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Executive summary 
In the modern time there are more advance of knowledge which seems to be developed and grow faster. The economy is rapidly developing which shows a good example of development. According to the organisation’s development, there are some crucial issues which are always in threatened to the organisation. 
Ethics is a significant factor which cab effect positively and negatively. The companies that are ethical their chance is to reach the sustainable growth, great reputation and develop stronger image for the ethical policies. Quality of customer relationship management depend on the way the CRM approach, its quality in work or quality in technology. A strong CRM can only bring success to a accompany.
On conclusion the researcher suggested that a strong quality CRM management system can convey in customers by gaining trust with the data being secured. For organisation success a CRM will compare its performance to other companies to see if there are any gaps that needs to be filed. Also, for recommendation the researchers suggest that by applying the Guru Quality models a CRM will widely work by providing planning analysis and problem solving and communication. This is what the researcher expects for future development process, for sustained competitive advantages. 
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1.0 Terms of reference
Editor at Customer Relationship Management online journal requested the report on 18th June 2019. The report will conduct a critical perspective of the impact organisations quality process have on customer relationship management. The report has been compiled by senior researcher of University of Wales Trinity Saint David. Senior researcher will be analysing the benefits of ethics and sustainability policies and the quality of customer relationship through products and services and how it impacts on the organisation. According to the criteria, the senior researcher will demonstrate its knowledge by supporting with credible sources and academic theory and citations.  The report is due on 5th July 2019. 



2.0 Procedures
According to the criteria, the senior researcher used secondary research. The researcher used credible sources such as books, articles, journals and websites.









3.0 Findings
3.1- Ethics
“Ethics is a system of moral principles. They affect how people make decisions right or wrong and lead their lives” (Armstrong, 2016, pg. 167).
The researcher concludes ethics a branch of philosophy which concerns how people should act in a general way or in a pacific circumstance. Ethics has two key branches, descriptive ethics and normative ethics. Descriptive ethics is studying of people’s morality. For example, does the CRM policy operates in an ethical environment? Ethical environment CRM will ensure that customer information/data are secured and transmitted securely. Normative ethics are using your knowledge of morals as looking at the organisation actions as in mission statement, values, policies communication etc (Moodle, 2019). 
Ethics and Culture measures the values of right and wrong. An ethical analysis distinguishes what is right by applying the logic to relate the situation under questions to one or more principles. In contrast, a culture analysis what is right by appealing to the primary values, as evident through the culture's heroes and symbols (Pettinger, 2012).
It is also defined by Pettinger (2012) that ethics is connected to morals. Moral defines what is right or wrong.  It also been important as a study of individual’s collective moral awareness, decision, character and code of conduct. Also, Mullins (2006) supported by saying that ethics symbolises the basic principles which oversee the external and internal relation of the organisation. 
BBC (2014) critically argued that human beings often behave unscientifically - they follow their 'gut instinct' even when their head suggests a different course of action. In general, it is a common behaviour but, in an organisation sometimes it doesn’t bring good outcome (Inc, 2015).
[bookmark: _Hlk12311320]Business ethics is an application of ethical values to business behaviour (BBC, 2019). As Crane and Matten (2004) mentioned business ethics is not covered by law and which there is no guarantee on the ethics changes.  For example, if an organisation using cheap labour it might not be illegal or ethical because it’s manufacturing by employees hardworking and at less cost (Worthington and Britton, 2009). CIPD (2018) suggested if business supports and demonstrates the benefit of having ethical values then the organisation cultures improves and be more open, have good relations with employees and customers and outperform their peers financially in the long term.
The differences between organisational culture and ethics is that the organisational culture guides employees when faced with ethical dilemmas. If organisation does not perform ethically, then this can bring risk to the organisation for not working ethically. When employee is faced with a decision that others within the organisation deem as appropriate, though it is unethical, the employee may follow what is acceptable as for the culture. For instance, if the organisation rewards employees for gaining the most contracts at any cost, an employee may start bribing potential clients in order to gain more deals. If the corporate culture is to gain the most contracts but through normal techniques, an employee may not be as easily persuaded to do something unethical. It is this relationship between organisational culture and ethics that can get business into significant trouble in the long term (Chandegani and Jari, 2016).
3.2 Sustainability
Sustainability defines as, “requirement of the generation to manage the resource base such as living and working in such a way that potentially be shared by all future generations” (Wetherly and Otter, 2008, pg. 432).
[bookmark: _Hlk12467848]According to Aras and Crowther (2012), there are specific definition of sustainability, as it needs to be created to its own purposes and objectives in the organisation. In the Triple bottom line model delivered in 1994 of sustainability development demonstrates how CRM uses these systems to sense how business is doing. Environmentally- the CRM system can automate various data entry processes, therefore reducing costs. It can also help improve customer service, as when a service agent contacts a customer (or vice versa) they will have their full record at their fingertips. Economically they will think about how to make profit by working sustainably. For a CRM it can be a difficult part as in one hand they have to make profit by building products for consumers to consume and in other hand consumerism drives environmental destruction as in by goods from natural materials (Guardian, 2010).
Sustainability in an organisation is to continue products or activity by reusing and recycle to show how ethical the organisation are (Thiele, 2013). Sustainability is just not for the environment considerations but also for economic and social (Crane and Matten,2006).
Organisations needs to be aware of CRM on environmental, economic and social policies because it represents an important modern cooperation, characterised by a power structure that reflects to long term approach towards an active management process and more developed measurement and reporting systems (Hbs,2019).

3.3 Quality 
                      “Quality is not an act; it is a habit” (Aristotle)
Quality can be described in many ways, ‘quality of life’ or ‘quality in business’. Quality defines how good something is compared to other similar things. For example, if quality was referred to people which means the high social standard people. According to business quality it characterise the quality of work, product or services that will stand in ability to keep customers happy. As UK government has led to new attention to understanding, measuring and improving the quality of work. It clearly shows that the interrelationships between economies and societies have broader conception of good quality work (CIPD, 2018). Generally, researcher looked at few companies which how they describe quality. In Tesco (2019) refers they product quality as finest and organic. Michelle McEttrick, group brand director at Tesco, says: “We’ve always taken great pride in the quality of our food and we know how good food brings people and families together (Market week, 2017). 

Quality Gurus’ models 
Joseph Juran (developed in 1988) believed that management must adopt a combined approach to quality. His theory has three basic steps to progress, Quality planning, Quality control and Quality improvement. Quality planning is the progress of understanding customer needs and designing a system that can meet the needs reliably. Quality control is to monitor performance compliance with the original design standards, if performance false short of the standards then plans are to be put into actions to deal professionally with the problem. Quality control puts the system back into a stable control. Quality improvement acquires when new or previously up train levels of performance are achieved. Provide training on how to improve quality and review progress regularly. 
Ishikawa theory (developed in 1969) was originally developed as a quality control tool, but it can also be used for other reasons such as a root cause of a problem, identifying why or where a process isn’t working etc. For example, the first step will be to identify the problem which will be the on the fishbone head. Step 2- draw a line from the spine. At this point Mckinskeys 7s framework or 4Ps of marketing can be applied. So, if it is Mckinskeys 7s framework then four lines in one side of the fish and three on the other side by labelling them. Step 3- from each of the factors shorter lines coming off the spine describing the causes and if problems are longer then break down to sub causes.  Step 4- then analysing the problem. Depending on the importance and complexity the researcher will investigate the most likely causes. Investigating might involve carrying out a survey. This will show the possible cause that is contributed to the problem (Mind tools, 2019). 
3.4 Impact on CRM system 
“CRM integrates internal processes and functions, and external networks to create and deliver value to targeted customers at a profit. It is stranded on high quality customer-related data and enabled by information technology” (Buttle, 2008, p.15.)
Customer’s ethics is important part of the CRM system because a CRM will need to understand customer’s ethics first while using their data and information. Ethical companies ensures any customer information for example, a credit card or medical history are kept securely. During data collection, it is also crucial to verify the identity of the customer and the accuracy of the information being submitted. High security for these functions is costly but ethically necessary. Data is only stored with agreement of the customer. Customers must be able to view their data or change it. They can withdraw their information anytime they want (Markgraf, 2019). Although CRM bring good advantages of using customers data but also there are disadvantages too. As customers tick the terms and condition some company passes the information to third party, so CRM critically should assess what they customers are signing into otherwise they may lose a valuable customer. According to Data Protection Act 1998 customer data should be used only for purpose which it states.
Sustainability is important for CRM because it needs to focus on the company success for future generations by improving on relationship between sales, profit, target marketing, finance, analysing customers, customer support, organisation efficiency’s and enable how business follow up to the high lead (Mansoor, 2018).
Several studies are on how to improve a quality in a CRM performance. The differences in CRM performance is highly related to the ethics and sustainability implemented by the company to adhere its goals. CRM assists the companies to increase the income and improve customer loyalty (Amah et al, 2013). A CRM should be advanced on technology and cultured to meet the requirements for improving and acknowledging customers. The researcher stated that the practice of CRM technology constantly has a strong impact on CRM performance. They propose that the more inclusive CRM technology, and higher CRM Technology usage, better CRM performance across the stages of the customer growth. However, CRM technology shows important impacts on the performance of the customer relationship (Nassar, 2015).
Quality of customer data is also very important for CRM because if it is not safeguarded only single users are facing serious problems – at the end the whole system will no longer work efficiently. Data Quality in CRM is very critical as this very often is a neglected topic. If a server crashes or if any functionality doesn’t work a company immediately takes the right action (Sap, 2009). According to the researcher’s observations, there are more advantages found then disadvantages. Negatives are on losing customers or losing best employees due to lack of negligence, on customer confidently or service and leaving the employees to deal with bad customer service problem.
How Ethics, Sustainability and Quality used in an organisation
Ethics are concerned with the moral actions of people; in general, school ethics apply to students, teachers, administrators, and the school board. Each of them has a code of ethics. The code of ethics provides ethical standards that people associated with the school are expected to follow in relation to working with different diversity of people. There are consequences for not obeying school ethics. The ethic policies are obliged to create an atmosphere of trust, honesty and good citizen. According to the model of Making Ethical Judgement, a CRM will have to be ethical on a behaviour or act happened in the organisation via face to face or social media. Then comparing to what the administrators suggest and act upon it. From CRM act contrasting with the prevailing norms the final decisions will be in terms of standards and priorities how good or bad it is and visualising and sensing the problem.  
For sustainability to succeed, school needs to find ways to motivate, excite, and inspire people to build a future where they don’t just survive, but thrive. For example, by winning the Eco-friendly awards for sustaining the environment. The purpose of the school quality is to provide a clear picture of what the school is providing by student learning, staff training, healthier school and best behaviour.  
According to UNICEF (2018), a quality education is defined by five elements: students external learning, environment, process of learning, content of education, learning processes and education outcomes. Learners must be healthy, well-nourished and supported by their families and communities. The learning environment should be safe, healthy and stimulating All five of the factors must be present for learners to receive a quality education. To measure the quality of education, outcomes are examined. Learners' academic achievements should match their age and grade level and meet national standards.
3.5 Organisations using Ethics and Sustainability to improve CRM systems
As recent years have seen a continuing discussion in science and industry about customer relationship management (CRM) on the one hand and sustainability on the other hand. 
The researcher analysed the present literature predominately about the core areas of CRM, i.e. retails, services and manufacturing. It becomes evident that almost no research takes an integrated perspective on what shapes sustainability activities targeted at the customer and analyses how customers and sustainability interdigitate.
Retail in John Lewis Partners
John Lewis & Partners is more than a name. Their ethics is that they are all partners, committed to giving customers, the highest quality products and service (Johnlewispartnership, 2019). John Lewis Partners is sustainable to enhance the external and internal lives of its stakeholders, shareholders, clients, community and importantly its employees. They are striving to sell products, materials, suppliers to gain a fair business and customer relationships to grow stronger for future.  
Considering at John Lewis Partnership ethics and sustainability a CRM should be able to work environment must have the quality to be organised and in such a way as to be healthy and safe to provide the required and acceptable standards of comfort and humanity. As for example in technology they must provide a safe, effective, productive and profitable use as in installing a new equipment or upgrades (Pettinger, 2012). Staffs including managers should always try to gain the highest quality. Quality management is always based on customers' needs and expectations. If they are satisfied with the products or services, it is likely to satisfy their needs. Customers will then become their partners, their defenders (Ersj.eu, 2019). 
Services in Barclay Bank Plc
According to research, Barclays states their ethics is to create opportunities for customers to rise. When customers, clients, colleagues and society rise then Barclays rise. They measures and reward customers not just on commercial results, but on how they live on their values (Barclays, 2018).
Barclays aim to provide superior services to help customers and clients create, grow and protect wealth in a sustainable way. For example, applying for loans, interest free, and financially and business support etc. (Barclays, 2018).
However, in the recent years, Barclays Bank verified unethical behaviour that stunned the world. The bank used LIBOR by giving false information about its bank to bank rates (Personnel Today,2012). The bank has not been sustainable because they didn’t want to be involved with the social and environment regulations for its own benefit. Barclays could have moved from decreasing to increasing by being sociable by being involve in the eco system, join the community projects and ensure customers are happy.
For CRM to improve their quality, they should keep up to date with their upgrades and updates. According to smartphones or computer customers can compare rates, read reviews online and open or change accounts within minutes. For sustainability, Barclay need to develop a customer-centric retention approach that combines data insights, personnel training, and added product value. In banking, a well-designed CRM can serve as the foundation for this transformation. 
A good quality CRM will need to have full 360-degree view of customer data which includes the accounts, inquiries and market segmentation. The CRM will have to perform perfectly in understanding customer’s voice.

Manufacturing in Apple company
Apple ethics expects the highest standards of ethical conduct in they endeavours. Supplier shall always be ethical in every aspect of its business, including relationships, practices, sourcing, and operations (Apple, 2019).
Apple products are manufactured in China, the company launched a programme in 2015 aimed at helping its partners there become more energy efficient. The initiative will see the company working alongside its Chinese suppliers to install more than 2GW of clean energy in the coming years (Energy digital, 2016) 
Apple has been ethical by winning first place as the World’s Most Admired Company. They have experienced few ethical issues.  Apple almost lost they reputation by misconduct. Apple has broken one of the code of conducts. In 2012 protesters in Hong Kong protested poor working conditions of employees of Taiwan's Foxconn which manufactures Apple products (The Telegraph, 2012). One undercover reporter investigated that employees wore working for 18 hours in a row (BBC News, 2014). Apple CEO Tim Cook came forward to bring the welfare of workers and has tried to bring back the company reputation (BBC news, 2014).
[bookmark: _Hlk13086367]They use CRM for its ability to help them develop better and more profitable relationship with their distribution networks (Buttle, 2008).  Creativity is a critical factor among employees involved in product design and development processes at Apple Inc. A CRM should ensure that all aspects of the business are running smoothly. Ensure compliance with the company’s quality standards. The company is known for high quality standards that permeate different areas of the business, including product design and development, retail, marketing, online sales, industrial design, and human resource management. Also, Apple has a holistic approach to quality management by decision making 



3.6 CRM system gaps based on Ethics and Sustainability
Identifying gaps based on 3.1 to 3.5-
The gaps occurring is that a CRM should discover the customers’ needs and goals before evaluating company ethics. For example, how ethical is the ethics of the company and for customer long term relationship is the company ethics determines sustainability otherwise companies may lose customers. For example, by John Lewis loyalty card the CRM can predict what the customers want and what they look for.   
A strong CRM not only will want to do work internally but also externally. When customers notices a CRM performance, they will recommend the company and its product to societies which will drive sustainability for long-term. 
For sustainability a CRM should conducts its business in an away that keeps the benefits close to home and community’s.  A CRM should have an all-inclusive understanding what are the economic impact across the service area that are enabling so that they can improve more eventually.

4.0 Conclusion
[bookmark: _Hlk13180729]According to research, the researcher has knowledge that successful companies rely on strong quality CRM management system because it allows company to build trust with customer’s experience. Also, customer buying experience is based on how the customer feel, the way they are treated etc. These days customers have more choices than before. They are demanding more on luxury. The best key to empower customer by offering a holistic experience around company touch points and developing the structure that allows for knowledge sharing and smart communication. Ethic is part of an organisation which includes customer satisfaction, profit, support from society and integrity. In a sustainable organisation, employees at every level; should be dedicated to the organisation ethical standards. 
[bookmark: _Hlk13181007]A CRM should also compare its performances to other companies to see if there are any gaps they need to fill as where they are and where they feel they need to be. The researcher relating to sustainability model, The Triple Bottom Line established that the aspects of social, economic and environmental perform an important role in defining the success of a business. In addition, the method and technique in which an organisation engages in CRM impacts its reputation among the competitors.
There are advantages and disadvantages of using CRM in ethics, sustainability and quality. Advantages are It increases productivity of employees, saves a lot of time, improvement on customer experiences by personalisation and query resolution. Disadvantages are CRM may not suit all businesses. As CRM is very expensive not all small companies can afford it, so they must go manually. This can cause threats due to lack of management. 

5.0 Recommendation
CRM are responsible for looking at quality in terms of keeping the customers happy in everything they do.  Cultural change needs to be inspected regularly. A CRM needs to have a strong emphasis to help the customer achieve the requirements and identifying internal customers.
For quality data a CRM can go training on learning new updates information and software. 
[bookmark: _Hlk13181192]By following the Guru Quality models a CRM will extensively work by providing planning analysis and problem solving and communication. 
This is what the researcher expects for future development process, for sustained competitive advantages, Apple attentions should also be addressed on sustainability performance improvement. It is of great necessity for both corporates to make efforts to improve environmental performance facing up with emerging environmental challenges. 
For another, along supply chain of manufacturing, retail and service to meet environmental commitment should always be knowledge. For example, the CRM should encourage the suppliers to assume proper packing materials to keep customers happy without jeopardising its products’ quality.
Finally, to be successful, a CRM must understand customers concerns on ethic, sustainability and quality. In CRM effort, engagement and collaboration mechanism will need to be strengthen including suppliers, employees, consumers etc.
Over engagement, valued feedback can be received to help better understand of the requirements and how it can be performed. For example, most customers prefer healthier products and through co-operation with suppliers, organisations can ensure them to understand sustainable development prospects and absorb them into environmental performances in supply chai
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