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Business organizations depend on their customers for financial sustainability. Therefore, they have a duty to ensure that they maintain positive relations with their customers through customer relations management (CRM) (Kumar and Reinartz, 2018). Customer relations management is defined as the strategies that a business applies to create a positive brand from the perspective of the customers in order to cultivate good business relations (Ngai, 2015). Of the different ways in which a business can maintain a good relationship with its customers, being ethical and supporting environmental sustainability efforts are two of the most effective strategies (Winer, 2017). In business, the concept of ethics is defined as the collection of moral principles by which a business abides when conducting its business activities. Ethical policies in an organization are, therefore, designed to govern the moral and ethical behavior of all the individuals associated with the said organization (Bowie, 2020).
Sustainability involves conducting business activities in ways that help reduce the negative effects that human activities have on the environment and the planet as a whole. Sustainability policies are all the policies that a company puts in place to govern its activities such that it promotes environmental conservation (Zorn and Collins, 2017). Companies act according to their ethical and sustainability policies in order to remain socially acceptable by contributing positively to society, which ensures a good relationship with their customers. This essay presents the ethical and sustainability policies at British Gas and reviews how three quality models of can help the company improve its customer relations management practices.  
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British Gas is the largest supplier of gas, electricity and boilers in the United Kingdom. The company is a subsidiary of Centrica Business Solutions, which is a global supplier of energy (British Gas, 2022). As such, as a subsidiary, British Gas commits to the ethical policies drafted and enforced by Centrica Business Solutions. Energy companies have an ethical responsibility to operate in a safe and secure way that safeguards the physical wellbeing of their employees and the society at large (Gigauri and Vasilev, 2022). In the company’s code of policy, British Gas commits to “working in a safe and responsible way” by focusing on the health and safety of the relevant stakeholders such as employees and the public (Centrica plc, 2022). Companies have a moral and ethical duty to operate with integrity (Becker, 2019). In its policy code, British Gas commits integrity stating that it does not engage in or condone acts such as unfair competition, bribery, or the passing of insider information (Centrica plc, 2022). Business organizations have employees that carry out their processes to achieve their objectives. As such, the organizations have a moral and ethical duty to ensure that all the people involved with the organization are treated with dignity (Collier and Esteban, 2017). British Gas commits to treating its people with dignity as its code of policy that the organization shall be inclusive and engage in fair reward and recognition (Centrica plc, 2022). Another important ethical responsibility that an organization has is that it owes to its customers. British Gas policy code states that the organization shall respect customer privacy and advertise fairy and truthfully to avoid misleading its customers (Centrica plc, 2022). Business organizations have a further ethical responsibility of acting morally towards the communities in which they operate (Heugens et al., 2018). British Gas has a policy that guides the organization toward engaging in community activities and respecting human rights (Centrica plc, 2022).
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British Gas has policies designed to steer the company toward sustainable operations. In the current business environment, businesses aim at achieving a net-zero status where they reduce their GHG emissions to zero. British Gas sustainability policy code states the company wants to help its customers achieve net zero by 2050, while the company itself aims at achieving the same goal by 2045. Additionally, the company aims to cut 40% of its GHG emission by 2034 (Centrica PLC, 2022). Business organizations can effectively contribute to environmental sustainability by closely monitoring their activities (Baumgartner, 2014). In its sustainability policy code, British Gas pledges to monitor and manage its impact on the environment with the aim of streamlining its activities to fit in its sustainability goals (Centrica PLC, 2022). Businesses with a high rate of activities can help in promoting environmental sustainability by becoming signatories to environmental preservation bodies and agreements (Borzaga et al., 2020). British Gas environmental policy code encourages the company to be part of such agreements. In 2020, the company joined the Task Force on Climate Related Financial Disclosures (TCFD) (Centrica PLC, 2022). Effective sustainability measures can be achieved in a business organization through rewards and renumeration for sustainability efforts (Hartikainen et al., 2021). British Gas has a policy of integrating sustainability efforts into the renumeration of its executives (Centrica PLC, 2022). In 2015, the United Nations launched 17 Sustainable Development Goals (SDGs). The British Gas sustainability policy includes pledging support to the initiative by committing to achieving the goal of reversing climate change (Centrica PLC, 2022). The above sustainability policies put British Gas at the forefront of promoting environmental sustainability hence gaining a positive image from the perspective of its customers.
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Create a constant purpose toward improvement – according to the model, quality in processes can be achieved by focusing on the long-term wellbeing of the organization rather than implementing short-term solutions. Therefore, British Gas can set up its CRM standards for improvement by focusing on long-term improvement strategies.     
Adopt the new philosophy – changes in external business environment can cause the deterioration in quality standards if managers do not change their strategies (Lewis, 2019). The model encourages managers to be ready to adopt new philosophies if need be. British Gas can ensure constant quality improvement in its CRM standards by embracing change whenever necessary.
Stop depending on inspections – literature on motivation in organizational management shows that employees work best when they are minimally supervised and maximally self-motivated Jordan, S.L., (Ferris et al., 2019). The model warns managers against depending on inspections at the end of the process and invest in motivating employees to carry out the processes on their own. This principle can improve CRM processes at the British Gas company by ensuring that its employees are motivated enough to carry out CRM processes on their own. 
Use a single supplier for any one item – the model urges managers to view suppliers as partners that enable their organizations to maintain quality. Therefore, they should maintain the suppliers that supply them with materials or services that enable quality processes. British Gas should adopt this principle in its CRM process and ensure that it maintains all the suppliers that provide supplies that facilitate quality CRM services.   
[bookmark: _Hlk139550076]Improve constantly and forever – in organizational management, long-term improvement is the product of small improvements over time 9Wheelwright and Clark, 2022). The model urges managers to constantly implement improvement strategies in their organizations. The British Gas organization can improve the quality of its CRM practices by having its managers constantly looking for weaknesses in their present CRM processes and improving them.   
Use training on the job – on-job training is advantageous to organizations as it gives workers practical skills aligned to their processes (Schmidt, 2014). The model theorizes that organizations should use on-the-job training to reduce variations in how employees work. At British Gas, the organization can improve its CRM practices by providing on-job CRM training as this will standardize its CRM practices and give the employees practical CRM skills that are designed to benefit British Gas.    
Implement leadership – According to the model, an organization ought to implement participative leadership where the leaders work with employees to provide them with the resources they need. British Gas can bring success to its CRM activities by training its managers to be supportive.
Eliminate fear – The model advises managers to remove fear by assuring employees that they have the freedom to experiment with ideas that can work. British Gas can benefit from the principles by encouraging its employees that they can improve their CRM practices without fear and that they do not have to strictly adhere to those set by the company.  
Break down barriers between departments - barriers between departments in an organization block the flow of information (Ford and Chan, 2013). In this principle, managers should ensure free flow of information between departments as this facilitates the improvement of quality in organizational processes. British Gas should make their departments free to exchange information on CRM as this will improve the quality of its CRM standards by enabling exchange of ideas.
Get rid of unclear slogans – British Gas should ensure that all its CRM slogans are short and clear. This will facilitate the improvement of its CRM quality by giving employees a clear guide on how to act when dealing with customers. 
Eliminate management by objectives – managing by objectives makes managers focus on the results rather than the process (Castellano and Roehm, 2021). The model argues that such a type of management is detrimental to quality of processes as it neglects how they are achieved. British Gas can achieve quality improvement in CRM by focusing on the process rather than the results.  
Remove barriers to pride of workmanship – the principle in this point is that all employees should be made to feel important. British Gas can also achieve improvement in the quality of its CRM by ensuring that all employees are recognized for their contribution to improvement in CRM.
Implement education and self-improvement – British Gas can ensure constant improvement in its CRM by educating its employees on CRM theories and principles.
Make "transformation" everyone's job - British Gas can improve the quality in its CRM methods by making its employees that each one of them is important in the overall success of the CRM strategies.
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The first step in the model involves quality planning where an organization engages in the process of understanding the need to improve, set the goals that will translate to improvement, and create the strategies to achieve the set goals (Tejaningrum, 2019). British Gas can apply this step in the model to improve the quality in its CRM by engaging in a planning phase where it identifies the areas that need improvement, set the goals, and create strategies to improve the identified areas. 
[bookmark: _Toc139553304]Quality Control
According to the model, the process of quality control involves implementing the strategies and ensuring that they help the company maintain high standards of quality (Tejaningrum, 2019). At British Gas, the process can help the company improve its CRM processes by implementing strategies designed to rectify the problems it identifies in the process of planning. Subsequently, the company should monitor the strategies to determine their effectiveness and how they help it maintain high quality interactions with the customers.   
[bookmark: _Toc139553305]Quality Improvement
	The process of quality improvement in the model involves consciously improving the quality of the process in question by adjusting and changing it to meet the desired standards. The model theorizes that managers should constantly follow up on the strategies they implemented with the aim of finding ways in which they can be improved (Tejaningrum, 2019). British Gas can achieve improvement in its CRM standards by implementing this process of quality improvement. The managers at the company can carry out quality improvement by periodically interrogating their CRM processes to understand how they can be improved to meet the customers’ changing needs.  
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William Edwards Deming argued that the first step in the improvement of quality in an organization should be planning (Patel and Deshpande, 2015). In this step, the developer of the model argues that an organization should design a methodology that would help it address the weaknesses in its organizational processes. The planning process is, therefore, informed by a research process in which the organization arrives at all the weak areas that need improvement. The process can help British Gas improve the quality of its CRM standards by guiding the company toward a discovery and planning process where it identifies the areas in its CRM strategy that need to be improved and planning the strategies that will enable the improvements.
[bookmark: _Toc139553308]Do
	In the second phase, the model guides a manager to implement the plans designed in the previous phase and measure their performances (Patel and Deshpande, 2015). In this phase, British Gas can improve its CRM strategies by implementing detailed plans that address the weaknesses in how in interacts with its customers at all levels. During this phase, it is important that British Gas ensures that it implements strategies that will improve the quality of its CRM processes both from the employees and customers. Such strategies are important as they facilitate good customer relations because employees are willing and able to implement them.   
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	The third step in the model involves checking and recording the effects of the implemented strategies. The step is important in the improvement of quality as it enables managers to understand the performance of the strategies and solutions that they designed in the first step (Patel and Deshpande, 2015). In the process of implementing this model to increase the quality of its CRM standards, the British Gas company managers should record the performance of the strategies they implement. This can be done through suppling questionnaires and surveys to customers designed to solicit information on their experience with the organization. The feedback will be important for the organization as it will help it check and record the areas of weakness in its customer relations management practices.   
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	Finally, after checking and collecting the data on the performance of the implemented solutions, the model advises that managers should act on the information they collect. In this phase of the model, a manager acts by correcting the weaknesses in the strategies thus perfecting them further (Patel and Deshpande, 2015). The step is important as it enables constant improvement in an organization. British Gas should also apply this step as required in the model in order to constantly improve its CRM standards. The managers at the company can achieve the improvement by acting on the data collected through surveys and questionnaires received from the responsive customers.
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	The British Gas company has policy statements that guide it to be ethical and carry out sustainable operations. The policies summarized in the report show that the organization is dedicated to conducting ethical and sustainable operations as they address the important areas of ethics and sustainability. Moreover, the policies help the company achieve its customer relations management goals by showing customers that it is concerned with its impact on the society and the environment. The company can improve its CRM standards even further by applying the steps in one of the models of quality improvement discussed in the report. More specifically, the report recommends that the company applies the Deming 14-step cycle of quality improvement. The report recommends this model as it is exhaustive and addresses numerous areas of management that can affect the quality of the customer relations management processes. In addition to the application of the model, the report recommends that British Gas company should embrace technology in its CRM processes. Technology is one of the most efficient tools in CRM as it enables a company to achieve more goals using the least resources possible.  
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