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Summary:
Business activities are getting very difficult day by day because of the entrance of more and more organizations in the existing market. There remains the highest level of competition in the market (Caradonna, 2014). The organization wants to push others by growing better. However, there overcome a term- ethics. The present report describes about the importance of ethical business values that improves business growth of the firm.
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[bookmark: _Toc34673349]Introduction: 
It is regarded as the strongest possession of an organization as ethics help to get developed among the competitors by having moral values and social responsibilities. Ethics are the standards that are practised over time with customers, competitors, societies and so on. Here the ethical values of ASDA are going to be discussed.
Background of ASDA:
Being a supermarket retailer, ASDA is handling its service over the UK. It was established in 1949 and till now ASDA is serving in 631 locations. Mainly the services are performed as general merchandise, grocery and financial services. The company’s headquarter is in West Yorkshire, England. At present, the company holds 165000 employees for serving the customers.
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[bookmark: _Toc34673351]Task 1: Ethical and sustainable policies of ASDA
Ethics is deeply related to business operations. Generally, ethics tells and suggests one’s conscience during the interaction with others. What is good or bad- indicated by ethics. Thus ethics are some general practices that have been prevailed for a long time (Redclif, 2005). Business ethics are the parts of general ethics also, but the scope for an arena in slightly different. There are several customers, competitors, creditors, investors and so on. Business ethics are the underlying standards that are preserved and practices by that specific organization to operate services with the mentioned parties. Morality is ensured here to be engaged with different parties. Organizations have to maintain ethics with different groups for whom the business is operated. 
Customers have significant experience from the practice of ethics. Here different ethical values have been described by making a comparison of ASDA with Tesco Plc and Morrison is here:
ASDA
Core ethics: 
Values: ASDA offers general merchandise, grocery and financial services to the customers. Offering high-quality products to get customers are the main ethical practice of ASDA as good products must be delivered to satisfy the customers is the main priority. 
Price: Though the price is very competitive, ASDA keeps the price bar less in comparison with Tesco Plc and Morrison. As a result, customers prefer to buy products from ASDA more.
Quality: ASDA offers quality foods to customers. ASDA believes that satisfaction of customers will not be derived if quality foods are not served. Thus ASDA is successful to offer quality products.
Digital customer experience: For understanding digital customer experience, a survey has been done by WUA. And ASDA scored only 72 here.
Sustainability policies: ASDA works for carrying the legacy for better services. A lot of plans and policies have been improved by the organization. They ordered to eliminate environment pollution; the company has undertaken some effective projects.
CSR Ranking: For mentioning CSR activities, the company has obtained 76%. 
Tesco Plc 
Core ethics:
Value: Tesco Plc has the motive to earn values from the customers by maintaining every litter aspect for improving the customer’s experience. The company works for satisfying the customers by maintaining each of the satisfactory units (MUKHERJEE, 2006). 
Price: Tesco Plc keeps more prices of the products among all the three. It may be a change in the company’s significant pricing strategy.
Quality: It is unsatisfactory for Tesco Plc. The company cannot provide quality foods as the two companies mentioned here apart from taking a higher price than the two.
Digital customer experience: Tesco Plc has got the highest score-82 by the survey. It is regarded as the best company for ensuring digital customer experience.
Sustainability policies: For sustainability policies, Tesco Plc believes in attaining the satisfaction of the customers by providing each and every value to the customers.
CSR Ranking: Tesco Plc has a score of 90%, which is the highest among the three.
Morrison 
Values: Excellency, passionate, integral, collaborative- these terms are the basic core values of Morrison.
Price:  The price of units of Morrison remains in the middle position among the three. Thus customers get better pricing than Tesco Plc in Morrison.
Quality: Best quality product is served to the customers by Morrison. Gaining customer value is the main motives. So, the company does not go under the standard.
Digital customer experience: Morrison needs to develop digital customer experience as the company has got the lowest score-56. 
Sustainability policies: Morrison has spread the slogan among an emolo6that sustainability can be achieved if the customers can be valued higher. Thus all the employees are working for achieving the goal.
CSR ranking: Morrison has got 80% from CSR ranking. 

Figure 01: Average price of the same products at different supermarkets 
Source: (Walsh, 2019)
So, the comparison has been shown here. Of the three companies, it can be said that ASDA is performing relatively well here regarding ethical values. ASDA believes that customers are the king and satisfied customers are an integral part of the company’s advancement. Thus ASDA honours the customers by maintaining ethics. The needs of the costumes are valued and customers’ considerations regarding the products and services are taken by heart. To improve the experience of the customers, ASDA maintains better CRM activities.
The ever-changing criterion for global business perspective tends to improve the condition of the business functions. Thus sustainability has to be got in terms of operating service to the customers (Thompson, and Martin, 2005). Sustainability is the continuity of the legacy of better activities. It offers long term better position for an individual or an organization. Sustainability of business refers to the impact of the processes that are useful for having success in the market for quite a long run. To achieve sustainability, an organization has to gather moral values, ethical values and corporate responsibilities.

Every organization must café for the protection of the environment from being polluted. The ESG matrix accelerated by economic, social and governance determine that the organization has to be aware got maintaining the effective performance regarding those sectors.
[image: ]
Figure 02: ESG content 
Source: (Redclif, 2005)

Environmental issues: Environmental issues are a very common perspective for all organizations. ASDA is very much careful about the protection of the environment. At present, the world is rethinking about the use of recycling, reuse and so on of the used products so that the wage materials can be turned into product generating functions. It is the motive of ASDA to recycle waste products. The company has the motive of decreasing the use of chemicals to protect the environment. Line many organizations, ASDA also wants to introduce green technology.
Social issues: Social issues are very common and significant at the same time as such issues force organizations to handle society with great care. As all the organizations have to remain in a certain society, social issues must be handled. Here the tern corporate social responsibilities come. It refers that the organization must bring the ethical treatment of the parties ahead of the corporation. There are a lot of employees from the UK and the number is more than 165000. The company has been offering effective social activities relating to general customers and other parties in society. There are some groups divided by the manager of ASDA who denote the functions of social measures like safety activities, health facilities and so on. The employees are given the opportunity of training so that the skill can be developed. Training helps the employees to get safety measure regarding the functions (MUKHERJEE, 2006). ASDA offers a lot of services to the staffs of the organization. Several safety measures have been ensured for the staffs. The company ensures the insurance policy of all the employees. Moreover, to improve the social condition, ASDA has many projects also. There are some subsidiary programs by which ASDA includes charitable functions. ASDA collaborates with other charitable organizations in the UK to offer improved facilities to society. 
Governance: Governance is the use of standards of general functions of the organization. ASDA has some certain established policies and systems that are used having sustainability of the organization. The company always thinks for the betterment of the staffs and other parties. To provide improved facilities, ASDA has effective salary payment policies. There are ample opportunities for the staffs to be improved as a worker and get higher remuneration. The staffs are regulated under certain regulations that must be practised by all the staffs. The company has a certain goal and the staffs have to work for attaining the organizational goal apart from the individual goal. However, the company has to consider the demands of the staffs it has complained that the company tends to get engaged in the staffs in holidays also.
The success of a business cannot be derived if earning profit is the only motive and ASDA is working for this motive. ASDA believes that social responsibilities help to offer the better position of the business in the long run. Thus ASDA handles several social responsibilities for the different groups in the society. ASDA is very much concerned about the economic, social and environmental activities for attaining success.

[bookmark: _Toc34673352]Task 2: Literature Review 
Corporate relationship management: Customers are the king of the market. At the ends of the functions of business, all the motives depend on how the customers respond to the organizational functions. There should be a good relationship between the organization and the customers in a certain society. Corporate relationship management is the process of handling customers with great care (Redclif, 2005). ASDA has several loyal customers and the organization keeps records of such customers. The manager regularly goes through the records to have understood the ability of loyal customers. Thus the manager wants to build a good rrkstion6bh inviting the customers to buy more products. In this regard, the manager offers several attractions to the customers so that the number of sales can be increased as well as the company can be able to get more revenues. However, to increase the sale, ASDA does not decrease the quality of the goods. ASDA always ensures the customers that the organization provides quality foods at cheap prices so that the customers can get value. In this way, ASDA maintains good relationship among the customers. However, maintaining good quality is not easy. There are some certain principles provided by Dr. W Edwards Deming are maintained by the company. Such principles are:


Figure 03: 14 principles of TQM 
Source: (MUKHERJEE, 2006)
Dr. W Edwards Deming has developed fourteen principles that have to be maintained as total quality management. ASDA follows the principles in most of the manners. The principles that ASDA generally follows from above fourteen are leadership, continuous improvement plan, on the job training, break down barrier and leadership. ASDA believes that effective leadership can lead the company to attain the goal. ASDA always works for improving the plans of the organization so that the approaches can be executed properly. There are some barriers also which are analysed for improving the management policy. ASDA offers job training to the employees in order to improve the skill so that it can be useful for the company to get the organizational goal. There are many scholars who provide a lot of theories for improving management policy. ASDA follows some of the theories for making continuous advancement. One of the scholars who ASDA follows is Joseph Juran. Joseph Juran is regarded is one of the frontmen of developing management theory. Joseph Juran implies that the quality of the goods must be ensured as per the expectation of the customers. The manager of ASDA maintains the key techniques for ensuring the quality of the goods. In this regard, ASDA usually analyses the intentions of the loyal customers so that the needs can be analysed and effective techniques can be applied to improve the product quality. The quality of the products is improved by the certain complements of the customers. ASDA analyses the actual needs of the customers by makings some surveys in the market. Thus the certain needs of the customers can be understood and necessary adjustments for the improvement of quality can be done. Thus the manager follows the theory provided by Joseph Juran. The skill of the employees is a relatively important term to improve the quality of goods and services. The manager thus offers training so that the functions can be improved as per the motive and the employees can be able to meet the expectation. The performance of the employees is always monitored. The manager has to check the performance with the established standards of the company. By this way, the required improvements can is derived. There are ten steps for quality improvement. The manager has to initially recognize the areas where required improvements can be done. The employees and other groups are brought together to spread the goal of the organization. All the required elements are gathered then. After that, the employees are offered training to improve their workability. The manager must improve the communication facilities so that there will be no errors in miscommunication. Thus the employees can understand the plans actually and work as per the plans. For total quality management, there is another theory developed by Crosby. Crosby indicates for certain absolute quality management that has to be maintained. The absolute is:


Figure 04: Four absolute by Crosby 
Source: (Thompson, and Martin, 2005)
Crosby has developed some models for improving quality. One of the most important models is termed as Zero defects model that imparts that there should be no error I’m the process of improvement. ASDA follows Zero defects model as well. Thus the quality improvement can be ensured. Crosby also suggests that there are some certain activities for quality management. These are here:
Integrity: The management process of ASDA is embedded with an integral process. All the processes are done with integrity so that the improvement of quality can be ensured.
Systems: To improve quality, ASDA follows some pre-established techniques and systems by which quality control can be maintained. 
Communication: ASDA has a proper communication channel through which all the individuals and departments can communicate with each other to perform as per the quality management. It helps to strengthen the overall process.
Operations: Operations imply the functions that the organization includes. Operations should be done according to the improved culture and attitude.
Policies: The policies of ASDA are set by the ethical values and the improvement of the product and service quality.
All the above-mentioned theories have limitations and criticism also. However, the theories are practised for making significant improvement of the qualities. There lie significant differences between the theories. These are here:
	
	Crosby
	Deming
	Juran

	Definition
	The necessity defines quality apart from effectiveness.
	Customers’ needs and satisfaction imply quality.
	All the departmental activities define the quality of a product or service.

	Involvement of senior management
	Top-level management has to be involved.
	Quality is ensured by mid-level management.
	Bottom line staffs ensure quality.

	Performance standard
	Zero defects model ensures standard performance.
	Numeric goals are avoided.
	Certain steps have to be maintained for performance standard.



Besides this old theory, Japanese scientist Ishi Kawa has found out a scientific theory of total quality management. It is very much important for the quality control management of an organization. Ishi Kawa has found out six factors that are the cause of failure to maintain the quality of the products and services. This factor is also known as 6M. The model of Ishikawa looks like a fishbone. 
[image: ]
Figure 05: Ishi Kawa’s TQM diagram
Source: (MUKHERJEE, 2006)
The manager of ASDA has used this model. They follow 7 steps to control quality and improve the quality of their products according to Ishi Kawa’s TQM model. 
Step 1: The group of TQM of ASDA agreed on the problem (effects). 
Step 2: The manager writes the problem at the centre-right of the whiteboard and draws a horizontal arrow. 
Step 3: They start with brainstorms such as machine, material, manpower measurement and environment. 
Step 4: They write the categories of causes from the main arrow. 
Step 5: They have asked to the brainstorm about the causes why this does happen. The manages writes causes to several places if the cases related. 
Step 6: They ask again why it happens. They write the sun-causes branches. 
Step 7: Finally the manager focus on the chart where the group runs thins. 
Above steps help the manager of ASDA to find out causes of failure to control quality management. 
All of the above theory of total quality management is important for ASDA to maintain quality control process and improve the quality. 


[bookmark: _Toc34673353]Task 3: Impact of sustainable policies on organisational function
This report has mainly focused on ethics, sustainability and quality. Because of all of these are being related to customer experience. These factors affect the level of customer experience. Basically, the ethics of business denotes that organizational moral and philosophical activities that organization bounds to follow. Business ethics is vital for an organization to increase customer experience. It has already discussed that ethics includes values, norms, principles, trust and so on. Business ethics helps the organization to fix the price of product such as ASDA sets the lower price than Tesco and Morrison for the same category of product at the same range. Business ethics of ASDA works here. ASDA didn’t compromise the quality of the product for taking lower price (Walsh, 2019). On the other hand, the sustainability of an organization is indicating that they have opportunities to continue the business for a long time. Basically, sustainability stands on three pillars such as economic, environmental and social. ASDA is sustainable in economic also where they have £450million paid-up capital. ASDA is concern about social activities such as ASDA foundation. ASDA Foundation raises capital and support communities. ASDA focuses on the environmental issue also where they have made a plan to reduce carbon footprint. ASDA also concern about cutting trees and using plastic. So the manager of ASDA set a goal to reduce the use of plastic and decrease the use of trees. The above activity of ASDA has increased customer experience but the author has found out some critical issues that ASDA needs to focus on improving. Before that, the author has analysed strength and weakness of ASDA.    
Strength of ASDA: It indicates the capabilities of an organization and resources they have to utilise for upcoming projects. The same basic strength of ASDA is as follows:
Well guidance: The parent company of ASDA is Walmart. So they get good advice from the authority of Walmart. It enhances the knowledge of ASDA how to compete with the big competitor. 
Brand value: ASDA is a branded company. They have strong brand value in the UK market and international also. Basically, its brand value comes from Walmart. 
Discounted price: They have provided discounted price to the customer relatively lower than Tesco, Ocado and Waitrose. 
Efficient human capital: ASDA has around 165,000 employees in their organization. They are skilled and talented also. 
A weakness of ASDA: ASDA is running a business successfully. But they have some weakness that makes a barrier to the path of success (Caradonna, 2014). These are: 
Poor Leadership quality: The management of ASDA has poor leadership quality, as a result, the manager of the organization couldn't maintain their staff. 
Internal violence: In 2005 and 2019 there was two violence’s occurred due to unrest of employees for their low wages. As a result, the employee’s turnover rate is too high here.            
Communication gap: The manager of the organization needs to talk with parent company when they need to do a big deal with a supplier.  
Effect of ethical issues of ASDA on quality and CRM: It is very much important for the organization to understand the relationship between ethics, quality and customer relationship management. All three words are interrelated with each other. Ethical values of organization effects on the quality of the goods. The manager of ASDA is focusing quality of their goods and services. They never compromise with the quality of their provided services though they offer their product at a lower rate. Higher quality of the product is always a reason for customer satisfaction. Better customer satisfaction is expected for every organization. It also increases customer experience that helps the organization to develop relationships among customer and company. According to the case of ASDA, ASDA focuses on customer respect to individual and their provided services. Basically, ASDA is not producing any goods. They are running a merchandising business. They sold only finish goods. So they always consider the expiry date of the product, side effects of their product and some other important issue. This simple issue doesn’t make any profit but it makes a good image to the consumer. So the ethics of a company and the quality of the product increases customer satisfaction. 
Effects of sustainability activities of ASDA on quality and CRM: Sustaining in a business is a great challenge for the organization at the current time due to market competition and international barriers and natural calamities. Every organization is running a business but they don’t have any idea how many days they can continue their business where global warming is increasing and sea level has risen. Different types of uncertainty may destroy the business. So the organization needs to consider about sustainable development plan that ensures that organization are careful about their business and communities and environment also (Caradonna, 2014). According to the analysis of ASDA, they are concerning about environment, economic and social welfare. ASDA is trying to reduce the use of carbon and trying to reduce the use of wood that comes from a tree. ASDA has a future plan to decrease the use of plastic into 0%. This activity will decrease the rate of pollution. They are also conscious about socially backward people who need education, foods, cloths and shelter. These sustainability activities help ASDA to make a good relationship with the customer. Their environmental and social activities influence the customer to understand that an organization thinks about them. It is a very crucial advantage for ASDA. 
So that the above analysis and different statistical data shows that ASDA is following several ethical issues that make a good customer experience. The sustainability activities of ASDA are the pioneer of their future goal and future trends of the business. These activities create a good brand image though these activities are being considered as CSR activities. Apart from these good activities and initiatives, the author has found out some critical issues that hinder the natural activities of ASDA and their brand image also. In 2019, employees of ASDA protest against the decision-maker of ASDA. Their first demand was respected them. The decision-maker of ASDA has forced the employees to work on bank holidays. But finally, the authority has increased the salary to £9. The author suggested here the organization to focus on employee’s rights and their choice. It increases employee’s satisfaction. Satisfied employees are always working for customer satisfaction. The author has realised critically that the digital experience satisfaction was lower than Tesco of ASDA though ASDA provides a lower rate of their products. The author here suggests the manager of ASDA to concern on this issue about how to increase customer satisfaction.   
[image: Image result for employees of ASDA protest]
Figure 06: ASDA’s employee protection 
Source:     (Walsh, 2019)
[bookmark: _Toc34673354]Conclusion:
Business runs to earn profit but it also wants loyalty of customer and employees. So the organization needs to focus on ethical values, principles and quality of the products. It makes customer satisfaction (Caradonna, 2014). Ethical values of an organization are encouraging the customer and employees also. Values of an organization help the employee to maintain organizational environment. 
[bookmark: _Toc34673355][bookmark: _GoBack]Recommendation: 
Based on the above discussion on ASDA, it would be claimed that ethical values play a vital role to increase customer satisfaction where ASDA concerns about their customer engagement. ASDA analyses the data of the customer to identify their needs and demands and their approaches. It is also helpful for an organization as well as the customer. Customer understands that an organization thinks about them and it makes them loyal to the organization (Thompson, and Martin, 2005). ASDA’s sustainability activities also increase their brand image to the customer. It creates a positive brand image. Customer relationship management is crucial for the organization. 
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First Absolute


Definition of quality 


Second Absolute 


Ssystem of quality is prevention 


Third Absolute


The performence standard is zero deffects 


Final absolute


The measurement of quality 



























Create purpose for improvements 


Adopt the new philosophy 


Cease dependence on inspection to achieve quality


Work with one supplier to reduce cost


Continuous improvement plan 


On the job training


Leadership 


Drive out fear 


Break down barriers 


No slogans 


No numerical goals 


Remove annual ratings and erit systems 


Self-improvements program 


involve all workders in the transforamtion system 
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