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Summary: 
Ethics is a common word but it has significance in an organization. Consideration of ethical business protocols increases the chances of managing business function in positive direction. The current report focuses on exploring the ethical business values followed within ASDA. Keen observation of their organisational policies helps in addressing their impact on sustainable business operation. 
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[bookmark: _Toc34673505]Introduction:  
Ethics is very much important for any organization as well as an individual’s life. Ethics means moral philosophy or morality that is being practised by an individual or group of people. But business ethics is studying about policies of business including corporate governance, insider trading, CSR and moral responsibilities (Schwartz, 2017). Lack of ethical values creates problem in maintaining sustainable business function that affects organisational growth. A deceitful activity of existing associates creates an adverse impact on brand reputation of the firm. The aim of preparing this report is analysing ethical values and corporate social responsibilities of ASDA. It would be also discussed the impact of ethical and sustainability policies on the quality of customer relationship management. Some basics information of ASDA is given below:
	Company Name:
	ASDA

	Parent:
	Walmart

	Establishment year:
	19 February 1949.

	Founders
	Peter and Fred Asquith Sir Noel Stockdale

	Headquarters
	Leeds, West Yorkshire, England

	Number of location
	631

	Number of employees
	165,000

	Subsidiaries
	ASDA mobile, ASDA money.





[bookmark: _Toc34673507]Task 1: Comparison of ASDA and other supermarkets regarding customer experience: 
Ethics word comes from the Latin word Ethos. Ethos means “standard of measuring good activities”. (Schwartz, 2017) defines business ethics of an organization is dealing with organizational responsibilities in terms of price, quality, values and customer satisfaction. It is very much important for an organization to be ethical in all kinds of organizational activities. It considers the moral philosophy of an organization including values, norms, integrity, and trust and so on. So it is significantly important for any organization such as ASDA, TESCO, and Morrison and so on to keep ethical values. Ethics of an organization influence the customer experience also.
A comparison between Tesco and Morrison based on their ethics in contrast to customer experience are given below.
	Core ethics
	Tesco Plc
	Morrison
	ASDA

	Values
	Tesco plc has focused on three core values such as 1. No one tries harder for customers; 2. They focus on what customers want; 3. They believe that every little help can make a big difference (TESCO, 2019).
	Morrison focuses on four core values such as excellence, passion, integrity and collaboration.
	ASDA mainly focuses on respecting the individual, striving for excellence and providing service to their customer.

	Price
	The customer of Tesco Plc was not happy in the last year 2019 (TESCO, 2019). Because they had to pay more money for the same basket of products than Morrison and ASDA. The average expense was £138.00.
	The customer of Morrison was a little bit happier than Tesco plc because they need to pay less than Tesco but they have a chance to switch to ASDA where they can save around £5.
	The happier customer of ASDA is in this comparison. Because they need to pay the lowest amount of same categories product when they buy these from ASDA (ASDA, 2020).
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Figure 01: Average price range of supermarket in the UK
Source: (Walsh, 2019)

	Quality
	Though Tesco has charged the highest amount of the same product than Morrison and ASDA they fail to provide the same or better types of product (Walsh, 2019).
	Morrison is much conscious about the quality of the product where they have promised to deliver according to the customer’s wants (Walsh, 2019).
	ASDA is conscious about the quality of the product for not only achieves customer satisfaction but also they consider it as their ethical values (Walsh, 2019).

	Digital customer experience
	Tesco Plc has won digital customer experience benchmarks in 2018 that has been surveyed by WUA. Tesco plc has ranked number one position for getting scores 82.
	According to a survey of WUA, Morrison has won a fourth-place by earning 57 points in the same race.
	ASDA was quite a good position in this rank though they have earned score 72 and get the third position.
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Figure 02: Rank of digital customer experience
Source: (CSRHUB, 2019)

	Sustainability policies
	Tesco Plc has focused on sustainability goal. They believe that a little helps make a big difference. Their people, product and place are three pillars of their little helps plan (Sze, 2018).
	Morrison Plc has believed that sustainability plays a vital role. They are proud of their heritage in remaining dedicated and committed to the business (Sze, 2018). The sustainable policy of Morrison is focusing on their employee to win customer trust and giving back to the community to maintain environmental balance.
	ASDA is focusing in different ways. They believe in protecting the environment and saving money. The clear aim of ASDA is reducing environmental impact from their operations.

	CSR ranking
	Tesco Plc has scored 90% of CSR/ECG ranking compared with 18,958 companies.
	Morrison has earned a score of 81% compared with 18958 companies.
	ASDA as pioneer company of Walmart has earned 75% of CSR/ECG score compared with 18958 companies.
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Figure 03: CSR ranking
Source: (CSRHUB, 2019)
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Figure 04: CSR ranking
Source: (CSRHUB, 2019)
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Figure 05: CSR ranking
Source: (CSRHUB, 2019)



Above table shows the comparison among Tesco Plc, Morrison Plc and ASDA based on ethics and ethical values. The table shows that the customer of ASDA is quite happy than other organization in terms of price where they can save money.  ASDA is also conscious of customer relationship with the organization. ASDA’s parent company Walmart is very much concern about the customer and they put the customer at first (ASDA, 2020). But without loyalty program of gathering data is not the easiest process for ASDA to improve customer experience. But a good CRM program helps the organization to boost sustainable development activities.
Sustainability in business is very much crucial for operating the business. It ensures that an organization is conscious about minimal damages of the environment by their activities which makes a positive effect in the mind of the consumer (Schwartz, 2017). Business sustainability is also known as corporate management. It deals with management and coordination of environmental, economic, social and financial demands that assists to continue responsibility, ethical and running success.
According to the ESG matrix, the organization needs to care about the environment, social and governance. It has three diameters also to determine the performance of an organization regarding sustainability issues.
[image: Image result for esg matrix]
Figure 06: ESG matrix
Source: (Walsh, 2019)
Environmental issues: ASDA is very much conscious about the environmental fact of the organization. ASDA is reducing energy intensity by 30% vs 2010 baseline. They are planning to reuse, recycle and recover. ASDA removed 85 million career bags. They have reused 30% of plastic to their brand. ASDA declared that they will reduce 50% reduction in food waste. The parent company of ASDA, Walmart has claimed that they will decrease the half of natural forest cut by 2020 and it will end by 2030 at Washington.
[image: ]Figure 07: Sustainability aim of ASDA
Source: (Foundation, 2019)

Social issues: Every business runs its business in society. So the business organization needs to think about society as their corporate social responsibilities. ASDA is a well-known organization in the UK and they are running a business successfully. According to the ESG matrix, an organization needs to think about health and safety policy, human rights policy of employee. As a consequence of this matrix, the author has found out that ASDA has a team of safety professionals who are responsible for the development and implementation of safety initiatives. This team focus on safety standards, training and compliance and promote cultural safety. Basically, this activity promotes a safe environment for their colleague. This team provide training to their colleague on different safety issues such as driving, initial aids, safely operation of equipment, fire safety and emergency exit plan, health and safety training and so on. In 2014, they have put defibrillators that save the life of the customer. ASDA has a charitable foundation and corporation foundation (Sallis, 2014). This foundation works with a range of organization and groups on a range’s projects. They support communities by transferring communities and improving live grants. They also encourage all the colleagues to raise fund for charitable activities. Colleagues can raise up to £300 per year for charity and good causes which meet the schemes eligibility criteria. They also provide emergence support to the community during emergency time. They are working with some other charitable foundation such as Duke of Edinburgh, Independent domestic abuse service, Rethink mental illness and so on.
Governance: It means the corporate governance of an organization. Basically, every organization needs to consider some general rules that should be practised at the organization. It enhances the organizational function regarding employee benefits. The management should consider about remuneration system of the organization, the bonus system of the organization. HR policies of an organization also considered as corporate governance. ASDA always concern about their 165,000 employees. They provide a handsome salary to the employee so that they become satisfied and the organization can decrease employee turnover into zero per cent by 2025. The manager focuses on controversial issues such as the payment policy of ASDA. In 2019, employees protest in Leeds because of ASDA forces them to work on a bank holiday.
Based on the above scenario, ASDA is doing business not only for earning profit for the organization. They concern about their future. So their activity always linked up with sustainable development goals. The manager of the organization is doing the above activities that create a positive impact on all stakeholders. Environmental awareness is a leading source of sustainable development activities that influence and organization to get a good position in the mind of the consumer. Social activities create a good position in the mind of communities and corporate governance creates a better position in the human resource market. But overall ethical and sustainability activities increase the customer experience in ASDA.


[bookmark: _Toc34673508]Task 2: Literature Review on variety of quality models and theories regarding customer relationship management: 
Customer relationship management is a very important process for an organization to handle the relation between customer and organization. So the manager of the organization uses past data of the current customer to analyse their relation between organization. This analysis gives a clear picture to the manager of the organization to find out a potential customer of the organization. The organization treats with their customer as per relation with them. It decreases the retention of customer and ultimately it grows sales. But one more important factors of good customer relationship management is quality. Quality of goods and services impacts significantly on the relationship between customer and organization. So the manager of ASDA concerns about the quality of their goods and services that makes a positive impact on the relation. Basically, the manager follows the scholar’s direction about maintaining the quality of goods and services. Dr W Edwards Deming has found out some principles of management that help an organization to increase quality and simultaneously they can decrease the costs. Deming has suggested 14 points to the organization to increase the quality of their goods and services. These fourteen points are:


Figure 08: Deming’s TQM theory
Source: (Sallis, 2014)
According to Deming’s theory of total quality management, ASDA has practised some factors from fourteen points that are leadership, no numerical values, on the job training and continuous improvement plan. The manager of the human resource department arranged on-job training program for their employees that enable an organization to reach their destination. The manager also focuses on the continuous improvement plan and leadership quality of management. Because of the quality of goods can’t be measured by number. Though it has criticism ASDA follows. On the other hand, Joseph Juran is the pioneer person in management theory. Joseph Juran has found out some key issues that an organization needs to follow to increase the quality of their goods and services. The manager of the organization focuses on quality, quality controlling process and quality improvement techniques. Joseph suggests that the organization should find out customers and their needs and work to meet those needs. The organization should be considered about the real-life working system that makes an organization more profitable (Schwartz, 2017). ASDA Plc works on the quality issue of their goods and services according to Juran’s theory. First of all, ASDA evaluates their actual performance based on several issues such as employee efficiency, employee’s skills, quality of goods and services and compare it with planned or standard performance. The differences between actual and planned are a point of quality improvements. At the quality improvements process, the manager of ASDA has followed ten steps of quality improvements. At first, the manager builds awareness of need and opportunities improvements. Then the manager sets goals of improvements why they want to improve the quality and what they need to improve. Then the manager of the organization arranges all resources to reach the goal (Sze, 2018). The manager of ASDA provides training regarding improvement issues to the employee so that they can solve the problem. After solving the issues the manager of the organization focus on the communication system that is it effective or not. Because of communication also plays a vital role in the quality improvements process. In this process, the manager has played a significant role to minimise the gap between actual performance and planned performance. Apart from Edwards, Juran theory, there is one more important theory of Crosby theory total quality management. Crosby has defined that quality is the perfect conformance of needs and requirement of customer. Crosby has also defined that absolute of quality management and basics elements of improvements. According to Crosby, there are four absolutes of quality management. These are the following.

Figure 09: TQM theory by Crosby
Source: (Sallis, 2014)
Crosby has talked about Zero defects model. Zero defects model is a process of monitoring details and avoiding errors. Zero defects were not manufacturing principles that ought to every decision that an organization make. Crosby has suggested that the organization should be used zero defects model to improve quality. But the manager of ASDA has followed some more issues that develop the quality of the services. According to Crosby theory, these theories are entitled the quality Vaccine. These activities are:
Integrity: ASDA has taken quality sincerely from top to bottom level of management. They understand that quality is related to their future.
Systems: ASDA has also focused on its system of quality control team. But it plays an important role in an organization to boost the quality control system.
Communication: Communication is vital for quality control and quality improvement system. Proper communication among customer, employee and quality control team of ASDA can solve the problem and organization can increase the quality of goods and services.
Operations: A culture of improvements should be the norm in any organization and the process of the organization should be solid.
Policies: Policies of the organization should be constant for all and it would be maintained.
But there is a criticism of Deming theory, Juran theory and Crosby theory. Basically, all there scholar believes in quality improvements process always. But their thoughts are not similar.
	
	Crosby
	Deming
	Juran

	Definition
	Quality is conforming of the requirement and not goodness (Petersen, 1999).
	Quality means meeting and exceeding the customer’s needs (Petersen, 1999).
	Quality means an only mission of the department of each in an organization (Petersen, 1999).

	Senior management involvement
	Quality improvements start with top management.
	Quality is made at the board room.
	Majority of quality issues solved by poor labour.

	Performance standard
	Standard of performance is Zero defects.
	Eliminate management by numbers and numerical goals.
	



Apart from these three quality management tools, Ishi Kawa has developed a theory for quality management system in an organization. It is also called a fishbone diagram. It is basically a causal diagram. It starts from a cause and ends in a solution. This model commonly used for product and design and quality prevention purposes.
[image: Image result for ishikawa diagram]
Figure 10: Fishbone diagram
Source: (Walsh, 2019)
Basically, the manager of ASDA has used this model for a specific purpose. This model of quality control issues helps the organization to find out the cause and effects of defects. The causes have divided into two categories such as primary cause and secondary cause. Basically, the author has used 6m such as material, methods, manpower, machines, Mother Nature and measurement. These 6 m mainly causes of defects to the quality of goods and services. The manager uses it because of its scientific acceptances. It is also effective for ASDA.
Based on the above scenario the manager of the author has found out and discussed four theories of total quality management. In this report, the manager of the organization has related this theory with ASDA about how ASDA adopt various theories in their business. Because of all the theories deal with controlling quality and improving quality. Scholars show different paths but the destination of them was the same. ASDA has followed above techniques to different scholar to maintain the quality of goods and services. Quality is related to customer relationship management. A satisfied customer is a key indicator of success in ASDA.


[bookmark: _Toc34673509][bookmark: _GoBack]TASK 3: Impact of ethical and sustainability policies on quality of CRM in ASDA 
It is very much important for an organization to understand organizational goal and objectives. Because of organizational goal and objectives are being related to ethical values. Nevertheless earning profit is the main aim of every business but maintaining ethical values in their organization is mandatory (Petersen, 1999). Ethics of an organization bound the organization to do any wrong things. Ethics inspire an organization to become honest. Higher ethical values inspire the customer also. Because of the trust of the customer is vital for an organization. Apart ethics the organization also needs to focus on organization sustainability goals of an organization. Sustainability of the organization indicates that they will do a great business in future also. Sustainability of an organization means the capability of the organization to continue the business in future with the same rhythm. So both ethics and sustainability play an important role in quality and CRM. The author has prepared a diagram based on the above analysis: 
CRM
Quality 
Sustainability
Ethics



It has discussed above that the quality of goods and services is very much necessary for an organization. Because of the quality of goods and services inspires the customer to become loyal to the organization. But the organization needs some capabilities to control the quality and make a plan to improve the quality of products always. So the author will show about strength and weakness of ASDA below. 
Strength: It indicates organizational capabilities, key sources and power to do anything for the organization. Some basic strength of ASDA is as follows. 
International brand: The parent company of ASDA is Walmart. Walmart is situated in Washington and it is the most successful organization and big organization at world retail super shop business industry.   
Financial capability: As it is discussed ASDA is a subsidiary of Walmart so that financial problem is not there. They can manage money from international sources at any time. 
Skilled manpower: ASDA has skilled and talented manpower. They have around 168,000 employees who are skilled at their job. 
Weakness: It indicates the limitedness of an organization. It measures the boundary of an organization. Some basic weakness of ASDA is given below. 
Slow decision-making process: As a subsidiary company ASDA they need to wait for some crucial decision from parent company though they have all higher-level staff in the UK. 
False advertising: In 2010, ASDA offers to a daily newspaper to print “Lower price on everything you buy”. But unfortunately the newspaper posts “Lower price than other supermarkets.” This is got the wrong image for the company. 
Above analysis indicates that ASDA is running a business success but they have good strength to make any possible outcomes. 
Impact of ethical issues on quality and CRM: 
It has already discussed what ethics is. According to Deming, quality is meeting the requirement or needs of customers. It is dammed true that all customers want the highest quality full products at the lowest price. The organization should play here with honesty. They need to offer the most quality full products at the lowest price in the market (Petersen, 1999). As like ASDA offers the same basket of products at a lower price than Morrison and Tesco with the same quality. In this case, they show their ethics that enlarge the relation between customer and organization. But ASDA fails to maintain its ethical values with their employees. As criticism part of ASDA’s ethics, the author raises employee satisfaction issues. ASDA forced their employee to work on a bank holiday. In 2005, ASDA removes the right of staff to take industrial disputes and they also remove sick pay for the first three days of absence. In 2019, ASDA increases to £9 pay but they remove paid lunch break. This example is quite easy for the learner that ASDA fails to maintain properly of ethical values on employees. Employee dissatisfaction will directly hit to the quality of services and it makes bad customer satisfaction. 
Impact of sustainability on quality of CRM: Sustainability of an organization is very much important for the organization to maintain the quality of goods and services as like ethics of an organization. Sustainability of an organization indicates capabilities to continue their business in future. It has alarming for the world that ice is melting quickly. It will damage the life of people who lives in the coastal area or near sea beach (Petersen, 1999). The third world country will face huge destruction from these natural calamities. So world business leader should take proper action currently. The manager of ASDA thinks about their future as well as communities. Because they have understood that global warming may destroy a nation then where they will do business. At this report, the author has shown the environmental activity of ASDA. These types of activity won’t increase the quality of goods but it will increase the quality of life of their customer. But still, they have taken some action such as decreasing carbon footprint; reducing tree destruction, reusing or recycling used products will create a good impact on the mind of the customer. It is a very natural phenomenon for sustainability goal that every organization should be concerned about nature, society and customer at the present time. 
According to the above discussion, the author has found out some critical issues where the management of ASDA should be worked. First of all the manager of the organization needs to understand the demands of employees and the manager should set a wage board including a chief officer of ASDA and employees representative. They will make a good wage structure which will be accepted by both parties. It will decrease employee retention.  Secondly, the author has noticed that they are providing lower price than Tesco plc but customer experience is good for Tesco. So the management should find out the gap to increase customer satisfaction. Finally, the author would like to suggest to the director of ASDA that running ethical and sustainability based activity is good and it should be continued including suggestion. The organization keep in mind that employee is the key success for an organization so higher employee turnover rate will create a chance for a competitor. The organization should be focused on that. 
[bookmark: _Toc34673510]


Conclusion:  
Business is a combination of several functions. This function should be done accurately so that an organization can grow up successfully. But success will arrive when the organization can fulfil customer demands and satisfy them. Filling customer demands depend on the quality of goods and services. The manager of an organization is playing a vital role here to make a plan for how to maintain ethical values including value, norms, price, and quality. 
[bookmark: _Toc34673511]Recommendation: 
The manager should be made a plan on sustainability like ASDA. Global warming and natural calamities are hindering human life. So the business organization can reduce the use of carbon. It is also true that the organization should be focused on the customer experience. But good customer experience will increase customer relationships within an organization through ASDA uses past data of the customer to make a strong relationship with the customer. But quality is a prime issue for an organization to increase success. 
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