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Executive summary:
Throughout this report it has been asked to investigate the customer experience of some organisations based on the ethical and sustainability issues. In this report, there has been an introduction on what is meant by ethics, sustainability and quality. It consists of how Customer relationship management system has an impact on organisations and how it effects their product qualities. highlight the main areas for development with regards Ethics, Sustainability and Quality within the organisations previously discussed.
The report will conclude with the areas for development with regards of ethics, sustainability and quality within the organisations mentioned. There will be recommendations on how to improve these parts within the CRM system. 
It will also consist of different models, theories, and code of conduct from organisations which will be available in the appendices. 
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1. - Terms of reference:  

This report has been requested by the Chief Executive Officer of Marketing Week an online journal on the 27th February 2019. This report has been handed out to solve issues of organisations ethics, sustainability and quality of the CRM system. Within this report the organisations are lacking certain methods which effects the customer relationship management system. For example; technology issues, management issues etc. the submission date that this report has requested is on the 29th March 2019.
Who compiled the Report:


1. – Procedure:
To complete this report there has been many referencing methods use. Some are books, journals, websites and online articles. The report consist of different websites and books which has been used for direct quotes on ethics, sustainability and quality. There is also an appendix which has different models and theories etc. 
[bookmark: _Hlk4166969]
3.0 – Findings:
3.1 - Ethics;
 According to (Carroll and Buchholtz, 2015 pp. 21, 22)
“Ethics refers to issues of fairness and justice whereas business ethics focuses on ethical issues that arise in the commercial realm. Ethical factors appear throughout every discussion because questions of fairness and justice, no matter how slippery they are to deal with, permeate business activities as it attempts to interact successfully with major stakeholder groups; employees, customers, shareholders, government and the global and local communities. The ethical theme resonates as one of the most urgent dimensions of business and society relationships.”
According to (Markkula Ethics Centre 2010), ethics is the study of standards of behaviour which promotes human welfare. Whereas business ethics is the study of those standards of business behaviour which also promote human welfare. Ethics is how we treat each other, it is how we act as individuals. Business ethics is how we act as individuals in organisations. it is how we structure the business and the way employees are guided and taught to work. Ethics is concerned with basic questions on how humans ought to live their lives. 
3.2 - Sustainability;
According to (Blowfield 2013 pp. 5-7) the Brundtland Commissions definition of sustainability – ‘meeting the needs of the present generation without compromising the ability of future generations to meet their own needs ‘
It is the one most widely used now a days. Sustainability is not about natural resources and ecosystems; there are strong ethical, political, social and economic aspects that effect what has and will occur. It has been altered in the context of business. 
According to (Carroll and Buchholtz 2015), the concept of sustainability is one of the business’s most demanding commands. Sustainability started with the respect to the natural environment but now a days it is evident not only to the natural environment but to the business operations and processes as well, especially for the business growth. Sustainability is built by the three pillars - environmental, economic and social criteria. 
3.3- Quality;
According to (CQI.com 2019), 
“quality is about making organisations perform for their stakeholders – from improving products, services, systems and processes, to making sure that the whole organisation is fit and effective. Quality mainly consist of three things; strong governance to define the organisation's aims and translate them into action, robust systems of assurance to make sure things stay on track and a culture of improvement to keep getting better.”
According to (Forker, Vickery, Droge 2013), quality is always an organisation break or make part. It needs constantly monitoring. It is important to manage the quality in an organisation this can be by making sure whatever the organisation does is to do for a purpose and to keep on improving and making good decisions. Quality helps an organisation gain a competitive advantage if it mainly focuses on its shareholders, customers and employees and make changes according to them to get good feedback. It is necessary to know what the needs are for the stakeholders to provide the best quality to them, for both present and future.
[bookmark: _Hlk3832290]

3.4 – Impact on CRM systems: 
What is CRM?
According to (Kotler, Armstrong, 2010), CRM stands for customer relationship management which is the most important concept of the modern-day marketing. It is defined as a customer data management activity. It contains detailed information about the customers and confidentially managing the data from customers in order to maximise the customer loyalty. It is an overall process of building and maintaining profitable customers by delivering greater customer value and satisfaction. It contains with different aspects like, keeping and growing customers. 
The key to a CRM system is to build long lasting relationships with great customer value and satisfaction. Satisfied customers are more likely to be loyal customers. Kotler, Armstrong, (2010).  
How ethics impact on CRM system:
[bookmark: _Hlk4192517]According to (Alipour and Mohammadi, 2011), organisations do not contact with the customer unless they understand them, perceive the values and understand what kind of services are beneficial for them. They get contacted when and how they intend to make any contact and they prefer to buy good products. If the organisation are providing good ethical values not only in their products but with their commitments then customers build a connection and have understanding on where to shop. Whatever an organisation commit to undertake in their CRM system, must be completed to balance the relationship. 
[bookmark: _Hlk4193189]According to (Juneja, 2019), an organisation consists of different individuals from different backgrounds which come together and work towards certain goals and targets. Employees are the assets of an organisation and it is necessary for them to maintain and understand the dignity and atmosphere of the organisations values and ethics. Organisational ethics concludes with difference guidelines which makes the way how an individual works and behaves in the workplace especially by following the organisations CRM system to maintain the better relationship with the customers. The main goal for every organisation is that they should never lie to the customers. It is unprofessional and unethical to make any false promises to customers and stakeholders. Any kind of product advertisement should give the customer a clear picture of the organisation and how they portray themselves. To maintain a good CRM system it is necessary to be honest to the customers to expect loyal customers in return. 
How sustainability impact on CRM system:
According to (Mansoor, 2017), sustainable business growth is a feature that eludes in every organisation. Many managers find it easy to come up with ideas on how to maintain the relationships with customers but to achieve a sustainable business is often the sum-total of different factors, but mainly it is seen how well the organisations can manage its sales usually with a CRM platform. To guarantee sustainable growth, the CRM system must be maintained and updated regularly with relevant customer data and removing any entries that might have a negative impact on the integrity of the system. 
According to (Blowfield, 2013), there are many strategies of maintaining sustainability in organisations. It is general to have competition and threats in an array from different organisations. Every CRM system want to maintain a loyal and satisfied relationship with their customers. If an organisation does face any type of issues with maintaining a good relationship with the customers it is necessary to have a sustainable plan which can be undertaken if necessary. 
  How quality impact on CRM system:
According to (Quain, 2019), quality products and services give benefits to the organisation as this helps maintain customer relationship, their satisfaction and loyalty. Organisations can build a reputation base on the quality by gaining authorisation with a well-known quality standard. Quality is important for an organisation and their CRM system in different ways. Such as;
· meeting customers’ expectations
· Quality is critical to satisfy customers
· Quality is beneficial to establish the reputation in the industry. (Quain, 2019).
According to (ASQ.org, 2019), for an organisation and their CRM system it is important to have total quality management (TQM). It is best described as the organisations quality policy and procedure. Quality management strategy changes in every organisation however there are some key management aspects to it. According to (Staib, 2009), the key management aspect are top management commitment, participation of people from all levels in the organisation, education and training, customer focus and continuous improvement. 



3.5 How ethics, sustainability and quality impact on retail sector’s CRM system:
How Tesco’s ethics impact on their quality of the CRM System: 
Once Sir Terry Leahy, chief executive officer (Tesco) stated in Tesco’s 1998 Annual report - 
                  "Our mission is to earn and grow the lifetime loyalty of our customers." 
                                              Date accessed – 18th March 2019.
According to (icmrindia.org, 2003), Tesco has a CRM strategy where they send out magazine to millions of people in the UK every three months. This is not something that only Tesco undertakes, many other organisations do the same strategy. Tesco send out promotions, store products, promotional schemes and discount schemes. However, what made Tesco different from others was the fact that it mass-customised these magazines. Every magazine had a unique combination of articles, advertisements related to Tesco's offerings, and third-party advertisements. In terms of their ethics they have made a promise to provide better services to its customers and to meet the customer’s needs which can be traced through offering good quality products at extremely competitive prices. This can also be done by their loyalty scheme where the organisation provides the customers with different benefits. 
According to (Lewis, 2012), Tesco is an organisation where their code of conduct is at the heart of how the business is organised and is designed to help the staff. Their ethics is important for the customers and employees. The rules must be followed and the conduct that is expected from Tesco in order to look after the colleagues, do a great job for customers and protect the reputation. The code of conduct is not only to follow the policies, but it is to use the values and leadership behaviour to guide to make the right decisions and what promised for each other and the business. Tesco ethics follow that if there is any concerns regarding the individual conduct, the individual should inform the line managers straight away. everybody should be proud of the business and the contribution that it makes and by living our Code, it can build an even stronger business for the future. (Code of conduct in Appendix 1).
How Tesco’s Sustainability impact on their quality of the CRM system:
[bookmark: _Hlk4282009]According to (Dudovskiy, 2016), Tesco follows McKinsey 7s model shows the linkage between the 7 separate fundamentals of the organisation to increase the overall effects. (Mckinsey 7s model in Appendix 2). 
Hard Elements
Strategy:  Tesco follows cost leadership business strategy according to its marketing statement message ‘Every Little Helps.’ Tesco has been able to sustain this strategy due to the wide exploitation of the economics of scale in dealing with consumers to secure the low purchasing cost. (Dudovskiy,2016). Tesco is using a strategy of multi-channel client management. This consists to designs, deployment as well as assessment of channel to improve the value and sustainability towards customers by means of appropriate gaining customers, maintaining good relationship and gaining development. The main reason for this is to highlight on the customers as a strategy which leads to more firm values and relationships. (Academized,2016).

Structure: According to (Barnes, 2008), Tesco have maintained their sustainability with new designed buildings for effectiveness energy and good environment. The CRM system is a system for storage of customers information, so this is needed. It is important to see what the customers want in their products and how the organisation structure itself. 


Systems: According to (Barnes, 2008), Tesco has a benefit for online shopping and getting items delivered. This is beneficial for the organisations and their CRM system as many customers are using online shopping and click and collect services. The main motive in a CRM system of Tesco is to motivate and unite the company’s values and by offering value to the system the customers feel involved. The organisations add value and quality to customer’s needs, employee’s behavior and care about the well-being of the customers which increases a better relationship with them, and which leads to profit with their products and for the quality of the products. 

Soft Elements
Shared Values:
According to (tescoplc.com, 2019), Tesco encourages the customers to bring their reusable bags to shopping as single carrier bags have been replaced with Bags for Life which are made from 94% recyclable plastic. The bags can be replaced for free in store if damaged. the main value and reason for this to raise money from the sale and to fund local projects across Britain. This can be from improving community buildings, new equipment’s and hosting community events. This is included in their CRM system and has a great impact to the organisation as customers feel involved with the values of Tesco and involved with the community.

[bookmark: _Hlk4282665]Style: According to (Studymoose.com, 2019), the CRM system is an ongoing plan for any organisation. In Tesco’s to enhance their customers relationships they provide Tesco customers with their loyalty card scheme which is known as Clubcard. This gives the organisation to communicate with their customers individually and develop an offer to their fullest. Moreover, customer retention and customer loyalty are a major benefit for the CRM system to retain its existing customer to increase revenue in the organisation.
[bookmark: _Hlk4283522]Staff: According to (hierarchystructure.com, 2019), Tesco follows a tall hierarchical structure where at the top all the power comes from the executive board which is headed by the CEO of the company who is leader of all admin staff and takes all big decisions. There is a mediate level which functions between the ground staff and board of directors. This consist of vice presidents and managers and other assistant under them. The act in funds, personal relations, marketing and HR. Lastly, at the base level the top most managerial position is dealt by a manager who takes big decision regarding the stores only which are situated under him and he can directly report to the executive at the mediate level. There are store managers under him who are responsible for their individual store. this stage of people have an impact on the organisations CRM system as they have direct contact with customers on a day to day basis. This concludes with maintaining a good relationship with the customers.

[bookmark: _Hlk4283922]Skills: According to (Barnes, 2016), as technology is important in this modern era, to remain a sustainable place in the industry Tesco must inform any decisions made to all employees from top to bottom to maintain their CRM system up to date. These effects the quality of maintaining the CRM system as technology allows quality management along the value chain and promotes technology collaboration between the functions and groups at workplace. Staff are being trained in digital skills to maintain the sustainability for the people. 

How Tesco’s quality impact on their CRM system:

According to (myassignementhelp.com, 2019) Tesco have always focused on improving quality and efficiency to remain it position in the industry. Where it is now is all due to its quality and services. Tesco have continuously introduced new products and service in favour to meet the customer demands. In the CRM system, Tesco has used different techniques to maintain its goal of quality. Tesco have employed enthusiastic employees and highly skilled individuals who can continue its high-quality services. The organisation even consist with a quality improvement team who maintains and supervises the quality of each product that is sold in Tesco before putting out for the customers. They make sure to improve the service daily by looking into how improvement can take place. In their CRM system the organisation also focuses on maintain relationships with the employees. Therefore, Total Quality Management system of Tesco tries to achieve overall quality organizational culture. 


How Netflix’s Sustainability impact on their quality of the CRM system:
According to (Pani, 2014), “Ethics are the moral principles of values that generally govern the conduct of an individual and a group” Date accessed; 24th March 2019. 
According to (Pani, 2014), like all other organisations, Netflix also have a code of ethics, which is a conduct of written rules and regulations that needs to be respected from directors, managers and employees. With the code of ethics it helps the organisation help the employees to make the right decisions at the right time. It helps them understand what is wrong and right and helps them to understand what the organisation really wants out from them. Netflix promotes ethical conduct, respect of rules and law with full and exact disclosure in the organisations documents. 
Within their CRM system Netflix is recycling old DVD’s from its collection and instead of just getting rid of them they are now donating them to libraries and to services that can provide DVD’s for troop overseas. Having this strategy in their CRM system helps to improve the quality of recycling and the better understanding with the customers as well. By doing this not only is Netflix making a good decision and improving its reputation, but it is also improving and protecting the environment. (Pani, 2014).

According to (etsplc.com, 2019), everyone in the organisation undergoes a 360-performance review where they can provide feedback to someone else. This effect the quality of services in the company as this makes them make any required changes. The belief at Netflix is that people can handle anything if they are told the truth. (360 feedback in Appendix 3).

How Netflix’s Sustainability impact on their quality of the CRM system:
According to (Hunt, 2017), Netflix’s sustainability are covered with many different strategies to remain sustainable in the industry. Some are mentioned below; 
· Use as little electricity as possible: at Netflix they are continuously tuning the performance of the servers to reduce energy use and increase speed. They have in the CRM system how to maintain the balance and now they even focus on the quality as well. it takes Netflix half as energy to provide the same output from two years ago. They run some efficiency projects that reduce energy use in the offices and encourages the employees to be green-minded but not effecting the quality in a bad way. 
· Use renewables energy: while Netflix gets more efficient of the energy use, for the electricity that they consume, they want to make it green as possible. For the crm system the organisation needed to understand the total electricity use. Netflix have always wanted to improve the quality of the electricity that they purchase. The organisation has made a purchase of renewable energy certificated to match the non-renewable energy use and fund renewable energy production from sources like wind and solar. 
The quality of the way Netflix utilises into their sustainability makes a difference as customers and employees feel more involved. (Hunt, 2017).
How Netflix’s quality impact on their CRM system:
According to (Bauman, Deal, Ishak and Johnson, 2013), Netflix is an organisation which has positioned themselves well in the industry. Netflix have built their brand identity on convenience for ‘one low monthly price’ first through media and now soon as the market is changing the promoting system have changed to media streaming. Netflix is an organisation which follows Crosby’s quality management theory. (Crosby’s theory in Appendix 4). 

According to (Netflix, 2018), Netflix understand how customers should get what they are spending on. In Crosby’s theory Netflix follows the step to form a quality improvement team. In their CRM system the organisation consist of a dream team where a group of employees with great skills are put into a group to work hard for the better facilities to the customers. They can brainstorm ideas on how to improve the quality of service that needs to be provided to the customers. The organisation also follows another step where they encourage employees to fix any issues and to keep the issues logs. Netflix motivates the employees to work together and to share values. A dream team is not about individuality, it is more about pushing each other to bring the best out.  

3.6 – some gaps within Tesco’s CRM system based around ethics and sustainability:
Tesco have been able to maintain their quality and been able to meet all requirements for their consumers that has made the organisation step ahead of its competitors. Tesco have provided products at low cost, but it has not been compromised with its quality. However, there is a disadvantage related to this low-cost strategy. The customers assume that low price products come along with poor quality. This led them to lose some shares from the niche market. (myassignementhelp.com, 2019).
3.6 – Some gaps within Netflix’s CRM system based around ethics and sustainability: 
According to (indeed.com, 2019) Netflix is an overall great company but it can be competitive to work inside. This is due to the stability. The organisation promotes staff to share ideas, but then those individuals ideas that are not being considerate can lead to problems. Although the organisation can be ethical but maybe the staff are not always at their best due to the customers reactions. In certain cases if the customers do not receive what they have been committed to get from the organisation then the customers can be the issue. This leaves a bad impact on the emotions of the employees.
The organisation also need to investigate their problem-solving methods, Netflix provide informal feedback to employees, which means feedback is given out publicly in the office. This can cause issues with the values of the individual which leaves bad impact on the way they will be treating their customers. In the crm system, valuing and being ethical is important to balance out the system. (Netflix, 2018). 


4.0 – Conclusion:  
Tesco requires development through their low-cost product scheme as this affect them gaining customers and stakeholders. this effects the CRM system, as the customers assume sometimes if it cheap products, there is no quality into the products. Tesco needs to invest into their technology when obtained more sustainable services. There needs improvement from senior managers making decisions to improve the service and product quality. 
Netflix needs to develop their feedback system towards their staff. This effects the staff to work ethically and to remain sustainable in the industry. The CRM system needs to focus on how the customer reacts towards issues and how employees react to the issues. 


5.0- Recommendations: 
The internal quality of the company can only be improved if there is commitment given from senior managers where they will include involvement from employees from each hierarchical level. There is lack of commitment from the middle managers in improving their quality of service. To maintain the CRM system Tesco arranges meetings everyday with the management of the company, where the main goal is the total quality management. The managers suggest on how every step taken can be adjusted in order to meet the desired quality for the customers. This then effects the CRM system and makes the staff to work ethically and maintain a sustainable relationship with the customers. (myassignmenthelp.com, 2019). 
For employees to remain sustainable and to follow all rules within the CRM system, it is necessary for the higher managers to take actions towards any issue when any arises. TQM will help remove any barriers that occur within different department. Netflix need to change their feedback methods as receiving open feedback leaves an impact on the employees which leads to dissatisfaction towards their work and this then effects the CRM system. This can cause employees to become unethical towards customers. To improve their sustainability in their CRM system the organisation needs to focus on how to improve and benefit the environment so customers will also appreciate their efforts and will want to be part of the organisation.


6.0 – Appendices:
Appendix 1 – Tesco Code of Conduct:
https://www.tescoplc.com/media/754166/uk_roi_sourcing_cobc-final-181203.pdf 
Appendix 2 - Mckinsey 7 S model
According to (Recklies, 2014), the McKinsey 7S was introduced by Tom Peters and Robert Waterman in 1980. The model is a valuable tool which initiate any change processes and to give the organisation a direction. The model concludes with 7 S which are shown below; [image: ]
[bookmark: _Hlk4278094]These 7 elements are distinguished in 4 soft and 3 hard S. The 3 hard S is easy to identify which is the green circles above. They can be found in strategy statements, organisational charts and other documentations. The 4 soft S are hardly practicable. They are difficult to describe since values and elements of corporate culture are a continuously developing and changing. They are determined by the people at work in the organisation. Therefore it is more difficult to plan the features of the soft elements. The soft S have a great impact on the hard S. (Recklies, 2014). 
According to (McKeown, 2012), the 7s model was created to show a plan which is about more than managing a group of businesses. To each section of an organisation must be planned in a way that can create achievement. The use of the model is to figure out how to make the 7 parts work together in a coherent way.  











Appendix 3 – 360 feedback: 
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Appendix 4: Phillip Crosby’s Total quality management:
Philip Crosby is another person credited with starting the TQM movement. He made the point, much like Deming, that if you spend money on quality, it is money that is well spent. Crosby based on four absolutes of quality management and his own list of fourteen steps to quality improvement.
Crosby's four absolutes are:
1. We define quality as adherence to requirements
1. Prevention is the best way to ensure quality
1. Zero Defects (mistakes) is the performance standard for quality
1. Quality is measured by the price of nonconformity
The 14 steps to continuous quality improvement for Crosby’s are:
1. Attain total commitment from management
1. Form a quality improvement team
1. Create metrics for each quality improvement activity
1. Determine cost of quality and show how improvement will contribute to gains
1. Train supervisors appropriately
1. Encourage employees to fix defects and keep issues logs
1. Create a zero-defects committee
1. Ensure that employees and supervisors understand the steps to quality
1. Demonstrate your company's commitment by holding a zero defects day
1. Goals are set on 30, 60, or 90-day schedule
1. Determine root causes of errors, remove them from processes
1. Create incentives programs for employees
1. Create a quality council and hold regular meetings
1. Repeat from step one.
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