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The idea of corporate social responsibility (CSR) is not a modern concept. Its origins were described by the French philosopher Rousseau as “the social contract” between business and society. In the last 100 years, the manner in which this social contract has been inappropriately implemented has been highlighted and today the prominence of CSR across businesses and organisations has gained momentum and evolved.
Globalization has placed increasing pressures on all organisations and co-operations to deliver products and services in a more socially responsible way. CSR is an internal approach by which organisations plan and deliver socially responsibly actions and practices. 
The UK government has been instrumental in developing a CSR framework in response to the lack of social governance during the financial crisis. In the UK, the governments vision for CSR is an ambitious one and it believes that businesses and organisations should be accountable for their economic, social and environmental impact on society. This government policy encourages businesses and organisations to adopt a strategy from central government with a top down approach which delivers socially and environmentally responsible practices in partnership with all stakeholders e.g. private sector, community, unions and employees. The priorities to be addressed through the CSR agenda include addressing issues such as environment, governance, poverty, competitiveness, community investment and workplace.
To achieve this ambitious CSR framework, the UK government appointed a CSR minister to define clear policies to influence and encourage the promotion of CSR approach. 
The challenge for organisations and businesses is to understand how CSR impacts on their ability to develop socially acceptable practices and strategies. Studies undertaken into CSR by Reichland and Sasser (1989) indicate that corporate responsibility is a key part of organisational development and day to day delivery of services and products. Their findings highlight the importance of the relationship between CSR and stakeholder satisfaction on organisational performance. This supports the principal idea that organisations should engage with stakeholders for long term value creation.
The idea and theories relating to corporate social responsibilities have been in existence since the 1950s when Howard Bowen published “Social Responsibilities of the Businessman” in 1953. However, the 1970s witnessed the development of more specific definitions of CSR through the studies of academics like Davis, Steiner and Carroll. 
Carroll (1979, p.500) defines CSR by stating that “the social responsibility of business includes the economic, legal, ethical and discretionary expectations that society has of organisations at a given point in time”. Carroll (1996) suggested that organisations embrace a range of responsibilities whilst undertaking business. These are illustrated in the CSR Pyramid in Figure 1. 
Figure 1 Carroll Pyramid of CSR (Source: adapted from Carroll 1991)
	
	· To be a corporate citizen and contribute to the community (Expected/Desired)

	
	· To do what is right, just and fair (Expected)

	
	· To obey the law(Required)_

	
	· To be profitable (Required)_



This conceptual framework for CSR outlines the four expectations placed on businesses at any given point in time. Carroll (1991) expected that the four categories will evolve and change over time to reflect societies everchanging expectations. 
The four components of the CSR pyramid can be viewed independently and it is also acknowledged that the elements can be interrelated. At the base of the pyramid is the fundamentally important economic responsibilities that all businesses must have for society, businesses need to be sustainably profitable in order to provide goods and services to society. Profits can be reinvested to improve businesses, so the economic base for the business must be secure. Legal responsibilities provide the key legal framework within which business must operate and function. Business code of practices must be adhered to thus ensuring that legal regulations are fulfilled, this provides a reassurance to employees and society that businesses are performing effectively and delivering services and products to a minimum expected standard. Ethical responsibilities delivered by businesses are now an expected addition, beyond the standard legal regulations. There is an expectation that businesses conduct themselves in a fair and responsive manner that reflects their standards and values. These are often closely linked to the ethical expectations of their employees and customers and include the wider philosophical ideas of rights and justice. Philanthropic responsibilities include the business’s voluntary contribution to society and are guided by ethical motivations “giving back something” either in monetary forms, resources, or volunteering skills within a community. This is sometimes perceived as a company trying to improve its reputation in the market place but it is apparent that it is becoming a more crucial element within the CSR pyramid as more consumers and customers are making decisions based on their views of a business’s contribution towards ethical and philanthropic responsibilities.

The 1980s, saw further research being undertaken into the development of alternative CSR approaches and finally in the 1990s there was a significant move towards differing ideas of CSR which focused on stakeholder and business ethics theory, and corporate citizenship. Wood (1991) suggested that a model based on corporate social performance complimented the CSR approach. Since 2000, the concept of CSR has remained a key component across both private and public organisations and it outlines the high expectations expected by the public from businesses and services. 
In its broadest sense CSR is defined by Crowther et al (2004) as “the relationship between the global corporation, governments of countries and individual citizens. More locally the definition is concerned with the relationship between a corporation and the local society in which it resides or operates”, in addition to this definition the involvement of stakeholders adds another dimension to the CSR issues.
The suggestion that organisations should be accountable to wider stakeholders was first considered in the 1970s when Ackerman (1975) stated that larger businesses needed to adapt to a new social accountability ethos. This idea was supported by McDonald and Puxty (1979) who argued that businesses are answerable to not just shareholders but to the societies within which they exist. The acknowledgement of the importance of stakeholders in the wider CSR context is a relatively modern view.  
Stakeholders do not just have an interest in the wide range of activities within an organisation, but they also have the ability to influence the direction and decision making within that organisation. This approach is supported by Gray, Owen and Maunders (1987) who state that “rather than an ownership approach to accountability, a stakeholder approach, recognising the wide stakeholder community, is needed”. The idea of reporting on the social performance of organisations has not always been a desired tactic, but Dahl (1972) believes that; “every large corporation should be thought of as a social enterprise; that is an entity whose existence and decisions can be justified in so far as they serve public for social purposes”.

In the public service delivery arena, the implementation of CSR approach is widely considered to be a desirable method used to benefit the communities that are served by the emergency services. The promotion of CSR indicates a positive impact on performance of organisations like the emergency services. The stakeholder theory approach suggests that the relationship between stakeholders and management within organisation enables the achievement of economic benefits and the organisational goals relating to performance. Mc Williams, Siegal and Wright (2006, p.1) defines CSR as “situations where the firm goes beyond compliance and engages in actions that appear to further some social good beyond the interests of the firm and that which is required by law”. CSR promotes positive relationships with stakeholders and creates a working environment that motivates and improves productivity through the development of cohesion and financial stability. It is important that CSR develops values and perspectives that meet the needs of its stakeholders.
Corporate social responsibility is recognised by businesses as a very positive action to engage with. CSR does not only benefit communities but it can also improve business performance.  In recent years, businesses across all sectors have invest substantial amounts of money on corporate social responsibility activities and practices. Investments into corporate social responsibility can result in positive and negative impacts to the profits of the business. CSR is now widely promoted by certain firms while some businesses engage in very little or even none at all. 
One company that has made considerable investments in the CSR agenda is the UK based British Telecommunications (BT) Group plc. The company is a major player in the global IT and communications market and since its privatisation in 1984 it has widely developed and placed CSR practices at the heart of its corporate strategy. Its earliest commitment to CSR saw the company being among the first to sign the UN Global Compact which encouraged business leaders to support environmental and social issues. BT’s core values and mission illustrates their commitment to make a positive contribution to a sustainable future society and this motivates and influences their business model to improve internal business workings and external customer experiences. CSR within BT is not just a philanthropy responsibility, as a global company it leads the way in delivering services and products to meet its ethical, legal and economic responsibilities. The sheer size and nature of the company means that by acting responsibly to make a difference to society and the environment they are ultimately achieving effective results that are meeting the needs of their customers, employees, suppliers and other stakeholders. Their CSR pedigree and success has been recognised in the form of many CSR awards including the Innovest - Global 100 Most Sustainable Corporations in the World and World Council for Corporate Governance Golden Peacock award (BT, 2018). The outcome of BT’s environmental improvements has helped generate £181 million of savings in 2006. This provides compelling evidence that CSR is a beneficial process as it reduces costs, improves reputation and customer standing in the market place and increases performance as employees are motivated by innovative strategies. CSR in BT has been an evolutionary process over many years and it has developed across three distinct phases as outlined below.
Phase 1 – The Protector Phase – this phase addresses the basic legal requirement of the company to ensure that health and safety, business practices and compliance requirements are in place.
Phase 2 – The Builder Phase – this phase moves beyond the basic requirements of the law and steers the business towards a genuine ethical approach which addresses the needs of its workforce and stakeholder community. Building trust and support to sustain confidence in its reputation to do the socially responsible things in the right way. An example of their CSR work in this phase is the introduction of the green energy contract to reduce Co2 emissions. This building phase of the CSR process is continuously evolving alongside modern technologies and global development.
Phase 3 -  The Innovator Phase – this is the phase that sees the business lead innovation and develop a forward thinking creative approach within the CSR business environment. The aim within this phase is to build further diversity within the company to strengthen their standing within society and therefore creating more benefits for society. At this stage building sustainability is also important to ensure that CSR sits at the centre of the business practices. 
BT is recognised globally as a company who is leading the way in CSR and for this reason they can influence other businesses that work with them. An example of this influence is the engagement of energy companies who work with BT. They have a desire to highlight their CSR credentials by delivering green energy at lower process for customers. With their innovative approach to CSR, BT are always keen to share their successes with businesses, suppliers, customers and the wider community. This approach has been extremely beneficial to stakeholders as the innovations that BT has built into their business model means that stakeholders are the first to benefit. An example of this innovation has been the development of video conferencing. The implementation of this form of technological communication in the BT workplace proved to be very successful and in 2006, BT reported that the company made 1.5 million less journeys to undertake meetings, resulting in a reduction of 55,000 tons of Co2 emissions saving over £200 million (BT, 2018). BT utilised these savings and identified a business opportunity to roll out the idea of video conferencing into the market place, selling the technology to other businesses who wanted to obtain similar CSR benefits. The continued development of teleworking within the BT corporation has greatly benefited their employees. It has provided opportunities for over 11,500 employees to work at home which has allowed flexible working for staff. This has improved work life balance, and has raised morale and motivation among the workforce. In addition, BT has saved money on office space rental and this innovative use of technology is now a proven method of remote working which is being implemented by BT across other businesses on a worldwide basis.
The continued work by BT to evolve its CSR reputation has been verified by stakeholder satisfaction research which found that “customers attribute more than a quarter of their satisfaction with BT to its CSR performance”. In a recent employee survey 66% were proud to work for a company that delivers a strong CSR agenda and graduates who join the company stated that the CSR activities had a positive impact on their decision to work at BT (BT, 2018).
An example of BT’s CSR work on the global stage is their partnership with Cisco Systems Inc. and the One World International charity. This aid project helps promote digital inclusion for farmers in India which enables them to opportunity to access a digital platform for advice crops and herds. In 2006, BT also gave over £40 million to community projects across the world e.g. IT schools in Delhi have enabled deprived children to access IT educational opportunities to improve their employability skills (Blake, 2006) 
In the UK, BT works cooperatively with the government and a range of agencies to support the “Everybody Online” project that promotes internet access points in disadvantage areas by providing free broadband access and equipment.  
BT’s customer satisfaction research has found that its customers attribute more than a quarter of their satisfaction with BT to its CSR performance (Blake, 2006).
It is evident that by placing CSR at the heart of their business strategy, BT has certainly had a positive impact on their mission to be a “sustainable and responsible business” and their CSR approach highlights its commitment to add value to all its stakeholders across the globe. BT have consistently demonstrated that good CSR is not simply about supporting worthy causes, it is a choice that makes good business sense.
In the future it is likely that CSR will evolve as businesses and services in both the private and public sector, adapt to meet the needs and expectations of our stakeholder society. The impact of CSR on a global level and the development of emerging technologies will require the CSR approach to engage with the environmental and ethical concerns raised by the public/ Businesses need to address these issues to ensure that the positive relationships between businesses, communities and stakeholders are maintained.
It is questioned whether the concept of CSR evolves and resurfaces in periods of economic prosperity and fades during recessions. However, the current focus on CSR is fuelled by the concerns of citizens and members of various protest groups around the world. Concerns such as pollution, animal experimentation, and modified crops put pressure on businesses. Consumer and customer power and can impact greatly on organisations especially when facing negative publicity linked to CSR agenda.
The CSR approach has evolved and adapted to reflect changes in society. In the future it will need to continue to evolve and emerge in different structures and formats. New terminology such as sustainability, consciousness, values and citizenship are now being adopted as consistency of CSR practices are refined and embedded on a global level (Carroll 2015)
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