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Introduction

The companies were founded on the basis of the fundamental values that guided them throughout their lives and which are guided today. Because everything is changing rapidly, the population has increased in number increasing demands for purchases, the companies have learned and have adapted more or less to the new changes by adopting new strategies and implementations that must be respected according to each community in which the business want to carry out their work activity. Understanding and engaging in the customer experience play an important role in any business activities because this strategy contributes to the improvement of the company revenue, to the satisfaction of the clients and to the increase of morale and the productivity of the employees. (Schwager and Meyer, 2007)
The aims of this report in order to be achieved the purpose is to analyse 'customer experience' using secondary research based on study of this area,  in relation to the Ethics, Sustainability and Quality supported with examples from ASDA and two other companies; on this occasion it was chosen Aldo Shoes and Amazon, and also supported with academic theory and citations.
In the first aspect of this report will be discuss the Ethics and Sustainability as a definition, and how ASDA, Aldo Shoes and Amazon have engaged with ethics and sustainability to enhance the customer experience. To be answered to these questions further in the report will have to be analysed the factors, resources and directions of development in regard of its Customer Relationship Management System (CRM). The discussion it will be supported by using models, theories of CRM system, and for analysis, evaluation and critical discussion will be used relevant references.
The second aspect of this report aims to discuss about Quality providing a critical evaluation of the models and theories previously studied, and should be demonstrated by example of how ASDA has engaged in the quality process to measure and improve its CRM System.
The report will be followed by a conclusion being discussed the impact of ethical and sustainability policies on the quality of the CRM in ASDA. For the last aspect of this report some recommendation will be listed highlighted the impact between ethical/sustainability policies and the quality of CRM.



1. Ethics and Sustainability


Ethics

"Companies that want to be sustainable have to start with acting ethical " as Grayson (2019) specified in his article, by this it is recognised that business ethics are important for variety of reasons because acting ethically means determining what is "right" and what is "wrong". (Corporate Finance Institute, 2015-2020)

The ethics in business synthesise the system of values, principles and norms that have been accumulated over time, ensuring the smooth running of activities and success in business. These attributions necessary for creating value in business and society are:
A clear purpose that explains the business existence and how it was create its value for itself and society.
A plan that diminishes the negative impacts and increases positive impacts in all aspects of the business.
A sustainable culture with a core sense of ethics and responsibility.
To be open to collaborate with other business as a partnership.
A willingness to improvement of working conditions for employees related to education, recruitment, professional training, retirement, non-discrimination, promotion and dismissal.
Involvement in activities related to environmental protection, consumer protection and charities acts. (Grayson, 2019)

Business ethics are essential for the long-term success of the business, trust is especially important in business relationships. According to Twin (2020) business ethics it is explained as being "the study of appropriate business policies and practices regarding corporate governance, insider training, discrimination, corporate social responsibility”.





In the framework bellow it is illustrated the way to create an ethical value in business.
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The values of a company must be integrity, fairness and respect for the law; the ethics is about the right attitude and behavior towards employees, customers, the community in which they act, towards investors, shareholders, all these are the basis of the success of a business. (A Case Study of ASDA, 2015) 

Highlighting these arguments can be related the fact that ASDA has built the business ethics by offering to its customers the best values, listening to its customers and offering what they need. ASDA, founded in the 1960s, is a British supermarket retailer offering a range of food, George and non-food, now has more than 145,000 dedicated staff serving more than 18 million customers  who shop every week in ASDA Superstores, Super-centers, Petrol filling Stations and also has an online services that people shop and can be accessed by www.asda.com. ASDA has developed Ethics and Compliance Programme which is expected that ASDA team to treat people with respect, acting with personal integrity and complying with the laws of the communities in which ASDA operates. (ASDA, 2020)


According to Aldo Group (2019) in the same manner as ASDA, Aldo Shoes has formed the company's ethics principle listed as respect and integrity. Successful companies are based on solid traditions, that is what Aldo Shoes does; a global footwear, handbags and accessories brand. Founded since 1972, a private company that now manage more than 2000 stores and online services. The first store opened in United Kingdom was London in 2002 and provides for all Aldo shoes shoppers accessibly priced on-trend fashion footwear and accessories. Aldo has built the brand on love, integrity and respect. (Aldo, 2005-2020).

The diagram below explains how Aldo Shoes responds to people and community. (The Aldo Group, 2020)
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According to Amazon Business Portfolio (2020) Amazon ethics "promotes a safe and healthy workplace free of harassment and danger, promoting the freedom for employees to perform their duties unhindered. Amazon, firmly repress behavior that is not in the best interest of the company, on their customers, suppliers, or their employees". Amazon is the largest online trading company founded in 1994, started with books sales, CDs, DVDs and added along the way to online sales computers programs, electronics, clothing, furniture, toys and so on.




Sustainability

For a company to lead in the marketplace, to bring changes in the company, to become sustainable over the time, it has to focus on creating values by fulfilling consumer expectations, because sustainability is seen as a maintenance process at a certain level and it encourage people, politics, business to make decisions based on the long-term. That why many companies have implemented a program called Corporate Social Responsibility (CSR) system.

As a definition CRS is a commitment by companies to behave ethically and responsibly towards society, improving in various ways the life of the community. Sustainability as a business strategy has become important in 2005, when Hargrove and Smith (2005) identified principles of sustainability for business. These principles include environmental, social and economic goals ('triple bottom line'). 

According to International Journal of Management (2018) Sir John Elkington (1994) proposed the framework of Triple Bottom Line and the companies need to start to considering this triple in their organisation. 
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Any company that wants a long performance in the marketing system it will need to guide by five principles: customers-orientated marketing, customers-value marketing, innovative marketing, sense-of mission marketing, and societal marketing. (Course Hero, 2020)

According to Sustainable Business Marketing (2020) sustainability marketing involves developing and promoting products and services that meet consumer needs with the purpose of ensuring a good quality life at now and for the future.

Every company has established its vision and its principle, just as ASDA sustainability approach is based on the belief that protecting the environment and saving people money go hand in hand. (ASDA, 2020)

Following research has revealed that several ethical issues with ASDA company were found relating to the fact that there are accusations including: climate change, environmental reporting, pollution and toxics, human rights, worker' rights, supply chain management, and so on. (Ethical Consumer, 2020)
 
According to The Responsible Business Programme (2020) ASDA has made a significant contribution through its Sustainability Programme, which is delivering a strategy that works to reduce the resources needed to grow, process, store, transport and retail the food and drinks it sells.

One of many companies that understood how important role plays sustainability is Aldo Group who mentions that to fight for eliminating single use shopping bag redesign the shoe box to encourage the shoppers to opt for an eco-designed shoebox, and with this initiative Aldo Shoes has saved an estimated 11000 tree per year; because environmental sustainability is always encourage at Aldo Shoes. (Aldo, 2019)








Customer Relationship Management (CRM)

When it comes to create and building a successful business; customers are the center of everything because it was found that the clients decide when the relationship begins and when it ends. In fact, about 70% of customers leave a company because of an unfavorable customer service experience.

The key to the success of a business is a proper management of customer relationships from start to finish, which is why investments in Customer Relationship Management (CRM) solutions have grown substantially in recent years, and experts say about this system is in continuous growth.

According to Act (2017) CRM is an abbreviation for Customer Relationship Management, and is seen as a process that helps to better understand the needs and behavior of a company. It was invented first time in 1987 by Pat Sullivan and Mike Muhney and released by the name of ACT; In the 80s period the term "CRM" did not exist yet, only in the 90s people started to used it.

The CRM can be seen in the ways as:
 A technology (cloud) used to record, report and analyse between the company and users; also called a CRM system.
 A process; a system adopted to manage those relationship.

The diagram below shows how data is used to facilitate the companies to improve customer relationship and simplifying the sales process. (Impulsa, 2018/2019)
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In the same manner, Capterra (2020) explained CRM system as a software that manage the relations with the clients and the employees of the company, which facilitates the implementation of the strategy of managing the relationship with them. 

The CRM software was designed to records customers contact information through email, telephone, website, social media profile, and with all this information it helps teams to better understand the customers relationship with the company over the time.

These definitions outlines what big companies believes that is worth the investment in CRM because through this process it increases revenue, improves customer experience, increases employee efficiency, and creates better marketing.

According to Dr. Shaikn and Dr. Bootwala (2020) the aim of CRM is to attract new clients, to keep the existing clients happy and save the cost in marketing and customer service.




The importance of CRM system in sales brings to sales managers free accessibility to information about the process of sales targets, then get the clear visibility over every opportunity to map out the customer journey from enquiry through sale. This process is obtained trough social-media site where customers can like or dislike about specific brand. 
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The CRM software system helps companies like ASDA keep customers contact details up to date, track every customer interaction, manage customer accounts, helps sales management and facilitates team communication. (Salesforce, 2020)

ASDA Privacy Centre (2020) illustrates that ASDA management team understood the CRM system as a mixture of strategies, technologies and practices that manage and analyse customer interactions from Grocery Home Shopping, george.com, Scan & Go, Tell ASDA, and Customer Surveys, and put it into practice to improve the customer experience while increasing sales and helping keep its customers. That is why CRM plan must include an architecture that will decide the best option for the company, because the customer information play an essential role in CRM system.




According to Retail Change (2002) ASDA has adopted a strategy that enables to understand core shoppers better, to provide in the same way an efficient service to each customers, to organised the data by looking for options of each key aspects in Customers Contact Integration, Data Integration, Customer Analytics, and One-to One Marketing.

As specified by Baldwin (2017) one of the methods that ASDA's data team gather information to collect data is through loyalty card program. The senior director together with the rest of the team critically have to understand customers and the way they think about ASDA and using all this data information to change and optimise process to create new products and services.

Others companies that have seen the potential of using CRM system is Aldo Shoes that has change its retail business culture by stop thinking of its self as a company, but more as brand which understand its customers. According to Baldwin (2017) the leader of CRM from Aldo Shoes company has learnt how to use data to captured on its customers, and at one conference said: "it is all about the brand and truly understanding the customer".

According to Software Advisory Service (2020) Amazon can be one of the many examples of how good CRM solution can transform the business and ensure its success. Amazon learnt to adapt its own CRM system tailored to their specific needs; the Amazon system gives access to capture customer data to all previous purchase, tracking parcels in just few clicks, or update the customers details. This system is quick, profitable and efficient, and do not involve human interaction.











2. Quality


Quality is vital to all organisations because by offering quality in what it means in terms of products and expectations, the results will be that the customers will return. The organisations depend on their clients and therefore they must understand the current and future needs of the customers, satisfy their requirements and worry about exceeding the clients' expectations.

According to Havlicek, Breckova and Zampeta (2013) the aims of the companies in terms of quality is to provide products that gives it the ability to meet the needs expressed or implied by the customers.

The benefits that can contribute to the success of the organisation by distributing a good quality are increasing the revenue, obtaining customer loyalty, ensuring a balanced approach between customer satisfaction and other stakeholders such as employees, suppliers, shareholders, local community, and the society as a whole.

Marketing departments are directly responsible for implementing the quality policy, therefore in quality management it can be distinguished four stages.
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According to Lotich (2017) Quality Management System (QMS) can be defined as " the organisational structure, processes, procedures and resources needed to implement, maintain and continually improve quality management." The system was developed to provide organisations with an efficient quality management tool regardless of size, industry or location, and is applicable for all types of products and services.

Adapting a quality management system should be a strategic decision of the management at the highest level of the organisation that are influenced by objectives, by the product/services they provide, by the existing processes as well by the size and structure of the organisation.

A structured quality approach is of great importance for any company committed to delivering on promises. The objectives pursuing their achievement can be an excellence operational, sustainable growth, and a strong reputation.



[image: ]

















The concept of Total Quality Management (TQM) represents the satisfaction of the clients' needs in terms of quality of the product and of the services. Quality is influenced by a number of factors that act both in the production process and in the process of movement of goods, and from identifying the customers' requirements to satisfying them and evaluating their satisfaction.

The succession of these activities was represented by J. M. Juran in the Spiral of Quality (see the figures below) which represents the entire process of the product - from the market research , the identification of the needs passing through the design the production, sales, post-sale services, and reaching the research again.
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The target of TQM model is to detect, reduce or eliminate errors, and can be defined as "continuous effort by the management as well as employees to ensure long-term customer loyalty and satisfaction'. (Juneja, 2015)

Customer relationship trust is gained when the company is honest, competent, orientated to the client needs, because the customers always expect from the seller the promised quality products and the real information about that product.



Employee relationship trust is gained when the trust is given to both managers and employees leading to better communication, employee’s loyalty to the company, reducing working conflicts or conflicts between employees.

According to ASDA (2017) ASDA has promise to distribute quality products to all consumers from the beginning and every time through 'Quality', 'Cost Effective', 'Delivering on time', and 'Customer care service'.

Quality management team from ASDA understand that high quality it is their priority that is why the products are 100% tested during assembly process to ensure product quality.
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The difference from what ASDA believes that its offer the highest quality products to its customers from reality is totally another, because according to Harb (2019) ASDA come at the bottom customer list for both in store and online shopping categories, because according customers survey in 2018 were showing issue with the supermarket food quality, and then more than half of ASDA customers said that they had experienced problems with their online orders.





Conclusion


The list of these changes that will increase the importance of business ethics is incomplete, many aspects can be discussed but the processes mentioned in this report are sufficient to support the idea that the increased interest in business ethics is not a passing one, but is considers it fully beneficial in the long term.

The conclusion at the end of this report confirms the existence of a positive relationship between the social involvement of the companies and the economic benefits that they feel; in addition, a properly managed corporate social responsibility policy is beneficial for both the company and the society as a whole.























Recommendation

It is recommended to create a safe, ethical and trustworthy work place that should be given support to the employees when expressing their concerns.

It is recommended that for employees to enjoy working in an environment based on equal opportunities, each person must be appreciated for what they are and for their contribution, because this action has a positive impact by making responsible decisions that promote the safety, dignity and well-being of all the people involved.
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