
 

Executive Summary 

This report is attempting to highlight and explore some of the ethical and sustainability  activities of  Asda retailer and comparing the level of effectiveness   to  some of what  Tesco and Morisons do . Also, attempts to evaluate  Asda’s practices of  customer relations management   policy  using IDIC model, further discussion will cover  Asda’ quality  process . Supermarket  sector has become so widespread and experiencing quick  expansion levels. Organisational commitment  is shaped via the  corporate sustainability reports to obtain economic, social and environmental  objectives. Sustainability is often performed by  developing three equal bases of  social, environmental and economical (Keogh, 2016).  What extent is really Asda  adhering   to what is promoted  and famed ? and will the customers consider  if Asda  really following environmental standards and ethics procedures  ? for instance Asda’s collaborative programme with suppliers to reduce waste  (Osmond, 2013).
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1. Introduction

This report is requested as an assignment  to demonstrate the understanding of engaging in customer experience in Asda corporate investigating ethical principles  and sustainability policies, which are pledges and stated by Asda. 
The core of business marketing is to determines the preferable demand of customers  with  accountability  within  a business (Miraghaei, Shabaniand and Shabani 2014). Business ethics involves moral commitment, liability and social  equality  reflecting the type of both organisation and employees (Wiley,1995)  . While  Vallabhaneni (2008, p. 81)  defined  Business ethics as  ” the study and determination of what is right and good in business settings”.   Continued development  in ethical judgments study demands searching beyond descriptive researches  and concentrating more on the processes that deliver ethical judgments. Wiley (1995)  argues that a strong relationship between management and ethics exist  without any disconnect. Allinson  (1998) claims that   “The ties between ethics and business are only being stressed in order to show the relationship between social values and business enterprises and not thereby to justify all business  enterprises”.  Making a  proper  decision, through a right procedure,  in  an ethical context will reduce any conflict between individuals’, businesses’ and society’s values (Haddad, 2007).
Sustainability is an applicable  element  for the generating  value in  a corporation. Sustainability  must be applicable  in  organisations to  creates the needed  links  between  management accounting, management systems, and communication in the integral  performance of sustainability in organisations. This is proved by the big number of existing models, methods, and tools, all of which attempts  to drive  organisations sustainable (Rodrigues and Aviles , 2017)
Asda is a British supermarket retailer  offers a wide range of goods and services in  reasonable prices. Asda  shows increasing interest in sustainability issues and concentrates on  performing a  supply   friendly with environment.  Also, Asda’s main management duty is to increases  financial benefits , however by developing  an affirmative reputation as a critical element to achieve this purpose.  Asda  won the name of Community Retailer of the Year at the Retail Industry Awards 2015 (Writer, 2015)


2. Finding
Consumers   have become progressively  conscious  of  environmental marks and are being appealed to  select more consumer behavioural  around intake.  62% of UK consumers  tends to purchase  from companies that are minimising the  usage  of plastics , while 44.5% were worried about the impact of  business on global environmental  (Accenture,2019).  83% of  customers  would ban a brand for ethical reasons (Pearlman, 2019), more than 3.5 million Brits are now vegans (Bearne,2018). 
2.1. Sustainability and Ethics 

Fair operating practice 
Asda is adhered to Groceries Supply Code of Practice, by preparing  an annual adherence report, and the Groceries Code Adjudicator  (ASDA, 2019).
Asda  also offers generic  training on  GSCP and GCA codes to all  sale staff. During 2019 report Asda received  twenty-two  alleged breaches of the code, which have now been handled with, eighteen pay delays,  two delisting cases. Asda reacted  appropriately by tackling the   problem rapidly  and to the supplier’s contentment (ASDA, 2019).  “ASDA has joined  to the British Seed Houses  as  the first supermarket to introduce Aber High Sugar Grass (Aber HSG) and Aber clovers to its 13,500 farmers across the UK” (foodingredientsfirst, 2011).  Such activities illustrated considerable  advantages to ASDA farmers through  increasing quality and quantity of milk , controlling feeding costs,  disease resistance and persistency, reducing gas emissions (The Farm Page, 2012). Asda  maintains communications with customer promoting  sustainability and healthier life style , also Asda established the Sustain & Save Exchange to build  an optimal supplier base that organises the standard and conditions  of sustainability (ASDAsupplier, 2020) assisting supplier to coordinate with ASDA’s long term plans for sustainability supply chain. Campaign groups who lobby big retailers demand more organic and fare trade  gathering supporters to back retailers.  Super stores  policies are  responsible   ,in some cases,   for labours suffering  , for instance  instead of  decreasing  profit margins , Asda  and Tesco war over banana  price  led to loss into labour  resulting from reducing paid  prices  to the suppliers (Waterman, 2007 ). 


Consumer issue
Sourcing  goods and ethical trading are one of the commitment retails highlight constantly  as a part of sustainability pledges  in a method that raw materials are generated in a way enabling naturally replenishing.  Asda emphasises on  the safety of  customers health through production standards  that reducing  flavours,   artificial colours and dehydrogenated vegetable oils from all own-brand products. Also associating  with organisations such as LEAF  ,Linking Environment and Farming, (Leaf ,2020).
Asda maintains the relevant food safety regulations   through  (BRC Global Standard for Food Safety) as  an independent  third-party  inspection  ensuring products quality is satisfactory and product testing is done on all own-brand products to protect  consumers’  health and safety. Other services such as  disabled customers  assistance,  disability awareness training and   beside  promoting healthy living .
More, Asda suppliers can response to  customers complains by reporting solutions and trends to Asda. All complaints are received in-store, emails, calls,  or feedback reviews on Asda’s website – CPQC- (ASDAsupplier, 2020). 
Furthermore, dual labelling systems  is used by Asda,  used as well by Tesco,  to raises consumer awareness (Howes, 2019) ,giving the opportunity to customers to choose the optimal option. Although  labelling system has been reported as confusing system for some customers (Smithers, 2009).
Asda has the Clubcard scheme  to collects shopper’s data and understands needs and  suggests improvements. 

Community Development 
Retailers try to  demonstrate social responsibility by improving  local  communities, donations. Asda runs a Work Experience Programme beside a  national recognised apprenticeship  that includes admin roles , retail management, IT, supply (careermap.co.uk, 2019). Asda  supporters  “Business in the Community”  in local enterprises and employment (bitc.org.uk,2020). 
Asda announced Food Pledge : minimising fat, salt and sugar from Asda’s products. Reducing artificial colours, allergens ,  more content about health and nutrition for children in Asda’s customer magazine. Anti-obesity plan ,by enhancing the health choices  customers, is one of Asda’s schemes. Despite showing concern about calls for new fat and sugar tax  which is going to affects  low budget customer , Asda adheres to social commitment in brighter future  (publications.parliament.uk, 2003). Similar activity is done by Morisons which launched Let’s Grow Program telling the children at schools the story of fresh food (Morisonscorporate,2011). 
Asda illustrated  strong society participation by collaborating with local charities such as  Fare Share,  donating 1.6 million meals (Corporate - ASDA, 2020) , 
Colleague Wellbeing Week and  Asda Wellbeing Hub are designed to care for Asda’s employees (The Consumer Goods Forum, 2016). Asda  patronages the Change4Life campaign for sugar swaps (Charles, 2015). Asda was criticised for lobbying  political activities in the USA by donations while ignoring any  climate change donations (Ethicalconsumer,2018). Asda ‘s stores are relatively large and are not located in residential places , while Tesco stores(Express) have been reported as a source of nuisance by neighbourhood. 

The Environment 
Environment  topic is one of the  most  frequent   reported issue for retailers including Asda. Regarding transport and  packaging, Asda maintains commitment to stop pollution and  minimises food waste , by donating extra stuck to charities, encouraging smart shopping ,  raising  awareness  about food waste issue  in schools (Wilson, 2016). According to  Broomfield (2016) Asda scored pretty  low rating on a  survey regarding food waste while Tesco voluntarily releases annual waste statistics , pledging  more cooperating with FareShare, similarly Morisons stated that all surplus produces would be gifted to charities. According to  Waterman (2007) Asda  rating on   Advisory Committee on Consumer Products and the Environment enhanced after bad performing on seafood .  Asda launched campaign in some stores enabling  customers to refill points  and bottles to be recycled (Smithers,2020). 
Asda emphasises that all  products are from  sustainable resource. For instance, Asda  asserts that the used palm oil  is from a  sustainable resource, although some doubts were raising about the effectiveness of tracing, due to lack of measures in this case.Asda awarded Ethical Consumer's middle rating for palm oil sourcing and policy (Ethicalconsumer,2018).Similar claims  about Tesco  soya  was  connected to deforestation in supply chains (Gross, Goñi and Zee, 2019). A survey found that customers asked more ASDA’s assistance in  minimising food waste (Young et al ,2017).
Climate change is a vital  environmental issue for  most superstores.  Asda adopts  climate changes commitments  by reducing the amount of  emissions globally and working  with  suppliers who  have already signed up to this commitment (Bairstow,2020). 

Human Rights & Employees practices 
Asda is not tolerated with any kind of modern slavery either in Asda’s process   nether in supply chain  (Corporate ASDA,2017). Suppliers are required to meet Asda’s ethical standards regarding discrimination, inhuman dealing (Waterman, 2007 ). Even though , Asda was criticised by the Norwegian government  to employing minors  and allowing dangerous. Asda is accepted as an LGBT friendly employer in Stonewall’s Top 100 Employers list (CorporateASDA,2020). Caring for  employees contributing to success, Asda adopts  a lot of procedures such as developing, benefits, training , diversity  and retirement. Asda  promised to employ more women,  despite some  accusation of Asda and Tesco for lack equal pay (Quinn,2018). 
In contrast , Asda  was accused of pushing employees  to sign a contract asking free breaks and obligatory bank holiday shifts (Munbodh,2019), forcing worker to leave caring for family otherwise losing job  (GMB, 2019). Asda faced discrimination complaints and equal pay claim (Ethicalconsumer,2018). Again, Asda obliged  to repay suppliers after breaking fair dealing code (Butler,2017).
Asda supports employment developing through  different apprenticeships, Food Technical Degree , Data Analyst, Project Management, Leadership & Management (corporateAsda, 2020)  , once more, Asda blamed for  strategic assault on staffn( Macalister,2005). 
Organisational management 
Asda demonstrates transparency  through  an annual sustainability report:  reducing energy use in stores by 33% ,  reducing  carbon footprint, less travel , sets the suppliers  standards  in terms of sustainability. Asda recognises any incidence in refrigerator leakage rate (yourAsda,2013).
Moreover, regarding ethical conduct: Asda witnessed horsemeat scandal (Swinford, 2013), milk and cheese fixing price scandal (Smitheris, 2007). 
In the same way , balancing the wide ranging of sustainability and ethics commitments objectives is not  an easy mission , in addition  most agendas are aspirational  and can not easily be done within a  vigorous  rivalry environment. In fact , improve reputation  and gain the demand of nongovernmental group, large retailers  condemned by  forcing small traders out of market , damaging the life of high street and bulling suppliers. 
As can be seen fundamental ethical values  have significant influence on success in performing favourable results  for stakeholders while forming  the base  of any planned change (Burnes, and BY,2012).

In long run, ethical marketing is much more likely to achieve better corporate performance in terms of sales, profitability and market share because of higher customer satisfaction, trust and loyalty and ultimately higher CLV and valuation of firm. Marketing ethics strengthen long-term viability of the organizations and build competitive advantages              (Madhani,2016).

2.2. Customer Relationship Management  CRM
CRM is an abbreviation of Customer Relationship Management,   the  centre of an   organisation policy  that combines  internal operations and tasks , and external relations, to  establish  and offer value to specific  clients at a profit (Landrigan,2005), in another words CRM is  the understanding  and improving  of   relationships  with clients using technology and databases . CRM  concept covers different aspects such as marketing strategy, occupying  considerable importance of organisational activities  through utilising  all available tools   to appeal potential clients  and  gaining  loyalty to achieve ongoing  purchases while delivering  the appropriate service.  CRM is a  substantial  system  in relation to distinguishing the  relevant clients  groups and for aiding to determine which customers to last  and maintain (Zineldin,2006).
A comprehensive CRM system offers an integrated view of customer data.  According to Li (2013) an organisation can , through  an effective CRM, coordinate  marketing, customer services and  sales to follow customer ‘s mindset  and observe customers’ spending records beside marketing operations and communication.  Perdon  et al ( 2015) Stated two  that main  reasons for inefficient CRM   are : “first a limited strategic planning focus with respect to CRM systems , second lack of clarity or organisational objectives for CRM adoption “.
ASDA  serves 18 million customers per week  and 20 million deliveries per year (Corporate.Asda,2020). CRM  essential due to improving linkage with clients, steady flow of organisation operations,  better of awareness of customer’s needs, lowering marketing cost,  loyalty and  profits.

IDIC Model 
 IDIC model was developed by Pepper and Rogers(Zhu,2014).  The first two steps aim to collect information and facilitate the path to build robust ties with customers, while the last two stages  attempt to decrease the space and try to inform the customer about an  available service.
Applying IDIC model on Asda activities according to (Asda ,2020) website information :  
· Identify: Asda  examines  focus group - an actual customer-  and try to know  more  deeply about  knowledge of regular  customers. How much customer spend, what  products they purchased and  from  which store. According to Baldwin ( 2017)  “Asda collates 300 million data points every week, 19 million of which are in-store transactions”, see appendix 2. The process is done through: 
1. Online : Asda collects information (such as device data and identifiers, IP address, session ID, purchase history )   via different methods for instance : cookies placed on Asda.com and other websites of media partners/publishers that provide  Asda  with advertising. For example,  EE shares some personal information with Asda  , Asda Pharmacy may access customer NHS Summary Care Record (Asda,2020)
2. Directly  : Asda collects information from customers directly when registering or creating an account with Asda, Scan & Go Account , George cloths Account, Asda Insurance, Asda App account, Asda Mobile,  Asda Optician , Baby  and Toddler Club and Competitions, online feedback forms, location tracking function on mobiles and Asda Money . Permissions and sharing information are requested in every stage whether Asda requesting the data or partners who work for, the information includes: Customer name, address, email, telephone  number.  
3. Push Notification :  Asda request customer approval directly  to receive push notification or uses customers’ address provided in Asda App.
· Differentiate  : classifying  actual or  potential customers into two categories :
1. Value: identify the most value generating customers : through calculating the average time between activities,  recognising  high values customers and what differentiate them from low value customers. 
2.  Need: differentiating according to needs to provide the optimal services ,and delivery options.  Depending on understanding  customers’ values, Asda  adjust  and consider many factors such as time, effort, energy  and prices. 
· Interaction: to understand expectation  according to values and needs to gain loyalty: expressing satisfaction through a medium. 
Understand how effective Asda’s  customers engaging  is, assists to create the most applicable content and advertising based on customer interaction and experience. Information is used to understand popularity and introduce better improvement without damaging privacy , enhancing technology, meet demands, expand products range,  send offers, suggest  recipes , competitions or prize draw.  Management team  uses all available data to evaluate how effective is the engaging process to drive the appropriate behaviour in  employees  specifically engaging aspects which have links to Asda performants in sales and satisfaction (Valuingyourtalent,2020). For example, a postcode can give information: the number of shoppers per week and day , optimise offers and marketing in stores,  plan new store depending on location target . 
· Customise: offering  products according to values and needs  to meet the expectation and gain the loyalty :
1. Asda creates new or private label  products, presents innovate products   and discounts to  satisfies customers or  competes  with rivals. 
2. Asda sets different prise either to promote more sales  or to shows superiority where pricing is an effective indicator of customers‘ considered values for a service.
3. Save time , reduce complicity, remember customer’s choices  and comparing  to others. 
 According to  Garrido-Moreno,  Lockett and Garcia-Morales (2014) ,  an effective CRM is linked to organisational  commitment  as a crucial element, also obtaining  and sustaining emotional connection with  customer require  leadership skills to build up trust   and the ability  so that redesign an emotional climate (Defazio, 2003) . “ CRM generates customised offerings on an individual basis based on fairness and trust in order to enhance and maintain quality relationships with all the involved parties”. (Nguyen and Mutum, 2012).


3.2. [bookmark: _Toc32581733]Quality systems
Quality is a fundamental factor in organisation’s success and marketing , not only a high degree of service and meeting customers ‘ expectations  but  also extends to other aspects such as performance, commitment, safety , reliability, delivery and value for money. Clients  compare an offering quality   with expectations to build review  opinions  of quality and then satisfaction , Simmons (2015) cited Chougule et al. (2013) “Product quality affects customer satisfaction by as much %40”. Different perspective led to various quality evaluation process  such as LEAN, TQM and Six Sigma. 
Total Quality Management   attempts to  engages all stakeholders in quality standards   via  developing a   sustainable management and  is   based on customers' needs and expectations by instilling  a commitment to quality in each employee of the company” ( Havlicek, Brckova, and Zampeta, 2013), in addition  improving CRM requires  involving of   quality management visions  (Curry and Kkolou,2004). 
Asda  consider quality as main tool to competing on in many aspects. Applying TQM on Asda activity: 
Asda establishes solid commitment level by directing  effective communication and teamwork towards  cultural values and beliefs in order to strive competitive benefits especially in training and supporting aspects. Commitment is linked to reward  system, as a result of effective communication, control is gained to keep Asda focused,  developed equipment is  an essential part for example. Asda launched  QmS  system aiming  to  offer suppliers with the needed information demanded  for product improvements(Lemmon,2016). Asda has built organisational culture over time reflecting values and beliefs, through relationship between colleagues, customers and stakeholders. Continuous improvement: developing services under progress , learn from changes, demonstration continuous training , identifying  and developing plans,  cooperating  with  stakeholders to execute solutions for inefficiency and detecting any potential scope, for example more focus on international expansion. Cooperation: to solve problems and response quicker to changes preventing any repetition of problems  ,   hence adopting problem solving and analysis problem skills. Customer focus : one of Asda’s belief to care and accommodate each client in customised manner provide all the relevant information about products and services throughout the store,  any issue focus more e-shopping. “ modern researches introduced CRMQ - Customer Relationship Management and Quality “Havlicek,  Brckova, and Zampeta,( 2013).
3. [bookmark: _Toc32581734]Conclusion
 This report  has drafted  and  reviewed  Asda’s  policy regarding engaging with customer on ethics and sustainability issues, customer relationship management and quality. Considering ethical and sustainability issues within  retailers’ agenda would not only  enhance long term growth  on financial and security level for all stakeholders , but also will improve reputation and position in competitive environment. The pressure between reality and aspiration will offer valuable  ideas  and  a incorrigible ground for further analysis  and investigation. 
Customer’s mindset regarding  sustainable consumption can be visibly shifting, but such  transfers in attitudes  are not easy  to follow. For instance ,  a considered percentage of clients showed concern about  purchasing impact on society  and environment,  but only 33% buy green products, namely    an attitudes behaviour gap Muller ( 2014) Citied  (Bonini and Oppenheim 2008). 
“ The organizational values, norms and beliefs considered in operational, tactical and strategic business activities should match society expectation .The process starts again and is reconnected to the start of a new iteration of the business ethics phenomenon, therefore, it is important to see business ethics as a highly dynamic and continuous process without an end.” (Svensson and Wood ,2008.p319).
Online marketing is  an optimistic chance  for Asda as customer spend %30 more when switching to online grocery (marketline,2015).  Online trend should be addressed by Asda  even in new markets where mobile-based  technology is more popular. Time saving and satisfaction are the two most crucial  factors with more customer loyalty . Retailers see the rise in online shopping as a risk to instore shopping  , although online grocery can be  more attractive for Asda as a  crucial element for a more  successful strategy and a huge challenge to achieve customer’s satisfaction.  

4. [bookmark: _Toc32581735]Recommendations
 Retailers role in sustainability  emphasises on critic  environmental issues  in a balanced way . Asda can utilise communication channels , skill  and a wide message with all stakeholders to influence the food waste manners of large number of clients. Asda  still have some  effort  to do in recapturing   the full trust of  clients focus , without any exaggerating in addition  connecting  statements on sustainability and ethics  with  entire price message  and of course  the significance of consumer into Asda’s  decision-making process.  

5. [bookmark: _Toc32581737]Appendices
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