Student name Oliver Jelfs
Student ID 1919836
Module code BMSW 5103 customer relationship management and ethical practises 
Lecturer Obinna Nkwocha





Table of contents
1 introduction
2 ethics 
3 sustainability
4. theories of quality
5 conclusions




















1. Introduction
The purpose of this report is to explain the ethical and sustainability of the supermarket/retailer chosen for the report ASDA looking closely at how the company’s policies impact on the customer relationship management (CRM) aspect of their business. After the ethical and sustainability has been discussed the report will then move on to part b where quality models/theories will be assessed. Two will be chosen and then explained and then looking at what ASDA currently uses and how the two quality models discussed can be implemented to help ASDA improve in the customer relationship management along side this there will be recommendations on which quality models will be best for ASDA before finally moving onto a conclusion.   
























2. Ethics
 The first part of this report is concerned with ethics. What are ethics? Ethics in the human sense means to do the right thing. In a business sense according to CIM (2016) marketing ethics is about continued standards of conduct, not a singular goal or fixed set of principles. Marketing ethics are the standards that are set to control the moral code of a company in this case ASDA. A lot of businesses design their own ethical values and will train their staff to adhere to these standards even though sometimes this may disagree with an employees own individual vales. Ther are times when ethics can fall below par for this reason there are laws that govern consumers rights. Every company must have a value system therefore allowing them to decipher what Is either ethical or non-ethical.
 Ethics play an integral part of a business especially in a retail sense. How marketing research is performed. Making sure market research has been collected in an ethical way and that it is valid and reliable. Making sure that the that the consumers privacy has not been invaded. Consumers/customers are worried about invasions of their privacy especially in the current climate of internet hacks has elevated worry about internet security.
As a company you must be ethical in the way the product is packaged in the way it is not deceptive. products must always be safe for the consumer and environmentally friendly as anything that is not can be contentious ethically as a company gaining the trust of your customer and being honest you must build a customer’s trust all this goes towards building good customer relationship management 
(ASDA, 2020) “In 2020, Asda Ethics received a total of 1,968 contacts, this was an increase of 15 contacts compared with 2019. 1,283 of these contacts contained Ethics concerns or requests for ethics guidance, 685 contacts fell outside of the Ethics remit (e.g., ordinary HR grievances). Of the relevant Ethics contacts, the Ethics team supported 446 investigations and gave advice on 186 occasions. The remaining 651 Ethics- related contacts were either referred to HR or other areas of the business to be investigated or resolved, or in some cases were duplicates or lacked basic actionable information. Asda Ethics found a case to answer in 31.7% of all Ethics supported investigations, and disciplinary actions were taken as appropriate.”
 In an article (Watts, A, 2007) Asda were praised by the food standards agency for its quick reaction to a possibly infected meat product. It installed notices in its stores alerting customers to the problem and advised them to bring any of the meat products back into store for a full refund. After this problem had occurred ASDA investigated further the infected meat was found to contain doramectin which caused sickness in laboratory animals. It also found that the meat was brought from a livestock market which goes against their buying policy to buy meat directly from a farmer wherever possible. In this sense ASDA have fulfilled there ethical as they have withdrawn w the product as not to do any harm to the consumer according to the (ethical base code 2019) there are areas of employment that should be covered ethically. That employment is freely chosen no slavery or forced labour or child labour for that matter. That working hours are not excessive a living wage must be paid, and no discrimination are among a few 
In 2007 an article was published (McVeigh, k,2007) in which ASDA another retailer and a well-known clothing store were accused of exploitation. This was due to the clothes making personnel in its Bangladeshi factories earning 4 pence per hour and being forced to work for up to 80 hours a week. This obviously brought Asda’s ethical policies into dispute. ASDA responded claiming that the work had been subcontracted by one of the companies’ manufacturers without the company’s prior knowledge or consent this in turn going against the company’s ethical policies and a reaudit of the set up was now in place.





























3. Sustainability
Sustainable means the activities aimed at meeting customers requirements in the hope of retaining these customers and continuing to meet customers in the future before plans can be made for sustainability the ethical policies must be correct according to (Kotler, et al,2017) ethical marketing is the cornerstone of sustainable marketing.  On ASDA’s website it takes the reader through a journey of the company’s sustainability history in 2005 it’s the first company to measure and go public with the findings of the financial risks of global warming launched asdas save and exchange to support suppliers in becoming more sustainable and make savings. ASDA is one of the original members of the Courtauld commitment which hopes to reduce food packaging and the amount of food that is being wasted. It has launched its first trial sustainability store its double checks its deliveries to save road miles and partnered with fareshare to grant surplus food to them 
 In an article (Lucia, A,2017) describes that now businesses want to grab the attention of environmentally conscious customers. the word sustainability has become a buzz word and the growing number of eco friendly customers is growing at a tremendous rate WALMART ASDA’s parent company have strived to promote their sustainability programme with plans to not only grow the company but in the way the business will help the surrounding communities and promoting their sustainable products of the stock they carry and therefore sell on to the customer 
When (Mackenzie.D.2013) wrote about sustainability.  It as a subject was discussed. Businesses now play a vital role in the promotion and implementation of sustainability policies; this could be done by marketing sustainability as more aspirational. ASDA and many other retailers have the social responsibility to do this as customers are more aware. Instead of small tokens of eco friendly substitutes. The sustainability of the products and the business as a whole should be brought to the forefront.
Retailers are a major authority in carving out the way shoppers make their buying choices. from the distribution to promotion of new products they have. In (Revoredo-Ghia, C, 2015) article it shows that products with a sustainability tag seemed to show a more positive direction. With packaging that is environmentally friendly being the most used phrase it was found to be used in the development of new products by retailers and manufacturers 
Another article (Matthias, L,2007) suggested that the promotion of more sustainable food consumption could be rolled out throughout its stores. After research was done into what sustainability means to different customers urban areas showed higher concern for sustainability policies. This research seemed to indicate that ASDA seemed to steer their customers away from sustainable choices to bigger more familiar named brands thus showing a lack of understanding on their sustainability policy but also goes against the ethical statement
 






4. Quality 
According to Demings quality refers to the extent to which a processes, products, services, and relationships are free from defects, constraints and items that do not add value to the customer.
Whilst researching for this report many different theories from many different authors were found. Such a Demings Crosby (1979) and Juran (1995).
Demings theory is well recognised for helping management recognise that problems are often related to the way a system works. By looking at the system in a clearer way this makes the problem easier to find. It is the role of the management to overhaul the system so that the staff can achieve their priority of quality. Demings theory hopes the reader to find that better quality can in turn lead to more productivity which leads to the business gaining more strength. Demings theorises that by improving quality this can lower costs and better productivity. By having a standard set on the quality, the staff that work for the company learn this standard which means less mistakes better use of equipment and tools which ultimately leads to lower running costs.  With the business having better quality assurance and lower running costs this means the company can expand and grow taking on more staff. While highlighting management’s role in systematic problems. Demings theorised that the staff are responsible for a small percentage of problems the largest share of problems is with the management. Demings suggested that by working lout the reasons for issues with quality should be done at the first point. Whereby the problem is solved before it even reaches the customer is more cost effective in the longer-term goals of the business. Demings surmised a points system each point was designed at the overall company goal of quality. To always have the want need or hunger to improve the product or service. To think better about the design of the product or service so quality is there at the first point for the employees to work with. That quality is more than just a price tag its how the product service or business is viewed by customers in its entirety. To constantly look for ways to improve the way in which the company runs. Training on the job especially in cases where a product is manufactured. Making sure the staff that are head of quality are trained correctly as this will trickle down to the lower staff. Making teamwork a priority regardless of an employee’s position within the business. This will make collaboration with I the company better and any issues with quality will be easier to articulate to other members of the company.  To remove blame on the work force remembering that it is often the way the system is run is that is the problem. To remove numerical ratings and appraisal and to focus on the quality. To have on going training as the need for constant improvement of the product or service this should be reflected in the training. And the last point is to constantly improve on the previous points










Another theory researched was Juran’s theory of quality (Juran 1995). Dr Juran is one of the worlds leading experts in quality. Juran’s theory can be used when stating up a quality control system or can also be used to help with planning strategy where quality is concerned. As the name suggests it is made up of three parts.
1 quality planning 
2 quality control
3 quality improvement
1.Quality planning
Quality planning is where goals are set about everything the company needs to make and or produce a product or service that the company has already ascertained the customer needs or expects.in this stage the company must decide the needs and wants of the customer and design and develop a product or service. In this planning stage these ideas need to be created in a way that the staff who are making or producing the product or service understandable. If the planning of the quality of the product or service is not up to par, then this will lead to wastage and wastage means loss of money ultimately affecting the business and its potential financial earnings.
  
2 Quality control
Quality control is part two of Juran’s theory. Quality control is used as a tool to stop problems from worsening. This part is the part when the product or service is inspected. Whether the product or service is held up and whether the designer or creator of this product feels it is matched or reached the desired quality. This is also where any issues or problems with the product or service can be rectified.
3. Quality improvement
The third and final part of the trilogy improvement of quality to envelop the improvement and use of the designed product or service. by thinking better and more creatively and making the product or service more exceptional than it has ever been previously. 
Quality planning is where a company should be focusing their attention and often companies focus on quality control.  With Juran’s theory the base of quality planning must be first met. If this point is not met, then the further two parts of the trilogy will be harder to meet if not impossible to achieve making sure everything is planned at the conception is the most vital part of this theory 
 

  




Conclusion
When writing this report many theories were researched and the two that were used were used were quite different on being 14 point long and the other being a trilogy. The fundamental is the same when a business is wanting to work on the quality of the product or service they provide. The way in which it is strategically planned is and should always be the initial base point making sure the tools equipment is of the highest standard. Which gives the workers the right tools? The way the plan is relayed to management is also important as if this is wrong then this will lead to the workers not having the correct information which will lead to the standard of quality dropping which will in turn lead to less productivity and more waste which is what a company that is trying g to grow and prosper in a competitive market does not need. The conclusion that has been reached is that to fulfil a company’s quality standards everything to make that quality needs to be there from the start this will make the wheels of the business run more smoothly and the quality will constantly improve meaning more business and business growth 
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