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Executive Summary
This report will cover topics that consider ethical and sustainable approaches that are found within supermarkets such as ASDA, TESCO and Sainsburys. The research I have conducted shows how different forms of ethical and sustainable practices are implemented and how supermarkets are getting involved in major changes so that they can improve their values. The use of quality systems is also a main focus for this report as they are initiated in order to improve workplace efficiency.
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[bookmark: _Toc32581730]Introduction
This report will look at the areas of ethics and sustainability within supermarkets, particularly within Asda and also through other supermarkets to analyse how they provide an ethical and sustainable experience to customers. Approaches towards improving customer relationship management will also be discussed throughout this report and the use of quality systems within an organisation. As well as focusing on customer relationships and how supermarkets are trying to improve in this field I will also offer recommendations regarding CRM that can be used by supermarkets to build customer appeal. 
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[bookmark: _Toc32581732]Ethics and Sustainability

What is Ethics and Sustainability?
· Ethics concern matters of value and is used to decipher between wrong and right. Someone who considers ethical approaches will use moral principles. Ref 2 Teleological Ethics: The rightness of an action depends on the value of the consequences - ‘The ends justify the means’
· Consequentialism/Utilitarianism - e.g. Bentham, Mill.
 Sustainability is “An approach to economic growth and development which takes account of the social and environmental consequences.” (Worthington & Britton, 2003 p23). Sustainability is also regarded as a development that ‘meets the needs of the present without compromising the ability of future generations to meet their own needs. Ethics and sustainability within supermarkets is now becoming more predominant and a lot more customers are now demanding ethical and sustainable products. It is also important to adapt to ethical and sustainable approaches as not only does it benefit an organisation in terms of its customers, but it also helps to change the environment. Ethics and Sustainability also allow businesses to focus on their CRM due to the demand for an ethical and sustainable approach.
What is CRM
CRM means customer relationship management and as it suggests it is very much customer focused and aims to keep the concerns of customers centric. This type of management is an approach to manage a company’s interaction with current and future customers and analyses the customers history with the company in order to improve business relationships with those customers.“The social responsibility of organisations is to maximise profits” , Friedman M. (1972)
 Having a CRM is crucial for a business as it is what drives growth and many supermarkets use this type of management in order to build their brand, in particular this report will look at ASDA and other supermarkets like TESCO and Sainsburys in order to outline their responses towards providing ethical and sustainable services for their customers. 
IDIC Model (CRM MODEL)
CRM have models and theories that fit around the management of customer experience. These provide guidelines towards achieving a customer experience that satisfies the needs of customers. One of the models known as the IDIC model which was developed by peppers and rogers suggests that companies should take four actions in order to retain the long term one to one relationship with customers.
1.) Identify
2.) Differentiate 
3.) Interaction 
4.) Customize
These are the 4 action points put forward by peppers and rogers. This model emphasis that businesses need to identify who their customers are and should possess some knowledge about them and they should also differentiate customers based on values and needs. The basis of interaction is also very vital for a business as the way in which companies and employees interact with customers allow them to acknowledge their consumers and as a result the customers will see that there is a concern for them. These efforts will build loyalty and long-term relationships. When customers are differentiated between values and needs it is then the company’s responsibility to ensure that the customers are provided with the products that are suitable for them and hence why customizing is important as it ensures that expectations of customers are met.
[image: IDIC model]
what do ASDA, TESCO’s and Sainsbury’s do around the areas of ethics & sustainability?
1. Ethical
1. Sustainability


1. On the Ethical Consumer website, it touches upon whether Asda is deemed as an ethical supermarket. It mentions the palm oil incident. However, during January 2019 ASDA had committed to a 100% FSC or PEFC certified timber by 2020. Asda had also joined the WWF-UK forest campaign. Ethical issues also rose when Asda sold meat and dairy products that were not labelled organic or free range, they had also sold brands that are known to test on animals which ethically is deemed immoral and many customers who are strongly against animal testing would not have a good customer relationship with Asda such as loyalty because they may choose other supermarkets that consider the demographic of those against animal cruelty. Other supermarkets such as Tesco had also been found using branded items that were animal tested. Asda and many other supermarkets such as Tesco, Sainsburys, Waitrose and Marks & Spencer had said that they did not know that their workers that are supplying them from farms were being exploited and had only become aware after their mistreatment was contacted by journalists. ASDA’s global Ethics and Compliance Program addresses the areas of relevance to the changing retail sector. They have expectations that their team members, suppliers and contractors consistently champion a common culture and set of values. These include treating all people with respect, acting with personal integrity and complying with the laws of the communities. In TESCO they are committed to upholding human rights and support in full the united nations (UN) Universal Declaration of Human Rights and the International Labour Organisation (ILO). They are also founding members of the Ethical Trading Initiative (ETI). Sainsburys also approach an ethical system and have issued a statement regarding the ethics of their business; ‘Our customers want to be confident that the people who make or grow our products are not being exploited or exposed to unsafe working conditions. We are committed to establishing long-term, open and fair relationships with our suppliers, ensuring they have the skills and capacity to manage their workers responsibly’. Sainsburys ensure that ethical sourcing is in place. They help workers such as farmers, suppliers and growers to improve their resource and carbon efficiency and also working with them to reduce waste and improve water efficiency particularly with suppliers in water vulnerable areas. 
1. Asda provide their customers with a sustainable experience. On their website, Asda explains their focus on sustainability. They claim to use sustainable practices and initiatives. The focus towards sustainability is explained through their mission, ‘At Asda, our mission is to be the Most Trusted Retailer. It’s in every element of what we do. We are committed to reducing the environmental impact of our operations, the goods and services we sell, and the suppliers who make them. We know our customers care about sustainability too – so as well as reducing our impact on the environment, we want to help you to do the same. We stock sustainable products at an affordable price to make being green an achievable goal’.[footnoteRef:1] This statement is crucial to our understanding of a sustainable customer experience as the sustainable needs of cust9mers is considered and sustainability is being encouraged. Asda have also conveyed four commitments, these including: [1:  https://www.asda.com/creating-change-for-better/better-planet?cmpid=dmc-_-ahc-_-vanityurl-_-generic-_-environment&utm_source=vanityurl&utm_medium=dmc&utm_term=environment&utm_content=generic&utm_campaign=ahc] 

1. 100% Recyclable packaging by 2020
1. Sustainability source top 20 commodities by 2025
1. 90% of operational waste recycled or sent for anaerobic digestion
1. Key commodities to be deforestation free by the end of 2020

ASDA’s sustainably manager Laura Babbs had stated “At Asda, we’ve worked hard to reduce and remove plastic from across the business but we always looking for ways to further our commitment to protecting the planet and working with our suppliers to tackle the wider issue of plastic pollution is vitally important."We can’t tackle big climate change issues alone and so it’s important for us to listen to and work in partnership with our suppliers, so we can make a real difference to tackling plastic pollution every day. This is just a small step in our ongoing sustainability journey, but together with our suppliers, we have the ability to make a big difference. "These approaches by Asda have been put forward in order to promote change as they are important in terms of protecting our planet. This is also vital for their customers who also care about difference and future needs. Other supermarkets like Tesco also have a ‘little helps plan’ which is associated with Tesco’s tagline ‘every little help’. The plan includes making little changes in order to achieve big differences. Tesco has also joined forces with WWF (Worldwide fund for Nature) to make food more sustainable. They are joining together to address sustainable issues and are working on three key areas of development. 
1. Helping customers eat a more sustainable diet 
1. Restoring nature in food production
1. Eliminating food and packaging waste

Sainsburys are also helping customers eat a more sustainable diet and encourage healthy living. Dr Danielle McCarthy, Sainsburys nutritionist had said the following about implementing healthy living ‘With nearly 7,000 Sainsburys own-brand food and drinks products available, we make a considerable investment in our programme to improve nutrition quality. Even small changes can make a significant impact on the healthy balance of our customers baskets’. Sainsburys have signed up to Courtauld 2025 which is a voluntary agreement to make food and drink production and consumption more sustainable. This is being achieved through working with farmers and growers to reduce food waste, sending surplus food waste from stores to charity food donation partners and recovering energy from waste.
What is their rationale for taking these steps?
New joint research finds 80% of shoppers want supermarkets to do more to offer choices that reduce the impact their food purchases have on the planet. The shoppers demands show just how vital it is for supermarkets to consider the sustainable aspect of grocery shopping and therefore focusing on this area would certainly help a business to develop their Customer relationship. 
Through these developments has their CRM and stakeholder engagement strategies changed/new systems in place?
Through ASDA’s sustainable developments such as removing plastic has resulted in 8,000 tonnes of plastic being removed since 2018. They have also removed 16 tonnes of plastic packaging from new Easter egg range. The new range is made with 100% sustainable, UTZ certified Belgian chocolate and comes in a variety of indulgent flavors, with the added feel-good factor of less plastic waste. In regard to TESCO’s Ethical Trading initiative they have been taking action on issues since 1998 by supporting suppliers to comply with the base code of the ETI so that they seek to use the business for good. This resulting in helping suppliers to improve collaborative initiatives as well as providing support for communities linked to their supply chain. TESCO also use human rights processes to help decide which suppliers to source from and how to reward existing suppliers performance on human rights. Through encouraging leading healthier lives Sainsburys had removed sugar from their chilled drinks, oriental ready meals and Sainsburys yoghurts after the ‘sugar tax’ that was announced by government in 2016. Sainsbury anticipate that their action to remove sugar will lead to the removal of 80.3 tonnes of sugar from customers baskets per year which is equivalent to 321 million calories. They have also reduced the level of caffeine in their products. Through a survey that focused on the dietary habits of their customers Sainsburys found that caffeine was one of the most common food types that shoppers chose to reduce or remove from their diet.  Through Sainsburys plan of reducing waste they have had many key achievements such as: 
· Zero waste to landfill achieved since 2013
· 1,164  food donation partnerships across stores, helping to give unsold food to charity
· 1,060 food donation points across stores, giving customers the opportunity to donate food to local clauses.
· 98.8 tonnes of card donated by customers and collected through Sainsburys 2016 Christmas card recycling scheme.
· 1,500 tonnes of clothes, equivalent to 4.7 million individual garments collected for Oxfam since 2016.

[bookmark: _Toc32581733]Quality systems
There are eight dimensions of quality, these are the following.
· Performance
· Features
· Reliability 
· Conformance
· Durability
· Serviceability 
· Aesthetics
· Perceived quality

Quality systems are put into place on order to control the overall experience of customers and is used to make sure that customers are also satisfied with the experience. The boardroom has the ultimate responsibility for quality. Assessing quality is important as poor quality can lead to a businesses failure. Some factors that contribute to poor quality issues include a take it or leave it attitude towards customers and not treating employees well as this may cause distrust. In order to improve the quality of an organisation, management can adapt to a Total Quality Management (TQM). This type of management involves a continuous effort by both management and employees to ensure that customer loyalty and satisfaction is maintained. It is therefore important that employees are being treated well as they will lead the organisation towards success through their productivity and help. TQM is associated with 6C’s:
1.) Commitment 
2.) Culture
3.) Continuous improvement
4.) Cooperation 
5.) Customer focus
6.) Control

Quality can be initiated through set principles. Lean principles in particular are used in order to improve workplace efficiency. These principles include the following: SORT – This is to keep only what is necessary. It is also important to then ‘SET IN ORDER’ so that important things are arranged to promote efficiency. These principles also include SHINE and STANDARDISE so that areas are kept clean and tidy and standards are set for consistency. The last principle is to SUSTAIN, this is important as an organisation must maintain and review standards in order to improve efficiency. A company can also follow a few simple steps when improving a business. This is the six-sigma theory:
1.) Define 
2.) Measure 
3.) Analyse 
4.) Improve  
5.) Control 
These steps show a controlled style in which quality can be improved as it outlines a set of instructions that are to be followed in order to achieve workplace efficiency. Through defining issues organizations can pinpoint what needs to be done in order to grow a business, and by measuring and analyzing the problem a solution can be found. This solution will be vital as it can be used to improve the business and through this an organisation can control its system.
There is a direct connection between TQM and CRM as they both are customer focused.
Through the different theories such as Lean, TQM and Six Sigma, the processes involved can be applied to ASDA and how they engage themselves with quality processes in order to measure and improve its CRM system. In ASDA they have a mission to provide quality products that their customers are satisfied with and they are committed to doing this through a set core of values. ASDA aspire to establish a quality system and have stated the following:
1.Understanding and responding to our customers’ needs and expectations timely.
2. Providing “proven design” products.
3. Improving the systems of production to generate continuing quality and productivity improvements.
4. Developing a highly trained and motivated workforce with full responsibility.
5. Establishing long-term relations with suppliers.
6. Continually improving on all of the above.
ASDA’s set of core values associate with theories such as the total quality management especially through number 4 as it mentions taking responsibility with training workers and involves employees with customer satisfaction therefore, they are adapting to a Total Quality Management as there is a continuous effort coming from employees as well as management. ASDA also have a policy that they will become a total quality management through continuous improvement in their products and their business processes. They will also monitor and continuously improve business, products and services, organizations and employees’ performances. A six-sigma style theory is also applied through these values as it defines what needs to be done through number 1. Through points 3, 4 and 5 ASDA mentions what they wish to improve and lastly through point 6 just as the six sigma they put forwards a sense of control as they mention to ‘continually’ improve their system. 
[bookmark: _Toc32581734]Conclusion
To conclude the focus on ethics and sustainability is seen to be a substantial field and required amongst customers. It is therefore shown through the findings that supermarkets are making sure they have an ethical and sustainable approach in order to expand on customer experience. Through quality systems an outline of principles determine how certain processes can help expand a businesses overall CRM as problems within the company are being looked at and aiming to improve those problems so that they can effectively deliver a quality experience that will inevitably build customer loyalty. Customer loyalty is shown as being built through different plans that concern customer needs whether it is regarding ethics or sustainability when these are implemented within an organisation it will attract customers that want to involve themselves with these values and want to support business that take on these approaches.
[bookmark: _Toc32581735]Recommendations
Improving customer relationship management within an organization 
Customer relationship Management is crucial within an organisation as they contribute towards profit and a business’s overall growth therefore looking at the demands of customers and prioritizing them and putting them first can expand a business and keep it thriving. Customer Relationship management allows business and their employees to interact with customers and therefore improve service quality. 
Business Intelligence (BI) has the potential to improve an organizations relationship with its customers as it contributes to effective business decisions and improving an organizations performance. There are many examples of how BI can improve customer relationship and prompt business leaders towards progression and improvement. Some of these examples include monitoring customer satisfaction which focus on a customer’s overall experience as well as customer loyalty. Improving market campaigns is also a good initiative as it will bring in new customers where they can maximize the value of sales. (Marsella et al 2005). 
Advances in artificial intelligence and machine learning has had a significant role in business development and many of these developments are being incorporated into new CRM practices. Braun and Garriga (2018) argue that the ML approach to Big Data and CRM overcomes mere statistics or the classification of data and goes one step further towards systems which employ machine learning. This, they claim, results in an optimization and automation of processes in the process of purchasing goods and services. They state that, “with advanced data engineering, we blend data from all collected data sources…and build ML models that will accurately predict the propensity of a customer to churn [cease to be a customer of the company] based on the stored digital traces… Our models predict the propensity to buy a new product” (Braun A., Garriga G. 2018, p. 667-68).
Supermarkets can also take a Design for environment (DFE) approach which involves thinking ahead to design products that are easier to recover, reuse or recycle. This will allow solutions for future problems if they was to occur. Thinking ahead is also good as it adds to the efficiency of an organisation and shows commitment towards providing their customers with the best service. In order to build their CRM supermarkets can invest in new clean technologies that involve looking ahead and planning new technologies for competitive advantage. This can ultimately be achieved through a Sustainability vision which acts as a guide to the future company’s products, process and policies that must evolve and what is needed to get there.
In Joseph Juran’s quality control handbook he outlines a set of control systems. 
1. Identify who are our customers
2. Determine the specific needs of those customers
3. Translate those needs into our language
4. Develop products that respond to those needs
5. Optimise product features to meet our needs too
6. Develop processes able to produce the products
7. Fine tune and optimise the process
8. Improve the process under operating conditions
9. Transfer the process to operations
Source: Joseph Juran ‘Quality route map’[footnoteRef:2] [2:  Juran, J.  (1988). Quality Control Handbook 4th Edition US. McGraw-Hill 
] 

Juran’s set of control systems outline the steps needed in order to improve a business. It is important especially in terms of raising a business’s quality as it looks at all the dynamics of a business and provided instructions to improve the efficiency of products and customer service.
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