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[bookmark: _Toc65325174]Introduction:
Customer Relationship Management (CRM) is a process in which an organization conducts its interactions with customers, usually using data analysis to study huge amounts of information (Orwell, 2011). It is the strongest and most efficient way to create and maintain customer relationships. This assessment sheds light on ‘Customer Relationship Management and Ethical Practices’. The research unit will include ethical training and developing the sustainable resources of broadband service providers. Choosing 3 top broadband service providers of the UK, Sky Broadband, Virgin Media, and Vodafone UK, that provide customer support before, during, and after the use of broadband service will be discussed here. This assignment will focus on the ethical and sustainable policies of the 3 broadband service suppliers and how these impact their customer experience. Finally, a critical discussion of three quality models that may assist in improving the customer relationship management of an organization will also be highlighted here. 

[bookmark: _Toc65269551][bookmark: _Toc65325175]Ethical Policies of the 3 selected broadband service providers:
[bookmark: _Toc65269552][bookmark: _Toc65325176][bookmark: _Toc65269553]Definition of Ethics and Ethical Components:
Ethics is defined as moral philosophy, concerned with a code of morals or what is right and wrong practised by a person or a group of people. Ethics are the principles that guide people to make a positive impact through their actions and decisions. The 5 major principles of ethics are Truthfulness and confidentiality, Autonomy, Beneficence, Non-maleficence, and Justice.
· Honesty: Honesty means positive attributes including integrity, truthfulness, and straightforwardness of conduct, sincerity, and absence of lying or cheating.
· Trustworthiness: Inspiring reliability.
· Transparency: It implies communication, openness, and makes it easy to see what actions are performed.
· Respect: Holding a sense of admiration and honouring someone with concern and consideration.
· Accountability: It refers to responsibility, blameworthiness, and giving account for one’s action.
· Objectivity: It refers to reach a final decision based on the facts and figures. It results from the relevant ethical consideration (Patric, 2015).
· Confidentiality:  It prevents the unauthorized use or disclosure of information.
· Obedience to the Law: Ensure that everyone abides by the rules and regulations created by the organization.
· Customer-focus: Keep focusing on customer's demands and bound to give them the best service.
[bookmark: _Toc65269554]Ethical Responsibilities of broadband suppliers:
· Using environmentally friendly materials.
· Ensuring that the offices use renewable energy resources.
· Always keep focusing on working with charities.
· Setting a goal of saving our environment.
· Encouraging employee participation in ethical and environmentally friendly efforts (Erikson et al, 2018).
· Making sure that the information resources are trustworthy.
[bookmark: _Toc65269555][bookmark: _Toc65325177]Ethical Policies of 3 Broadband Service Suppliers:
Every business is trying to form and develop its activities to serve society. To gain the customers' trust, it has to keep in mind the welfare of its both internal and external parties. Moreover, companies are nowadays focusing not only on profit but also on the ethics and responsibilities they must follow. Here is an analysis of the ethics of selected 3 broadband service providers: 
[bookmark: _Toc65269556][bookmark: _Toc65325178]Sky Broadband
Sky Broadband is one of the biggest internet service providers in the UK, offering a range of packages with different speeds. It is excellent for emailing, shopping, and banking. Though it is considered as one of the biggest service providers in the UK, it scores worst for tax avoidance. According to 21st Century Fox, the ethical rating of Sky Broadband is 75 out of 100. Here is the Ethical Summary of Sky Broadband Service:
                           
		Figure: Ethical Summary of Sky Broadband Service
Source: (Barnett et al, 2017)
[bookmark: _Toc65269557][bookmark: _Toc65325179]Ethical Policies and Its Impact on Customers:
· Offers the best service to the customers: Sky Broadband provides the best quality of internet connection to its customers. Some customers face difficulties while choosing the best alternative, but they help the customers to select the best speed internet connection (Barnett et al, 2017). Customers are also happy to receive service from Sky Broadband as they get help to choose the service and ensure the best quality.
· Maintains honesty while disclosing: Sky Broadband reveals all the necessary and detailed information when they sell the service. They never hide any type of data that may help the customers. It helps them to gain the customers' trust because customers don't have to rely on the vivid information rather they get a piece of clear and authentic information. The service receivers always prefer Sky Broadband over the other local broadband service providers.
· Abides by the Company rules and respects others: From field-level workers to first-class officers, every employee follows the rules and regulations of the company. It not only helps to keep a calm and friendly work-environment but also attracts the customers’ attention. Customers don’t have to face difficulties while taking services.
· Pays Taxes regularly in a proper way: Sky Broadband doesn't avoid Government taxes and other municipal taxes. It helps to achieve a good reputation and hold a good position in the market. A good reputation helps to capture loyal customers.

[bookmark: _Toc65269558][bookmark: _Toc65325180]Virgin Media
Virgin Media is a British telecommunications company in the UK, which provides telephone, television, and internet services. The Ethical Company Index of Virgin Media is 85 out of 100. Its annual revenue is 5,100,000,000 euro. Virgin Media supports ethical practices. Here is a brief of their ethics rates:
                         
Figure: Ethical Summary of Virgin Media
Source: (Barnett et al, 2017)
[bookmark: _Toc65269559][bookmark: _Toc65325181]Ethical Policies and Its Impact on Customers: 
· Maintains loyalty: Virgin Media holds a good position in the competitive market only because of its loyalty. It provides internet connection at a fixed rate to every customer. They don't keep any chances to break the customers' beliefs. Customers hold a great image in their concern as they get authentic and clear information.
· Avoids providing all illicit internet connections: It may have been noticed that some local internet service providers give illegal connection just to raise their fund but Virgin Media doesn't do any type of illegal activities. As they deny providing illicit connection, the legal customers always get the best internet speed.
· Protects confidential data: Virgin Media is always concerned with maintaining privacy. No employee discloses confidential information to external parties. 
[bookmark: _Toc65269560][bookmark: _Toc65325182]Vodafone UK
Vodafone UK is a British telecommunications service provider. It is considered the world's largest mobile phone company and the third-largest mobile network operator in the UK. It operates a retail estate consisting of both company-owned and partner agent stores. 
Vodafone maintains Corporate Social Responsibilities such as paying tax, investing in renewable energy to hold an authentic position in drafting business strategies, conducting activities, and achieving the goal (Ang, 2011). Its code of ethics is very encompassing and extensive. According to the ethical summary, it scores 85 out of 100. 
                     
Figure: Ethical Summary of Vodafone UK
Source: (Barnett, Bass and Brown, 2017)
[bookmark: _Toc65269561][bookmark: _Toc65325183]Ethical Policies of Vodafone UK and Its Impact on Customers: 
· Integrity: The very first ethical practice for all the involved parties of Vodafone plc is Integrity. Employees act with honesty while dealing with clients or customers. In practising integrity, the service providers and service receivers undertake actual pricing of the product, which makes the product or service cheaper and more reputable than the other competitors. They also provide an accurate and detailed price strategy that helps to maintain a good image by engaging in healthy price competition. Customers hold a strong belief about their services.
· Disclosure: Vodafone practices the Disclosure of important information relevant to the service which helps the customers to track the performance, experience, and significance of that service or product. But in terms of confidential information, Vodafone maintains privacy.
· Compliance: Vodafone practices another ethics called compliance. To have good cooperation, each relevant officer must abide by the rules, regulations, and restrictions.
· Hierarchy and Professionalism: All the employees of the company interact with honour and try to establish a good profile of the company.
· Corporate Social Responsibilities: Vodafone UK is one of the highest taxpayers among all the competitors. Every employee is bound to obey the social rules and responsibilities. They also focus on human rights which helps to capture a good position in the market and gain Government’s assistance.
[bookmark: _Toc65269562][bookmark: _Toc65325184][bookmark: _Toc65269563]Definition of Sustainability & components of Sustainability:
Sustainability refers to the capability of using, developing, and protecting resources that enable us to meet our own needs without compromising and exist constantly. The sustainable policy is focused on maintaining economic, environmental, and social equity goals. Any discussion of sustainable business practice needs to be set within a framework of understanding of business ethics (Beisbart, 2019). Sustainable marketing goals of long-term consumer and business welfare can be achieved only by ethical marketing conduct.
There are 3 interconnected components of sustainability. They are:
1. Economic viability: A sustainable economy is supposed to be strong, environmentally conscientious, and accessible to the whole community. It must generate tax revenue, continue to grow base-level-business that exports products and imports revenue. Good corporate governance is important for the economic pillar.
2. Environmental protection: Environmental sustainability is completed by diminishing the impact of human activities on the natural system. Wise utilization is a major component to protect our environment. Broadband companies are focusing on reducing the harmful elements for environmental sustainability (Kaltum, 2020).
3. Social equity: Fair access to all the basic needs of a human such as housing, transportation, education, jobs, recreation, and full participation in political and cultural life. Proper support to the employees, engagement strategies, development opportunities, flexible scheduling, etc should present in a company.
Better broadband connection can be a prime asset as everyone tries and develops more sustainable ways of meeting his needs. As home broadband speeds improve, many employees will be able to skip the shuttle and be equally able to equally productive at home or workplace.
[bookmark: _Toc65325185]Sustainability policies of 3 broadband services and the impacts of the policies on customers 
Sustainability is helpful for every company to sustain in the market for a long time because it not only supports the meet the needs of the customers in the present time but also thinks whether they will be able to serve them in the future in a similar way (Donthu and Gustafsson, 2020). To maintain sustainability in the operation, the companies of the UK may follow several policies which are as follows: 
Sky Broadband: 
Consumer-oriented marketing: Customer-oriented marketing is the way of marketing that may help the company to think about the preferences of the customers in the case of marketing. Sky Broadband always think about how to make their customers satisfied by making them aware of their products, promising them about the service and providing accordingly. 
Providing the best value to the customers: When customers may agree to pay a service provider for an internet connection, they may expect value from that service provider. The company may be kept in the mind of the customers which may provide the best value to them. In this sense, Sky Broadband is the first choice of customers because they provide uninterrupted internet service to customers. 
Environmental friendly: As with some other environment-friendly internet service providers (ISPs) in the UK, Sky Broadband is trying their best to be environmentally friendly, although they have not been still able to do this (Lobato, 2019). For making the company environmentally friendly, they try to handle their functions in such a way that carbon emission can be reduced. 
Virgin Media: 
Using sustainable materials: Usage of sustainable materials may reduce environmental pollution and create a positive impression of the company. In this twenty-first century, the customers may try to select those companies and take service from them that may maintain the rules of sustainability. Virgin Media is one of the reputed Internet service providers which may try to use sustainable materials 
Lowering the impact on the environment: For keeping the environment protected, Virgin is taking several initiatives so that they can take service from the environment for a long time (Parashar and Hait, 2020). They have the target to accelerate a zero-carbon future, zero waste and they have set their goals for making these happen within 2025. The conscious people in the UK are heading towards taking service from this company with time because they have some strong sustainable policies to maintain. 
Creating a more inclusive culture: An inclusive culture may help a company to nurture a highly engaged workforce that represents diversified communities and customers. Virgin Media is trying its best to create an inclusive culture in its company. Customers may get a message that Virgin Media is out of discrimination and there might have a chance to provide the best service. 
Transforming lives: In the UK and Ireland, they are using their digital technology to help and transform the lives of disadvantaged people. They may provide jobs to those kinds of people so that they can lead a good life in society. The disposable income of the people is getting increased due to the employment of them which helps them to lead a solvent life. 
Vodafone UK: 
Reducing the usage of plastic: As plastics are detrimental to the environment, so conscious people and environment-friendly companies are trying to sort out the possible alternatives. Vodafone, as a renowned ISPs, is trying its best to reduce the usage of plastics. They are replacing their plastic carrier bags with paper bags which are environment friendly. Therefore, they are supplying and motivating their employees to use reusable bottles of water and other functions. 
Using renewable electricity: Vodafone UK has made a contract with two UK-based wind firm those will supply that 12% of their energy usage (Harari, 2020). Therefore, the company may be installing solar panels for electricity for the operational functions and even in handling the operation of Data Centres. Bio-machine is another source of energy which are being used by Vodafone and they are also in search of some other environment-friendly source of energy. The company has recently announced that they will try their best to carry their European network operation by renewable energy source within July 2021. Their initiatives will inspire the business customers for taking service from them as they are heading towards managing the Internet of Things (IoT) in their company. 
Adding Green Fleet: Vodafone UK is bringing carbon-free fully electric cars in their operation and this is helping them to create a green fleet in the company. They might have recurrent charging stations which will assist them to charge their cars up when they are on the road. The people now are agreed to pay even a high price for the service from the companies which may maintain sustainability in their operation most. So, this initiative of the green fleet will represent the company as a branded one to the customers. 

[bookmark: _Toc65325186][bookmark: _Hlk64221573]A critical discussion of three quality models/theories that may assist in improving the customer relationship management (CRM) of an organisation. Discuss the concept of ‘quality’ and its link to measuring/improving CRM 
[bookmark: _Toc65325187]Definition of Quality and its components: 
Quality indicates the standard value of the products or services which are wanted by the customers all the time (Cristobal, 2018). When a certain product or service will be free from all the defects or problems, the product or service could be said as a quality product or service. The degree of excellence of the product or service is considered as quality products. The quality products or services are always staying in a higher position when it is compared with the other similar products or services. 
Components: 
There might have some components which may help the companies to ensure the quality of products or service. Whatever the company, the following quality components should be engaged in the operation so that customers get a quality product or service. 
Quality Planning: There might have some standards through which quality can be ensured and selection of the standards which are necessary to maintain a high degree of excellence or quality is done in the quality planning. The way to meet the stakeholders’ needs and expectation is a crucial part of quality planning. Some success criteria might be set and the processes to ensure continuous improvement is stated in the planning. 
Quality Assurance:  Quality assurance indicates the way of reducing the mistakes or defects when products are manufactured and services are designed and the main aim of quality assurance in providing the best quality product or service to the customers. Reviews are one of the best tools for ensuring quality assurance because this helps the company to sort out the defects or mistakes. 
Quality Control: Quality control is usually said as QC which is an important part of producing and delivering the best quality product or services where some skilled and experienced persons are employed in this task (Florea and Stray, 2019). For doing this, the professionals may inspect, test, measure and compare the quality of the products. 
Continuous Improvement: To make the products or services updated and to cope with the trends in the market, a continuous improvement component is widely needed. This may allow the company to bring effective change in the product or service. 
[bookmark: _Toc65325188]Critical analysis of three quality models/theories that may assist in improving the customer relationship management (CRM) of an organisation.
Customers are the most important stakeholders to any business because the success of the company may widely depend on the customers (Zhang et al, 2020). The relationship of the company with the customers, and satisfaction of the customers on the products or services of the company important to be gained by that company. Quality is a trump card for the companies to make the customers satisfied which may lead the company to create a good relationship with them. In this present world, customer relationship management (CRM) is maintained through software where the customer relationship is tried to maintain through using the client information. Soltani et al, (2018) stated that technology has made it easy nowadays to create a good relationship with the customers so that the success of the company can be gained effectively and efficiently. Fraccastoro et al, (2020) argued that the usage of CRM is not enough to create a good relationship with the customers rather companies should follow organised processes that are present in some theories or models related to quality. 
Several researchers have sorted out some quality theories or models which may assist the professionals to improve the customer relationship management function. Three of those theories or models are analysed here. 
Deming Theory: The main theme of the Deming theory is that this theory reminds the management of any company so that the management may work for improving the processes or systems for providing the employees with a good path to handle their function effectively and efficiently. The theory tells that ensuring quality may lead to higher productivity and lower cost which may lead the company to get a competitive advantage. According to Schmidt et al, (2017), the logic behind the cost reduction is that the defects may increase the cost but when the quality will be upgraded, any major defects might not be seen which will lower the cost of production. Plotkin et al, (2017) argued that ensuring quality may increase the cost of production because skilled employees might be employed who to behave provided the higher salary and high standard materials and machinery might be needed which may cost high. Tallying the defects of the products or services, sorting out the causes behind the defects, doing analysis, correcting the causes behind the defects and keeping the records of the defects and correction are the steps which are suggested by demining theory for managing quality. As broadband service providers such as Sky Broadband, Virgin Media, and Vodafone UK may provide internet service to the people, they may find some feedback about the defects or interruption of service (Sutherland, 2020). For ensuring quality, they can follow the steps of Deming theory so that service defects can be resolved. When quality will be upgraded and the feedback of them will be resolved quickly, they will be the loyal customer of the company. Therefore, the broadband companies can also follow the Deming cycle where the functions have been acronym as PDCA which indicates Plan, Do, Check and Act. To ensure the quality service, they plan any change, execute the change, check the performance of the changing method and finally can act accordingly. 
Juran’s Theories of quality: The main theme of Juran’s quality theory is to build such a quality system that is traditional but supportive of strategic quality management (Androniceanu, 2017). The theory might include a quality planning roadmap and quality trilogy. According to the quality trilogy of Juran’s quality theory, quality may depend on three universal processes which are quality planning, control and improvement where planning may show the way to produce quality products, control may help to reduce the defects and improvement is helpful to bring efficiency and effectiveness in the products and services. The quality planning roadmap of Juran’s quality theory will be very much helpful for the broadband service provider companies such as Sky Broadband, Virgin Media, and Vodafone UK to improve customer relationship management. The quality planning roadmap may direct the companies to follow the steps such as identify their customers, sorting out the needs of the customers, translating the needs into language, developing the broadband service according to the customer needs, optimising the service features, developing the process for smooth service production, optimising the process, judging the process’s effectiveness in producing the customer-favoured service and engaging the process into operation (Rodriguez et al, 2019). It seems that the whole process may include the consideration that the service can make the customers delighted. 
Crossby quality theory: This theory is imposing priority on the customer requirements and prevention of defects on the service or products. Both the fulfilment of customer requirements and the prevention of defects of the services is essential to make the customers satisfied (Shokouhyar et al, 2020). The theory states that a company may cost money for achieving the highest quality but they have to cost more money if they have not been able to achieve the quality because they may have several defects or gaps in their products or gaps. Like Virgin Media, Vodafone UK and Sky Broadband are three reputed internet service providers companies, they can follow this method for providing zero-defect service to their customers and make them satisfied. 
[bookmark: _Toc65325189]Conclusions 
Sustainability and ethical policies are very important for every company regardless of their types of business (Valentinov and Pérez 2021). If the Broadband companies such as Sky, Virgin and Vodafone may follow the ethical policies mentioned in the first part properly, they will be able to be set in the consumers’ minds and the consumers will trust them than the other companies. Sustainable policies may also have a positive impact on managing customer relationship well. From the discussion of sustainable policies, it can be said that customers of Sky broadband are satisfied with their environment-friendly, customer-favoured and best-valued service. Virgin Media has been able to create a positive impression on the market that they transform lives by employing people; they lower the impact on the environment and they follow an inclusive culture. Lastly, Vodafone is reducing plastic usage, switching to alternative energy usage and so on which is making them to the core of the heart of conscious people. So, it can be said that each company is trying its best to maintain ethics and sustainability and to sharpen the quality of CRM.


[bookmark: _Toc65325190]Recommendations
Although the companies selected are trying their best to provide the best service and they have attained a very good position on their customers, here are some suggestions for the companies which can be followed by the companies. 
For Sky Broadband: 
· Sky broadband should communicate their ethical and sustainable policies so that customers can know much about them
· They should employ some other skilled personnel who can deal with ethical and sustainable policies effectively and efficiently
For Virgin Media: 
· As a reputed internet service provider, Virgin Media should observe the customers review their functions and services and act accordingly
· They can enrich their CSR functions where they can impose priority on attaining sustainability
For Vodafone UK: 
· Vodafone should keep up their sustainable activities and should try to expand the area of sustainable function
· They can lead all the departments of their company to maintain the ethical and sustainable guidelines and to set their own goals for sustainability so that their image to the customers may increase much more. 
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