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Executive Summary
The Current report highlights ethics and sustainability policy as well as its impact on customer relationship management. The way of managing customer relationship by following principles of quality of systems theory has been demonstrated in the following study. Ethics is generally set of morals which are followed by business organization and group of people. Taking right and wrong actions and following code of morals are significant reasons of evaluating positive outcome. Consideration of integrity and fair price level for different products as well as best quality ingredients into products is key way to maintain strong customer relationship. Creation of best quality policies and development of quality plan are essential for managing customer relationship. Employee involvement and process centred approach in case of making strategic decision are strategic decision of M&S to manage strong customer relationship. Involvement of staffs and existing as well as new customers is essential for showing respect to consumers. Daily basis checking feedback of customers is the way of providing high value on their feedback and strengthening customer relationship. Maintenance of strong customer relationship is dependent upon two key criteria such as high value on feedback of consumers and good behaviour towards them. Proper financial structure needs to be maintained by management group of M&S and Primark for maintaining sustainable environment. 
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[bookmark: _Toc4409713][bookmark: _Toc4164649]1.0 Terms of reference
On 06/03/19 the chief executive of University of Wales Trinity Saint David, Maria Heffernan requested to make a business report and her team are currently searching the influence of ethical trading as well as sustainable resources and its possible impact on the quality of customer relationship. Purpose of the current study is to discuss different theories and models based on quality of systems and the way of managing strong customer relationship. This report will be compiled by student number: 1706835 to be submitted on 29/03/2019.
[bookmark: _Toc4409714]2.0 Procedure
Different information regarding ethics and sustainability policy of different organisations has been gathered from literary sources such as books and journals as well as company website. Secondary method has been followed in the study for gathering existing information from authentic company website and describes importance of CRM system and impact of ethics and sustainability policy on CRM systems in an effective way. In the following study, secondary data collection method has been followed due to gathering existing data based on ethics and sustainability policy that has been described by scholars previously. Data regarding sustainability and ethics policy and CRM systems have been gathered from M&S and Primark website. 
[bookmark: _Toc4409715]3.0 Findings 
[bookmark: _Toc4409716]3.1 Ethics 
Ethics is defined as moral principle and philosophy as well as code of morals which is generally followed by an individual and group of people. Along with that, it can be demonstrated that ethics is the philosophical term which point out right and wrong regarding human actions and different characteristics of people. As opined by Trevino and Nelson (2016), ethics is the code of morals which decide right and wrong actions taken by an individual and group of people in case of overcoming barriers and facing challenging situation. It is important because of fulfilling basic human requirements and being fair which are reasons of enhancing reputation and getting respect from others.
[bookmark: _Toc4164651][bookmark: _Toc4409717]Investigating customer experiences on organisational policies

As per principles of Utilitarian theory, taking right and wrong actions and following code of morals are significant reasons of evaluating positive outcome (Mill, 2016). Along with that, it discusses moral action maximizes limit of happiness among large number of people. Based on different principles of the following theory, it can be discussed that being fair and following ethical operation process can be the reason of happiness of others. Please see Appendices. 

Figure 1: Utilitarian theory
(Source: influenced by Mill, 2016, p.339)

As per principles of Duty based theory, whole community is bound within set of principles and regulations due to which following code of morals is essential. As mentioned by Segon and Booth (2015), for the purpose of evaluating positive outcome and getting respect from others doing well for others, following of ethical principles and guidelines are necessary. Please see Appendices duty-based theory.

Figure 2: Duty based theory
(Source: influenced by Segon and Booth, 2015, p.792)
Marks and Spencer is fully concentrated on following ethical policy such as honesty and integrity for the purpose of maintaining strong relationship with all existing and new customers. As opined by Mill (2016), following code of morals and being fair are reasons of satisfying large number of targeted consumers by delivering best quality products having full of safety. Inspiration as well as integrity and always in touch with consumers is ethical principles of corporate policy of M&S (corporate.marksandspencer.com, 2019). Senior managers of management group of the company are focused on communicating with employees continuously for asking problems regarding delivery process and price level. Based on that, marketing department of M&S is able to satisfy customers and maintain strong relationship with them. Consideration of integrity and fair price level for different products as well as best quality ingredients into products is key advantage of the company such as getting high reputation and increased number of targeted customers (marksandspencer.com, 2019). With the aid of following key principles such as fair price level and providing value of decision of consumers, M&S is able to manage customer relationship. With the aid of changing ethics policy based on behavioural approach towards all customers, Primark is able to ensure satisfaction of their customers (courseworkbox.co.uk, 2019). 
[bookmark: _Toc4409718]3.2 Sustainability
Sustainability denotes economic activity which meets requirements of modern trend without compromising demand of future generations. Sustainability is important for different reasons such as protecting natural elements and maintaining sustainable environment. Sustainability is the economic and social development which fulfils requirements of current generation. As opined by Daunorienė et al. (2015), maintenance of sustainable environment by following legal procedures is essential for achieving leading position in competitive market and enhancing reputation. 
As per principles of theories of sustainability, fulfilling demand of current generation is key purpose of maintaining sustainability in competitive market and getting high reputation from others. Based on the following point, it can be discussed that sustainability policy determines key approach based on protection of natural elements and maintenance of sustainable environment (influenced by Lozano, Carpenter and Huisingh, 2015). Along with that, the following theory points out that sustainability is development of business process based on which it can live at global scale. Three column concept such as economic and development of society as well as consideration of well-being for people are significant aspects for maintaining sustainability.

		Figure 3: theories of sustainability
(Source: influenced by Lozano, Carpenter and Huisingh, 2015, p.433)
Management group of Marks and Spencer is fully focused on utilizing renewable energy resources for the purpose of maintaining sustainable environment. Along with that, the company is concentrated on taking benefits of green energy for avoiding misbalance of availability of natural resources (corporate.marksandspencer.com, 2019). With the aid of changing guidelines based on renewable energy in sustainability policy of M&S, company is able to fulfil changing sustainable lifestyle of current generation. It can be pointed out that maintaining equal balance such as fulfilling demand of consumers and changing operation process assists in maintaining strong customer relationship (Refer to Appendix 1). 
On the other hand, Primark is fully focused on sustaining health of consumers and using renewable energy sources such as hydropower and biomass in terms of using natural sources (primark.com, 2019). Creation of positive effects such as improved operation process and developing community are significant ways of managing customer relationship. As opined by Daunorienė et al. (2015), maintaining effective delivery service such as battery automated vehicles can be reason of maintaining good health condition of consumers which assists in sustaining business process and managing customer relationship. 
[bookmark: _Toc4409719]3.3 Defining quality
Quality practices and system is most desired factor to maintain strong relationship with all group of customers. Quality plan based on ethics and effective culture attract customers to purchase products of particular business organization and engage with organization. As suggested by Sabella, Kashou and Omran (2014), consideration of strong quality practices based on morality and good behaviour with customers are required factors to manage customer relationship.  
[bookmark: _Toc4164653]Discussing different models and theories based on customer relationship management
Quality systems theory: 
As per principles of Quality systems theory, creation of best quality policies and development of quality plan are essential for managing customer relationship. As opined by Nyadzayo and Khajehzadeh (2016), development of quality plan based on culture and ethics is most significant aspect in case of maintaining strong relationship with large number of targeted customers. Quality system theory provides significant idea regarding importance of creating quality plan based on ethics and morale. As mentioned by Khodakarami and Chan (2014), development of quality mission such as effective organisational culture and good behaviour with customers assists in satisfying customers. As asserted by Hassan et al. (2015), customers are oriented to get best quality service and good behaviour from business organization due to which development of quality plan and processes are essential. With the aid of measuring effectiveness of different processes and plan based on ethics and culture, management group of M&S and Primark will be able to manage strong customer relationship. 
As per principles of Quality system theory, continuous quality improvement index recognizes perfectly changing nature based on quality of products and delivery services and culture of customers (Hoyle, 2017). Thereby, M&S and Primark both can be able to satisfy customers by reviewing their feedback on official website regarding quality and delivery service (Gilliland, 2018). Apart from that, different types of quality systems such as ISO 9000 and TQM as well as Benchmarking assist in improving significant factors and managing strong customer relationship. 
Management group of M&S is fully concerned in following principles of quality of TQM which assists them in managing customer relationship. Employee involvement and process centred approach in case of making strategic decision are most supportive approach of M&S to manage strong customer relationship. As opined by Goetsch and Davis (2014), decision making based on evidence based facts and continuous improvement strategy are two significant ways to manage strong customer relationship. Apart from that, senior managers of marketing department and operation department of M&S are fully conscious of maintaining strong communication with customers with the aid of face to face conversion and email communication (Gilliland, 2018). 

Figure 4: Principles of quality systems theory
(Source: iso.org, 2019)
On the other hand, senior managers of management group of Primark follow ISO 9000 which sets four principles of quality standard and those are describing below: 
Customer focus: focusing on demand of customers regarding best quality products and effective delivery service as well as good behavior from staffs of Primark is strategic way to manage strong relationship with targeted customers (influenced by Ataseven, Prajogo and Nair, 2014). 
System approach to management: line of thought based on system approach assists in evaluating market elements such as products and price level which are most demanded factors of customers (Hoyle, 2017). Marketing department of Primark is fully focused on creating strong relationship and maintaining consistency with the aid of gathering daily basis information regarding changing demand of customers. 
Key leadership role: leaders of Primark provide enough guidance to all employees so that they give high concentration on own performance. Based on high performance from all employees, overall quality of delivery service and products can be improved (fashionunited.uk, 2019). With the aid of following such strategic way, management group of Primark is able to manage strong customer relationship. 
Involvement of existing and new customers: senior staffs of Primark conduct meeting in a community hall by existing and new customers as well as lower staffs for discussing about demand of both parties. Based on which, senior members of the company take decision regarding the way of improving internal culture and overall business strategy (Refer to Appendix 2). 

Figure 5: Key Principles based on quality management of ISO 9000
(Source: influenced by Ataseven, Prajogo and Nair, 2014, p.9)
European Foundation for Quality Management Model: 
Following business excellence model provides significant idea regarding involvement of people and employee at the time of taking strategic decision as well as making strong partnership and focusing on resources. As per views of Fonseca (2015), based on strategic decision and strong resources, expected results can be forecasted. In the following context, it can be discussed that evaluation of positive outcome based on effective quality management and processes, an organization can be able to manage strong relationship with customers. Management group of M&S is highly concerned in following key approaches of EFQM model such as results orientation and constant performance due to which it impacts positively on CRM (influenced by Fonseca, 2015). Primark is also focused on following key approaches of the following model such as systems and process centred approach which assists in taking factual based decision. As mentioned by Sabella, Kashou and Omran (2014), changing guidelines based on ethics and effective organisational culture of different policies of an organization is most significant way to manage strong customer relationship. 
[bookmark: _Toc4164655][bookmark: _Toc4409720]3.4 Ethics, sustainability and quality are part of CRM system
Different policies based on ethics and sustainability aid in improving behavioural nature and mindset of employees of an organization. Based on which, management group of an organization is able to provide great satisfaction to targeted customers. As opined by Khodakarami and Chan (2014), CRM is fully based on providing best quality delivery service and high value on feedback of consumers regarding changes into significant factors such as products quality. Along with that, it can be discussed that ethical business process and sustainability policies of the organization ensures high level of customer satisfaction considering relationship with customers. Thus, it impacts positively on CRM of different organisations. Management group of M&S has taken decision regarding changing nature of all employees by fixing work time and providing equal opportunities. As suggested by Hassan et al. (2015), with the aid of gathering daily basis information by conducting market research, an organization can be able to satisfy large number of targeted customers and manage customer relationship. Supporting customer and providing high quality services to customers are key aspects in context of maintaining strong relationship with customers. Appropriate strategy regarding the way of satisfying customers such as positive value on decision of customers and reviewing their feedback are ways of ensuring strong customer relationship management within two organisations (Refer to Appendix 3).
[bookmark: _Toc4409721]3.5 Organisational CRM systems
On the other hand, Primark is conscious about creating positive effects and developing society based on which it is able to satisfy targeted consumers and maintain strong consumer relationship. As opined by Goetsch and Davis (2014), consumers are oriented for maintaining sustainable environment due to which they are focused on organization which follow guidelines of sustainability policy. In the following context, it can be mentioned that Primark maintains effective delivery service such as battery automated vehicles for maintaining better health condition of targeted consumers.  Along with that, protection of natural elements and sustainable environment are major guidelines of sustainability policy of Primark (fashionunited.uk, 2019). Management group of the company has taken decision regarding the way of maintaining better health condition by using renewable energy sources in the production process so that large number of customers are attracted to use products of Primark. As suggested by Fonseca (2015), maintenance of strong customer relationship is dependent upon two significant factors such as providing high value on consumer decision and maintenance of healthier condition. Keeping this in mind, management group of Primark has given enough concentration on improvement of production process and changing technological aspects which are most required factors for maintaining healthy condition of consumers. Consumers are affected negatively from bad quality of products as well as environmental condition due to which focusing on these essential factors is significant strategies (influenced by Valentine and Godkin, 2016).
However, hierarchy of M&S has given focus on fulfilling requirements of consumers such as best quality ingredients into different products and maintenance of nutrition level so that consumers are able to maintain healthier condition. In the following way, key principles of ethics and sustainability policy of M&S have assisted to manage strong consumer relationship (Gilliland, 2018). On the other hand, senior managers of Primark are concerned in maintaining sustainable environment by using latest technological process such as automation system in terms of using manual handling. Thus, it impacts positively on environmental condition of London City and Birmingham city and consumers are greatly satisfied by using products of the company. As opined by Valentine and Godkin (2016), consideration of ethical approaches such as fair price and best quality ingredients into different products is strategic way to manage strong customer relationship.

Figure 6: Key approaches of customer relationship management
(Source: influenced by Valentine and Godkin, 2016, p.119)
Strong capital is needed for managing sustainable environment and the way of taking strategic decision based on healthy level of all consumers across the city. CRM approaches of M&S is strategic way to connect with customers on daily basis and improve profitability within short period. As suggested by Arman (2014), customer relationship software is key program designed for purpose of gathering all significant aspects regarding demand of customers. Thus, it can be discussed that, consideration of improving business process and production process by including best quality ingredients into different products is strategic way of strengthening customer relationship (influenced by Elbeltagi and Agag, 2016). Due to which, policies based on ethics and sustainability of both companies have affected positively on customer relationship management. 

[bookmark: _Toc4409722]3.6 Gaps
[bookmark: _Toc4409723]3.6.1. Comparing organisations by identifying Ethics and sustainability
In case of M&S, ethics and sustainability policy have been implemented on the basis of two factors such as environmental protection and the way of maintaining an effective organisational culture. On the other hand, ethics and sustainability of Primark consists of two significant factors such as use of renewable energy and protection of natural elements. However, the way of avoiding issues regarding ethical guidelines and protection of climate have not been described in the following study.  Due to which, specific gap has been created between environmental protection and avoidance of issues.
[bookmark: _Toc4409724]3.6.2 Identifying gaps for organisations 
Different guidelines and principles of ethics and sustainability policy have been described in the following study. Along with that, impact of ethics and sustainability on CRM systems has been defined in the following study. However, the way of overcoming challenges in case of implementing ethics and sustainability policy have not been illustrated in the following study. Due to which, specific gap has been created  between guidelines of Ethics and sustainability policy and different challenges and the way of overcoming challenges in case of implementing specific policy.
[bookmark: _Toc4409725]4.0 Conclusion
Thus, it can be concluded that maintenance of ethical business prices by providing best quality products and including fair price as well as maintaining an effective organisational culture are ways of managing strong customer relationship. Along with that, sustainable business process by protecting natural elements and using renewable energy sources in the production process assists in satisfying large number of consumers and creating strong relationship with them. Quality management processes by following process centred and system approach as well as continuous way of improving business process is the way of managing customer relationship. CRM is important for business process as it assists in enhancing overall profitability and reputation of organization in competitive market. 
[bookmark: _Toc4164656][bookmark: _Toc4409726]5.0 Relevant recommendations
	Factors 
	Description 

	Specific 
	· To make proper financial structure regarding the way of maintaining sustainable environment 

	Measurable 
	· It can be measured by observing satisfaction among consumers. Along with that, it can be measured by reviewing feedback of consumers on social media

	Attainable 
	· It can be attained by recruiting skilled and experienced finance manager 

	Realistic 
	· It is realistic as it satisfies large number of customers and strengthens customer relationship. Along with that, It is realistic as it enhances business profitability

	Time
	· 2 months 



Table 1: SMART Recommendation 1

	Factors 
	Description 

	Specific 
	· To produce innovative products by using renewable energy 

	Measurable 
	· It can be measured by observing satisfaction among customers. Along with that, it can be measured by growth of business process of Primark and M&S. With the aid of checking overall sales volume and feedback of consumers on official website 

	Attainable 
	· It can be attained by estimating proper budget for innovation and implementation of quality products. It can also be attained by changing production process and considering modern trend

	Realistic 
	· It is realistic as it assists in strengthening customer relationship. It also enhances reputation of organization in competitive market 

	Time 
	2 months 



Table 2: SMART Recommendation 2
[bookmark: _Toc4164659][bookmark: _GoBack]

[bookmark: _Toc4409727]6.0 Appendices
Appendix 1: Ethics and Sustainability policy of M&S
[image: ]
(Source: https://www.edie.net/news/7/Plan-A-2025--M-S-updates-flagship-initiative-to--embrace-a-sustainable-future-/)
Duty based theory:
Utilitarian theory
Appendix 2: Understanding ethics of Primark
[image: ]
(Source: http://www.markedbyteachers.com/as-and-a-level/business-studies/understanding-business-ethics-at-primark.html)
Appendix 3: Importance of CRM
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(Source: https://ninjaoutreach.com/contact-relationship-management/)
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Key principles  of ISO 9000


Focusing on demand of customers 


System approach to management


Involvement of existing and new customers


Guidance to all employees 



creation of  positive effects 


Maintenance of sustainable environment


Healthier condition of consumers



Fulfillmentof  demand of current generation 


Sustainability in competitive market


Protection of natural elements 


Maintenance of sustainable environment 


Set of principles and regulations


Folloing code of morals  


Evaluation of positive outcome 



Utilitarian theory


Right and wrong actions 


Following code of morals


Well-being of people 


Being fair 


Continuous quality improvement


Reviewing feedback of consumers


Communication with consumers
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