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[bookmark: _Toc78015725]Introduction 
Customer relationship management (CRM) has the responsibility of managing all company relationships and interactions with customers and potential customers (Buttle, 2008). Its goal is to improve the business-related relationships. CRM helps companies to stay connected with their customers. Organisational ethics are basically the applied ethics disciplines that can address the moral choices and it can also be influenced and guided by the values, principles and rules along with the strategies that are associated by organisational activities and business situations. The report will cover the ethical policies of the company ASDA, discuss its sustainability policies and critically analyse two quality models that might assist in improving customer relationship management of ASDA. 
[bookmark: _Toc78015726]Ethics and its Components 
Ethics basically helps in the identification of what is right and what is wrong. Organisational ethics refers to how an organisation responds to the external environment. There are various guidelines and principles that define how an individual should behave in an organisation or workplace (Velasquez & Velazquez, 2002). Ethics of the company also refers towards the code of conduct that people working in any particular organisation must adhere to. Every organisation aims to earn profit, but it is also important to focus on how they make money. Ethic guidelines suggest that no organisation should use unfair practices to earn money. Organisations must build their understanding towards the importance of pride and honour of the company that is more important than the profit earned. 
There are a range of ethical components that are considered by different organisations. These include honesty, trustworthiness, transparency, accountability, confidentiality, objectivity, respectfulness, obedience, law and loyalty. These components of the ethics play an important role for both company and its employees (White, 2001). They are also responsible for creating the positive market image of the company and building customer relationships. Ethics plays an important role in making the customers experience pleasant with a firm. It helps companies build an element of trust with the customers, which encourages them to invest in the company’s offerings. 
[bookmark: _Toc78015727]Ethical Policies
ASDA owns and operates several supermarkets which sell various products such as groceries, food items and drinks, clothing, health and beauty products, household goods, electric product, electronics, music and video products, toys and baby products. ASDA is committed towards complying with all relevant laws and regulations while upholding the highest standard of the organisational ethics. ASDA has the ethical policy of training employees in order to be capable of recognising and speaking about the inappropriate conduct at workplace (Ethical Consumer, 2021). It has the team of ethics which works to analyse and address the issues of confidentiality. In the year of 2020, ASDA received total 1968 contacts that shows the 15% increase in the contact as compare to 2019. 1,283 of these contacts were contained by ethical concern. 685 of the contacts did not meet the ethical requirements. The company also provides the statement of ethics to help the employees understand the concept of integrity. By following the ethical policy, ASDA adopts the zero-tolerance approach. The company has an anti-corruption team which stays active to ensure that no employee working at ASDA is committing fraud, corruption or bribery. 
ASDA focuses towards the Groceries Supply Code of Practice (GSCOP) legislation that is applicable towards the grocery retailers with the annual turnover of £1 billion. The company has a zero-harm strategy which helps to save the employees and customers of the company to stay safe (ASDA, 2021). ASDA has the culture of promoting safety. The company also provides training to the new employees related to health and safety. This training aims to help the employees to understand the risk factors and safety procedures. ASDA has the privacy and data protection policy. The company collects the personal information related to the millions of the people every day. It protects that personal information of the customers. Employees of the organisation are explained the privacy rights of the customers and how to exercise them. ASDA also has the privacy centre that helps the organisation to be safe and handle all personal information of the customers efficiently. The significant goal of the ethical policies is to improve the reputation of the company. Customers also prefer the companies that adhere to the ethical guidelines. Customers also prefer the companies with ethical policies as their personal information is secured in these companies because of their ethical policy (Investopedia, 2020). Organisational ethical policies also help in improving the quality services and creating a positive customer relationship. 
ASDA has faced a number of accusations related to employee discriminations. Lawyers who were acting on behalf of the employees of the company have brought equal pay claims against the firm. This shows that ASDA discriminates against its employees. In 2017, several women filed claims against the company claiming that their role of working as floor workers was considered a female’s work and they were paid less than their male colleagues for the same work that was done in the warehouses of the company (Ethical Consumer, 2021). 
In 2019, ASDA was found to be selling a number of products that were associated with issues relating to animal rights. The company was selling diary and meet products that were not labelled free-range or organic. ASDA also continued selling brands that were known to conduct tests on animals. 

[bookmark: _Toc78015728]Sustainability and its Components 
Sustainability basically means meeting current needs without compromising on the future generation’s needs. As the natural resources are decreasing the concern towards sustainability has increased. Sustainability takes part to create the positive change in the society in order to make the world better place to live. Sustainable practices are also adopted by companies. They use these practices to avoid the negative impact on environment, community or the society as a whole. There are three major components of sustainability which includes, environmental sustainability, economic sustainability and societal sustainability. Environmental sustainability can be accomplished by reducing the impact of human activities on natural environment that is supported by the community. Companies can avoid using the substance or procedure which affects the environment negatively. They can also introduce the products that are environment friendly to move towards the sustainability. Another component is related to economic sustainability. A sustainable economy is considered as strong and resilient that is environmentally conscientious and also accessible towards the entire community.  The third component of sustainability is societal or social sustainability. The social sustainability works toward improving the living standard of the people in the society. With the help of social sustainability, organisations can contribute towards helping the people in the society who are in need. Sustainability also helps the business to stay in market for longer period of time.
[bookmark: _Toc78015729]Sustainable Policies of ASDA 
ASDA has the sustainable policies which means the company operates and behaves in a manner which ensures that it has a low impact on the environment. The company considers these factors in order to meet the current needs of the customers without compromising of future generation needs. Sustainable approach that is used by ASDA is based upon the belief of protecting the environment and also saving the money of people. The company has the clear aim of reducing the environmental impacts of their operations through the goods and services that are made by the organisation. ASDA has a comprehensive product packaging policy which is important to keep the products safe. The company focuses towards the packaging that is safe and environmental friendly. It has also been focusing towards improving the packaging system since 2007 by reducing the packaging weight by 27%. The firm does not only focus towards reducing the weight of company packaging but it also focus towards keeping the products at good condition for longer period of time. ASDA is also committed towards recycling the packaging by 2025. The company also aims to reduce the energy usage to 30% by 2025. In addition, ASDA has the target of zero waste. Whether it is about recycling of the cupboard, reuse of the fixtures and fittings or donation of the clothes and food or the creation of energy from the waste, ASDA view all these wastes as a resources to re-use by recycling. The company also has the aim of reducing emission from the transport by 60%. Getting the products from depots towards the store is something that ASDA has to do and the company aims to make it more efficient. That is why the company targets the double-check chiller trucks along with the low carbon dual fuel and training the drivers in order to make the improvements in sustainable operations. The company also aims to reduce the water usage by 30% (ASDA, 2021). 
These sustainability practices of the company have greater contribution towards the customer’s satisfaction through their experience. Sustainability also contributes towards the increasing customer loyalty. When the customers observe that the organisation does not only care about earning profit but it also focuses towards completing its responsibility towards the environment, they are more likely to buy from it. Consumes’ concern towards the sustainability has increased which shows the great importance of suitability. Consumers are even willing to pay more for the products that are sustainable and environment friendly.  
The environmental performance of ASDA has worsened in the last few years. As a result, it has become the least green supermarket chains out of the five major ones. The supermarket stocks only a minor promotion of sustainable fish and only sources 58% of fresh produce from UK. In addition, ASDA has reduced organic produce by 38% and was not using packaging which has been certified by the Forest Stewardship Council. In a rating scale that ranges from A-E. ASDA downgraded from C to a rating of D. The biggest retailer of UK, TESCO, did not show any progress and as a result, maintained its C rating along with the Morrisons and Co-op. Sainsbury’s and Marks & Spencer have received A score as a result of their sustainable practices. Marks & Spencer put doors on the freezers and excelled in animal welfare and Fairtrade while Sainsbury’s did great in terms of sustainable fish, organics, and packaging. 
[bookmark: _Toc78015730]Quality and its Components 
Quality in business has pragmatic interpretation towards the non-inferiority or the superiority of something. Quality can also be defined in business as a suitable product or service of the company that is designed to satisfy the customer’s expectations (Indeed, 2020).  The quality management of the organisation is about making sure that the quality of the product or service is up-to-mark. Quality plays the most important role in customer relationship management. The aim of customer relationship management is to satisfy the needs of the customers. The quality of the product is responsible for creating the healthy customer relationship that is why the customer relationship management needs to focus towards the quality (Info Entrepreneurs, 2021). 
There are a number of components of quality in customer relationship management. Those components includes customer focus. High quality products indicates the focus of the company toward satisfying the needs of the customers. Quality in relationship management requires the leadership skills in order to maintain the quality of the product or service in organisation. The two models of quality that ASDA can use to improve its customer relationship management include the Juran model and Total Quality Management. 
[bookmark: _Toc78015731]Total Quality Management 
Total quality management is basically a continuous process of detecting or reducing the eliminating errors to manufacture and streamline the supply chain along with improving the customer experience and also ensuring that the employees are trained properly to work (business essential , 2020). Total quality management has the aim of holding all the parties that are involved in the production process accountable. It is also accountable for overall quality of the final product or service. Total quality management was developed by William Deming who was the management consultant and his work was having the great impact on the Japanese manufacturing. While the TQM model has the greater similarities with Six Sigma model of improvement process but it is not same as Six Sigma model. The TQM model has the focus towards ensuring that the internal guideline along with the process standards works to reduce errors whereas the Six Sigma has focus towards reducing the defects.
Total quality management has also the greater impact upon the customer relationship management. It is initiated towards making everyone in product line allowed to involve in the detection of the problems in quality. It does not only include the quality control department but everyone else is also involved. However, CRM is used for the customer’s knowledge towards products and services along with building relationship with the customers. This customer relationship helps in developing the loyalty and sense of ownership. Whereas the quality management helps in making the quality of the product where all employees work to prevent the product from any default while reaching to its customers. Total quality management has the primary focus towards improving the customer’s satisfaction by having the customer focus and meeting the expectations of the customers consistently. This satisfaction of the customers leads towards the improvement in customer relationship management. The customers get satisfied when their needs are completed and they build the healthy relationship with the company. There are different components of Total Quality Management that work towards improving the customer relationship management. 
It requires the understanding of the business towards customers’ expectations towards the product line or industry. It also helps to make sure that business must has the expertise along with the resources in order to consistently deliver expected product or service. The total quality management in improving the customer relationship management emphasises the need for the business in order to clearly communicate with the customers to inform them about what the bossiness will deliver. Basically it means to avoid the misunderstanding the customers towards the product that can lead into disappointment. 
As the customer relationship management is the important part of the business in order to satisfy the current customers and to attract new customers. Quality management is considered as the part of customer relationship management. 
Satisfaction of the customers plays a vital role in an organisation. The implementation of the quality management can improve the customer satisfaction. The total quality management can practices can help in improving the customer satisfaction and consumer relationship. The quality management have positive impact on customer relationship management.  Quality management does not only contribute towards the positive customer relationship management, but it also helps the organisation in earning profit, increasing the cash flow, increasing customer loyalty. The quality management help in building the healthy workplace environment that can also impact upon the customer relationship management.
ASDA can use total quality management in order to improve its customer relationship management. With the help of total quality management the company ASDA can use the customer’s feedback in order to make the improvements in company. The only effective way of knowing the customers’ requirements from the organisation is by asking them with simple questions. The quality management can be used to create the structured process towards the solicit feedback from the each group of customers. This can help the ASDA to identify what is important for the customers.  Because the most common mistake that organisation can make is to make an own assumption about the customers’ requirements. 
ASDA is continuously focused on innovation and quality to comprehend sustainable operations and corporate responsibility. The company follows a strict and standardised product design and development procedure. It is based on DFX principle (Design for manufacturing and assembling) at each stage of development. R&D, technical, production, quality control, project managers and sales engineers work together for ensuring appropriate manufacturing and reliability. They also ensure that the product meets the quality requirements, regulations and the needs of the customers. The Juran model and its theory with its five very important components could lead to a better business results and a cultures of excellence. The five components are Understanding the Guiding Principles that lay the foundation for excellence, Improving the customer experience, Creating an infrastructure that engages employees to make improvements using the right methods and tools, Process improvement teams to drive process efficiency and Leadership and workforce engagement. Also the Juran three Trilogy principles must be used or implemented to safeguard goods and service superiority, which requires the implementation of these three universal principles 'Quality planning (design quality in), Quality control (maintain what is designed) and Quality improvement (create breakthroughs in current performance). Here thee leaders takes all responsibility to prevent any vital issues to arise and achieve positive results (The Juran Model | Juran, 2021).
[bookmark: _Toc78015732]Conclusion and Recommendations 
The report is based upon the study related to the organisational ethical policies and customer relationship management. The selected organisation for the report was ASDA that is a retail store. The report was based upon different parts which includes the identification of the company related ethics and their impact on customers behaviours. Along with that the study also included the importance of sustainable marketing and impact on customer’s experiences. ASDA Company is also moving towards the sustainable behaviour. The organisation is adopting the sustainable behaviour in order to attract the customers and to build a positive customer relationship management. 
Ethics and sustainability is a priority for corporate leaders but many firms including ASDA are struggling to promote them. In order to embed a culture of ethics and sustainability, organisations must improve leadership, training, and communication. Bad practices and failing processes can deter customers. Moreover, they can damage the firm’s reputation. With the growing influence of social media, sharing negative opinions about a brand takes only a few seconds. The negative information about a company can spread like wildfire and ruin a company’s image in the market. Restoring the image is extremely difficult and expensive and its impact on the customers and stakeholders of the company can be huge. 
There are a few steps that ASDA can take to build a culture of ethics and sustainability. The first thing it should do is build a code and make ethical and sustainable performance a priority. A code of ethics and sustainability policy should set objectives and standards. Moreover, it should also clarify the expectations. ASDA should set the tone right from the top. The CEO and senior management should show by examples how to promote ethics and sustainability. The managers should communicate with the staff and train them. Engaging with stakeholders like investors, regulators, suppliers, and consumer communities is also important. Regular communication and training would help ASDA embed ethics and sustainability in the organisation’s culture. 
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