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Executive Summary
In this report researcher is been asked to compile a report about being an ethical and sustainable company, how Tesco’s policy improved their customer relationship at Tesco and how Tesco can make further improvements to achieve its desired success. Improvement is being made with so many charities by reducing food waste and donating the food to children in need, providing training and support to colleagues to work ethically, adhering to all legislations, for example- Health and Safety and Fair Trade at work etc. Tesco worked to save environment from banned in using hard black plastic packaging, reducing the carbon emissions etc. Tesco should always need to focus on maintaining the good quality product and services by adhering the laws and policies and using PDCA model for continue improvement, to strengthen the relationships with its customers and gain success.
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1.0 INTRODUCTION
The Chief Executive of Tesco requested on 1st May 2020 to write a 3,500 words report on the ‘benefits of engaging in ethical trading and building sustainable resources to the customer relationship’ and ‘the possible impact of the organisation’s quality systems may have on the customer relationships’. Consultant working in Tesco compiled  the report, the purpose of this report is to investigate - how Tesco is engaged with ethics and sustainability, how Tesco’s policies have improved in these areas improved its customer service and what is its impact on Tesco’s CRM system. The date of submission of report is 3rd July 2020.




















2.0 Tesco’s background information
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The Tesco store is one of the big retail supermarkets for all types of household items. The Customer Relationship Management is very important for retail business as it directly approaches the customers.
 In 1919 jack Cohen started a market stall in east end of London. On his first day Jack made a profit of £1 on £4 sales. ON 1924 the Tesco name was born which comes from jack’s partner’s initials- TE Stockwell and co from jack’s surname. The first Tesco store was opened in burnt oak, Edgeware, north London in 1929. In 1958 Tesco opened its first supermarket in Maldon, Essex
1993- 1995 Tesco launched Tesco Value, Every Little Helps, which attracted 1.3 million new customers and introduced ‘Tesco Club’ which attracted 5m customers in its first year. In 1995 Tesco Clubcard was launched and overtook Sainsbury’s market shares and made 5 m customers in its first year.
In 2000-2009 Tesco goes online, launched Tesco.com by serving more than 20,000,000 customers every month, Between 2012-2018 Tesco started to work for ‘Fare Share’ and ‘The Trussle’  trust to help to reduce food waste and help the people in need, supporting the local communities through sale of 5p bags, improve green spaces, giving free fruits for children in stores, merged with Booker group, launched Jack brand and introduced cookery school by offering trainings and advice to the community about reducing food waste.(Tescoplc, 2020)



















2.1 Importance of CRM to Tesco
Definition of CRM:
“CRM is an abbreviation for customer relationship management, a method for managing a company's interaction with current and potential customers and storing and analysing data about past interactions”. (Wailgum and Fruhlinger, 2018)
 CRM in Tesco
Tesco is gathering the customers data and using this information as a key for making business decision and promotion of the products they are selling as it provides consumers preferences and interests for example- consumer’s trends, seasonal peaks, Site locations, negotiation power, cross-selling, right product in right place, promotions with accuracy, how to be careful with competitors activities etc.(Eternal Sunshine Of The Is Mind, 2013).
Tesco introduced club cards in 1995 and starts giving the customers points in every purchase, so that the customers carry on purchasing from Tesco and can become loyal customers. Tesco is sending the vouchers through mails and post. Tesco introduced Clubcard’s app, Tesco Pay+ to attract more customers to shop in Tesco. (Real Food Tesco.com, 2020) It helped the customers in terms to save money. Loyalty scheme makes loyal customers. it was launched in 1995, 19 million customers are using club cards and saving up to £400 a year while shopping in Tesco. (Grahns, 2019). 
Tesco provides home insurance, internet banking, easy to cook recipes, pay as you go, vouchers, Clubcard, to engage the shopper every time and to increase customers loyalty. (Tesco.com)
CRM helped in lowers time cost, upgrade morale and productivity of the staff. The research shows that 82% of Tesco’s colleagues are happy to work with it. (tescoplc.com, 2020) To improve its CRM, Tesco’s managers and trainees holds a weekly informal review session to find out their personal development plans and the area where improvement is needed.(Business case studies, 2019) Tesco offers apprenticeships and digital trainings to improve employee skills and giving training to managers to improve their leadership skills. (Tesco PLC, 2020)
(For more information on this please see Appendices-1)





2.2 Ethics and Sustainability
In accordance to ‘The Loyalty Ladder’ Tesco’s some of the customers loyalty is reached up to Supporters, who are its repeat purchasers and are quite happy with the value and quality of the products and services Tesco delivers. To keep up and make customer relationship stronger Tesco often send its customers great deals and vouchers to spend in Tesco. 
For example, customers are happy with Tesco’s fast home delivery, but the other hand, quality of product they are getting is not always good. (Trust Pilot, n.d.)
Down below researcher compared the customers satisfactions between Tesco and Lidl through the collected reviews, in which Tesco shows sign of better and improving CRM than Lidl.
Tesco’s reviews:
[image: ]
Lidl’s reviews-
[image: ]
Implementing Marketing Mix- 
According to the researcher, although Tesco is using all the elements of Marketing mix (Product, Place, Price, Promotion, People, Physical evidence, Process) to achieve its target customers. While opening a new store or  for the betterment of an existing store Tesco always thinks about all the 7 element, for example, which product is in high demands by the customers, what should be its price, what type of age groups it will attract, who are its repeat purchasers etc. Basically, Tesco’s focus is on its Promotion and People, to target existing and new customers by sending mails, club cards, vouchers for every purchase in Tesco.
Customers always want RAVE- Respect, Appreciate, Value and Everyone. Tesco is using this strategy in the business, as Tesco always pays attention to the customers changing needs and preferences through customers feedback and surveys and acts accordingly. Tesco’s core purpose is ‘serving customers a little better every day’ through putting customers at the centre of everything Tesco do and describing about Tesco’s every decision. (Tesco PLC, 2020)
Sustainability- Definition
“It focuses on meeting the needs of the present without agreeing with the future generation capacity to meet their needs. The three pillars of sustainability include- economic, social and environmental. In short can be defined by profit, planet and people”. (Grant, 2020)
Ethics-
“Ethics is a system of moral principles. They affect how people make decisions and lead their lives”. (BBC.Co.UK, 2014)
How Tesco’s organisations policies and practices regarding its ethics and sustainability have aided the development of its CRM.
Milton Friedman’s Corporate Social Responsibility Model-
Milton Friedman’s framework about Corporate Social Responsibility was an traditional view as he said, “The social responsibility of business is to increase its profits”. According to this view
All the business should have its engagement to those activities which increases company profit by using its resources without cheating anyone. This theory doesn’t suit in modern time as it still shows the sign of unethical behaviour as its only focuses on making profit with no charitable activities. (Watson and Prevos, 2009)
However, an Alternative view, by Carrel A. describes about 4 responsibilities of business include- Economic- responsibility towards society, Legal- Comply the rules and regulations, Ethical- Should follow human and moral rights and Philanthropic- includes voluntary and charitable activities. This view is more relevant to now a day. (Carroll, 2016)
Researcher down below shows the picture of the Pyramid of CSR.
[image: Fig. 1]
Tesco is doing well in all the 4 areas of business responsibilities. For example-helping the community by reduction in food waste, providing the food to children in need, reduction in use of plastic, Providing mental health awareness training etc. Tesco is supporting the UN Universal Declaration of Human Rights, International Labour Organization Core and UN Guiding Principles on Business and Human Rights.
About Food:
Tesco’s animal welfare policy applies on animal testing, pet accessories, farmed animals that are used in food or non- food products etc.  
 Tesco is not including GM ingredient in products and provides free range products for those customers who do not prefer that animal product which is on GM feed. 
Tesco is strictly against the food waste. Tesco launched a range of ‘wonky’ fruits and vegetables in 2016 by purchasing most of products from suppliers’ crop. Tesco is improving food processing with the charity partner ‘Fare Share’ to help the people in need and donate surplus food every day. Tesco reduced sugar in its own brand drinks, food items and supported PHE sugar reduction programme, by which 24.46 billion calories have been reduced. Tesco’s ‘Exclusively at Tesco’, and ‘Free fruits’ for kids are all also encouraging people to eat healthy in affordable prices. 
Tesco joined the party of the- UK Plastic Pact and was able to reduce 10,300 tonnes of the hardest to recycle materials from over 1000 products and working with its suppliers to reduce carbon emissions, for this they joined TCFD in 2017.
[image: ]
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Tesco is now using recyclable coloured plastic trays, made from 80% recyclable plastic instead of using black coloured plastic for packing. 

Health and Safety
Tesco works with expert partner Nuffield Health to provide its employees ideas to support for nutrition, healthy body and healthy mind and provides them discount, type-2 diabetes risk assessment and free blood pressure check and mental health awareness training. Tesco provides free fruits, 7day free gym passes to stay fit, etc.
8,000 managers have completed mental health awareness online training in 2019 through the Mental health charity-Mind. Tesco signed ‘Everywoman Promise’ in 2019, which a great way of support women’s health in the workplace. For the 300,000 employees benefits Tesco is working with British Heart Foundation, Diabetes UK. Tesco runs UK Colleague Networks- The armed Forces at Tesco, Disability at Tesco, BAME at Tesco etc. 
Tesco believes trading needs to provide good jobs and opportunities in community and it is important to look after main issues such as- health and safety, no child labour, working hours, no discrimination, freedom of association take place. Tesco is supporting the UN Universal Declaration of Human Rights, International Labour Organization Core and UN Guiding Principles on Business and Human Rights. For the suppliers Tesco uphold the standards of Base Code of the Ethical training initiative. Tesco is engaged with NGOs, multi stakeholders’ groups and other organisations to find out the risk areas. Tesco is using empowerment to support its supply chain communities facing social changes. For example- banana supply chain. (Tescoplc.com, 2020)
 (More information is on Appendices-2) 
Mckinsey’s Seven S framework
Tesco is using Mckinsey’s Seven S model, which includes Strategy, structure, system, shared values, style, skills and staff. For example, Tesco’s senior management put so many policies, rules and regulations in place and everyone needs to follow them. All the management and employees are working together with their shared values to get best output in an ethical way, for example- Tesco is engaged with NGOs, multi stakeholders’ groups, Ethical training initiative etc. Employees and managers are having trainings sessions to improve their leadership skills and digital skills. Staff also get health and safety trainings to build their relationship strong with the company and got importance in decision making. (Tesco PLC, 2020)
 Examples where Tesco didn’t work ethically:
Tesco’s annual general meeting was held in London, after criticism of pressure groups about Tesco in those areas-
Tesco was involved in abusing small traders out of business, destroying the environment with cheap food, being cruel with the suppliers, killing local high street retailers. To maximise its profits, Tesco was giving low prices to its UK suppliers. (Evening standard, 2004)
Tesco have been found- exploiting workers in sweatshop, which shows Tesco’s unethical behaviour. Afterword’s, Pressure groups protested and campaigned against goods and services provided by the Tesco.
In the past, Tesco ignored health and safety trainings, saved money and made profits for shareholders and selling those products which were directly tested on animals and made by some companies. Campaigns has been launched against Tesco. (All answers, 2018)
Although all the above listed examples showed that in the past how Tesco has failed in behaving ethically and in sustainable way, but now Tesco is continuously working on to improve in those areas with doing so many charities by reducing food waste and donating the food to children in need, providing training and support to colleagues to work ethically, adhering to all legislations.
 Information on Lidl’s behaving ethically and sustainably-
Lidl is increasing the long- term contracts with their farmers and producers with offering great business security, for example- Lidl’s partnership with Muller Milk and Ingredients. Lidl is working on lots of sustainability problems- plastic and carbon reduction, solving the modern-day slavery issues, child labour, taking actions against high risk food supply chain, etc. Lidl is holding training sessions for supplier- Spanish Ethical Trade supplier forums. Lidl is also working in ‘World banana forum’ and ‘Fairtrade’ to Increase the employee wages in Columbia, brazil, Belize etc. Lidl has implemented an objection mechanism through an online platform to report about any violence related to human rights, social or environmental. It is reviewed annually. (Lidl.co.uk, n.d.)
Lidl’s products are according to leading welfare standards and prices are affordable and best quality. Lidl’s fresh chicken product’s packaging includes method of production, so that customer should know and make decisions after knowing-how the chicken have been reared. (Lidl.co.uk, n.d.)
[image: Lidl starts delivering groceries in Spain | RetailDetail]
Lidl’s brand suppliers are working together to achieve certification to quality management system through Independent food safety standards. Lidl is also having International Featured Standards. For example- Lidl’s suppliers also working on to minimise the PAs and Tas and reducing colours and preservatives in the food products they are selling. (Lidl 2019)
Asda and Walmart 
Asda is running Tickled Pink campaign for 20 years and raised £50millions to help the charities, called- Breast Cancer Care and Breast Cancer Now. Asda always give support to its suppliers and pays them within 14 days. (Asda.com, n.d.)
RSPO stated that 16,706 tonnes palm oil that Asda used in its products was sustainable palm oil, but Asda got Ethical Consumers middle rating for palm oil sourcing. Asda is not taking additional best practice measures for improvement in quality in their products and not maintaining the standards.
[image: US Walmart vs UK Asda: We shopped at both to compare the sister ...]
In 2019, Asda and Walmart were found being involved in selling the dairy products without the label of organic or free-range.
Walmart received worst rating from Ethical consumers as they were selling products without animal testing policy in place.
Asda and its owner company got many issues in the past when they didn’t work ethically- They faced the case of an equal pay from its 15,000 employees, the case was gone to the supreme court. (Ethical consumers Ltd, n.d.)






2.3 Quality:
Definition-
“The degree to which a product meets the requirements of a customer”. “Can be described as, “the fitness of a product or service for its intended use”. (Jain, 2001, p1)
Customers always want quality products as they are spending a lot of money to buy the products. There are several models which focuses on the how supermarkets should develop checking systems. Researcher evaluate all the quality models-
Juran’s Quality Trilogy-
It was developed by Joseph M. Juran, according to this, every organisation must go through three steps while doing the quality management. These includes- 1. Quality Planning, 2. Quality control and 3. Quality improvement. 

[image: Juran’s Quality Trilogy Components]

Juran included 9 quality road map which can be shown down-below:
[image: Management of Quality. Introduction to Quality Quality Gurus W ...]
It emphasises on developing and improving quality of any product according to customers’ needs is more beneficial to deal with quality issues rather than checking the defects later.
Advantages of Juran’s Model:
It helps to create positivity, new thinking about internal and external customers and the control and responsibility of the management.
Disadvantages:
It didn’t describe anything about motivation and leadership, workers contribution, culture and policies, traditional methods and human relations.
Critical reviews:
Although Juran showed a clear understanding of internal and external customers, but he didn’t simplify the interrelation of the processes and communication of the workers in the company and thought that by doing improvement for an individual the whole organisation can be improved. 
Juran explained that 80% quality issues depend on the management, but nowadays, the work is distributed in tasks, which means each department wants to fulfil its own functions. With no trainings and development, conflicts situation can be arisen, and to deal with this interdependence ‘process’ view is recommended. (Juran, 2005, p72-75)
PDCA Model
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PDCA (Plan-Do- Check-Act) is an approach for continuously improving process of the products and services in four stages. It was presented by Dr Edwards Deming and is based on scientific method of problem solving. The four stages include: 1. Plans- Identification and analysis of the problems and finding out the solutions. 2. Do- solution should be provided in small scale, helps to learn quickly and less expensive. 3. Check- checking the results, if they fit in larger scale. Act- If the changes didn’t work then go to the cycle again and change the planning for further improvement.
The PDCA process is quite helpful in terms of continuous improvement in any company. The idea of implementing any planning in small scale and then measuring the success and applying that in large scale after the success of planning is very helping in the terms of the continuous evaluation and improvement in the planning in the organisations.  
Tesco’s engagement in the quality system 
Safety of the products-Tesco provides the products which are sourced responsibly, good quality and comply with the rules and regulations. Tesco is using PDCA model to meet the high customers’ expectations with the help of highly skill employees, who are dedicated to maintaining the quality of the product from the original concept.
Tesco got huge plans of new product development and launched more than 1,300 lines in 2019. Tesco is continuously connected with their employees to make them aware and understand the product which will help them to have meaningful conversation with the customers. Tesco check their products before and after lunch regularly, for example Tesco’s products goes through trials on users, benchmarking and checking safety before the starting of the productions. Tesco is having a Nutritious team to support the business of food to ensure that the products are being made good quality. Tesco’s Technical and Development teams taking care of customers health through providing good quality food and drinks with low sugar, fat, salt and calories with the support of Nutritious team.
To improve the quality of the products Tesco is engaged with many health professionals, for example- Cancer research, Diabetes UK etc. To improve diets and health concerns regarding its customers, Tesco is continuously engaging as a member in- Consumer Goods Forum and IGD’s industry Nutrition Strategy. To check continuous improvement Tesco runs a bespoke due diligence audit programme, which offers evidence that they are obeying the laws.
Tesco is having broad food safety management systems and checks it’s all non-food products regularly in laboratories. Tesco usually do pre-shipment inspections in the factories to check the quality level. For in store products, Tesco is using robust product safety policies, store standards and trainings to maintain the products quality. 
All store employees of Tesco receive trainings such as- fire safety, food safety and hygiene to take care of the products quality. Staff is provided with “What Good Looks Like Guides” and “Would I Buy It” assessment to help to maintain the quality up to the expectations. Tesco is continuously working with its suppliers, to reduce the number of products from sale or withdraw in the stores by maintain the good quality of products.
When Tesco’s had quality issues-
Tesco was found selling those products which were directly tested on animals and made by some companies. Campaign has been launched against Tesco. (All answers, 2018)
Although Tesco had some quality issues in the past, but now Tesco is improving its products quality by continuously checking and working on it, so that Tesco can strengthen its relationship. It is a well-known fact that,” Quality is not an act, it is a habit”- Aristotle.





Conclusion:
Tesco is continuously improving its CRM system, through its ethics, sustainability and quality policies to improve its relationship with the customers. Improvement is being made with so many charities by reducing food waste and donating the food to children in need, providing training and support to colleagues to work ethically, adhering to all legislations, for example- Health and Safety and Fair Trade at work etc. Tesco worked to save environment from banned in using hard black plastic packaging, reducing the carbon emissions etc. Thus, Tesco now proved itself a company who works ethically and sustainably. 


















Recommendations:
Researcher made the few recommendation on how Tesco can maintain and made improvement to its CRM system to get best output in accordance to achieve desired success. 
	1. Tesco shouldn’t abuse other small retailors or traders and need to give them opportunities to grow.

	2. Tesco should always need to focus on maintaining the good quality product and services by adhering the laws and policies and using PDCA model for continue improvement, to strengthen the relationships with its customers and gain success.

	3. Tesco needs avoid making relationship with that suppliers who are using child and forced labour and doesn’t make the products ethically.
	4. Company needs to continue to work ethically and sustainably in order to save environment by reducing the use of those products which are harmful. i.e. plastics and carbon emissions.

	5. Employee should always be treated nicely, should be given good wages, rewards, recognition and proper digital trainings, in order to be motivated and to make good relationship with the customers. 
	6. Tesco always need to maintain transparency to its customers about the policies and everything they are doing in company.







Appendices:
Appendices-1.
Tesco is successfully implementing its CRM and gaining maximum profits and market share in the region. Tesco’s CRM includes customers and employees survey which includes the idea about the how satisfied the customers are with the products, services and in which area Tesco needs further improvement. Tesco provides the facility for online purchasing, which is a great way of implementing CRM. Customers can order the products from a click and the product will be delivered to the customers house. To improve its CRM, with the gathered customers data, Tesco always used market segmentation strategy about what, when, who, and how to produce- on the production time to get better results. for example, which product is in high demands by the customers, what should be its price, what type of age groups it will attract, who are its repeat purchasers etc. (Tesco plc, 2020)
Appendices-2
Sustainability and Ethics
Food and Safety- Since 2007 Tesco is not sourcing any cotton from Uzbekistan on the basis that they forced to pick cotton or they must pay large fine, every year. In 2014 Tesco has signed Responsible Network’s (RSN) cotton pledge, to convey its concerns about forced labour in Turkmenistan’ Government.
Tesco is organising workshops on ethical employment practices for the suppliers. Tesco worked with the ETI and the GIZ to strengthen factories’ worker’s conditions and providing empowerment training for elected representatives. Tesco joined global unions and Bangladesh Accord, to include rules about, the need of health and safety committee and the members should be trained to aware of its risks and how to resolve it. (Tescoplc.com, 2020)
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Juran’s quality planning road map

1 Identify who the customers are.

2 Determine the needs of those customers.

3 Translate those needs into the organization's language.
4 Develop a product that can respond to those needs.

5 Optimize the product features so as to meet the
organization's needs as well as customer needs.

6 Develop a process which is able to produce the product.

7 Optimize the process.

8 Prove that the process can produce the product under
operating conditions.

9 Transfer the process to operations.
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