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[bookmark: _Toc34992762]SUMMARY

Customer experience is the interaction between a company and a consumer. The consumer may express their feelings of a service through their shopping experience. This can include feedbacks, survey systems and data collection techniques a company may have. Engaging in the customer experience may boost company loyalty and profitability. This can be done a number of ways that are personal, relevant and timely to the customer and the company itself. It is important to maintain costumer experience and engagement for building relationships. This can be done through CRM. Customer experience is associated with Customer Relationship Management (CRM), relationship marketing, customer value, priority and expectations. The Experience Web is a tool used to analyse the customer experiences in a retail environment. This can be seen in Figure 2 (Petermans, A., Janssens, W. and Cleempoel, K., 2013). Not only is customer experience important from a customer’s point of view, but also from the company’s perspective. For business growth, the company must ensure to deliver good services and cater products that are desired by customers. The experience web will be able to highlight if the needs are being met.

[bookmark: _Toc34992763]INTRODUCTION

This report will emphasise the importance of quality processes in the workplace. What is quality? Quality is the standard of something, in regard to excellence. The quality of something may be good or bad, or somewhere in between. This report will discuss workplace quality and how it is measured through its products and services.
Asda, founded in the 1960s by the Asquith brothers, is a British supermarket retailer, who sell not only foods, but also clothing, electronics, homewares, health and beauty products and toys. Their mission is to never lose sight of their goal of “Save Money. Live Better” (ASDA, 2020). The customer experiences of this superstore will be analysed using tools and current research. This will be linked to benefits and challenges in maintaining and developing customer relationships. Also, a comparison will be made with other giant supermarkets. 
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1. [bookmark: _Toc34992765]AN INVESTIGATION INTO THE CUSTOMER EXPERIENCE OF ASDA, BASED ON ETHICAL AND SUSTAINABILITY POLICIES

Customer experience can be viewed in two different ways: one from the customers point of view, and another from the company’s point of view. A company must provide services or products in order for customers to gain customer experience. This could lead to a negative or a positive outcome. Customer experience can be managed through Customer Relationship Management. CRM acknowledges the principles, practices and guidelines that a company follows when engaging with its consumers (Hargrave, 2019). Companies have a direct link with customers, focusing their attention on purchases and behaviours. This would help companies establish what products and services are proving essential for the business growth. By having a CRM in place, Asda can ensure to build and maintain relationships with their customers. CRM uses technology to organise, automate and coordinate business activities. Asda can also use CRM for marketing, customer service and technical support (Zamil, 2011). Customer Experience Management (CEM) is another method that could be used to monitor customer activities and data. The difference between the two is that CRM identifies customers response after touch points, however CEM identifies customer response immediately. CRM is important for the success of any business and is widely used by many organisations, but some may argue that it can take a lot of time planning and that it is a complex method (Zamil, 2011).
The Experience Web in Figure 2 resembles a multidimensional structure, in which different areas of customer experience can be seen. There are general and particular factors that play an important role in the customer experience. There are numerous areas that could be considered for a better outcome such as value, memorability and customer engagement. This also proves customers do have opportunities to have a direct and indirect contact with the company. Direct contact usually takes place when using the service (which can be classed as touch point) and indirect contact usually occurs through recommendations and advertising. Touch points and customer corridor (series of touch points) are both important for data collection. Customer Data Information (CDI) carries information on customers personal, behavioural and demographic area and is used to understand and engage with customers. Data are highly confidential and only accessible by those with permission. CDI would enable Asda to manage their customers with greater care, providing relevant services and products.

a) [bookmark: _Toc34992766]Marketing Ethics
Ethics also play an important role in the progress of a business. Ethics refers to the appropriate behaviour in a business. It implies doing the right thing. This would involve policies and practices (Twin, 2020). The law sets out policies and procedures that must be followed, however a business can have their own rules too that their employees must adhere to, e.g. a dress code is not compulsory by law but a company can have their own uniform to be identified by. Marketing ethics are standards which are viewed as acceptable conduct in the marketplace. This includes moral values. Ethics must be consistent in order to have a successful business. Sometimes an employee’s personal values may contradict the employer’s ethical principles or vice versa. This could have great effect on customer experience. Ethics can include (but not limited to) marketing research, product and package strategy, distribution, pricing and promotion.
According to Ethical Consumer (2020), Asda has been accused of discrimination against its employees. Lawyers presenting 15,000 current and past employees brought an equal pay claim against Asda, of which had been sent to the Supreme Court. This suggests Asda have been unethical in their practises and face judgment.  Asda has also been named as the worst of the giant supermarkets in the treatment of suppliers. In 2016, Morrisons was at the bottom of the list but now Asda falls below them. According to Asda’s suppliers, Asda frequently disobeyed the Grocery Supply Code of Conduct (Butler, 2017). Buttler also suggests that there were many complaints about Asda inappropriately taking deductions from invoices, demanding lump sums and manipulating supplier accounts. A survey carried out by the industry watchdog discovered that Aldi was the best supermarket in adhering to policies, followed by Sainsbury’s.

b) [bookmark: _Toc34992767]Sustainability
Sustainability refers to activities in relation to the long-term goals of the business and customer needs, without affecting the future generation in terms of economy, environment, human and social factors (Grant, 2020). Sustainability helps promote a better quality of life and environment for everyone. Businesses may affect sustainability directly or indirectly through their services or products. Below are four pillars of sustainability, which draws attention to Asda’s sustainability and how that can be linked to workplace ethics.


[image: 4 pillars][bookmark: _Toc34855433]Figure 1. The Four Pillars of Sustainability






Source: RMIT University (2017).
Sustainable marketing can be achieved through ethical marketing. Marketing can be affected by prices, selling power and pressure, deceitful practices, outdated methods, poor performance, services and unsafe products. An example of deceitful practise could be seen in Asda’s advertising methods. They express sugary drinks as something delightful to draw consumer attention, only to dismiss the reality of how unhealthy they are. Also, their branded baby wipes have changed size over the years, going from a large pack of 56 to a small pack of 56. This is deceitful and unethical. 
In 2019, Asda received only a middle rating for palm oil sourcing and policy (Ethical Consumer, 2020). This was due to the low level of certification and the sustainability of the palm oil being uncertain, as more than half were by Book and Claim. Had they been certified by Roundtable for Sustainable Palm Oil (RSPO), that would bring confirmation and reassurance to the type of palm oil used. RSPO value long-term business plans, economic and financial viability (Angulo, 2015). Asda stated that their stock of palm oil was all sustainable.  This could be seen as unethical and misleading as without the trademark, they may contain mixed conventional palm oil.
Angulo (2015) suggests consumers are more interested in nutritious, social and environmental factors about the products they are buying. Asda, alongside its parent company Walmart, sold products that were not labelled as organic or free-range (Ethical Consumer, 2020). They also sold brands that tested on animals. Tesco had the worst rating as they removed their cut-off dates of its own brand (Ethical Consumer, 2020). Some customers may be vegetarians or vegans, who would like to know these details in a product. Asda is not protecting people’s rights and human sustainability if they are being unethical with their products. In December 2019, Asda received the worst rating in the finance category. They used tax avoidance techniques to pay less tax. This is unethical human and social sustainability. Tesco, within the same year, received the best Ethical Consumer rating for its supply chain management. However, around the same time, Ethical Consumer discovered Tesco had been caught on using slave labour, where workers were being exploited. Tesco denied this allegation and said they only came to light about it when they were contacted for information.
According to Rigby (2019), Asda stated that their strategy for business remains the same, whilst being consistent with customer experience. They acknowledge that online shopping has risen by 10% and while reducing plastics from their products, the rate of change in this industry is growing rapidly and they have a tough job to meet customer demands. Pan et al. (2010), cited in Mejri and Wolf (2012), suggested that when retailers’ sustainable development actions are perceived and valued, customers express an emotional connection that leads to positive outcomes, purchasing potential and a chance of recommendation to others. This could support the economy and improve profitability.


2. [bookmark: _Toc34992768]QUALITY MODELS AND THEORIES IN RELATION TO CUSTOMER RELATIONSHIP MANAGEMENT 
[bookmark: _Toc34992769]Advantages
There are advantages and disadvantages in developing a customer relationship management, ethics, sustainability or a quality system. Quality refers to the standard of something. This may or may not be influential and have effect on businesses, its stakeholders or consumers. Total Quality Management (TQM) is a strategy for constantly improving products / services. The management team and employees of Asda all have an active role to play in this. A CRM would enable companies to store data, store sales and track customer movements in terms of interests and purchases. Monitoring all this would only enhance the business success. They can use CRM systems to centralize everything so workers can have access in one area rather than having to go through many areas to get the information they are seeking. Also, customer data are stored together so when Asda are looking to see what products are selling faster, they can see this through management and quality systems. There will be no need to directly approach customers or wait on the shop floor to see what sells faster. Moreover, Asda will be able to identify any areas for improvement. They can market and target products based on customer preferences. Nowadays, when searching something on the internet, e.g. washing detergents, as this data is stored on the database, a range of washing detergents would pop up when surfing the net. 
Quality and relationship management are essential for the company and its stakeholders. Stakeholders would include people from the internal environment and the external environment. The internal stakeholders of Asda are employees, managers and shareholders. The external stakeholders are suppliers, customers, creditors, community and the government. Managing quality of service and relationships can enhance efficiency and provide better and consistent control. It also enables Asda to gain a better understanding of their customer needs. It would also boost customer satisfaction and may encourage them to return in future. This would generate more income and keep all stakeholders happy.

[bookmark: _Toc34992770]Disadvantages
The downside of having such systems in place could mean that they are too structured and not flexible. It could be seen as a timely and complex system to maintain. Also, internal stakeholders must ensure they follow systems appropriately for the method to work swiftly and correctly. If CRM and the ethical systems were half-heartedly met, key points could be missed. An example of this would be in the production of goods. New and improved products could be made but if the quality is not being measured then improved methods would not be in the equation. There would be no need for improvements. Therefore, a review of products and services are essential for better productivity (Gartenstein, 2019). Gartenstein also suggests that for the quality management to be effective, all levels of management need to agree and be consistent in the strategy for it to be successful. A lack or effort or resources could cause potential damage in the system. An example of this could be seen in training and employee engagement. If training is not followed upon, the vital skills may be missed out and this could lead to poor customer experience and relationship. The scope of quality is huge. It ranges from performance to reliability. 

[bookmark: _Toc34992771]Deming’s 14 Obligations of Top Management
There are current models and theories that suggest ways on how to improve total quality management. One of the theories include Deming’s 14 Obligations of Top Management. Below is a list of 14 principles Dr W. Edwards Deming, a statistician, truly believe in. He suggests, by improving quality, this will boost productivity and market share, whilst lowering costs in the business (Emerald Works, 2020).
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Source: CQE Academy (2016).

As mentioned earlier, Asda’s strategy for business remains the same and they are being consistent with customer experience. They also said that the rate of this industry is growing fast. According to Deming, a company should create consistency of purpose. This shows Asda are fulfilling their part, however with the industry changing so fast, Asda could look at more ways in which to boost in-store profits and not just online. Vitalo (2016) suggests that Deming made apparent that the quality being delivered to customers benefits all stakeholders. 

[bookmark: _Toc34992772]Ishikawa Cause and Effect Diagram
The Ishikawa diagram was created by a chemical engineer Kaoru Ishikawa in 1943 (Siteware, 2018). The diagram is also known as the cause and effect diagram or a fishbone diagram, which basically sums up what it is used for. Many organisations use this strategy to get to the root cause of a problem. There could be many reasons but narrowing it down saves a lot of time. Below is an example of a fishbone diagram.
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Source: Siteware (2018).

This tool can help identify a series of problems. Asda could use this to gain better understanding and rank the problems in order of how challenging it can be. As this is a visual record, it would help identify any future problems too. This method would require the whole team to be assessed. For example, Asda could use this diagram to identify why there are more sicknesses during the weekends and evenings. More sickness could lead to a shortage of staff, therefore a poor customer experience and quality of service.









[bookmark: _Toc34992773]Juran’s Theories of Quality
The Juran Trilogy diagram was created by Dr Joseph M. Juran in 1986 (DeFeo, 2019). His theory is used by many organisations around the world for quality management. 
[image: Juran Trilogy Diagram]












Source: DeFeo (2019).

The Juran Trilogy is usually communicated through a graph, which consists of time and cost. When used correctly, the graph shows hidden problems that are present in the workplace but sometimes go unnoticed. Around 20-30% of work must be revisited due to issues. This is considered as the chronic waste. This issue will continue to run in the long run, unless the root cause is identified and rectified. This is known as cost of poor quality. Sometimes the problems may be hard to remove, therefore room for improvement must be allowed. The sudden rise of the hidden problems could be due to unforeseen activities in the workplace. Changes must be made to bring the level back down and enter the new zone of quality control. Asda could use this method to identify problems and have better control of quality. Keeping below the 20% mark of chronic waste could bring positive results. An example of a problem that may occur is bad customer services. With sufficient training and practices, the employees could provide better communication and interaction skills, enhancing customer experience. If poor customer services go unnoticed, Asda could see a reduction in their customers, especially with social media being so popular nowadays, anything could be shared.

[bookmark: _Toc34992774]Effectiveness of Theories
Deming’s 14 principles of quality management are pretty straight forward. It could be seen as a checklist for quality control, and ensuring they are met, businesses could run smoothly. Most of the principles are probably already met without knowledge. This could be through their training, day-to-day activities, planning and even meetings. Below is a table that shows a list of companies who have used and won application awards. This demonstrates Deming’s quality management method is used widely and is successful.
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Source: Aljuboury (2010).

However, it could be argued that Deming’s 14 principles are too basic. Also, some of the principles are not always possible for example, driving out fear and removing barriers. It may seem almost impossible with some people with high levels of anxiety or a learning difficulty. No matter what training employees receive, they may still experience fear talking to customers. Or the opposite could happen, people may not concentrate on mandatory training or be given enough, which could lead to poor customer experience and services. 
Ishikawa on the other hand is in more detail. It considers all aspects of the environment and people. This could bring to light problem areas that may be unknown. It looks deep into problems, searching for the root cause. Smaller problems could be dealt with through this method, whilst seeking the root cause. Also, as the problems are in a visual tool, like a map, this could be used for future reference. The downside of Ishikawa is that it is time consuming. Sometimes people look for the bigger fish, whilst missing out the hundreds of small fish in front of them. Too much concentration could cloud the mind. The smaller fishes may perhaps be the root cause. 
Juran’s Trilogy consists of three main factors: Quality Planning, Quality Control and Quality Improvement. Quality planning involves products, services and information. Quality control refers to control and compliance. Companies must ensure to deliver quality, whilst abiding by the standards and policies in place. Quality control is an ongoing monitoring process to identify any quality issues (CQE Academy, 2016). Quality improvement can be seen as a day-to-day activity. Everyone has a part to play in this. This requires intervention of leaders, to ensure improvements are in place and there are no barriers, but of course it does not always happen like that. Should Juran’s trilogy be followed correctly, this could have positive affect on customers and stakeholders. 
It could be said that Deming’s, Ishikawa and Juran’s models all include the organisation as a whole. Everyone must be involved in the total quality management. Deming believed changes of systems comes from external factors (Aljuboury, 2010), no matter how much effort the employees put in. Juran believed changes came when there was clashes with employees and the management team. He believed the manager should be training and developing employees, which many would agree to. Deming, Ishikawa and Juran believed there are no quality costs, but quality can be controlled. Deming also believed innovation came from freedom but Ishikawa and Juran believed it is gained through teamwork. 






3. [bookmark: _Toc34992775]ASDA AND STAKEHOLDERS

Putting customers first is Asda’s top priority (Asda, 2018). To assess how customers viewed their brand, Asda put up a mirror. This is a method for quality management. Asda would see results and would be able to adjust their strategies from there. As they had seen negative results, Asda was able to make an adjustment. They reduced the amount of marketing activities, as this had just become pollution rather than solution. 
Customers also play a part in quality management. Asda prefer some of their products not to be touched, for examples fruit. Some customers tend to squeeze fruit to see how ripe they are. When they squeeze the fruits, this creates a dent. Some products have sealed packaging so customers are not able to open them to see products.  A lot of customers do accept these standards, but some do not. For those that do restrain themselves from opening and touching, they contribute to quality management as they are preserving the quality in products for the next customer.
Reducing plastics is a method of sustainability. By reducing plastic packaging, suppliers and Asda are promoting better lifestyles. Suppliers are not proving as much as they use to, which means they are saving the planet. Their introduction to 10p carrier bags also reduces plastic. Some customers prefer to re-use their carrier bags. This reduces pollution. Paper and fabric bags and are also brought in by many customers. 




4. [bookmark: _Toc34992776]CONCLUSION

Customer Relationship Management is very important in running a business. It can help identify many problem areas. CRM is linked to Total Quality Management so with quality control in place, customer experience may pleasant. CRM and TQM can help launch new ideas, where the customers would feel valued. Ethical and sustainability systems could put businesses in better position with customer experience. Customer experience is important to maintain and improve as there will be potential for the customers to return and even make recommendations. It is not only by word of mouth, but nowadays social media has a lot to do with news and gossip. Theories can be used to enhance a business’ CRM and TQM. There has been a lot of research done by these theorists that would then go on and implement ideas. A lot of businesses cannot cope alone, so they do use management techniques. It does not mean the business is failing, it means they are succeeding (when methods are used correctly).

The following SWOT analysis shows how Asda can improve their CRM and TQM. 
	STRENGTHS
	WEAKNESSES

	· Give room for improvement
· Provide relevant training
· Involve their stakeholders
	· Gender discrimination
· Misconduct with suppliers

	· Deliver better customer experience
· Learn from past mistakes
· Outrun other competitors
	· Tesco
· Sainsburys
· Morrisons
· Aldi

	OPPORTUNITIES
	THREATS



A SWOT analysis is an analysis on strengths, weaknesses, opportunities and threats. This identifies any issues that may be present or may arise and how they can be dealt with. Strengths and weaknesses are internal factors, and opportunities and threats are external (Parsons, 2018).

[bookmark: _Toc34992777]Recommendations
Asda have faced a lot of judgement in the past, but they can turn this over by allowing more room for changes and improvement. They have already sought different ways to involve customers and areas that should be changed. Their biggest threat lies in other competitors. If others gain higher ratings for ethical and sustainability systems, Asda could lose its customers. They need to stay focused on their goal, which is to save money, live better. Asda should continue to involve its stakeholders for better productivity and higher profitability.
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