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Executive Summary 
The purpose of this report is to understand how businesses can benefit from using a CRM software in all areas of the business and how it can impact on the business engaging with its current and future customers. Also, the importance of applying the management models for businesses in order to develop and increase customer loyalty.
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INTRODUCTION
In today’s economic climate and competitive retail environment it has become highly functional for businesses to develop its customer experience, through various managements strategies in order to understand what customer’s wants, what they demand and what their needs. Customer experience management is a strategy that businesses use to design and manage the customer experience, this includes every point when customers interact with the business’ products or services and value exchange between the retailer and its customers (D, Grewal & V, Kumar 2009). However, businesses will need to focus on customer shopping experience and behaviours through promotions, price, merchandise and supply chain in order to provide in higher customer satisfaction, which can result in lifetime customer value and loyalty to the business.
One of the key marketing approache for businesses today is through an CRM system, which has become the fundamental way across businesses to manage its customer relationships and interact with its customers. The system allows businesses to access key customer information such as; contact information so that they can understand customer behaviour, which can allow businesses to have a clear overview of its customers, which they can use it for the marketing campaigns. In 2013 a research by Gardner showed that the global CRM software market grew by 14%, this was due to increase of digital marketing and customer experience initiative. This result shows businesses that the CRM have moved beyond direct response and researches into all areas of a business (N, Smith 2014).
In today’s digitalised world engaging customers has become the key method for businesses to utilised, so that customers keep on returning to the business as well as building a good relationship with them. This can be done through various channel such as email, social media and text messages, which enables the business to deliver a faster, smarter service to its customers. According to (M, Solomon 2015) customer engagement is very important for businesses to achieve its objectives, it can gain business to build customer loyalty, and customer purchases which will bring customers closer to the business brands. However, businesses will need to provide a highly quality service if they want the customer to come brand loyalty.
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Customer Experience Based on Ethical Policies
Ethical foundation of an organisation has become the most important factor for self-respect and source of pride for businesses these days, it allows a business to follow principles which can help to analyse different ways that a business can work and individuals can take action when needed (Business Case Studies). Most organisations will apply the basic principle of ethical in order to maintain and establish a good ethical relationship with its customers, clients and consumers, mainly because it can damage the business reputation and could have direct impact on its customers, if false claim is made (C, Hose 2019). For example, The Guardian stated that the global fashion brands have been paying employees low wage in the garment factories and have had huge pressure from International law to improve working conditions, which they failed to do and this had caused death of number of employees in Rana factory in Bangladesh due do the building collapsing (F, Perraudin 2019). This also have damage its reputations with its suppliers and stakeholders and clearly showed a bad ethical relationship, which did not take any action. Furthermore, it mentions by (N, Newman 2014) that ethical policy such as code of conduct can help businesses to understand what is wrong and what is wright, which going to guide the business to improve quality service and build positive relationship. 
According to (A, Spiliakos 2018) business sustainability is a strategy that businesses apply to find out what effect businesses has on society and the environment, which going to help the business to have a positive impact. Business sustainability is a key strategy for businesses in the long-term, due to the social media these days. For example, everything that a business does good or bad it will be published on social media and information will go all around the world within seconds. (M, H Posner 2014) stated that Samsung have suspended its operations in China, due to allegations being made of a child labour in its production base, this intense news was published on social media, and Samsung made immediate action to avoid a negative impact on society and environment. Also, Sustainability have been the key for businesses since the 1990 and have become the critical factor for businesses, and this confirms by ( R, Eccles I, Ioannour & G, Serafeim 2012) that businesses who have adopted to the environment policies such as carbon emissions reduction and green supply-chain have had long-term success of high business sustainability.



Page 2

Organisations Examples on Customer Experience 
Customer experience is all about how the business interacts with its customers, through various channels, services, products and system in order to make them brand ambassadors through the entire customer journey (R, Kelly 2019). Businesses will need to understand from a customer perspective they will have high expectations at across all points of interactions, which means providing a quality service that will make customers feel they are being valued and keep returning to the business. One of the key ethical components is the promotions and advertisement of products and services, which must be true to the actual offering, because wrong tactics can lead to customer not trusting the business. However, organisations will need to provide training to its employees on the ethical policy, so they understand the importance of ethical components, which can enhance the ability to provide an excellent service. Business that failed to have a good ethical policy in place can lead to a negative impact on the businesses customer experience (J, Karaman (2017).
Vodafone wants to build a sustainable business through worldwide by empowering women and promoting gender equality. Its main target is to get 50 million women connected to the service by 2025, so it started in South Africa campaigning in mum and baby platforms to provide free health advice to mums on different stages of pregnancy. This give parents, who don’t have the money to get free advice, especially in a country who has lack of support from government. Also, by 2022 its mission was to support young people to understand and develop the digital skills, so that they can experience in a workplace. This will show people that Vodafone is caring for the young generations to help them learn the skills for a better future (Vodafone, Group 2018). From an organisation perspective marketing the business in this fashion will help them to advertise effectively and reach out to its potential customers around the world, because word of mouth and feedback from customers.
Vodafone stated that trustworthiness has become increasing important in today’s digital world and they are committed on keeping data safe and acting in an ethical manner, which can lead to retaining customer trust (K, Hill 2018). This is mainly to the biggest driving force of the customer experience, due to transforming of the technology and customers having high expectations on quality of service. Also 88% of participants in the business trends survey mentions that they will have a clear plan in place to transform the customer experience. Vodafone also mentions that technology is the key aspect of building good relationships with customers, but human interaction still can help businesses brand stand out, if is been delivered with great human experience. (J, Estes 2019) mentions that if organisations were to have a good customer experience ethics, it vital that everyone in the workplace feel that they are responsible for the customer experience, this will allow them to have better insights of products and brand equity resulting in getting things done better.
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Amazon one of the online giants has become one of the most successful companies in the world, due to its customer experience. Amazon customer experience strategy was through advertising, its focus was is to make customer experience addictive by the advertising campaign, which has become more valuable to both customers and brands. According to (S, Vizard 2018) Amazon main aim was for its customers to able to view and see new brands with ease, especially emerging brands that will reach to its customer base and the goal of driving brand awareness, this marketing strategy had an huge impact on the business engaging with its customer, including increased levels of voice shopping as well as its revenues rise by 60% in 2017. Furthermore, Amazon for the first time wants to share its carbon footprint as part of its new sustainability initiative, it is targeting to get half of its package deliveries to a standard of net zero carbon by 2030. This strategy came after they business had a huge improvement in areas like electric vehicles, reusable packaging and renewable energy (N, Levy 2018). Amazon wanted to share its footprint across the globe in order to work out how energy can be saved.
Organisations will need to understand that recognizing and acknowledge its customers base is very important, which will allow the business to survive and grow in the long term, also how businesses structure and manage around its customers will give them the momentum to establish and run the business successfully (B,H Schmitt 2010).
These are some of the benefits of having a good customer experience strategy in an organisation:
· Better Customer Engagement – businesses can engage with its customers by using emails and social media, which can help them to interact live and find out what customers needs are. This method can create a positive atmosphere and can build a mutual relationship with customers (S, Johnson 2019). 
· Increased Customer Loyalty and Retention – excellent customer experience can help a business to build up customer loyalty and improve customer retention. Customers who receives a quality product or services will be happy to pay more, which can result in long-term loyalty (S, Johnson 2019).
· Reduced Cost of Service and Marketing – by interacting with customers, it allows the business to understand its customers better without having to do any guesswork, and this can save time as well as savings in marketing costs. Also, managements will need to understand that word of mouth marketing is critical, this is due to high rise of digital and social media (S, Johnson 2019).
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According to (S, MacDonald 2019) businesses that focus on its customer experience are likely to reduce churn and increase revenues, which can result in higher profit. Below is a chart that been surveyed by Bloomberg Businessweek, which found out that 75% of customer experience management executive agrees that it is high priority for organisations to have great customer experience.

[image: The importance of customer experience to organizations]
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Customer Relationship Management
[bookmark: _Hlk11610268](Salesforce, 2019) states that CRM is a technology software that is used in businesses to interact with customers and potential customers as well as keep track of customers data for the business to market more efficiently. The software can be used in areas of the business such as sales management, contact management, productivity etc. The main purpose of the CRM system is for businesses to build good customer relationship so that it can increase sales, profitability and improve on customer service. (E, Cope 2017) mentions that businesses will need to have a high-functioning CRM system in order to tract key customer data that is stored daily. For example, when a customer interacts through a business website, the CRM system can track and store customer data in place and that information can be access by other department in the business. Also, a research carried by Job Nimbus shown that a good CRM system can increase business revenue by 41% per salesperson on average.  Furthermore, big businesses like Tesco and Apple have invested on CRM system effectively and have successfully taken the business to the next level. For example, Tesco Club Cards Scheme have had huge success with over 12 million customers in the database. Apple also had a huge success, which allowed its users to create an Apple ID and synchronised with other device and the system gives constant update, which allowed the business to target its customers (L, Crossfield 2018).
Advantages of CRM System
· A good CRM strategy can help a business to identify its customers segments, handle customer complaints better and respond quicker, which can have a huge impact on business improving its customer service (E, Cope 2017). 
· CRM software can tract businesses potential customers as soon as they subscribe to blog or newsletter, which can give the business to market its service and products at any time (E, Cope 2017).
· CRM strategy can be aligned with social media channels such as Facebook, who millions of people around world access every day, where customers can give feedback and recommend customers through that channel (E, Cope 2017). However, if businesses provide a bad service, it can result in bad customer feedback.
· CRM system can help the business to find out what changes or improvement needed within the business and help the business to make important decisions regarding its marketing strategy (E, Cope 2017).
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· CRM system can help the business to treat all its customers fairly and equally, which going to show the customers they are being valued and become lifetime value customer (E, Cope). 
Disadvantages of CRM system
· CRM hold key information about every customer a business deals, and the is a possibility that attackers can break in and steal the data, also data can be lost from viruses or worms. This can result in business losing thousands of pounds in lost revenue (Lysis, 2019). However, it can be avoided if strong password policy is in placed enforcing both long passwords and encryption as well as to have anti-virus programmes running on workstations.
· CRM can be a big learning curve for small businesses, where business will require a professional to train and support its employee, and this can be difficult if the business, who might not have the money to invest (M, Brooks 2019). 


Management by Walking Around
Management walking around is a concept that used in businesses for management to walk around the company to keep track and supervise employees. Also, this kind of approach can guide a manager to understand key issues and ideas that will help to ack accordingly to the business needs (Anastasia 2017). The model was first introduced in 1982 by Tom Peters and Robert Waterman to allow managements to interact with employees to maintain a good relationship, however it will need to be done with purposeful walking in order to encourage and motivate employees (ADI, 2013). The advantage of the theory is that it will allow managements to find out employee’s weaknesses and strengths, as well as any problems within the company, which can be help the managements to resolve. The disadvantage is that managements may find lots of problems, that may result on making poor decisions that can have a negative impact on employees (J, P. Haupert 2019). On the other hand (Harvard Business School 2014) suggest that Management walking around concept can be beneficial in hospitals to allow senior managers to analyse different ideas for improvement as well as resolving any problems.
Page 7


Total Quality Management 
Total quality management principle is applied in businesses in order to structure management approach towards continues quality improvements on products and services through customer feedback. The principle was first introduced in 1954 by the industrial sector of Japan and since than it has been used in many businesses including schools, hotels and churches (Toolshero, 2019). On the other hand (CEBOS, 2019) mentions that it is important for businesses to implement a total quality management, which can have impact on improving customer satisfaction by understanding customer expectations and meeting their needs. For example, customer may be happy with the service they receive or a certain product they purchased, which can result in a business increasing its productivity and achieving its objectives. However, if the customers are not satisfied with the service or product, they will likely to go elsewhere, this can be costly to the business because they will need to find new customers, which can be difficult to find. According to (R, M. Sadik 2018) Uber had applied the total quality management principles successfully by its Uber APP, which allows its customers to book a taxi and find out the accurate time of the arrival at their house. This effective principle has satisfied its customers in the long-term, which had a huge impact on Uber expanding throughout worldwide.
Dr W. Edwards Deming’s was a role adviser, consultant, author and teacher, and his management principles had a great influence on the global world. These are his 14 points on quality management that businesses can implement in order to increase quality of service and productivity (ASQ, 2019).
1. Constant purpose towards products and service improvement- due to the competitive market it is vital for businesses to have a purpose on delivering quality products and services, that can benefit the business in the long-terms.
2. Adopt a new philosophy- businesses should always look to produce quality service and have the right leadership skills that can support a culture of quality throughout the business.
3. Build quality in – businesses should not rely on inspections to get quality product, because it will allow the inspections team to find fault, which can be costly.
4. Use single suppliers for any item- changing suppliers can have effect on poor products, so it is important not to go for cheaper supplier, because it can have knock on effect.
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5. Improve processes constantly- it is important for businesses to maintain and continuous look to improve by training its staff, so they can deliver a good service.
6. Use on-the-job training – can help the employees to improve and businesses to produced better results. Also, individuals can share ideas and opinions that can business achieving its objectives.
7. Use leadership skill- organisations should encourages its employee’s leadership skills rather than formal management structure.
8. Drive out fear- some employees may feel scared or nervous, so it is important to make them feel welcome and not to react when mistakes occur.
9. Break down the barriers between departments- individuals perform better when they work as a team, and goals are achieved effectively. 
10. Eliminate slogans and communication with individuals- Deming’s suggest that businesses should eliminate slogans and communicate with individuals that can help them to produce better productivity.
11. Quotas are incompatible with quality in production- it is vital for businesses to focus on processes, which can help to deliver greater results as well as by having a good leadership will encourage employees to perform better.
12. Eliminate barriers that prevent teams from feeling proud of their work – businesses that complement individuals for the quality work, it can motivate them to feel better and motivate to do well.
13. Taking part in education and self-improvement- by having continuous education programme in a workplace can help individuals to learn new skills, which can be beneficial to bring innovation to the business.
14. Make transformation in individuals job -  it is crucial for businesses to improve on quality and productivity rather than its employees.

(Mindtools, 2019) mentions that the 14 points Of Deming’s principle can be beneficial to businesses, because of the quality needs it has that can build of every level of a business. This incudes from phone calls, assembling products and service to customers, which can help an organization achieve its goals. Organisations like Toyota, Fuji and Sony had a huge success by applying the Deming’s 14 points of management in the 1970s, and they have been the dominant in the global market. (L, Allalou 2015) mentions that the Deming’s cycle is the key factor for businesses in order to maintain a continuous improvement, which can lay the foundations of a company to progress.
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Recommendations 
· It is recommended for businesses to use CRM software, that will help to engage its customers positively in all areas of customer interaction. Also, it is important to choose the right CRM system in order to survive and maintain a good customer experience in today’s competitive. The are many CRM system that businesses can utilise, but (N, Oswal 2017) suggest that Salesforce its affordable and reliable and has the essential features such as sales forecasting, contact management and lead generation, which can be beneficial to a business. It also has a cloud-based system, where different people in all areas of the business can access important work data that can be accessed anywhere anytime on a mobile device.
·  (C, Hedborg 2014) recommends businesses should follow five steps in order to improve ethical performance. First it is important to develop a relevant code that will need to be sets as clear objectives, so that right decision can be made. Secondly senior employees and managements should take responsibilities and show individuals how company ethical values works. Thirdly it is vital to engage and communicate with employees, stakeholders and suppliers that will help to embed an ethical culture. Fourthly always look to support and train staff, so they can report any suspicious activities and finally to have a measurable ethics programmes that can help staff to foster open discussion.
· Businesses sustainability has become increasingly demanding by stakeholders, employees, society, government and media for organisations to adopt and become socially and environmentally friendly. It is the fore recommended for businesses to take parts and have an effective strategy that will help the business with day-to-day operations.
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Conclusion 
The report concludes that customer experience based on ethical and sustainability policy is critical for businesses to understand and act in order to maintain and increase its customer relationship, which going to have a positive impact on business achieving its objectives. However, businesses will need to understand the importance of the ethical and sustainable policies that is going to help them to avoid bad publicity, which may damage the business reputation. Furthermore, by utilising the Managements Models can guide businesses to use different strategies, which is going to help the business to develop and build a good customer reputation that will gain customer loyalty.
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