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[bookmark: _Toc77866303][bookmark: _Toc77866703]Section 1: Introduction

This report will look into Asda’s Customer Relationship Management CRM, such as the  technologies, practices and strategies used to manage interactions with customers and  potential customers through touch points. The touch points illustrate steps a customer takes engaging with a business using a customer journey map. Customer touch points, such as advertisements, websites, loyalty programmes, packaging, distribution chain  to name a few, capture the intelligent data. The data is used to identify aspects to meet customers’ expectations and priorities. Taking the customers perspective in to view the strategy is then to personalise the experience, by meeting customer expectations and priorities. CRM systems helps businesses build relationships and streamline processes to improve customer services, increase sales and increase profitability. This report will also look into polices relating to sustainability marketing and ethical marketing on quality of Asda’s CRM systems.
As consumers demand responsible sourced items, retailers are realising the value in their reputation for fairness. In 2008 Panorama did an expose on Primark which showed that some of their suppliers were using child labour. This caused their ratings to fall in a consumers poll also over 40% of Primark shoppers said they would switch to another chain because of this. Retailers labour practices and environmental records are no longer a secret. Being ethical has a major effect on a business especially with technology readily available the customer can get  information and news good or bad instantly. Consumers have become more responsive to retailers ethical behaviours as well as environmental issues  and do not tolerate unethical business. This make it more important now than ever for Asda to become a more ethical business.
[bookmark: _Toc77866304][bookmark: _Toc77866704]Section 2: Sustainability Marketing 

Sustainability Marketing is the sustainable aspects of a business, products and services are used as a marketing message. Sustainability can enhance value and improve quality for shopper, communities and employees. There are four main components of sustainability marketing these are, customers, operations, costs and impact. Below are ways Asda have attempted action or inaction to improve the sustainability marketing by creating a more efficient  environment Baumgartner and Rauter (2017).
Quinn, (2020), in 2018 Asda decided to change their approach to sustainability marketing by helping to protect the environment and reduce waste of packaging.  Asda opened their first pilot ‘sustainable store’ in Leeds, whereas customers used their own containers to pick up their purchased produce. The store in Middleton in Leeds which is a trial is part of Asda’s innovation in taking steps to becoming more ego-friendly and greener at no extra charge to their customers. In such ways as charging for plastic bags and recycled plastic packaging.  This was to reduce the environmental impact of operations, with collaboration with producers of goods and the Government. To create scalable, regulated and reusable solutions and panelising the overuse of plastics. 
In 2019 after Asda responded to a questionnaire about the palm oil practices and policy. Asda claimed all the palm oil used in their products were RSPO certified. Roundtable on Sustainable Palm Oil, RSPO certified scheme set out requirements that must be met by all suppliers of the renewable palm oil which promotes the use of energy from renewable sources Schleifer (2015). Asda claimed all the palm oil used in their product was sustainable and RSPO certified. Later this was found to be not true as Asda fail to disclose suppliers they were working with (Roberts, 2003) failed to collaborate with supplier on improving the sourcing of the palm oil and Asdas standards for best practice measures was not companywide. These failings caused Asda to receive the consumers middle rating for the sourcing of palm oil and policy.
[bookmark: _Toc77866305][bookmark: _Toc77866705]Section 3: Ethics      
                      
Ethics is a standard of conduct, ethical Practices, (Fazal-e-Hasan, Grimmer, Grimmer and Mortimer, 2020), is one’s own moral compass where an individual’s background, values and own beliefs determine doing the right thing. Ethics is the code of laws and legislation used by businesses which are designed to protect the consumers from unethical practices.
The key factors of ethics are: 
Honesty, being truthful about business identity and the work they do.
Relevance will collect and record only relevant information in a legal manner.
Confidentiality, to protect information in all forms in a legal manner.
Fairness, there will be no prejudice or bias.
Accuracy, related information is accurately recorded respecting the person being researched in a legal manner.
Accountability, except responsibility for ones actions and be accountable  to all who put their trust in you.
[bookmark: _Toc77866306][bookmark: _Toc77866706]Section 4: Ethical marketing 

Not all ethical issues are laws, some are unspoken but known to all, which are socially acceptable.  The ethical marketing practices and processes seek to deliver from a philosophical standpoint. With value added product sustainability, customer brand relationship sustainability and brand loyalty. Ethical marketing makes a more socially responsible and culturally sensitive business community, Hagenbuch and Mgrdichian, (2020). Ethics play a critical role in any organisation, without it relationships between employees, managers and employers could not be maintained and become chaotic it is important both in business and society. The components of ethical marketing:
· Ethical issues in marketing  from disagreements and conflict between business to business marketing transactions in the marketplace. 
· Marketing research issues for instance, invalid and unreliable data can be manipulated to show untrue studies to raise sales or deceive consumers. Selling data to 3rd parties and failure to secure voluntary data or inform participants.
· Products and packaging strategy issues such as product testing on animal or insufficient testing to reveal safety concerns, marketing socially controversial products, marketing unsafe products. Using eye catching large packaging to make products more noticeable and using oddly sized packages to make comparison difficult.
· Ethics in distribution can happen when to or more business form unethical understanding with each other such as having similar products to maximise profit. Larger enterprises have a degree of control over the distribution channels which only supply larger enterprises but not small or medium.
· Ethics in Promotion this is when the truth is stretched to sell products and services. Promotion is the most important part of a sale strategy but the ways promotion are used is unethical. Promotion via advertising, profiling consumers and using data, based on customers interaction  to scheduling ads. Ads with misleading information appealing to the customer  through emotions appeal, shock appeal and sexual appeal.
· Ethics in pricing falls in four areas, deceptive pricing products are sold at high prices then are lowered gradually, unfair pricing, price discrimination and price fixing is when a group of businesses or people on the same side of the market agree to sell and buy at fixed prices.
Here are ethical issues Asda have face in the past and the action or inaction taken.
According to Action Aid UK, (2011), Action aid did an investigation on four of the project factories Asda took part in. The factories base in Bangladesh is part of Asda’s garment supply chains. Action Aid claimed workers were being abused, working for longer than the 48 contracted hours over a six day period.  Workers had been receiving a 3rd of the one hundred pound living wage set by Bangladeshi law. The projects aim was to improve productivity and reduce factory waste. With the intention, it would drive social Improvements for the Bangladeshi factory workers.  Action aid who is helping to fight for a living wage for all Asian garment workers across the continent. Were given testimonies of worker stating they sometime worked 14 hour days and spent no time with their families for days. Also Action Aid found paperwork in the project factories with many discrepancies and up to three copies of each. Asda’s partner GTZ claimed one of the projects successes was the reduction in the hours worked weekly. Which was later found to be true as it was found within a confidential document Action Aid had obtained.
In 2019 Asda was accused of selling produce that were tested on animal that were linked with animal rights issues Simms (1992). Asda sold unlabelled dairy and meat products as well as knowingly sold animal tested household and cosmetic produce because its own product had an ingredient cut-off date. These actions caused Asda to receive a middle rating by the Ethical Consumers for animal testing.
In 2017, 9,500 women employees of Asda lodged complaints claiming their work was the equivalent to that of the male colleges that work in the warehouses. Later in mid-2019 Asda was taken to supreme court for equal pay claims. With over 35,000 past and present employees claims brought forward the court of appeal rule in the employees favour. Despite a number of attempts to defeat the claims of work discrimination Kavanagh (2011).
[bookmark: _Toc77866307][bookmark: _Toc77866707]Section 5: Conclusion

Starik and Kanashiro (2013), being more sustainable,  Asda grocery stores have faced a battle. Food waste is a problem and one of the largest components in landfills. Not to mention the plastic bags which Asda have tried to reduce because they are not easily recyclable. According to Babbs, (2020), Sustainability Management, is important to Asda and stand together with supply chains stores to create a better planet also a more sustainable business. Sustainability management also helps to reduce operation costs as retail is one of the highest consumers of energy also the environmental impacts hitting the retail sector.  Asda is showing they want to do better with on-going collaborations to reduce the carbon footprint. Asda also realise there is much more work to be done and have vowed to make more changes in the next few years as well as become more transparent.
Asda have several ethical issues including accusations of discrimination, animal testing and claims of slavery, Satre (2005).  Asda (2017), Modern Slavery statement 2021 states Asda is working with the Government, suppliers and worker on the prevention of modern slavery. With rising pressure from Government’s, consumer groups and trade groups commitment to new measure to the legislation to establish effective intervention. It is important Asda work hand in hand with the project factories in Bangladesh and around the world. Asda seem to come across as a silent partner reaping the rewards with no concern or knowledge of what is happening to the staff members that work for them. Discrimination against its female employees by paying them less than their male counterpart. Asda also have not shown good intentions to the consumers with false advertising and marketing campaigns.  Asda has shown ignoring these responsibilities can bring legal troubles. In print it shows Asda using ethical marketing but in action things do not seem that way, Asda need to practice what they preach.  
[bookmark: _Toc77866308][bookmark: _Toc77866708]Section 6: Recommendation
 
Asda has a long way to go, it is important they make more changes to adapt to better the planet.  Customers rely on retailers to deliver value in an environmentally and socially responsible way. More transparency and full data regarding the sources of all item (Khanh and Cao 2021). Information such as is the plastic recycled or its recyclability. Use only suppliers that remove hazardous chemicals from plastic items and comply with  legislations.  Sustainability gives Asda the opportunity to give back and do good for their consumers the wider community and the environment. Asdas ethics in these situations fail to show best practice its important Asda ensures the ethical practices of its companies as many customers could be lost. With failures in the care for and the correct living wage for all factory workers in developing countries around the world. Give more opportunity for all members of the project factories the right to speak their concerns. Follow legislation and guidelines in regard to  workers earnings. Reduce the hours in the working week so workers can go home, rest and see their families. Create a better work life balance for all workers. Train worker to become a more efficient worker. 
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In the second part of this report it will look at the concept of quality then link to how Asda can use quality to improve the Customer Relationship Management CRM and its business processes.
[bookmark: _Toc77866310][bookmark: _Toc77866710]Section 8: Juran’s theory of quality 

Joseph Moses Juran was Romanian, he became an international acclaimed quality guru.  Juran  believed it was important top level management must commit to quality as his theory developed over time, Suarez (1992). Juran also believed quality was no accident. Juran’s quality trilogy focuses on three major quality processes, 
· Quality planning is to meet customer’s needs, by understanding what they want to develop product features. Retailers know customers are their biggest resources so put customers at the centre of the production process. Total Quality Management is used in all retail retailer stores in one form or another, it is a method of operations management and associated with all employees showing quality in all they do.
· Quality improvement, improvements which are discovered need the right people to take care of them. Quality control is done by testing and inspecting.
· Quality control such as control parameters, measuring the differences and taking action. Quality control looks at to flow of production and is carried out by quality control inspectors. Quality Assurance means Zero defect of all products also must maintain standards making sure of no default before and after production.
Juran believed quality management processes should be use throughout the whole structure of a business and over time to make a successful also profitable business. The managerial processes Juran believes should be used in management for quality over a long time. Asda is well known as a retail and goods grocery store. Also recognised as one of the best know supermarket to provide its customers with the best possible goods and services. Offering motivators like, permanently low prices through price strategy to beat its competitors. But does this come at a cost to the customer. Guerola-Navarro., Gil-Gomez., Oltra-Badenes and Sendra-García, (2021), Customer Relationship Management (CRM) is essential to the success of any business. Asda have had many challenges to date, above a few have been mentioned, they realise a new marketing strategy is needed. To remain competitive Asda need to continually meet customers expectations.
Claycomb and Martin (2001) how could Asda improve their customer relationships strategy, Juran looked at different qualities of planning, executing and a road map to help businesses implement to improve best practice of CRM, using the quality trilogy that improves overtime Edmund and Juran (2008). Building customer relationship starts with looking at the feasibility of a programme to implement change needed, which align with Asda’s mission culture and values Das and Mishra (2019). The focus then moves to customers and their interest in and expectations from a relationship with the supermarket as well opportunities to reduce waste. Data, (which could be technology, verbal, or written) this could be through the collection of data collected from food or clothes transactions or services. Resources need to be developed  for the activity these could be CRM, software, intranet, websites, business intelligent programmes etc. Using these processes to meet those demand and accomplish presented opportunities. Strategies must be implemented over time and monitored continually for customers use, satisfaction and acceptance. Quality planning is the harmony of purpose that encompasses all functions of an organisation Gustavsson and Wanstrom (2009). The subject planning can be anything from a designing new product, making goods to a customer’s query.  Using Juran’s quality trilogy steps would increase Asdas CRM, customer experience, provide customers with a service quality management and increase profits Itani, Goad and Jaramillo (2019). 
[bookmark: _Toc77866311][bookmark: _Toc77866711]Section 9: Crosby’s 14 Point’s.

Philip Bayard Crosby a businessman and author initiated the zero defects programme. Crosby was the quality control manager at the Pershing missile programme. Crosby know as the farther of quality revolution devised 14 points to follow to build an effective quality management system. Crosby believe its was management duty to take the lead in quality management with employees and supplier following the example set before them. Using Crosby 14 points to look at the production side of Asda and how its can be improved. 
Starting at the beginning with managers commitment to quality, this then shell evolve to all employees and collaborator including suppliers or manufacturers. This makes it clear to all as all are singing from the same sheet. Asda then should create a team of workers from all areas of the business to work as the quality improvement team. Throughout all operations the quality improvement programme detects defects while the participation levels are determined by the severity of a situation. These should be measured to determine quality issues by test reports and data obtained from the quality improvement team only if they are reported correctly. This would help to see the cost to the business for poor quality products or services. Now is the time to take action on the identified issues measured by the quality improvement team. List the activities needed to take place, assign to a member of the quality improvement team,  monitoring constantly the progress and improvement to establish a zero defects program. With manager watching over the whole process making sure this is done properly. All relevant staff such as supervisor need to be trained and understand quality improvement to ensure employee adhere to standards needed to be met whether it be sale, computer programming or engineering. It would also be essential to have training days for all staff to make sure they all understand the changes taking place. While encouraging them to be more innovative and create their own quality improvement goals which are achievable as well as realistic. Communicating with the management any obstacles or situation affecting individuals ability to meet required quality improvement. Error cause removal, when a worker recognise a problem in production the information can go to the right department to be acted upon straight away. At this point its important to recognise individual participation. Create a  quality council with professional people for weekly/daily communication consistency, purpose and attitude is vital to the program. Once the 14 points have been activated it is time to start again as quality improvement never ends. Crosby believed the 14 points could make any business highly successful. 
[bookmark: _Toc77866312][bookmark: _Toc77866712]Section 10: Conclusion

By implementing and monitoring systems such as Juran quality trilogy Asda will be more able to identify opportunities for improvement. Juran’s quality trilogy would lead to better CRM between Asda and their customers Asda need to be more clued up about what their customer really want and need instead of what they think they need and want. Using Juran’s quality model would help Asda impose stricter governance over the work forces in the project factories while over time improving the situation for the worker.
Using Crosby 14 points if Asda’s management  lead the way the implementations could improve systems so employees can do their jobs more efficiently. Flow of production would become more consistent with no defects which in turn releases more profit with less waste. This would also cut down the energy and its affect globally, this would fall in line with legislation and Asda’s claims they are cutting down use of energy and waste.
Asda have shown traits of using Juran’s theory of quality but as stated though out their actions do not stand together with their actions unfortunately. With efficient application of quality management by managers would improve CRM from the point of a more efficient employee provide a more efficient service.
[bookmark: _Toc77866313][bookmark: _Toc77866713]Section 11: Recommendations

It necessary Asda utilise the tools available to use with the pre-existing CRM. Asda need to examine the approach they are taking when understanding customer’s needs. Such as feedback to improve service quality. Improve on internal and external infrastructure with surveys and feedback through touch points to generate first-hand experience reports on services offered and how to improve them. Asda should look at their time management implementing change needs time.
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