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INTRODUCTION
The internet is used as a form of communication every day around the world, and more adults are spending more time online on record numbers. In 2020, Ofcom reveal that United Kingdom (UK) adults spent a daily average of four hours and two minutes online during the pandemic than in September the previous years. The broadband company you choose should be able to provide and meet your demands. In UK, there are several broadband providers competing with each other on providing quality, reasonable and sustainable broadband with excellent customer relationship. However, my focus will be on these three major broadband providers like Sky, TalkTalk, and Virgin Media. These three companies are some of the major broadband providers in the UK. My research will be looking at the possible impact of the quality systems on these three broadbands and their customer relationship management base on ethic and sustainability as well as critically discussing the three quality model in an organisation to assist and improve its customer relationship management (CRM).























ETHICS AND ITS COMPONENT
According to Lemon and Verhoef (2016), “customer experience is a multidimensional construct focusing on a customer’s cognitive, emotional, behavioural, sensorial, and social responses to a firm’s offerings during the customer’s entire purchase journey.” Customer experience is a multidimensional construct. Every company or business is responsible for designing and crafting an experience for the customer service. Businesses are oblige to work around its customer and communities base on ethics and sustainability. Ethics is crucial for any organization to be successful nowadays as people are becoming more conscious of their health and environment.
WHAT IS ETHICS?
Simply put, ethics implies doing the “right” thing. According to Confidential Information Memorandum (CIM),” Marketing ethics is about continued standards of conduct, not a singular goal or fixed set of principles.” CIM (2016) It addresses principles and standards that define acceptable conduct in the marketplace. There are laws and regulations that governs certain basis rights in the marketplace.
“As a marketer, we recognize that we not only serve our organizations but also act as stewards of society in creating, facilitating and executing the transactions that are part of the greater economy.” American Marketing Association (AMA 2020)
Ethics, values or code of practices are vital to any business as it defines their company policies and procedures based on legal and value components. Organizations have different ethics depending on the type of business they engage in. Ethics components comprises of value, integrity, principles, honesty, right, fairness, responsibility, conscience, choice, honour, moral, political and legal philosophy.
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BROADBAND COMPANIES
My chosen broadband companies are Sky, Virgin Media, and TalkTalk. All these companies provide broadband services to their customers in the United Kingdom. They compete with each other to attract more customers but they are also govern by law of the country they operate in. People are spending more time online and need a reliable, fast and affordable broadband. Below, I discussed the ethical policies of each of these broadbands and how it impacts customers.
SKY BROADBAND
Sky broadband is one of the leading broadband providers in the UK and was founded in 2006. Wikipedia. Sky offer different broadband speed and prices base on their customer’s needs and it was the first in the UK to offer unlimited broadband to its customers. www.sky.com/tvandbroadband
Sky mission statement is “ We believe better business creates a better world. That is why we push ourselves to achieve the highest standards of sustainability and responsibility. Its why we use our voice to make a difference, campaigning for positive change on the big issues of our time. We believe in better.” www.skygroup.com
SKY ETHICS AND ITS IMPACT ON CUSTOMERS
1. Commitment to their customers – Sky knows that their customers make a choice to buy their products and as a result, offer quality services in order to earn their trust and build long-term relationships. Sky treat their customers with respect, professionalism, honesty, good customer care and help when needed as well as maintaining their commitment to them in essence having a huge impact on their customers as they feel value and appreciated.
2. Commitment to colleagues – Sky responsibilities to its staff is immerse knowing that they are critical to the asset and reputation of the company. Their colleagues are treated with respect and are valued and safe at work. Sky staffs are treated equally regardless of background and are not discriminated at work based on age, religion, disability, ethnicity or sexual orientation. These will have an impact on their customers as where there is ‘Happy Staffs, there is Happy Customers.’ Staffs will be ready to go the extra mile for the company when they are content and value thus increasing productivity.
3. Commitment to shareholders – one of Sky goals is to create sustainable values for their shareholders. They have high standards of corporate governance  in compliance with relevant laws as well as open communication with their investors. 
4. Commitment to the community and the environment – sky take their responsibility for the environment seriously and strive to be a leader in minimising its impact by complying with all relevant legislation concerning the environment and regularly report on their emission, waste and other environmental activities. Sky always make a positive impact in the communities they live and work in by volunteering and partnering with charities to help improve their lives and making a real different. These have a huge impact on their customers as many people are very conscious of their environment and saving the planet for future generation.
5. Commitment to complying with the law and working with regulators, government and the media – sky always comply with the law and engage in open and honest dialogue with the regulators, government and media thus making customers and shareholders  protected as sky actions are govern by law and regulations. www.corporate.sky.com/policies
VIRGIN MEDIA
Virgin Media is part of Liberty Global plc, the world’s largest international cable company. Virgin Media is one of the big four major broadband supplier in the UK. They provide their customers with ultrafast, secure connection and reliable broadband service.  www.store.virginmedia.com/our-code-of-practice. Virgin Media aim to give its customers the best service possible and that their customers comes first. Its consumer code of practice covers everything ethical and lawful and how they work in a sociable and environmentally sustainable way.
ETHICAL POLICIES OF VIRGIN MEDIA AND IT IMPACT ON CUSTOMERS
1. Consumer complaints  – Virgin Media always strive to satisfy their customers’ needs by listening to their complains and putting things right. Their customer service team is always available and set themselves a target of dealing with the vast majority of customer problems within five working days. This code let you know how to make a complaint and if need be how to take it further. This impact on customers as they feel that they have a voice and that their complaints are taken seriously.
2. Confidentiality – Virgin Media respect the privacy of their customer. They will not give out your information to anyone except , an authorised person on your behalf or by law through a court order. This is very important to customers as they value their privacy, hence promoting trust and reliability. 
3. Fraud and security – Virgin Media are always committed to prosecuting fraud or other criminal activity aim at their network, product and service. Their broadband comes with Web Safe giving customers access to block unsuitable and potentially fraudulent sites as well as other layers of security making their consumers feel safe and protected consequently having a positive impact with their customers.
4. Customer service guarantee scheme – Virgin Media have to abide by the contract and service level agreement between them and their customers. Customers can use the customer service scheme if you are without your full service for 24 hours or more continuously after you reported a problem to the Fault Management Centre. You will be compensated on the loss service and the company works hard to fix the issues creating harmony and peace between Virgin Media and their customers. www.virginmedia.com











TALKTALK BROADBAND
TalkTalk is one of UK’s largest internet service provider. TalkTalk offer communication to their residential customers, including line rental, voice call, broadband, fibre, ultra-fibre optic, TV and mobile. “TalkTalk broadband is a signatory to Ofcom’s voluntary Broadband Speed Code of Conduct.” www.unity.talktalk.co.uk.
The broadband speed information you will get when you sign up with TalkTalk is govern. TalkTalk provide a fast and reliable fibre broadband that is affordable and customers can choose the package that suits their needs. Treating customers fairly have been exercise by TalkTalk since 2003 and it is something they are proud of.
TALKTALK ETHICAL POLICIES AND IT IMPACT ON CUSTOMERS
1. Customer complaint code –  TalkTalk take customers complaint seriously and try to fix any issues their customers have effectively and quickly as they can. Their customer service advisers are trained on how to deal with customers complaint professionally by phone, live chats, post or email. Poor customer service have a negative impact on any business and it is important that TalkTalk takes their customers complaint seriously.
2. Compensation policy – TalkTalk compensate customers if they experience a total loss of service or delay in the start of service of missed engineer appointments. Compensation are credited automatically in customer’s account providing value for money to their consumers. 
3. Online safety and security – keeping customer and their data safe is top priority for TalkTalk. They were the first broadband provider to offer free Home Safe product to enable parents filter websites to stop kids accessing inappropriate content. Building a safer world online empowers parents and carers to keep their children safe in the digital world. TalkTalk is a leading member of the Internet Watch Foundation (IWF) which is a charity working to eliminate child sexual abuse online by innovative technology. Customer’s data are secure properly through their dedicated 24 hours Security Operation Centre (SOC) meeting international standard. All these have a huge positive impact on their customers as they feel secure and at ease when their kids are online.
4. Protecting the Environment - TalkTalk take climate change seriously and are committed to taking their responsibility towards the environment. They have a target of reducing their CO2 intensity by 80% by 2020. By tracking their CO2 emissions from all sources they are accountable, they have retained their ISO 50001 accreditation and renewed their Carbon Saver Gold Certificate the ninth year running. TalkTalk have a continuous commitment to increase energy efficiency and have improved their Carbon Disclosure Project Climate score from D to B. www.talktalkgroup.com.
5. Modern Slavery - Modern slavery is totally unacceptable in any form or shape at TalkTalk as ethical behaviour is at the heart of everything they do. Therefore, they are committed to ensuring that modern slavery is not existing in any of their business or supply chains including those of their subcontractors and partners. TalkTalk vigorously ensure that they terminate any business involving knowingly in human trafficking or modern slavery. This have an impact on their reputation and customers as modern day slavery is illegal in the modern world and people believe that everyone has the right to their freedom.

SUSTAINABILITY AND ITS COMPONENTS
“Sustainability as a policy concept has its origin in the Brundtland Report of 1987. That document was concerned with the tension between the aspirations of mankind towards a better life on the one hand and the limitations imposed by nature on the other hand.” In other words, sustainability mean meeting our own needs without comprising the future generation’s needs. It compresses of three dimensions, namely social, economic and environmental sustainability.  Sustainability 2010, 2(11), 3436-3448
Businesses are focusing more in managing sustainability rather than reputation alone by reducing energy use in operation, reducing waste, reducing emissions from operations, reducing water use and much more to protect the environment. Sustainability represent a source of innovation and when it is done right, it does not cost, it pays. You cannot achieve 100% sustainable marketing without ethical marketing.
Sustainable marketing refers to marketing activities geared towards meeting consumers needs whilst preserving the ability of future generations to meet their own needs. Sustainable marketing calls for socially and environmentally responsible actions. Sustainability is quite a new idea not that it hasn't existed before but then the level at which industries adoption and policy direction in this area is quite recent. In the past there was no reference to sustainability in terms of policy and in terms of practise. What used to happen is that companies individually decide what to do and the main focus of companies was all about optimization and profit making. Very little consideration was given to sustainability but as things evolve, we begin to realise how the operations of businesses do have serious implications on the society and environment that gave rise to what they call sustainability. sustainability has so many aspects embedded in it but the whole idea of sustainability simply means that businesses or individual have their our own part to play. Businesses have to ensure that they operate in a way that they don't increase waste instead try to eliminate waste as much as possible. Impact on the social wellbeing of the individuals allow them to be able to meet their needs in the future calls for socially and environmentally responsible actions. It means that businesses are not only limited or should not be limited to profit making but they should also take actions that will benefit society and the environment. 












THE THREE PILLARS OF SUSTAINABILITY
There are three pillars of sustainability that are based around concepts of humanity inherently striving for survival. They are social equity, economic viable and environmental protection.

Social Equity
Social sustainability is about identifying and managing business impacts, both positive and negative on people and society. It refers to how benefits of different policy actions are distributed within the community and their quality of life. Social issues have impact on human rights, labour, gender equality, education, fellow businesses, customers and government. Businesses realise that their operation have serious implication in humanity and are focusing more on sustainability. A socially sustainable business will consider the safety of its workers and know that there is a human cost to doing business. Poor social sustainability is a risk to both brand and product quality. When workers are not well-paid or working in an unhealthy environment, then production will be slow. Many customers as well tend to support businesses that practice fair trade . That is why social responsibility become part of the core values and strategy of business. https:www.esg.adec-innovations.com
ECONOMIC VIABILITY
Economic viability is impact on jobs, supply and demand, costs, prices and incentives. Money-making tools, technology, sustainable practices when combine has the most innovative potential. Investing in the future and empowering the consumer, modernising existing infrastructure are all part of economic sustainability. Economic viability promote the use of resources in an efficient and responsible way to provide long-term benefits and establish profitability. 
ENVIRONMENT PROTECTION
Preserving the planet and its resources is essential for human to survive and evolve. Focusing on the environment basically by an organised movement of concerned citizens, businesses and government agency working together to protect and improve people’s living with emphasis on the environment. The focus here is environmental sustainability which is getting profit whilst helping to save the planet.  Environmentalism pushes these subjects and have a number of areas that consumer actions are targeting pollution prevention productive designed for clean technologies and sustainability vision. Environmental sustainability is about pollution prevention and ensuring that the waste are cleaned out properly to eliminate waste or minimise it. Measures are being make to reduce the amount of paper we use by sending information electronically via email, reducing pollution using more sustainable transport system by using cars that run on electricity and all of those eco-friendly vehicles. The whole idea here is how do you reuse the product, or how do you recycle the product. In  Germany for example, they pay you if you return items like bottles for money. Environmental sustainability also looks at clean technology and the new technology out there that will promote sustainable environment things like solar energy, wind energy and electric vehicles  are all coming together converging what are they do to make the world word a cleaner place. Different industries that also trying new technologies that would come into play to support this agenda of sustainability vision. 


SUSTAINABILITY AND HOW IT IMPACTS CUSTOMERS
Sustainable marketing are marketing activities geared towards meeting consumer’s needs while preserving the ability of future generations to meet their needs. Thus, ethical marketing is the cornerstone of sustainable Marketing (Kotler, et al, 2017
[bookmark: _Hlk67915002]Sky, Virgin Media and TalkTalk have to make valuable contributions to the Sustainable Development Goals (SDG)  and they have many sustainability policies in common. They are all aiming to minimise energy waste, carbon footprint by managing energy consumption, telecom equipment recycling, flexibility at the workplace, greener packaging and finding an alternative source of energy for their cell towers and many other initiatives to reduce the impact on the environment.
Socially, all three companies are gear towards working with their communities in the form of charities, volunteering and bringing people and communities closer creating a sense of belonging and reducing loneliness and investing in the sports and recreation activities for the youths. These companies knew that they need people to survive and are creating opportunities across the UK to access skills and employment.
Economic sustainability means that these broadband companies focus on economic growth, creating job opportunities and decency in the workplace. They are all require by law to abide by the Health and Safety law. 
Environmentally, all the broadband companies mentioned above are campaigning for change to protect the environment by reducing emissions. Businesses know that their actions do have an impact on society and the environment and they want to leave this world a better place for generations to come. They are all cutting single use plastic and encouraging recycling. Sky in 2006 became the World’s first carbon neutral media company reducing the impact on the environment. Virgin Media have a goal to reach zero carbon and zero waste by the end of 2025.
Sustainable is even more challenging and an expensive approach especially when you start a new business being ethical is not an easy one. In the UK there are regulations about plastic that is why you have to pay for plastic and sugar consumption is being reduced to avoid the sugar tax. Many countries put laws in place to force or compel some companies to become more sustainable.











QUALITY MODELS AND THEORIES
According to Pryor, et al, (1998, p. 2.3): “ Quality refers to the extent to which processes, products, services, and relationships are free from defects, constraints, and items which do not add value for the customer.” Quality can also be defined as ‘no defects.”
Several scholars have postulated and written on quality models/theories. Some of them are: Deming (Deming’s cycle, Deming 14 points), Crosby (Crosby’s cost of quality, four Absolutes of Quality Management) and Juran (the Quality Trilogy and the Quality Planning Roadmap).
Crosby (Crosby’s cost of quality, four Absolutes of Quality Management)
Crosby defines quality as conformance to requirements. He stated that quality cost money to achieve but cost more when not achieved. To prevent defects, businesses should focus their attention on customer requirement. Crosby (1979) Crosby argue that if an organization design and build a product or provide a service the first without defect or error, there is no extra cost. Consequently, if the quality is poor, it cost more to rework or scrap it. Sky can be associated with the Crosby theory as they have been around for years and still getting stronger because of the quality of service they provide.

Juran Theories of Quality
“Dr Juran is known as one of the foremost experts on quality in the world.” Juran’s philosophy includes the Quality Planning Roadmap and Quality Trilogy. 
Quality Planning Roadmap
This is a checklist for understanding customer requirements or needs and is use for product and process development. 
Quality Trilogy
Juran quality trilogy focus on quality control, quality improvement and quality planning. 
TalkTalk is the most improve broadband in recent times and it is one of the big fours broadband companies.











Deming theories of quality 
“Deming management method contains 14 points that serve as guidelines for appropriate organizational behaviour and practice regarding quality management.” JC. Anderson (2014) Deming is saying that you need to put in place a systematic approach for which would you achieve policy and quality because once you put in place a good process and the product or the service goes through that process the end result will just be quality and you don't need  to inspect it. It is management responsibility to improve the systems so that employees can do their jobs more effectively. He also state that the higher quality leads to higher productivity which in turn leads to long term competitive. The emphasis here is what long term is you want to remain relevant in the next 50 years at a company. This is to say that improvements in quality lead to lower costs and higher productivity because the result is less rework fewer mistakes fewer delays and better use of time and materials. These feedbacks and the definition of quality highlighted actually defects. Deming is saying that if you embed quality within the system then you save yourself and the company a lot of hassle and cost at the end. so the efforts that business and composition hope would have exacted in managing defects. He emphasis that actually issue of defective products or poor service delivery, the employees would only take 10 to 20% of that blame whilst what the remaining 80 to 90% would be on a management.  An experience with Virgin Broadband make me believe that the have quality as well as defects. Ordered a fibre optic broadband with a certain speed limit. However, my contract was breached because I was receiving a very low speed in contrast to my contract. Even though my contract was for 12 months, I terminated it early. My experience was totally different from their other customers who are happy with their service as Virgin Media broadband speed varies in the certain area.

[bookmark: _Hlk67917067]















CUSTOMER RELATIONSHIP MANAGEMENT ( CRM )
Customer relationship in management (CRM) is a “bottom-up practice that focuses on the intelligent mining of customer data for tactical purposes or a top down view considered as a core customer-centric business strategy that aims to win and keep profitable customers.”(Ellis, 2011). CRM tracks customer actions after the fact but it can be complex. A business cannot function without customer that is why it is essential to build a long term relationship with them and demonstrate that the business can serve their needs.	It is important for a business to know about a particular customer need, buying history, complaints and feedbacks. Keeping customers satisfy to encourage repeated purchases is vital because without customers there is no business. Satisfaction and trust will guaranteed commitment to the brand or product. An organization with loyal customers, employees and shareholders than its competitors improve the performance of a company. Every organization have a mission statement and outline of how to achieve it. The main objectives of CRM is to implement the relationship between customers, client, supporter  and brand champion.	






















CONCLUSION
The impact of ethical and sustainability policies on my chosen broadband companies quality of customer relationship management (CRM) is massive. The main focus of companies before was about optimization and profit making. Very little consideration was given to sustainability but as things evolve, people begin to realise how the operations of business do have serious implication on the society and environment that give rise to what is call sustainability.  Sustainability has so many aspects embedded in it but the whole idea of it is leaving the world a better place for the future generation. The impact of ethics and sustainability on the quality of CRM system is important. If an organization is ethical in most cases, they gradually become more sustainable. If they are unethical, a company might be involve in cutting corners and manipulating employees, hence losing customers who are drawn to the ideology of sustainability. Managing relationship with customers, creating new ideas and making it happen, being valued, quality, building a better future, good customer care are all ethics that a business should practice. That is why there are terms and conditions to protect both the customer and the broadband provider before you enter in a contract with your broadband supplier. In case there is a breach from any of these parties, there are rules and regulations that should be follow to deal with the issue.





















RECOMMENDATIONS
Ofcom believe that reducing carbon footprint is not only important but to run organisation in a sustainable manner. Ofcom have a mission to achieve by making communications work for everyone, better broadband wherever you are, raising awareness to online threat. Broadband companies should be fair to customers by telling them about their best quality and affordable broadband deals and tell them when their contact is coming to an end. Working together with the UK government and the National Cyber Security to fight cyber-attack and threats. Broadband companies are recommended to practice workplace diversity to represent the minority, maximise their sustainability programmes, practice ethics in the workplace as well as providing a good customers relationship to promote growth. Ofcom.com
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