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[bookmark: _Toc139701116][bookmark: _Toc138791102]Executive Summary 
The key aim of the report is to examine customer relationship management CRM with the reference of Emirate Airlines. It is one of the two flag carriers within the United Arab Emirates. The airline is well-known in the Middle East because of its excellent services. 
Emirates is one of the leading businesses which has great significance all over the world. They always try to satisfy their customers to make their services better and their system more effective and efficient. They have different policies from which there are two under consideration in this research study, and these are the ethical policies and sustainability policies of emirates, which are discussed later.    
The airline focuses on CRM practices as they directly link to the satisfaction and loyalty of customers. To understand the effectiveness of the CRM practices of Emirates, the report shed light on the SERVQUAL model, Customer Experience Management (CEM), and Six Sigma. 	
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[bookmark: _Toc139701117]Introduction
In the contemporary business world, many businesses focus on ethical and sustainable marketing to enhance customer relationships. It can be said that ethical and sustainable practices play an essential role in improving customer relationship management. CRM enhances profit and quality processes (Garrido-Moreno et al., 2020). The central theme of the report is to discuss the ethical and sustainability policies of the selected company. Also, the information will shed light on the quality models that contribute to improving customer relationship management. The organization chosen for the report is Emirates.  
[bookmark: _Toc139701118]Overview of the Company
Emirates is well-known as a two-flag carrier of the United Arab Emirates. The airline is mainly based in Garhoud, Dubai and is a subsidiary of The Emirates Group. The airline was founded by Maurice Flanagan in 1985. Emirates is positioned as the world’s best carrier, awarded with different titles. From economy to first class, the airline offers fantastic services, excellent food serving, and modern in-flight entertainment. The annual revenue earned by Emirates in the year 2022 was estimated at 66 billion Emirati Dirhams (Statista, 2023). The total income earned in the previous year was relatively less, like 36 billion Emirati Dirhams, which shows a considerable increase in 2022 (Statista, 2023). Emirates is undoubtedly the largest airline in the Middle East, which comprises around 103.5 billion passengers in the year 2020 (Emirates, 2023). Being the largest airline, Emirates extensively focus on sustainable operations and initiatives.
[image: ]
Figure 1: Emirates Group's revenue in FY 2009/2010 to FY 2021/2022
(Source: Statista, 2023)
[bookmark: _Toc138791103][bookmark: _Toc139701119]Ethical and Sustainability Policies of the Company		
[bookmark: _Toc138791104][bookmark: _Toc139701120]Ethical Policies	
· Chang et al. (2019) said that Emirates is a successful business that runs globally, and it has some success stories all over the world. They collect data, store it and then manage it according to the requirement, which includes personal information that helps them in providing the best services to the customers to fulfil their needs and requirements. It is the responsibility of the emirates and its management to take care of the protection and privacy to maintain the security of the data with serious obligations. Emirates always tries to improve their privacy policies and rules, and regulations to make its system most effective and efficient, which helps to satisfy customers and results in the better development of the business in terms of a good reputation.    
· After seeing the success of any business, especially large and successful organizations, there are various external attackers who always try to threaten the corporation to defeat them. These attackers always try to adopt different techniques, which results in harmful acts. According to Al-Mhiqani et al. (2018), it is observed that to overcome this issue, some cybersecurity measures are required to make the system more safe and secure. Emirates always tries to improve its cyber security capabilities for the enhancement of protections against attackers and helps to provide safeguard access to all the information that they hold. It is the responsibility of Emirates to make sure that their customers are satisfied with their services and that their employees are aware of all the risks of data security. For this, emirates give training to their employees related to cyber issues to make their business improved.   
· According to Emirates, It is the responsibility of the employees and business partners to take care of all the ethical standards and expectations that the company has for them. To make their business effective, their reputation good in the market, and their competition high compared to rivals, emirates always focus on the issues of corruption and bribery. To overcome these issues, or it can say that to tackle these challenges, the Emirates comply with anti-bribery and anti-corruption laws in the country all the time because if any of the practices of bribery and corruption has been observed in the Emirates, then these practices leave the impact of a wrong impression on the customers which results in the less satisfaction of the customers from the services.        
· Human rights are the essence of the better performance of employees. All are aware of the issues of slavery, human trafficking and forced labour, which are total crimes, and these practices violate all the rights of humans. To overcome this issue, the emirates always follow and comply with the rules, regulations and laws already set by the government within the country, and with the help of these laws, they always try to work on the practices of human trafficking and slavery. Emirates always act ethically along with integrity in its dealings with different businesses, partnerships, supply chains and relationships. These techniques help them to make their image good in front of customers to make them satisfied, which helps in better productivity along with good performance and progress of the business.	
[bookmark: _Toc139701121][bookmark: _Toc138791105]Sustainability Policies 
· To avoid noise and improve the local air quality, emirates focus on the innovated methods and the advancement and development of technologies (Stanojevic et al. 2020). They utilized electric ground equipment to reduce the noise and improve the air quality. Further, they switched off all the auxiliary power units (APUs) where the availability of ground power and pre-conditioned air is possible. Emirates also works on the optimization of the planning of ground transportation. Some other operational procedures are also required, which help reduce aircraft noise and emissions. It means that Emirates always tries to maintain its sustainability by adopting such methodologies. 
· According to Susilo et al. (2023), sustainability is one of the significant aspects considered to study in terms of eco-friendly environment and greenhouse emissions. Sustainability has a great significance worldwide because all the customers, staff members, employees and regulators are very conscious of the greenhouse emissions of gases and the polluted environment. Emirates has their own environmental policy, which helps to perform its ecological operations. These policies also help in the communication externally and internally with the staff members, employees, customers and all the stakeholders.
· Yehia et al. (2019) said that Emirates always tries to maintain their sustainability for the better progress of their business, which helps to gain customer satisfaction in order to achieve the required goals and objectives of the organization. To maintain the sustainability of the system, more improved innovations, technologies, methodologies, approaches, strategies, tools and techniques are required. Emirates invests millions and billions in modern, innovative and eco-friendly technology such as aircraft engines and ground equipment.        
· Carbon footprint is one of the most considerable issues in the aviation industry because it is harmful to the environment, resulting in various diseases and affecting the health of the occupants of the nearby areas. Emirates elaborated that the aviation industry is responsible for 2% of the emission of carbon dioxide globally from the activities of human beings. According to Bahman et al. (2022), it is important to consider this issue and do some practices for it to sort out this problem to reduce the emission of carbon dioxide and other gases for better growth of sustainability. It is also the responsibility of the emirates to encourage the government, so they will take some measures to make aviation more eco-friendly and fuel and emission friendly as well. 
·  Emirates also support sustainability through the recycling process of waste material from the offices, accommodation of the staff members and operational facilities. They always work to reduce the waste and consumption of resources. Further, they installed some equipment to increase the efficiency of water and energy along with the installation of facilities of solar energy. The dry washing technique has also been used for the cleaning of aircraft of emirates, which requires less water. With the help of all these techniques, emirates improved the sustainability of the system in order to make their system better in this globally competitive market which also resulted in a very good impression on the customers. This good impression leads attracts the customers towards their services and will help them in the achievement of their satisfaction.   			
[bookmark: _Toc138791106][bookmark: _Toc139701122]Critical Literature Review
In the competitive business environment, organizations can better serve their customers by learning more about them with the use of customer relationship management software. Customer service is mainly related to the extent to how satisfied a customer is with the services of a company (Al Balawi et al., 2023). It is quite important for an airline company to focus on customer relationship management as it impacts the entire profitability and reputation of the brand. By paying attention to customers' comments and acting upon them, Emirates can enhance its operations, the calibre of its services, and the overall experience of its consumers. Additionally, CRM helps Emirates Airlines to understand more about the travel preferences and purchasing patterns of its customers, providing opportunities for cross-selling and up-selling (Arul and Tahir, 2023). By assessing customer data and suggesting additional services and products, the airline can better meet the needs and preferences of each passenger.
The SERVQUAL model is used as an effective framework to understand the phenomenon of customer relationship management (Pothal et al., 2022). Businesses can use it to identify areas where consumer expectations are not being met in terms of service quality. SERVQUAL has been included in the customer relationship management system of Emirates Airlines. For instance, the airline tracks customer satisfaction across all touch points by gathering input through surveys, interviews, and social media platforms and promptly fixing any issues. With the goal of enhancing customer relationship management, Emirates Airlines use the SERVQUAL technique to track and improve customer satisfaction. Like, the cleanliness of its aircraft, the quality of its facilities on board, and the comfort of its seating arrangements are just a few examples of how Emirates Airlines prioritizes the elements of its service that can be seen by customers. Emirates is dedicated to giving its customers a comfortable and relaxed travel experience by making investments in state-of-the-art aircraft and first-rate services. Additionally, the airline ensures a high level of presentation at all of its physical touchpoints, such as check-in counters and airport lounges (Trade Arabia, 2017). It is an undoubted fact that passengers have developed a trusting relationship with Emirates as their preferred airline as a result of their constant on-time flights and arrivals. Punctual takeoffs and landings, as well as careful handling of baggage, are priorities for the airline. Emirates has gained its customers' confidence by consistently delivering for them, which has raised their level of enjoyment. Emirates Airlines regularly conducts surveys, interviews, and social media monitoring to get feedback from customers on all facets of the SERVQUAL model. By using this data to identify gaps between customer expectations and service performance, the airline improves its customer relationship management methods (Aboueldahab, 2022). For instance, if Emirates receives a lower rating for responsiveness, it may decide to emphasize streamlining its customer service procedures and speeding up response times.
Another important model for examining the interaction between customers and businesses is Customer Experience Management (CEM). Enhancing customer interactions at each step of their journey is the aim of customer experience management (Kuppelwieser et al., 2022). Emirates is dedicated to giving its customers pleasurable and stress-free travel, starting with the booking process and continuing until the time they get post-flight support. Emirates makes use of a range of CEM-related strategies to enhance CRM. For instance, the airline invests money in cutting-edge technologies to personalize its interactions with customers, such as offering exclusive discounts and recommendations based on prior purchases (Nicolescu and Tudorache, 2022). Because of this commitment to excellence, whenever customers travel with Emirates, they can rely on a consistent in-flight experience, customer service, and rewards programme. By using CEM ideas, the airline aims to strengthen its competitive advantage, client loyalty, and level of customer service. However, the study of Shahid et al. (2022) claims that investing a lot of money in things like new software, personnel training, and data analysis is necessary in order to properly utilize CEM. It might be challenging to gauge the effectiveness of novel strategies for improving the customer experience. Despite these challenges, Emirates Airlines demonstrates a strong commitment to CEM by using cutting-edge technology and data analytics to enhance the customer experience. In addition to this, Emirates improves their customer relationship management practices by using CEM principles and methodologies (Fotheringham and Wiles, 2022). By understanding the customer journey, personalizing interactions, ensuring consistency, using cutting-edge technology, requesting and acting on customer feedback, and training and developing personnel, Emirates aims to provide extraordinary customer experiences. Emirates, a creator in the airline industry, uses CEM as the cornerstone for enhancing its customer relationship management approaches.
Another effective model of CRM is Six Sigma; the objectives are to increase efficiency, minimize faults, and improve quality across all business functions. Emirates has used Six Sigma techniques to enhance customer relationship management and provide unique travel experiences to its customers. Gathering and interpreting data is highly valued by Six Sigma in order to get reliable conclusions. Emirates improves its understanding of its customers' requirements, desires, and overall experiences by using data analytics and statistical techniques (Alshurideh et al., 2023). With the use of this data-driven approach, the airline can now more precisely identify CRM weak points, determine priorities, and allocate resources. Six Sigma also promotes the use of performance measurements and key performance indicators (KPIs). To enhance its customer service, Emirates Airlines employs CRM metrics, including response time, resolution rate, and customer satisfaction scores. The airline efficiently determines if its CRM initiatives have been successful in raising customer satisfaction by keeping a careful watch on these figures. Despite this, Six Sigma is committed to removing unnecessary variants and defective parts from the manufacturing process. At Emirates, Six Sigma techniques are used to identify and decrease errors in customer relationship management procedures, such as faulty invoicing, wrongly handled complaints, and mishandled reservations. By reducing these errors, the airline can increase customer satisfaction, eliminate potential sources of unhappiness, and strengthen customer relationship management initiatives (Alsadi et al., 2023). Consequently, the airline wants to develop its relationships with its customers and its CRM processes by offering a seamless and exceptional customer service experience in accordance with Six Sigma concepts.
[bookmark: _Toc138791107][bookmark: _Toc139701123]Conclusions and Recommendations
The above report analyzed the concept of customer relationship management along with its contribution to the success of the company. In particular, the discussion in the report revolves around Emirates and its practices related to customer relationship management. The airline is renowned as the largest one in the Middle East that, offers extensive offers and services to its customers. It has been concluded that Emirates focuses on ethical and sustainability practices in order to satisfy the demands and preferences of customers and gain considerable profit. While evaluating the CRM practices of Emirates, it is recommended that the airline emphasize protective interaction with its customers. Like, if Emirates foresees its needs and delivers relevant information at different times during the journey, it may be able to better please its customers. Additionally, Emirates needs to have reliable service recovery procedures in place so that it can respond to customer complaints right away, provide timely information, and provide compensation when necessary in the case of service interruptions or failures. Proactive and honest communication in trying circumstances will dramatically improve customer perception and loyalty. Additionally, it is advised that Emirates need to employ a CLV model to better identify its most important customers and create marketing and loyalty programs accordingly.
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