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Introduction
More than ever before it seems to be very important to keep connected as recent difficult times during the unprecedented hardships due to the global pandemic Covid 19 has shown high levels of online use. More people are using online platforms to keep in touch with family and friends, schools are using online lessons for all age groups, organisations are employing people to work from home, or even training via Microsoft Team Road shows. It is mostly important for the broadband providers to have a positive relationship with their customers who reply on organisations to keep connected. Customers have loyalty in the broadband provider to resolve any issues if any occur at the earliest time possible. 
The report explains what ethical & sustainability is. Looking further into Virgin Media, Sky and TalkTalk, these are well established organisations who have a reputation which fulfils the customer needs. The report shows how each organisation deals with ethical policy also known as code of conduct. The organisation also has acted to be reducing their carbon footprint to protect the environment. 
The report introduces quality model theories which any organisation will benefit from. The Deming’s model, the Juran model and Ishikawa model. Customer relationship management is discussed with Virgin Media as an example. 
A brief conclusion and recommendation suggested for what can be doing to improve. 

Ethical Policy
Within any organisation there would be a structure of ethical policies in place which may differ from one organisation to another organisation. The ethical policy is set out rules which everyone abides by. Ethical policy includes trust, treating one another fairly, taking responsibility of your own actions, and many others which once following does make the organisation a nice and safe place to work for. Each ethical policy makes the organisation unique as the set rules are values which build a bond within the organisation for each team member. Ethical policies are outlined to every team member in the organisation. These are implemented and it is the responsibility of each team member to follow these. There can by various actions taken when team members do not follow the ethical policies set out. These actions such verbal warning, written warning, or termination of contract would depends on how the actions of an individual have impacted the organisation or another person. Example, where two colleagues have had a disagreement on who goes to lunch first. In this  case, a mediation meeting could be held to resolve issues between employees but not always due to the policy being breached. At times actions of employees can be vast where they have breached the law, example a theft from the organisation. This would be where the organisation would take drastic action and they would have duty to report this to the police. 
The ethical policy would be in the employee handbook and available at any point to all team members. This would also by on a notice board for team members to read when needed. The ethical policy is something which does not differ depending on the position an individual is in within the organisation. The organisation aims employs team members who will follow the same guidelines to meet a set goal to make the organisations a success. As ethical policy promotes great teamwork which leads to an enhanced customer experience and organisation which in the long term becomes a success. (Schindler, 2019)
An example of ethical policy would be the organisation employs team members A and B at the same start date. A and B both complete their training and are assured to comply with the guidelines of the ethical policy. A continues to follow the set guidelines and is very passionate to be a team member of the organisation. B decides he has more experience from a previous employment and is very relaxed about the guidelines on ethical policy. B decides to make a habit of arriving to workplace late. Sometimes more than 15 minutes late. B is so relaxed he thinks it is ok to arrive late and not apologise or give any reason for his lateness to the management team. It is then the management who are responsible to act and question B on what the reason for is arriving to work late. B decides to not rectify the issue or have reasonable excuse for being late to work. The management team would then comply with the ethical policy in the work Handbook and take the relevant actions needed. B would be given a verbal warning and guidelines on how to fix his punctuality. The management team would explain how being punctual would impact the organisation. Should the management not take any action the remaining team members would be at risk of thinking they could to arrive to work at their own accord. This would impact the organisation as there would be a delay on the work completed and in the long-term customers would be disappointed due to lack of staff. 



Sustainability Marketing
Sustainability marketing is very important for an organisation as this policy impacts the society, the environment, and the economy. 
All organisations have the aim to meet goals to be a success and make the maximum profit. With the sustainability policy in place the organisation has responsibility to foresee and look out for a better future. There are three main parts to the sustainability policy, 1; environmental, 2; economical, 3; social. 
Taking into consideration of the environmental, the organisation would produce minimum waste, be eco friendly where possible, also recycle where possible. Many things would be put in place to protect the environment. 
The economical sustainability would be where the organisation would put things in place for the surrounding economy to grow with it with job opportunities. This could be promoting through local schools to make young adults aware of the apprenticeship programmes the organisation support. This helps young adults to develop key skills as they earn. It will help to get the next generation get involved in the real world of work. Overall, the young adult would achieve a valued qualification which will help them in the future. The organisation would benefit with team members who have been trained and nurtured with great skills and ethics which the organisation has put in place. 
The social sustainability helps the organisation to create new jobs with team members from diverse backgrounds. The organisation would have policies in place to follow the law. This section of the policy would provide the society with consumer needs. This would be if a local area if their area has majority of people are of Asian background the local store would provide food for this culture. If the store did not do this much of the community would go to another store which does provide the culture food rather than going to the local store. The local store would make a loss in sales due to not meeting the customer needs in the community. 


Virgin Media
Ethical policy in Virgin Media is known as consumer code of practise. The aim for Virgin Media is to always put the customer first and give the best service. Virgin Media offers multiple services including mobile, broadband, television, and landline. Virgin Media aims to keep their promise to the customer. Virgin media offers very superfast broadband which is to meet the modern technical connectivity needed to keep the customers connected. When a customer is looking to buy a service from Virgin Media they are provided with as much information as possible from Virgin Media. Virgin Media would give details on how it will always be contactable as a service provider. Virgin Media are clear on how the customer is charged if they ring any numbers which are not included in the service plan. Also, Virgin Media give clear guidance on how to make any complaints if the customer is disappointed with anything. 
Sustainability really matters to Virgin Media. The organisation has put thought into the future. The aim is to keep everyone connected to technology on a day-to-day basis. With three big focus points which helps the organisation succeed. Keeping connected with the brand, people, and the connectivity is where the organisation has advantage in society. Overall, this would create more job opportunities for the community. The brand itself is well established which gives an extraordinary power. Virgin Media has many job vacancies from call centres, sales consultants, technical teams, and many more. Employees are very privileged to be employed by Virgin Media and learn new skills. As Virgin Media makes a promise to minimize its carbon footprint which helps the impact on our planet. Virgin Media helps the community by keeping then connected using the services it provides. As technology is so advanced the times where individual sent letters is being taken over by emails or log in accounts where you can access cloud storage-based statements which can be downloaded at your own accord. All this is through keeping connected. (Virgin Media, 2019)


Sky
Sky has a code of conduct in place which aims to regulate at the highest standards. Each employee has responsibility to comply to the code of conduct, this helps to provide the best to the employees and customers. Sky take pride in the organisation and respect all employees as well as its customers. With the code of conduct in practise it followed and respected have no conflict. (Mitchell, 2021)
Sky commits to sustainability policy to go carbon neutral. Sky have been cutting their emissions since 2006. As Sky continue to fulfil there promise, they aim to be net zero carbon by 2030 with Sky0. This will have no harm to the planet with no emissions. The technology products are going to be more energy efficient with set top boxes with auto standby. The aim is to cut carbon emissions by customers, suppliers, and the business by 50%. Many things would be taking place to contribute with the Sky0 plan. Long term the aim is to be living in a better world. It is the responsibility of every employee to report any awareness of any potential damage to the environment to the Chief Executive Office. (Sky, 2021)



TalkTalk
TalkTalk code of practise is something the organisation take seriously and comply with. TalkTalk aim to keep customers are felt safe and confident whilst using the service online. TalkTalk offer parental filtering at no cost to be customer. This helps parents feel safe whilst their child is online. Keeping their customers safe whilst using the service is important to TalkTalk. 
TalkTalk sustainability policy is aimed to make relevant changes to help climate change. As TalkTalk aim to go NetZero by 2050, they have members called NetZero Heros to achieve this and this will help the organisation become a greener organisation. 


Discussion

Quality models are important to every organisation. Dr W, Edward Deming suggests 14 points to reduce costs and waste. As this will create my opportunities for the society and increase quality in the work. As each point stated by Dr Deming’s compliments each other, they are all done with one another. As the management team would instruct to sell, they too need to explain why and how to sell. Once the reason and how to sell in understood the sales representative will see more reason for doing their job. The sales representative would be able to complete the job with passion. The sales representative is the individual who would connect with the customer. The customer would have the relationship with the sales representative and trust that what they are saying is true. (Dobbins, 2014)
There is Joseph M Juran theory which is a quality model. Juran is all for quality improvement in every organisation. With quality planning, quality improvements and quality products at heart. Since 1986 the Juran Trilogy has been published. Knowing what the customer needs and help plan and develop the products or services. Constantly improving the product and quality control helps to reduce any mishaps such as defected products. As the Juran Trilogy is a viscous cycle which repeats itself to continue the quality in the organisation.  As the quality is responsible for the future success to all organisations this is very important. Juran states that 80% of the problems can be resolved in the organisation as 20% of the issues in the organisation. This 80/20 rule is also known as The Pareto Principle. Once the 20% of the issues are resolved the organisation will have removed 80% of problems. (Prakash, 2011) 
Kaori Ishikawa is known to the quality diagram also know as fishbone diagram. This diagram helps organisations see the issues and steps on how to improve. The diagram presents the causes and effects so resolutions can be analysed. As quality control is vital to all organisations identifying any issues and resolving them would be important. (Contributor, 2019)

Customer relationship Management is where the organisation knows the customer needs. This is vital as the better reputation the organisation has the more customers would trust the brand and continue to use the organisation or even recommend. Most organisations are very keen to have advance customer relationship management to give excellent service to the customer. This is the process where customer data can meet the customer needs to give the very best experience to the customer. Example if a customer had a quote of a service to repair a laptop which had a virus. The customer relationship management system helps the technical team know what the customer wants and allows them to know how to resolve the issue and recommend how to void having the same issue again. The data would be sent to the technical team to know what needs doing to repair the laptop. The technical team would repair the laptop and make recommendations e.g., an anti-virus protection package, an install service to install the software. This is also known as up selling. This would lead to a very satisfied customer who would in result trust the organisation and return for further services. The customer would also recommend as they were satisfied with the quality of the service. The organisation would be benefiting as the sales and services would be succeeding. Each organisation has its own touch point which is unique. This is what makes the customer return as it would be different to other organisations. (Miyazaki, 2020)
As customer relationship management is vital. Virgin Media has managed to use the quality theories and satisfied customers. Virgin Media have expanded to being one of the top broadband providers and continue to succeed by meeting customer needs. Virgin Media is involved with the customer from the beginning and follow the journey through to make the customer satisfied. These are on of the touch points of Virgin Media. From a customer getting a quote online, data is capture where Virgin Media Sales Team contact the customer to offer the service or even match or beat other quotes with competitors. Once the connection is made the customer relationship management system allows the install team to proceed and deliver the service. Virgin Media also offer after sales which is great for the customer should they need further services.  
Virgin Media are to improve there call centres. This can be very disappointing for the customer has there are times where you urgently need to contact the service provider and get through to some one who you can not understand. Virgin Media have opened more call centre sin the UK because of the pandemic. Many complaints are made due to this misunderstanding on language barrier. As the pandemic had a global impact, Virgin Media acted to more staff to resolve call centres being shut down due to lockdown rules. As in the quality theory, the organisation acted to continue the customer service which helped customers keep connected by resolving issues. (Fildes, 2020)

Conclusions
As most households are using broadband on a day-to-day basis. It is vital the broadband providers continue to ethically serve customers and sustainability continue the needs to protect our planet. As Virgin Media, Sky and TalkTalk are already acting on these with consequences is the ethical policy is breached. Also, the organisations have put in place the producers to reduce their carbon footprint in the society. 

Recommendations
As all the organisations, Virgin Media, Sky and TalkTalk are vastly doing well and maintaining their customer needs. As a broadband provider it is recommended that they review the cost spiking. With customers relying on the service provider to keep then connected, the organisation could introduce loyalty discount or loyalty points. If the discount was considered, the broadband provider should take into consideration on the customer years of service, the payment method would generally be direct debit but maybe consider if the customer pays monthly bill on time. When considering the loyalty points, the organisation could give points on the number of services or how much the customer pays. The points could be optional for the customer to use on pay the bill or treating themselves to a movie on the tv. Long term this would satisfy the customer knowing they are getting some back. (Fletcher, 2021)
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