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Introduction
One of the keys to success in business is building a reputable customer base. The number of customers a business or company attracts and sustains determines its success. Therefore, a priority of any business must be to ensure that the experience of each customer is exemplary and pleases everyone so much that they develop a loyalty to the company. “Investing in company loyalty isn’t just about preventing customers from leaving. It’s also about maximizing the opportunity for growth.” (Chambers, 2020) Hereby, putting in additional effort to ensure customer satisfaction will increase customer retention, increasing the growth of your company. The growth of the company would gradually increase due to recommendations from satisfied customers. If a company has loyal customers, the amount of sales will not decrease, it will only increase because customers will keep coming back.

This critical report has been requested by the Principal Researcher at ‘The Research and Analysis Wing’ of the Aviation Research Centre, a voluntary organisation currently researching in ethical trading and building sustainable resources of three airline service providers to their customer relationship. A critical report compares and evaluates not only the strengths, but also the weaknesses of a subject. This report will critically analyse the airlines; Emirates, Qatar, and Bangladesh Biman.  The research will look at the possible impact of the quality systems of the Airline organisations may have on customer relationship management. A report has been compiled of the customer experience of the airlines, based on ethics and sustainability. The report also includes a critical assessment of the Quality Models: ‘Deming’s Theories of Quality, ‘Juran on Quality’, and ‘Crosby’s Cost of Quality’, and how these may assist each organisation in improving its customer relationship management. Finally, the report will contain a conclusion on the impact of ethical and sustainability policies on the quality of CRM systems in the organisations. Recommendations will be involved, based on development points highlighted within the findings and conclusion sections of the report.

[bookmark: _Hlk57799554]What is Ethical and Sustainable Marketing?
Ethical Marketing is “less of a marketing strategy and more of a philosophy that informs all marketing efforts.”. This type of marketing involves honesty and fairness to all customers, employees, and moral ethics. In today’s society, consumers are becoming increasingly concerned about what the companies that they are using are doing for their consumers and the environment. Therefore, companies which use, for example, Fairtrade products, natural products, or are against animal-cruelty, are all examples of Ethical Marketing. However, the term ‘Ethical’ can be quite ambiguous. This because everyone has their own opinions on what is ‘right’ and what is ‘wrong’. A general example of non-ethical marketing is weight-loss pills. Although many of these pills are ineffective, companies who sell them still have a mass market of consumers, which are attracted through their manipulated, exaggerated claims. This would be unethical because it is not in the interest of the consumer, but only to increase business profit. Ethical Marketing is the best way to increase sales and popularity, as the largest companies are also starting to implement it in their businesses. 
Sustainability can be linked to Ethical Marketing. As morals in businesses include ensuring the sustainability of the environment, sustaining it for the future generation. It also includes the impact the business has on society. “The goal of a sustainable business strategy is to make a positive impact on either one of those areas.” (What Is Sustainability in Business? | HBS Online, 2020)
Emirates Ethics and Sustainability
Emirates are the world’s 4th largest airline company. The reputable airline started on 25th of March 1985, and has since had a rapid increase of consumers, as “In the fiscal year of 2018/19, the Emirates airline group moved just over 58.6 million passengers.” (Emirates airlines: number of passengers 2018 | Statista, 2020). An advantage of the company, which increases its customer retention, is its ethic and sustainability beliefs. The United Arab Emirates Airlines is not only the first airline company to introduce in-flight entertainment, but they also fund numerous charities. The Emirates Airline Foundation School & Dhaka Project if funded by Emirates and gave “Nearly 500 children have the chance to escape from the slums of its capital at the Emirates-funded school in Bangladesh.” (The Main Marketing Issues Of Emirates Air Lines Marketing Essay, 2020). The total cost of the project was over 1 Million pounds, all funded by Emirates, and the school even owns a blog, where regular updates of the school and the different charities, that Emirates are providing, are presented. They also own The Emirates Airline Foundation, which is a non-profit organisation helping children in need. In total, they have supported 32 projects located in 18 different countries, for over 16 years. Some of their current projects include a hospital ship in Bangladesh and safe centre in Dubai. Emirates is taking apart in ensuring the sustainability of our planet and the wellbeing of the next generation. This makes them a more liked company- increasing the number of loyal customers they have. The Emirates airline also attain many ethical beliefs. Additionally, Emirates have introduced a Covid-19 cover which is automatically applied to every customer booking a flight with them, regardless of class or age. The cover is activated from the date of departure, for 31 days. The COVID‑19 health expenses have risen to 150,000 Euros for the airline company. However, it benefits its customers, who they are taking extra measures for. Emirates have also invested in High-Efficiency Particulate Air Filters in all their planes to “ensure passengers breathe in uncontaminated air whilst on board.” (&rarr;, 2020)
In addition, Emirates have a multiple frequent flyer programmes, such as the Emirates business rewards and their Skywards “Business Rewards Points can be exchanged for upgrades or flights of any fare type on almost all Emirates operated flights.” Any business can enter to be enrolled in an Emirates Business Rewards programme to earn reward point for purchases like Retail expenditures, spends on the Emirates website, Grocery/Supermarket spends, Education, and services for the Government (Utility Bills, etc). Another reward programme that Emirates run is the Skywards, which focuses on “offering members value, choice, flexibility, and many more ways to earn and redeem rewards.” These rewards can be spent on dining, sports event sponsored by the airlines, hotel booking and stores.
However, Emirates Airlines do also have some unethical issues within their company. “Australians attempting to return home are complaining that international airlines are cancelling tickets of economy customers in order to offer more business and first-class seats” (Visontay, 2020). This is very unethical of the company, as they are cancelling cheaper tickets for their own benefits, for profit, as more tickets would be available for Economy of First-Class flyers. This is partly due to the Sydney Airport, in Australia, limiting arrivals to 350 per day. However, this is no reason as to why the airlines should prioritise profit over being loyal to their customers.



EasyJet Ethics and Sustainability
Another large airline company, Easy Jet, who is located in Luton Airport, London, operates flights on more than 1,000 routes and in over 30 countries. However, most of their employees are based in The United Kingdom. The company was founded by Stelios Haji-Ioannou in 1995, and he still privately owns the company, within EasyGroup, which was founded in 1998. “Since November 2019, millions of customers have taken carbon neutral flights. This means we’re offsetting carbon emissions from the fuel used for these flights through the projects we’re investing” (Carbon offsetting, 2020). They were the first major airline to do this. This shows that as well as Emirates, EasyJet, a much smaller airline, is also doing what they can do to help sustain the environment. The customer service of EasyJet is also very good, as they state on their website that, “Overall customer satisfaction score in our 2019 financial year was 74%, compared to 75% last year.” (Our customers and suppliers, 2020). EasyJet is aimed at lower class flyers to middle class, and it meets the expectations of their customers. 
However, EasyJet do not have any meals or snacks included in their tickets. The airline owns an 
“onboard shop selling a wide range hot and cold food and drinks.” (easyJet Bistro | easyJet, 2020), however, unlike Emirates, an extra voucher is needed to be purchases before the flight in order to have access to their Bistro Boutique.  This voucher is an extra cost to the flight ticket, which is not very convenient as lower-class customers would much rather prefer an all-in-one service. However, EasyJet do have a pre-order option, which can make a flight much more peaceful and easier for flyers. 

RyanAir Ethics and Sustainability
Another airline, Ryanair, are even better than EasyJet when it comes to costs. Their costs are extremely low to suit the lower-class market. It may also be the best option for solo flyers- who would rather look for more cost-effective solution and be travelling with less baggage. However, they are risking the welfare of their customers by lessening the amounts of plane fuel they carry, just to lower their expenditures. This is completely unethical because they are not caring about their customers wellbeing. Also, unlike many airlines, the seats are very close together with not enough leg space to ensure flyers are comfortable. This, again, is Ryanair trying to lower their costs as much as possible. Also, it is not possible to change your pre-ordered meal 48 hours after you have booked your flight, and you cannot request a change to your meal at the cabin desk. They implement costs from anything like weighing bags, deceiving their customers into thinking their prices are cheap, but increasing it with little things, like snacks. With their restricted services, hidden taxes, and deceiving advertisements, the airline is not very ethical at all.








Project Management Tools and Techniques 

Deming’s Theory of Quality
W Edwards Deming, a business expert, came up with his theory of management, the Fourteen Points of Management. He first wrote about it in his book- Quality, Productivity, and Competitive Position- written in 1982. The American author, engineer, management consultant, and lecturer is said to have created a “system of profound knowledge” (Connor, 2019) to explain the work of businesses or organisations. Deming believed that organisations could reduce costs and increase qualities at the same time, which can be done by reducing rework, staff attrition waste, and increasing customer loyalty. He believes that this can be done by getting everything done the first time- then fixing the issues after, and that this is a less costly way. This is done through the ‘PDCA Cycle’. Step One of the PDCA Cycle is to plan the change or test, then Step Two is to carry these out on a small scale. After it is carried out, it must be checked- which is Step Three. On this step, the effects of the change must be observed. Next, Step Four is to act on what you learn from, and then Step 1 should be repeated with the new knowledge attained. After this, Step 2 needs to be repeated and then the PDCA Cycle repeats. This is so that you are constantly improving. As the cycle repeats, it repeats the ‘Plan’, ‘Perform’, ‘Improve’, ‘Monitor’. After this, it is important to consider the Deadly Diseases, which refer to “behaviours that are severely toxic to organisational effectiveness and also barriers that managers face” (What are the Seven Deadly Diseases of Management?, 2020). These include the lack of consistency (on purpose), emphasising short-term projects, and implementing review systems. Review Systems, like employee ratings or annual reviews are not good for the workplace as it causes unnecessary competition between employees. Also, running a company solely on visible figures and not thinking about the welfare and happiness of customers is another deadly disease. Another part of Deming’s Theory is his Fourteen Points, these are “a core concept on implementing total quality management (TQM), is a set of management practices to help companies increase their quality” (Deming's 14 Points: Total Quality Management Principles | ASQ, 2020). For example, constantly improving products and services, driving out fear among employees, giving training on the job, adopting leadership, and removing barriers. 
The Juran Trilogy
Another Project Management theory is Juran model. This model was created by Dr. Joseph M. Juran during 1986 “as a means to manage for quality” (A DeFeo, 2019). He was a Romanian/American management consultant and engineer. “For 40 years Juran has helped global organizations grasp some simple concepts that lead to sustained performance.” (The Juran Model | Juran, n.d.). The Judan Model is more of a traditional quality system, which includes the Quality Planning Roadmap and the Quality Trilogy. The Trilogy includes a Quality Planning stage, the Quality Control, and Quality Improvement.
[image: ]The Quality Planning stage of the Quality Trilogy aims to improve poor quality by including quality into the process more. In the Quality Planning stage, the type of customer and their requirements are determined. Then the project must be made to suit these requirements. The next part of the trilogy is made up of the Quality Control, a sort of prevention method to avoid anything from worsening. Then, it is the Quality Improvement. This is the Quality Improvement. Quality Improvement is made up of daily improvements in small tasks.
(Monnappa A, 2020, Deming, Juran, and Crosby: Pioneers of Project Management)
Crosby’s Fourteen Steps
Crosby Finally, another Project Management technique is Crosby’s Fourteen Steps. Developed by Philip Crosby, these fourteen steps “rely on the foundational thought that any money a company spends upon quality improvement is money that is well-spent.” (14 Steps of Crosby: Putting the Bing in Your Quality Improvement Project, 2020). Philip Crosby was an American author and businessman. The company should view quality as something which is simply ‘good’. Quality should be viewed as something that “conforms to company, stakeholder, or end-user requirements.” (14 Steps of Crosby: Putting the Bing in Your Quality Improvement Project, 2020). He also believed you should be to prevent any issues or obstacles. This would save the time and money of any business. 
The first step is the Commitment to Management. Then, it is important to formulate the team of Quality improvement. The team should consist of team members that will commit themselves to improving the quality of the team. Next, the quality for different practises should be measured, which is the step of implementing and measuring the improvements to ensure good quality. After this, the cost of the quality needs to be considered. The fifth step is to increase the awareness of quality management amongst all the employees. This is so everyone has understood the great importance of quality and become enthusiastic to take apart in finding ways to improve it. Step Six is to take corrective action against any defects and implement a system so that they do not happen again. The Seventh Step is to plan for no defects at all, because Crosby believes that to plan for a few defects is still too many. He believes that the amounts of defects must always be zero to be successful. Next, training should be given to the supervisors- and then he thinks that a quality event should be held in celebration of zero defects. This is because a Zero Defects Day would also help in increasing the importance and awareness of quality in the workplace. Also, everybody should be involved in the goal setting- as this increases the amount of effort put into the work for zero defects- decreasing the workload. Next, employees should be encouraged to come forwards with any obstacles or crisis’s they may have encountered- so that improvement goals are met more quickly and there are zero defects. The Twelfth step is to implement employee recognition- as this will motivate employees. It can be done with things like employee rewards- to show that their efforts and participation in quality improvement is appreciated. Quality Councils should also be created to have a more focused group and effort. The Quality Council should meet on a regular basis to discuss ways to improve, different methods and defects or dilemmas. The last step of Crosby’s method is to always repeat it- as companies always need to be looking for different ways to improve and are always coming across new dilemmas. To keep on top and ahead of competitors- it is a must to keep reviewing what can be changed and improved. 









How can these Project Management Techniques be implemented?
Project Management is extremely important in the workplace. This is because good project management ensures that things run smoothly.  
If Ryanair implemented Crosby’s theory into their company, they would be much more successful because the quality of their service would improve, therefore their customer retention would also. Additionally, the company should incorporate Deming’s Theory of Quality- as Deming advises that the company should also focus on the happiness of the customers. Emirates could also offer student discounts, to pull the attention of students who are travelling abroad and want a more modern aircraft, with in-flight entertainment. Also, 
Emirates can benefit from the Juran model- this is so they know what weaknesses they possess and are constantly improving things. Although Emirates is a very large airlines, they still have many competitors, and every business has room for improvement. By implementing the Juran Model, they can be better than their competitors. Most of Emirate’s customers prefer Emirates because they offer comfort and luxury, however, their prices are not cheap. To widen their market, they should offer cheaper, alternative flights to attract customers of lower income. They need to understand that to stay ahead of large competitors, like Qatar, they need to widen their customer range. 
EasyJet, similar to Ryanair, should use Crosby’s theory, as well and Deming’s and the Juran Model. This will enable them to have more customers as their services will become better and they will understand what needs to be done to make their company more successful. EasyJet do offer much training for their employees, which is a great advantage, as their employees will understand what is important and the company’s goals and ethics. However, the employees need to view customer comfort as the main goal of their flights. 


Customer Relationship Management
Customer Relationship Management (CRM) is the key to a successful business. This is because it “helps businesses to gain an insight into the behaviour of their customers and modify their business operations” (Customer relationship management, 2020). This ensures that customers are served in the best way- increasing customer retention. Achieving CRM can be done by “profiling individuals and groups to market more effectively and increase sales” (Customer relationship management, 2020) and by researching your customers interests and buying habits, enabling the ability to specify the target market. By using CRM, the sales of a business would increase, equalling increased profit and so would customer loyalty. Also, less money will be spent on unnecessary marketing, as less irrelevant marketing would be used because the specific market will be known. There are four types of CRM: Outsourced solutions, Off-the-shelf solutions, Custom Software, and Managed Solutions. Outsourced Solutions are application services, mainly used by online stores. Off-the-Shelf solutions are the cheapest version as they are standard software components. However, Custom Software is the most expensive because it is tailored by software engineers and consultants. Whereas, a Managed Solution is the most cost-effective because it is rented- but is less effective in terms of functionality.
Ethics and Sustainability of a company greatly effects its Customer Relationship Management. This is because, as customers are more aware of ethical and sustainable companies, a company with more ethics and sustainability will require more Customer Relationship Management. This is due to the greater number of customers. However, it could also mean less Customer Relationship Management is needed, because customer retention would already be high. 





Ryanair
A company with less ethics and sustainability, like Ryanair, will need to increase their Customer Relationship Management and make it more effective. Ryanair has lost their relationship with their customers; due to the lack of services and facilities they provide and their misleading advertisements. Therefore, they will need to implement a lot more Customer Relationship Management to earn a positive representation. To do so, they must analyse the behaviours of their customers, and then enhance the customer experience, after correcting their marketing methods. This will help them to retain their customers, as retaining your customers is what builds your business and keeps it running smoothly. To keep their customers updated and maintain a closer relationship, Ryanair should start to use different forms of social media. Once Ryanair establish a loyalty with their customers, they should then start to look at increasing consumer awareness. Instead of prioritising their expenditures all the time, they should increase their investments in comfort and services for their customers. 
Emirates Airlines 
Emirates Airlines already has a very good Customer Relationship Management system. They have in-flight entertainment, meals included within your flight ticket, and kids’ activities. Therefore, they clearly understand their target market well as they cater to their needs very well. Emirates use customer segmentation in order to organise their market according to income or professional status. Emirates Airlines also keep record of their customers profiles, such as age, gender, income, and occupation. This helps them to suit their services to the type of customers they have. However, Emirates due face an issue. They have the risk of their employees not understanding the concept of Customer Relationship Management, due to the steep learning curve. Therefore, more intensive staff training will be necessary to teach staff the importance of Customer Relationship Management.
EasyJet
To have increased customers, EasyJet should profile their customers individually, as Emirates does, so that they have a better insight in their market and can categorise their customers. By doing this, EasyJet can tailor their services to the needs of their customers. Also, customers that are more profitable than others can be identifies and targeted to establish loyalty and retain them. Therefore, unnecessary advertising can be replaced with advertising more suited to the majority of their customers- reducing the cost of sales and increasing profit.
EasyJet has become much more customer-oriented than it used to be in its early years. However, they also need to be more concerned about the comfort of their customers. As an airline aimed at the lower to middle class population, they prioritise their profits over the luxury of their flights. However, more families would travel with EasyJet, because of their prices compared to higher-end airlines than Emirates, as there are more people to account for in a family. In order to fully understand their market, EasyJet should think about children on their flights. Emirates offer extra benefits, such as in-flight care packages and kids activity packs. This is why customers do prefer the United Arab Emirates airline, opposed to the cheaper alternatives. If not for all of their flights, EasyJet should at least provide more comfort for longer flights
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