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Customer experience is important for ASDA as it is required for developing brand loyalty as well as affinity. Due to the positive feedback of the customers, ASDA is successful in evangelizing the products within the international market. The positive feedbacks of the customers are helpful for the business to retain more revenue as well as gain attention of more customers in the market. Effective feedbacks of the customers are also helpful in maximizing the value of the products and services within the market. Feedbacks are also required for personalizing the treatments for increasing the value of the products. Therefore, the following study sheds light on the customers experience on the basis of different policies and its impact on the quality of customers’ service management.    
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Investigation of the customer experience on the basis of following policies:
· Ethical: The ethics of an organization is expressing the value of the employees who are working as well as the entities which are irrespective to the government and the regulatory laws. With the help of the ethic, the organization is successful in taking their decisions. The ethical polices of ASDA are including the ethical trade policies that is required to state any commitment. The commitment is important for ASDA to make sure that the products are sold effectively in the market without any exploitation. The ethical policies are also helpful to develop a good working condition. For example, ASDA is developing local grocery which is independent or the shops which is selling wholefood. These places are considered to be the most ethical places which are also important for improving the customers’ relationship management. The shops are also required for improving the experience of the customers who are buying the products. Asda is more focused on brining improvement within the trust of the brand fro increasing the sales rate the experiences of the customers (asda.com, 2020). Later, the sales rate of ASDA increased up to 0.5 % in the year 2017. The net sales rate of the organization got increased by 2.6 % in the UK market. To improve the experience of the customers ASDA paid attention to the perception of the customers. They have also introduced a YouGov BrandIndex which is an index score required for measuring the value, quality and the satisfaction. The score got increased statistically by 1.8 points as compared to the previous year. ASDA scored 17.7 on the index and the organization ranked 8th in the UK market (asdasupplier.com, 2020). 
Like ASDA other supermarkets also focus greatly on their ethical policy formulation, implementation and improvement. For example, TESCO is a member of Ethical Trading Initiative (ETI) in order to ensure fair trade between the retailer and the suppliers and other traders. This kind of initiative is being considered to maintain a better brand image and improve it further to attain positive response from the market (Jones and Comfort, 2020). Customer experiences are greatly impacted by the ethical practices undertaken by the companies. More ethically concerned are the companies higher is the positive perception of the customers about the companies. The YouGov poll carried out by Oxfam in 2018 showed that 87% of the customers of Aldi want a basic living standard for the workers and 88% is in favour of better working conditions (Aldi out of step with its ethical customers, 2018). By 2018, Tesco attained higher ratings in the context of ethical maintenance of workers. It made revelations and declaration like ‘Our Approach to Human Rights 2019’, ‘Modern Slavery Statement 2018/19’, etc. From these discussions it can be seen that ethical policies and strategies undertaken by the organizations do create a huge impact on the customer perceptions and views. The stronger is the application of ethics the better is the customer experience related with the business of a particular organization. 
· Sustainability: The sustainability policies are considered to be the equitability that is require to meet the needs of the customers without compromising the needs of the future generations. The sustainability policies help in preserving as well as protecting the natural resources and ecosystem from depletion. For example, ASDA is encouraging the customers to recycle waste papers, glass, batteries and the old clothes. They are also encouraging the customers to recycle as well as reuse the plastics when they are visiting other shops. The organization is strongly committed to reduce the use of plastics. They are supporting the Fare share as well as The Trussell Trust for fighting against poverty within UK. The reductions in the use in the plastic are having a positive impact on the operations of the organization. This is encouraging ASDA in developing product that are helpful in improving the experience of the customers. ASDA mainly knows the needs of the customers by the sustainability steps (Quak and De, 2017). The organization is fulfilling the stocks with sustainable items at a reasonable price for meeting the organizational goals and the needs of the customers. They are selling the products in paper bags to the customers and removing all unnecessary plastics.  The packaging’s which are used for the products are beneficial to the food items that are sold in the market. The management of ASDA focusing on the trails for new solutions for increasing the recycle process. ASDA has removed around 85 million plastic bags is having a negative impact on the environment. They have reduced the use of plastic while collecting order from the suppliers and the delivery of the grocery products to the customers. ASDA recycles around 30 % of the brand plastic and they are going to change the brand plastic by the year 2025. The organization has also signed for the New York Declaration on the forest. They are aiming to cut down the loss of natural forest into half by the end of the year 2030. The sustainability policies are increasing the long-term success by the development of the products which are meeting the needs of the customers. For improving the experiences of the customers, the higher authorities are interacting with them. The management of the organization is considering the choices of the customers to the primary differentiator. The experience of the customers is getting improved by outrank product and the pricing strategy of ASDA (independent.co.uk, 2016). The organization focuses on the macro trends which are important for brining sustainability. It has been found that 91% of the customers want the organization to operate socially as well as environmentally rather than increasing the profit level. Besides ASDA, other supermarkets like Tesco have also increased their focus on maintaining sustainability. Tesco has so far decided to reduce the utilization of single-use plastics in order to tackle the pressure on the landfill sites. It has planned in banning brands which excessively use plastic packaging materials. In fact the retailer has confirmed removing plastic packaging of the canned products sold. Aldi has also taken initiative in enhancing their sustainable approaches (Quak and De Koster, 2017). It has implemented sustainable policy of making all of its packaging reusable, recyclable and compostable by the year 2025. Presently it is aiming towards reducing their need of packaging by 15%. These4 kinds of approaches taken by the supermarkets are encouraging and compelling the customers to participate in the process of sustainable development. Sustainable branding is proving to be a competitive advantage for the organizations.        
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Customer Relationship Management 
ASDA is a multinational retailing company which is based out of UK.  The company is headquartered in Leeds, West Yorkshire.  It was established in the year of 1949. 
However, ASDA is one of the companies which strive to have a well-organized customer relationship management. Customer Relationship Management is an approach which attempts to control an effective communication with the existent and potential customers (Abu Amuna,et al.,2017). In order to make improvisations, the company makes use of data analysis. Further, the data is analyzed to build a positive relationship with the customers. The focus is mainly given on how to retain customer which would ultimately drive the growth of sales. Revenue and Loyalty of a customer are two major aspects which help in building a relationship with people.  The strategy keeps on looking for an outcome which would help in increasing the margin of profit.
Theories which are linked with the Customer Relationship Management are:
a. Customer Retention
Customer Retention is a kind of strategy which helps the company to maintain their valuable customers as much as possible. It is further done by developing the loyalty of a customers towards their brand (Badwan, et al.,2017). The sole purpose of a company retaining their customers is to raise the lifetime value of a customer. This in turn would help in generating more revenues to the company. Positive relationships are being built in the long run of a business. Increased amount of revenue would accelerate the rate of profit in the desired company.  Communication is one of the key factors which would help the company to develop a close proximity with the customers. If the said company fails to communicate with their customers on a regular basis, the relationship is surely going to deteriorate. 
b. Customer Value
Customer Value is a kind of satisfaction level which is being felt by a consumer after buying a product. Customer Value is an important aspect of Marketing. Presently, there are four kinds of Customer Value. They are namely Functional Value, Monetary Value, Social Value and Psychological Value respectively.  The important of these values are relative to the customers. The importance of a value is solely dependent on the consumer and the purchase made by them. Hence, the customer value must always be viewed in the context of consumers. The basic factor of value in marketing lies in human needs (Bhakane,et al.,2015). 
c. Pricing and Profitability
Pricing is one of the key aspects in accelerating profit.  Pricing helps in defining the value of a particular product. This helps in determining the profit margin on products.  Considerably, Price is one of the modifiable features of the marketing mix. The rate of Prices might vary from time to time. Price is very flexible in nature and could be changed as per the needs of a required situation.  Failing to implement a proper pricing, the company might face a decline. A company must always make use of efficient market research. Initially, reasonable prices might lure the customers (Hassan,et al.,2015). But in the long run, it would not be possible for a company to continue.  On the other side, high pricing might increase the profit margin but would eventually reduce the sales. However, in order to maintain a balance between profitability and magnitude of sales, it is very important to control the pricing of products. Price is one of the first things which are noticed by the consumers. Accordingly, if the consumer finds that the price of a product is extremely high, then the desired person would simultaneously lose his/her interest in buying the product. Hence, pricing is a deciding factor in buying a product. Pricing is an important aspect of the Sales Promotion. In order to motivate more sales, the marketing manager tries to reduce the price at a considerable rate. However, in order to increase the frequency of sales the prices should not be fluctuated too often. 
d. Customer Participation
Customer Participation is the one of the active involvements of a customer to a particular brand. Social Media plays a crucial role in Customer Participation. This in turn helps a customer to voice their opinion regarding a product of their brand (Rahimi,et al.,2017). It helps in instilling a sense of awareness among people in the society and providing the executives with a more detailed perspective. This in turn helps the company to shape their brand in near future. 

e. Customer Satisfaction
Customer Satisfaction is determined by a number of customers whose level of expectation exceeds the stated satisfaction goals.  It is an important aspect of marketing as it enables the marketers to control and make improvisation in business.  If the customers are satisfied with the products of a company, they are more likely to buy their products (Soltani, et al.,2016). This in turn would increase the productivity level of a company.  It is considered to be one of the indicators which would help in detecting that how much a customer is going to make a purchase in the near future.  The best possible way to make estimation on how far the customers have been satisfied is by rating their satisfaction level on a scale of 1-10. Any customer who has given a rating of 7 out of 10 is likely considered to be satisfied. These kinds of customers might come back and would like to repeat purchases. 
f. Customer Referral
Customer Referral Marketing is a kind of marketing which helps in promoting products to customers who are new. It is through referrals that the customers are found to be motivated enough to make purchases. Referral is among one of the oldest and entrusted marketing strategy (Santouridis, et al.,2017). However, this procedure could be enhanced by motivating and satisfying the customers, recommending products to other people and many others. Referrals tend to increase from word of mouth. 
g. Customer Loyalty
Customer Loyalty is one of the experiences which are enforced when the customers are found to be extremely content with the services of a company. If a customer buys a particular product constantly, then it would be perceived that the people have developed a sense of loyalty towards the product. Customer Loyalty also increases the production of a company. Increased production accelerates the profit margin. Higher the profit margin, more likely would be its revenue (Hassan,et al.,2015). 

Ways which would help in developing a relationship with the Customers of a company
1. Communication
Communication is one of the key aspects which would help in building a positive relationship with the customers of a company. While promoting the business, addressing the needs of the customer is equally important. In order to understand their needs, the company must have an interactive session with them. This would help them to resolve an issue. The company must strive to control an employee policy, following up. Hence these are done to make sure that the needs of customer are being fulfilled. 

2. Transcending the level of Expectation
It is true that the customers expect the best product when they buy from a concerned company (Santouridis, et al.,2017). However, in order to increase their level of expectation the company must strive to look for more other kind of offers. To surpass the expectation level of their customers, the company might deliver a product faster than what they predicted. If the product reaches to the customer before the delivery time, they would be more than happy. 

3. Requesting for a feedback
It is very important to ask for a feedback from the consumers. It is so because, this would help the company to know about the quality and service of their product. The feedback often helps in knowing the needs of a customer. Hence, further the company would attempt to make better options. This would eventually help them to grow their business towards the path of success. It is the duty of an employee to listen to the complaints of a customer carefully (Soltani, et al.,2016). Companies must provide a comment book at their business counter so that it becomes quite easy for the company to know the demands of their customers.
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The link between ethical/sustainability policies and the impact of quality of CRM 
The ethics/sustainability policies are important for ASDA as it is deals with the improvement of the quality of products and services. The improvement in the quality of products and services fosters the relationship with the customers. The ethics or the sustainability policies are required to develop the products that are going to meet the needs of the customers. the suppliers of ASDA are believing that the sustainability policies are require for protecting the environment as well as to protect the investment capability of the stakeholders. These policies are required for the reduction of negative impact on the environment which is affecting the operations of ASDA. The ethical/sustainability policies are having a positive impact on the customer relationship management (Trevino et al., 2019). With the help of sustainability policies, ASDA is successful in developing the resource and corporate strategies which is required establishing a good relationship with the customers. ASDA is committed to develop sustainable product reduction in the use of plastics for the packaging purpose. The organization is packaging the food products with extra protection. They are focused on improving as well as reducing the use of plastic since 2007. It has also been found that ASDA reduced the use of plastic for the packaging by 27 % which is required for keeping the products fresh. The parent organization, Walmart is focused on the sustainability target for the year 2025. Asda will start to recycle all the plastic products in the year 2025 that is required reusing purpose and to save the environment (marketingweek.com, 2018). 
The stakeholders of ASDA are customers, government, creditors, suppliers, pressure groups, competitors and the local community. The stakeholders are important for the improvement of customers’ services as they are taking up the ethical responsibilities.  The ethical responsibilities are going to provide ASDA with a mutual beneficial relationship that is required for goodwill. The goodwill that they are getting is required to get long term success in the market and it is helps to develop a good relationship with the customers. The stakeholders encourage ASDA to develop the technologies as well as human resources to focus on the behavior of the customers who arising the products. The stakeholders bring stability within the business that is required for communicating with the customers.              
Basis of impact of ethical as well as sustainability policies for the quality of CRM 
The ethical policies are important for ASDA as it is having a direct influence on the behaviour of the customers present in the market. The influences on the behaviour of the customers are building trust and integrity which is helpful in learning the needs. The integrity of the customers is considered to be the foundation of trust with the management of ASDA. The integrity of the customers is required to develop good reputation in the international market. This also encourages the organization to create ethical principles for improving the experience of the customers. The ethical processes are required to develop a customer’s facing team as well as a support folk. This also helps the suppliers and the retailers in learning the code of conduct that are principled within the organization (Wang and Kim, 2017). Due to the ethical policies, ASDA is successful in developing the activities with defensible and fair methods for the customers. The ethics are helpful in dealing with the needs of the customers and it is fostering the relationship.
The sustainability policies of ASDA are important in the reduction in the use of non-renewable resources that is protecting the environment. The organization develops products by using renewable raw materials that is meeting the needs of the customers. The policies are also improving the relationship with the customers. The sustainability policies are having a positive impact on the attitude of the customers. The organization develops different types of programs for improving the condition of environment. Customers who are present within the emerging market are mainly focusing on the sustainability. It is evident that 73 % of the customers are changing the habit of consumption which is having a positive impact on the environment. 38 % of the customers are buying the product with average prices which are mainly extracted from the sustainable raw materials. Sustainability is important for the customers as it is influencing the buying decisions (Navimipour and Soltani, 2016). The sustainable policies are increasing the investment capabilities of the customers. With the help of the sustainable policies, ASDA is able to make sure they are successful in delivering expected products to the customers.     



    
Recommendations
The ethical policies can be improved within ASDA by providing a role model to the employees to improve the performance level of the employees. The employees are following the instruction of the top managers for increasing the productivity. For developing effective ethical policies, the management of the organization can communicate them as per their expectations. The management of ASDA can provide training related to ethics for improving the customers’ relationship. The organization can introduce ethical reward act for the employees and the management can reduce the unethical activities. The organization can develop different code of conduct and organize ethical performance which is becoming a strategic priority. The organization can provide support rote to the employees for increasing the efficiency of the employees for development of the products for improving the CRM (Maheshwari and Kushwah, 2019). The organization can include the stakeholder in the effective development of ethical policies. The organization can communicate the ethical policies with the stakeholder and enforce them within the production departments. The hierarchy of ASDA can take the responsibilities for the creating the products and services for improving the customers relation relationship. 
The sustainability policies of ASDA can be improved with the help of introducing and defining the policies to the employees. The organization can gather relevant information that is related to the choices of the customers on the basis of sustainability. The higher authority of the organization can communicate with the stakeholders to develop policies for satisfying the needs of the customers. ASDA can create integrated as well as smart public policies to improve the customer relationship manager. The organization can engage the members of the value chains from different NGO partner and other industries. The organization can create national dialogue for the customers on the consumptions. The management can communicate goals which are related to sustainability for learning the choices of the customers. They can advise the customer sin to increase the use of renewable sources and reuse the plastic materials. The organization can develop policies on recycling the waste materials and the plastics to protect the environment. ASDA can embed sustainability within the corporate culture for increasing the morals of the employees and to meet the needs of the customers (Jones and Comfort, 2020). ASDA can develop a sustainable business in the market by developing a proper financial planning, contingency planning, strategic planning and succession planning. 
It can be recommended that ASDA can increase the sales rate with the help of preselling system and the ethical policies. The organization can also improve the sales script before launching a marketing campaign. The marketing campaigns can help in creating awareness within the potential customers present in the market. The organization can optimize different offers for the customers with the products are created from sustainable raw materials. The customer relationship management of ASDA can be improved with the help of CRM software. The CRM of the organization can also be improved with the help of the internal customers such as employees. The organization can use the sales cycle for keeping a track on the attitude and behaviour of the customers who are buying the products. The organization can also improve customer relationship management; they can send various greeting cards to the selected amount of employees. It can be recommended that ASDA can communicate with the customers openly with the help of different campaigns. ASDA can focus on various customer loyalty stages and learn the opinions of the customers.     












Conclusion
Conclusively, the customer experience of ASDA has been focused in particular. In the light of marketing, the customer relationship management plays an important role. CRM helps in promoting the sales and revenue of a company. A number of theories and models of   Customer Relationship Management has been discussed thoroughly. Different theories of Customer Relationship Management which has been discussed are Customer Retention, Customer Value, Pricing and Profitability, Customer Participation, Customer Satisfaction, Customer Referral and many more. Moreover, different ways have been discussed which would help in increasing the relationship with the customers of a company (Abu Amuna et al.,2017). Effective strategies have been discussed which would help in increasing the profit margin of company. Communication is one of the key factors in developing a positive relationship with the customers. Strategies pertaining to Ethics and Sustainability have been discussed in detail. Ethics is a set of principles which would help a company to abide by its laws. This would guide the company to follow its rules so that they could accomplish their goal (Hassan et al.,2015). A SWOT Analysis has been made to evaluate the strengths, weakness, opportunities and Threats of a company respectively. The quality of a product has been discussed and effective ways on how to raise the same. 
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