benefit to ASDA
The customer relationship management program adopted by ASDA, a large-scale supermarket retailing chain of UK has its boon as well as its bane. No wonder that this particular system helps the retailing firm to leverage the information gathered during its service on a daily basis (Maheshwari & Kushwah, 2019). 
The fundamental advantages of using Customer Relationship Management are as follows: 
- The customer relationship management contributes towards integrating all the vital data. As a result, it ensures easy accessibility to the needful information at the time of need. (Zhang, 2017) has mentioned that CRM enables the employees of the business organisation to push up their level of efficiency. 
- CRM plays a vital role in the process of data mining that facilitates ASDA to comprehend its progress. 
-  The CRM increase the revenue of the ASDA. The automation decreases the time taking the manual process and increases the connection between customer and management of ASDA. The CRM helps in selling items and keeps track of the account easily.
- The CRM works as a scalable solution that finely supports the budget of the supermarket retailing firm operating in UK. This helps in the expansion of the business amid high competition from the market rivals. 
A number of disadvantages are linked with the Customer Relationship Management that includes the following:
· The supermarket retailing firm is at the risk of losing crucial data and details of the customers. On losing the record, the business organisation can no longer retrieve the data for the company’s usage. 
· It is important to note that lack of competent leadership in the business firm is likely to bring in a wide range of issues concerning the execution plan of customer relationship management. The management must be an exemplification for the organisational workforce that could eventually motivate the workforce to focus on customer satisfaction. 
· With the increased reliability on the Customer Relationship Management, ASDA eliminates a considerable bulk of human element. As a result, the relationship that is needed to be established with the customers is significantly hampered. In the words of Patil (2016), the clients and customers fail to make significant bonding with a business firm on witnessing lack of human touch. 
· On adopting Customer Relationship Management, ASDA has experienced security issues as the data present in the centralised system are susceptible to threats. 
· On the installation of the CRM, the employees of the supermarket retailing giant in UK become less reluctant towards their commitment. As a result, the culture of the workplace is deteriorated. This set back is manifested in the hindrance of the customer relationship thereby, leading to a major dip in the overall revenue collection.     
[bookmark: _Toc33895887]b) Ethics and Sustainability drawback and benefits to ASDA
The technological innovation includes, and forms business ethics and it impacted on social, economic and political environment of business industry. It effects on the structure, function and size of the private and public sector organization. Practicing ethics in business for ASDA has substantially improved the society. It helps to maintain moral course in this hard time of competition. It creates strong bonding between the employees and responsibility for ASDA and it reflects in consumer’s faith on the company. Ethics programs helps in quality management and strategic planning and results.
The drawbacks of ethics will affect the business such as higher costs of products because of better and quality product ASDA need to buy or gather the products from higher quality of sellers. The training and skill development process for employees invest a large amount time and money for employee. ASDA cannot hike their quality of products or services for better customer attraction (Shaw & Shaw, 2019). 
Sustainability increases the brand name, in return help to compete in the competitive market. Sustainability increases the productivity and reduces costs and improves financial investment opportunities. Sustainability for ASDA increase the energy efficiency and the employee retain in the company (Young, et al., 2018).
Sustainability creates market risks, operating risks and corporate risks. The word sustainability is not well defined and creates risks for market. Customer appeal for sustainability is related to basic intensive such as values, convenience and efficiency. The loss of profitability and focus risks the operating risk for sustainability (Sharpe & Barling, 2019). The negative green marketing image and negative impact for actions create the corporate risks for sustainability (Armstrong et al., 2017). 
[bookmark: _Toc33895888]c) Quality system drawback and benefits to ASDA
The first quality model that finds its place in the discussion is McCall’s Factor Model Tree. The quality model is branched into three aspects including the quality factor, the quality criterion and the quality metric. In the words of Tan (2016), the quality factor denotes the behavioural traits manifested by a system. The business operations of ASDA are significantly influenced by the quality factor, as mentioned in McCall’s Quality factor model. It is important to note that the quality factor is classified into product revision, product transition and product operation. The product revision facilitates the large-scale supermarket retailer based in UK to uphold flexibility, maintainability and conduct testability. The product transition enables the retailing firm to maintain interoperability, reusability and portability. Finally, the product operation is directed towards attaining efficiency, integrity and reliability in ASDA. Besides, the product operation is also meant for ensuring correctness and usability. The second branch of McCall’s factor model tree is the quality criterion that implies a particular trait of a quality factor. This is particularly linked with the production and designing of a software. This factor is manifested in the CRM software that is extensively leveraged by ASDA. Finally, the third branch is the quality metric that is involved in measuring certain aspects of the quality criterion (Perera, 2017).   
The second quality model that can be discussed in the context of improving customer relationship management is the FURPS model. In 1987, at the Hewlett Packard the idea of this particular quality model has come up. The FURPS model is meant for identifying and understanding certain factors that are responsible for scaling up the customer relationship management. Prasetvo et al. (2017) have pointed out that the FURPS model sheds light on the quality standard of a business organisation. This particular model is popularly regarded as the business firm oriented quality model. The quality model finds its application in the context of customer relationship management adopted by ASDA. The five primary components of the FURPS model are Functionality, Usability, Reliability, Performance and finally, Supportability. The first component of the model, Functionality, emphasises on the functions carried out by the business organisation, the standard of security maintained by the supermarket retailing giant on UK and its generality. The second component of FURPS model is Usability that accentuates on consistency, aesthetics and documentation. The third component in this company-oriented quality model is Reliability wherein, ASDA emphasises on the precision of the output and its frequency. The fourth element of the model is Performance that focuses on consumption of resources and response time. Finally, the fifth component of the model comprises Supportability that is likely to be rectified, extended and also adapted (Chandler & Lusch, 2015).
[bookmark: _Toc33895889]Task 3 Give examples of how ASDA and stakeholders engage with its CRM, Ethics/Sustainability and Quality system.
ASDA has internal and external stakeholders. The internal stakeholders are the executives, employees, managers and shareholders of ASDA. President, CEO, Chief Customer Officer, Chief Financial Officer, Senior Vice President people, Senior Vice President Operations and Senior Vice President Commercials are the executive board of ASDA. Near about fourteen thousand people works for ASDA (Bentham, 2018). The main external stakeholders for ASDA are the customers, suppliers, creditors, competitors, local communities and the government. ASDA improve their customer experience and increasing the volume of customers. In different ways ASDA communicate with their stakeholders. The website of ASDA contains detailed information about past, present and their mission and vision. By interacting and improvement in technology ASDA gets feedback of their client base as well as their employees, managers and shareholders (Descovich, et al., 2019).
Customers conflict with the supplier due to the fact that the demand of the customer is quality product in cheaper price. But the supplier refuses them because good quality material costs a lot to produce quality product. This causes the changes of the customer’s selection of company and shift from one brand to other. ASDA provide training for the employees, it creates the moral values and ethics in the employee (Panton, 2017). The responsibility towards customer and sincerity to company create the bonding of quality service and sustainable relationship. In addition, power of decision making in their related periphery creates the faith of the employee for ASDA and improve the amount of work. Suppliers have the massive influence on ASDA (Dayina, 2017). They provide all products for ASDA and help to sell the products and they profit in return. The suppliers are concern about the quality of the product and timely move the product. An incident occurs when ASDA not paying their employees or giving their rights of bargaining. This event led to the shutting down of the ASDA stores as the employees went on a strike. As a result, the delivery of the products took longer time than usual. Another incident happened when ASDA quite their employees and employees lose their jobs. This event caused mass protest against ASDA and reduce customer base. Although ASDA minimize their costs to sustain the customers and try to maintain the customer satisfaction with low rated products (Ouassini, 2018). 


[bookmark: _Toc33895890][bookmark: _Toc33895891]PRESENTATION
[bookmark: _Toc33895892]Task 4 Draw a conclusion to the presentation by compiling a SWOT analysis of ASDA based on the report and presentation findings and development points made in the recommendations.
Recommendations are required based on development points highlighted within the findings and conclusion sections of the report.

Customer Relationship Management
The term customer relationship management is a largely adopted approach of business organisations to develop and strengthen relationship with current as well as the potential customers. On referring to ASDA, one of the topmost supermarket retailing chains operating in UK, it can be stated that the supermarket has taken a number of customer friendly initiatives to build business relationships with the existing and new customers. The ultimate motive of ASDA for resorting to an effective customer relationship management strategy is driving the sales rate of the firm. The supermarket aims to retain its brand image across UK for which it has emphasized on customer relationship management. This particular management approach has empowered ASDA to focus on the customer demands, their feedbacks and work on the product quality to ensure customer satisfaction. In the words of Idris and Shams (2018), with the customer relationship management in place, ASDA manages to better comprehend the needs of the shoppers. This step contributes towards developing the store proposition. Besides, the supermarket retailing giant has climbed up the ladder amid high competitive pressure due to the efficient, productive and consistent services offered to the customers with the help of customer relationship management approach.  
Ethics and Sustainability
ASDA has aligned its services with business ethics that lays emphasis on the beneficial activities and decisions of the management for the customers. According to Gunning (2017), the ethical practices of business organisations are largely concerned with the code of conduct of the management by the extensive application of ethical principles. The ethics has significantly helped ASDA to fulfill its duties towards the society in which it operates. The ethical principles have also lent support to the supermarket giant of UK to stand up to the expectations of the customers. 
It is interesting to note that sustainability is enlisted on the top 20 objectives of the supermarket firm by 2025. ASDA has maintained its sustainability practice by recycling 90% of its operational waste or has simply transferred them for carrying out anaerobic digestion. The sustainability measure of one of the leading supermarkets of UK includes complete removal of deforestation by the end of this year.  
Quality
ASDA has mostly focused on maintaining its quality standard at all the stages while dealing with the customers. In the opinion of Song et al. (2017), the employees and the management of ASDA are committed to offer the best possible services and products to the buyers. This measure primarily helps the supermarket to set its quality standard in the retailing market. It is important to note that impressive rolling out of quality products has paved the way for making a mark amid highly competitive pressure from other competent market rivals. This supermarket retailing chain has resorted to a number of quality control mechanisms to ensure distribution of quality products in the market such as machine utilisation, food additives, quality control and stock control mechanism. 
SWOT analysis of ASDA
SWOT analysis is regarded as an effective strategic tool for understanding the strength, weakness, opportunities and threats encountered by the second largest supermarket retailing firm in UK, ASDA. 
Strength
· ASDA offers its customers with a wide range of services and goods. The supermarket retailing giant has also stepped in the financial services sector. Liu et al. (2019) have pointed out multiple services of ASDA such as ASDA Mobile, ASDA Smart Price, George Clothing and Chosen by You. 
·  ASDA has focused on developing impressive marketing campaigns for luring the customers. 
· ASDA has an extensive distribution channels across the country that are directed towards storing carbonated drinks, food and others.   
· ASDA has put in effort to develop positive relationship with the customers. The retailer is keen on taking feedbacks from the customers to improve its services and product quality.  
· ASDA has engaged in several acquisitions that has eventually helped the UK based retailer to strengthen and popularise its brand name among a larger mass of customers. 
· ASDA has presented before its customer base a wide range of products to cater to the increasing and ever-changing demands of the customers. 

Weakness 
- The global presence of ASDA supermarket is relatively confined with respect to the other rivals in the supermarket retailing sector of UK. Mussa and Zhi Zhang (2016) have opined that the fewer number of outlets of ASDA is a major setback for the supermarket retailing firm. The competitors of ASDA mostly take a lead in the competition due to the greater counts of outlets across the country and beyond the territory.  
- Limited entry of the business is another cause of weakness for ASDA. The sell prices used by ASDA have confined its entry to different countries since the supermarket retailing organisation remains apprehensive about the competition arising from the local vendors of those locations.
- ASDA was involved in promoting false image of the supermarket in 2010 when false advertisement circulated across the country. The advertisements claimed lower prices on ASDA products to lure in more customers.     
- The comments of critics have raised question on the product quality provided by ASDA to its customers. Jellil et al. (2018) have mentioned that the deteriorating quality of products has considerably tarnished the image of ASDA before its customers. 
- In 2013, ASDA was involved in the horse meat scandal wherein the DNA tests of the beef sold at ASDA’s Chosen By You proved the presence of horsemeat. This event has marked the first instance of meat adulteration where fresh beef meat is replaced by horsemeat. The controversy had a negative impact on the reputation of ASDA.  
 




Opportunities 
- ASDA has an opportunity to expand in foreign market such as China, India and others. The business expansion of the second largest supermarket retailer of UK, ASDA is likely to push up the gains of the company as well as cater to the increasing demands of the diversifying population across the globe. Furthermore, this particular opportunity will help ASDA to gain greater popularity and develop brand image in international market landscape.  
- In this age of technology and ecommerce, ASDA is seeking to create an online presence to grab the interests of the customers. Thompson and McLarney (2017) have mentioned that the business operations experience a considerable expansion with the online presence. ASDA with its website is eyeing on expanding its business operations as well as enhancing the customer base.  
- ASDA, the prominent supermarket retailer of UK, has set a number of significant long-term goals such as 100% package of recycling, 100% sourced fish, curtailing of food wastes and recycling of operational wastes for supporting anaerobic digestion. These opportunities provide ASDA suitable scope for business expansion. 
Threats 
- The policies of the government are subjected to frequent changes as and when necessary that appear as a serious threat to the business. The supermarket retailing giant of UK thrives on stable external environment and with the constant change in policies and regulations, the business operation of the firm is significantly hindered.  
· The competitors have adopted a strategy of consistent price reduction for the purpose of drawing in more customers. In the words of Lancaster and Massingham (2017), the customers are attracted towards those supermarkets that offer exciting discounts, reasonable prices and better quality of products that others. Naturally, the rivals of ASDA reduce the costs of the products and services to attract newer customers. 
· Besides, the constantly increasing numbers of online retailers have posed a serious threat to supermarket stores such as ASDA. These independent online retailers offer extensive services and products at affordable prices that lure in customers in larger number.  
· ASDA is engaged in a constant tussle with the other supermarket retailers in UK. The price war is a major threat to the supermarket retailing firms, where ASDA is no exception. 


Recommendations 
· Engage in ethical trading 
· Focus on developing sustainable resources 
· better relationship with the customers
Few recommendations can be given to ASDA to improve the quality of relationship shared with the customers.  It is highly significant for the second largest supermarket retailer of UK to engage in ethical trading practices. The controversies in which ASDA has previously stained its brand image are an outcome of comprise with the ethical codes. The organisation is likely to win the trust of a greater mass of population in UK by maintaining its ethical standard and offering high quality products and services to the customers.  The second recommendation that can help ASDA to express its concern for the society in which it is functioning is development of sustainable resources. The supermarket retailer can focus on similar sustainability practices such as complete recyclable packaging by the end of 2025. Thirdly, the organisation must urge the customers to give their feedbacks that help in understanding the core necessities of the customers. 
Ethical policies affecting the quality of Customer Relationship Management
The ethical policies adopted by ASDA have a direct impact on the customer relationship management approach. The ethical and sustainability policies framed and rolled out by ASDA are a product of the company’ s concern for the consumers, in general and the society, in particular. It is important to note that ethical as well as sustainability policies including reduction of food wastes, environmental efficiency, product sustainability, rights of workers, animal rights and financial practices are directed towards upholding the superior quality of customer relationship management approach. This particular management approach mostly proves to be beneficial not just for the customers but also the suppliers.  
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Conclusion
The overall discussion of the topic will create a picture of ASDA and their business industry. It is fact that ASDA competing with big budget industries like TESCO and ALDI and the terms and conditions of ASDA helps them to sustain in the global market and in tuff time of competition. The ethics, sustainability and responsibility ensure the quality and good customer feedback. It maintains the faith of the customers on the company. Although some out-track judgement of the owners and misleading directions cause a huge impact on their years of reputation and quality service. But the ethical background and quality service with proper employee supervision helps ASDA to get back in the business competition. The customer contact integration, data integration, customer analysis and one to on marketing and involving the modern science and technological progress build the company’s fortune and better prospective future. The inclination towards ethics, values and morality towards their service, products, customers and employees will sustain ASDA from drowning in the oasis of failure.
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