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Executive Summary
The purpose of this report is to analyse the customer experience in organisation based on Ethical and Sustainability. 
Ethic is important in business, academics and in a civilized society, as it is the part of the foundation being built. It’s a structure that provides to help to make a decision that will be satisfied. A code of ethics is vital, it clearly points out the guidelines for behaviour and the groundwork for preventive warnings. Regardless of size of an organizations, it counts their management staff to fix a standard of ethical manner for other employees to follow according to ethical consumer. 
Sustainability in an organisation, where a workplace environment is provided healthily, making a busy long day more enjoyable for workers. This create a sustainable workplace which links to happier employees, in results to increased productivity, absenteeism, accidents and injuries.
Managing Quality well, can improve business reputation and brand, risks protection, increases its productivity, making profits and position to develop further. Stakeholders are the customers who are the most important for most of the businesses. Delivering a standard level of quality in organisation means knowing who are the stakeholders, what are their needs and meeting their needs. 
Customer relationship management is an approach that carries out to ensure every customer communication is appropriate and continuous. CRM is an essential business strategy for handling and improving customer connections across the public or private’s organizations.
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Introduction
The definition of Ethics means, it’s a system of principle and philosophy that is good for the society and individuals. It’s about human actions and their characteristics between right and wrong. Ethics can be described in many ways, it gives direction and share common ethical standard, to support constancy in behaviour all across different levels of employment. Managing the actions and relationship when working with board members, employees with top management and also, when dealing with other stakeholders according to ethical consumer, (2019).  
Sustainability clearly explains the needs to meet the existing, without negotiating the ability of upcoming generations to come across theirs. It has three main foundations social, economic and environmental. These are familiarly talk about planet, people, and profits suggested by Kelly, (2019). If a business is unnecessarily trying to do things too much, it will end up not having enough resources or money to do what exactly wants to do. It is very important to consider to have vision and convincing goals of the organisation according to Free Management Library, (2019).
Quality in organisation management, means improving services, products, systems of processes, making sure the business fits in effectively and also, performing for the stakeholders. To manage the quality, organisations constantly needs to make sure that the business fits into its purpose and keep on improving according to QA, (2007). 
Customer Relationship Marketing (CRM), is about maintaining customer relationship successfully. It is a practice that contains marketing activities towards establishing and developing. CRM is used to gain clearer insight, closer understanding of customers and helping to create an effective relationship towards business process.  This can be done by focusing on relationship marketing on developing long-term relationships and improving shared performance through customer loyalty and customer maintenance. Also, through ethically, how sustainability is involved in the organisation, and how quality is maintained according to MYCUSTOMER, (2019). 










Findings
Primark – Ethics/Sustainability
According to ethical consumer, (2019) Primark have recently taken some progressive steps towards improving their ethical standard, when it comes to workers. According to the CRM concerns, Primark is unethical, because their garments are made in under-developed countries, in large factories where the labour is cheap. Primark is still continuing to improve their ethical standard to a high level. As part of Primark Ethical Trade Team, there are more than 80 professionals who are enthusiastic to sustainability, ethical fashion and workers are working out according to PRIMARK, (2019). Primark assessing their structural integrity of the factories continuously, from where it sources comes from suggested by Robertson, (2018). Primark frequently visiting factories and is in regular in touch with all other plants which it supplies from. Then again, Primark’s ethical and sustainable initiatives go far further than Rana Plaza, a garment factory where it tragically collapsed in Bangladesh suggested by Lister, (2018).
Primark has stayed silent on whatever it does in terms of sustainability, ethics, and worker’s rights. Newly, Primark has decided to speak regarding its obligations to produce accountable fashion suggested by Hendrksz, (2017). After the development of its Sustainable Cotton Programme, where Primark is working with Cotton Connect and the Self-Employed Women’s Association (SEWA), supporting more than 11,000 female cotton planters in India, also, increasing CRM’s awareness in Primark’s personal sustainable and ethical practices. Their customer is their main target who is fashion-conscious and wants to worth for money according to PRIMARK, (2019). 
LUSH - Ethics/Sustainability
According to LUSH, (2019) all trade should be fair and organisation should be ethical. LUSH makes every effort to conduct their business, from ingredients suppliers through employees and customers who can be benefitted from LUSH, and enhanced by it. LUSH wants to become more demanding, so the business itself can match their own expectation, their customers and worker’s. LUSH has built a high level of trust within their customers. Their highly ethical company values shown through their people and service, products and campaigns. When hiring employees LUSH looks for these qualities as a top priority, before they train them. Due to the interest that their employees have, they intend to engage more with their customers and give them recommendation for the sake of pure helping suggested by Vizard, (2018). These reflect their genuineness, which in result customers feeling really valued. LUSH has taken training seriously all the time, and set some high expectations from their employees worldwide. 
Lush company has proved it that their Cosmetics is an evidence of their efforts of sustainability and environmental footprint according to REPLAS, (2019). Their cosmetics is 100% vegetarian which is known widely, handmade, uncovered packaging and animal test fighting, according to LUSH, (2019). LUSH know focusing on hardware, software and data management to make sure it aligns with its brand purpose and to build a policy on digital ethics. They have a built till systems on Android, to cooperate with their CRM system, while back office estate is controlled by a cloud system run on 100% renewable energy. Cleaning up its supply chain and how products are disposed of.
McDonalds – Ethics/Sustainability
According to Reynolds, (2011) McDonalds maintains a great organizational ethics and then maintains its business with a high standard of ethics. McDonalds behaves faithfully, with great honour and equality with all their suppliers and customers. McDonalds makes every effort to be best in all grounds, and whatever task it carries out to work in. Continuous progress is done through continued training and development according to CQI, (2019). McDonald are using digital innovations and technology to meet its goals from marketing to personalization. They are also, increasing their loyalty program and one to one interaction with customers to come to build a strong relationship. McDonald’s will be using customer’s data to understand their behaviour, their preferences and encourage customers for repeat visits, if they haven’t for a while. Using the loyalty program will be the future of CRM and increasing sales according to Forbes, (2016).
McDonald’s has established its own Global Environment Commitment, and taken CRM social responsibilities towards the environment very seriously, and willing to pay more for sustainable products. McDonald’s continuously improving the environment in the past and present focusing mainly on energy efficiency, waste management, sustainable packaging and green restaurant design suggested by Carrig, (2018). The business is seeking ways to use energy efficiency, for instance by using natural gas in the restaurant. Furthermore, McDonalds constantly discovering ways to recycle and reuse packages of consumer’s product in packages suggested by Page, (2018). They have been forbidden the use of plastics in packaging, but it is carrying on to use paper-based packages even though it comes from trees, and McDonalds may be going against the environment. 
IKEA – Ethic/Sustainability
According to Salisbury, (2011) IKEA likes to sell its ethics, by all the affects business has made to worked hard. Making sure the labour used to make the goods and the materials is used, is sustainably meets the international regulations.  A fixed rules and regulations for the ‘IKEA Way’ is set for its suppliers, their rules include, where the wood is sourced from, suppliers are required to provide annual reports on the basis of the capacity and what sorts of wood used in their products. Also, child labour has strict rules, and IKEA demands that all of its dealers and suppliers be aware of the UN Convention on the Rights of the Child. If IKEA finds out a supplier is using child labour, then they will be asked to withdraw the contract or end the practice according to ETHICAL UNICORN, (2017). IKEA have chosen to change from a predictable business model to reduce prices considerably. CRM is not necessarily about better customer service at IKEA, but about giving the customer a increased value for money or better value proposition.
IKEA has taken great progress in sustainability according to Indeed, (2019). It has developed a number of sustainability goals which involves the sourcing of paper materials and wood. Approximately 60 percent of IKEA products is estimated made up of wood, because of its heavy requirement. IKEA catalogue, about 60 percent of the paper is FSC-certified suggested by Nini, (2018). IKEA also finding out ways to increase energy efficiency and reduce waste. IKEA’s main materials on household furnishings, about 98 percent are recycled and renewable. IKEA, in addition investing greatly on wind farms and solar panels also, IKEA holds non-profit Compassion in World Farming, to be assured that the merchants of its animal products are using caring practices according to IKEA, (2019). IKEA has a full-time Chief Sustainability Officer to supervise the sustainability program according to In. (2016). CRM, putting into practice include applying before creating a customer strategy, beginning with CRM before making necessary organizational changes, supposing that more CRM technology is fundamentally well and investing time and resources with disinterested customers. CRM is a huge responsibility that is multifaceted and demanding.
TASK 2
Quality in an organisation management, means improving service, products, systems of processes, making sure the business fits in effectively and also, performing for the stakeholders. To manage the quality, organisations constantly needs to make sure that the business fits into its purpose and keep on improving. There are more to manage a quality than manufacturing goods, delivering looking out for defects. To build a managing quality level in an organisation, is an ultimate question for anyone who is interested in the success of the business and their purpose according to QA, (2007).
MBWA Theory
Management By walking Around (MBWA) suggested by Tucker & Singer, (2013). Tom Peters and Robert H. Waterman, in 1982 recommended the concept in their management theory, a method fundamentally used in a management style, where manager’s walk’s around freely and unintended manner amongst the workers. The objective is to co-operate with the assistants and giving advice on their work, while carrying out. This kind of collaboration will help managers to better understand the concerns, ideas, issues of the employee’s and managers teach the practice of talking efficiently and listening effectively. This approach forces the management to develop their communications with the subordinates and emphasizes the importance of good communication throughout. This then can help managers act on the findings accordingly in return. There are three concepts to follow from the MBWA theory:
Managers taking time to walk around (MBWA) – at McDonalds employee’s continuously working like machines. Managers who walks around the organisation and interacts with their subordinate’s will improve their ethical standards. This will progress on monitoring the subordinates in their work environment, learning about the current situation, gaining insight of their views, coming across any problems both at work or private they might come across and also, creating a good relationship with them is the success of their business ethics and their CRM system according to Page, (2018).
Managers striking up conversations (MBWA) – to understand the values and visions of Lush, it is important managers constantly discuss and interacts with their subordinate’s. Since, Lush is cruelty-free and does not test their products on animals, neither they will ever buy from a distributing company who has suggested by LUSH, (2019). Managers who communicate with employees will improve efficiency, productivity and their CRM system. As sometimes employees might not able to give full details of their quality product, that how it’s made? and where it came from? Managers who stands by will help to assist more, not just to their employee, but also, for their customers satisfaction, by advising further on ingredients that the products are guaranteed not tested on animals and signed on strict policy before distributing to them. Their products are 100% vegetarian, fruit, vegetables and grains are non-GMO, this way will benefit the CRM system of LUSH, according to Tucker & Singer, (2013).         
Creating networks within the organisation (MBWA) – IKEA sustainability is beyond their success. By creating network every day for the many people, will make a better life living more sustainably. Networking will transform their business and having an even better positive impact. This will help offering products and solutions that benefits both employees and customers to save money by using less energy, water and reducing waste suggested by Salisbury, (2011). Creating networks in an organisation will build a better life for the people and communities, which includes supporting the development of good places to work throughout the IKEA Group supply chain. Creating network will also, develop and promote solutions that encourage and support subordinate’s and customers to live a more sustainable life at home, whether it is sorting waste, saving or producing energy or accessing clean water. CRM, putting into practice include applying before creating a customer strategy, beginning with CRM before making essential organizational changes, supposing that more CRM technology is fundamentally better and investing time and resources with disinterested customers. CRM is a major undertaking that is complex and demanding according Indeed, (2019).
FISHBONE (Ishikawa)
In 1960s Dr. Kaoru Ishikawa, designed the fishbone diagram to support employees to identify cause and effect of a problem. Working out the major factors involved and identifying possible causes. This technique uses a fishbone diagram approach, to analyse the possible cause suggested by Hayes, (2019). It is a tool used for quality control in management and appropriate method in risk analysis. It identifies common causes of a general effect. The causes are grouped into categories. 




IKEA Internal Damages (See Appendix for Diagram)                                                                           Main root cause Internal Damages. Identifying the main problems:
ENVIRONMENT –                                                                                                 Internal/External Client in Retail Environment
Workplace Housekeeping
Workplace Economics
TOOLS –
Use of inappropriate tools
Damaged tools
Missing tools
MANPOWER – 
Unsuitable training 
Non-compliance with rules 
Co-workers changing during operation
MACHINERY –
Not subject to preventive maintenance
Damaged Equipment
PRODUCT – 
Different storage procedure 
Unsuitable packaging 
Unsuitable racking
PROCEDURE –
Unsuitable traffic plan
Undocumented Practice
Procedure Instruction
Procedure Definition
Conclusion
To conclude this report, CRM is the most significant characteristic of strategic marketing, it is essential that CRM be carefully combined with marketing strategy. CRM has an important role to play in market program positioning strategies and targeting according to ethical consumer, (2019). CRM aspects of ethics and social responsibility, organisations are developing, fulfilling programs and processes to lessen ethical problems and deal with those that take place. A lot of companies have appointed ethics officers, to develop further, operating process and guidelines to maintain effective customer relationships according to MYCUSTOMER, (2019). Ethic is very important in business, to be fair, clean and beneficial to the organization. For this to happen, businesses need to put up with ethics, engaging themselves in fair practices and competition to benefit the CRM system, suggested by Vizard, (2018). Every individual, employee, consumer and the society believed to be driven my moral values. In the long run, organisations guided by ethics and values are profitable, however in the short run they may seem to lose money. Moreover, a CRM lets the company identify who among the customers are more profitable, and who are not. Based on the data information, business concentration over profitable customers and improves productivity according to MSG, (2019). 
According to Kelly, (2019) Sustainability is important for many causes which includes having a healthy community, needed from clean air, natural resources and nontoxic environment. Being sustainable improves health, increase safety, and save money. Sustainability reduces the environmental impact on businesses, if less reliant on natural resources than competitors will have ways to deal with rising costs, due to climate change business will have a better chance of long-term success according to Free Management Library, (2019). There are all kind of ways of being more sustainable which will help businesses become more efficient, providing a platform for enhancement, improve brand value and reputation, help interest and retain staff, make better growth, cut costs and build up stakeholder relations. CRM finding ways to play a role in the change towards more sustainable lifestyles, companies need to react to these developments, by humanising markets that balance environmental with profitability and social responsibility. Businesses from now need to serve the new and constantly changing needs of the growing number of customers, who sincerely care about social and environmental issues, are keen to pay more for sustainable products suggested by Muller, (2019).
The most fundamental aim of a business is to provide products that meets the requirements of customers. All employees including managers should always try to reach the highest Quality according to QA, (2007). Quality is mainly founded on customer’s expectations and their needs. If they are satisfied with the services and products, it is likely that their needs can be fulfilled by the organisation. That will also, make customers become their partners. Quality can be successfully managed, only when implemented by a modern system of customer relationship management. Most businesses are finding out ways on how to ensure that all designed key practices and systems would offer their customers with high quality and necessary value. For all companies Quality has become a dominant marketing tool, so it is important to understand that the benefits resulting from quality are connected with effective performance in any particular market and effectiveness of the production, distribution process and trade.   

RECOMMENDATION

Sustainability is an important business goal, giving back to the communities where business is operating can give numerous ways to decrease environmental footprint. To start off by looking at how technology and better polices may help to understand. By emerging technologies to improve efficiency and sustainability through automation according to Alton, (2018).  
Reducing environmental impact is a great way of organizational values and having a positive impact that goes further more than their profits. Here are ways organizations can hold to improve their sustainability, by starting building up a ‘green team’ for employees to discuss and come across ways to make changes that will have an influence every day. These could be simple things like starting a recycling program in the office, setting minimum guidelines for new hardware purchases to meet energy efficiency standards, constantly guiding to ensure meeting companies standards, how things are disposed for instance furniture, old technology, unused office supplies and ongoing commitment to sustainability suggested by Switzer, (2017).
Sustainability is very Essentials for organisations, which helps managers better understand global sustainability trends, effective business reactions and engagements. The free online tool below will help to supporting learning, innovation and help team identify areas of personal and professional importance within their range of influence.
https://www.activesustainability.com 

   











Appendix	Internal problem





Environment 

Machinery 

Not subject to preventive maintenance

Damaged equipment
Workplace economics
Workplace housekeeping

Internal/External Client in Retail Environment





Tools

Product 

Damaged tools

cvvUnsuitable racking
Unsuitable packaging
Different storage procedure
Missing tools

Use of inappropriate tools





Manpower 

Procedure 

Co-workers changing during operation
Non-compliance with rules

Procedure definition
Procedure instruction
Undocumented practice
Unsuitable traffic plan
Unsuitable training
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