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Executive Summary

The purpose of this report is to analyse how ethical, sustainable and issues with quality impact an organisation and its customer relationship management. The report will look into Primark, Nestle and Exxon Mobil. Many organisations use CRMs to help with improvements to customers satisfaction, increasing employee motivation, and categorising huge amounts of information. It allows organisations to gain a detailed understanding about their customers. Some of the advantages of the software is that it provides a customised experience for both staff and customers. However, some of the disadvantages is that as it is all online based, if data is deleted, it may be un-retrievable. 
A fishbone analysis helps with identifying the causes for an issue that an organisation may be facing. The report looks at Wilko and discovered that the main issue was poor customer service. The report concludes with recommendations on how the three organisations discussed can improve on the issues found. A model called the MBWA can be used to help improve customer relationships. It involves managers walking around the office and engaging with all of their staff on a personal level. 
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Introduction

Ethics is also referred to as moral philosophy, which is about discipline regarding what is thought to be good or bad, correct or incorrect. It is about principles and moral values. Being ethical involves intense decision making whilst considering standards expectations. Points to consider are equality, honesty, dignity and fairness. (Britannica, 2019)
Sustainability is doing something that satisfies the needs of what is happening now but making sure no negative impact is done to the future. (My Climate, 2019). The University of York (2019) explained sustainability to be about equity, where there is enough access to all of Earth’s resources both in the present and for the future, making it a sustainable society. It can be split into three categories, social, environmental and economic. Each is dependent on the other to promote sustainability effectively. 
Quality is the level of excellence that is displayed regarding several factors. It is the main point of view that determines whether an organisation can be successful or not. Quality measures are taken on reliability, safety, performance, decision, actions and designs. The better the quality, the more satisfied customers will be. (CQI, 2019).
Ethics, sustainability and quality are all factors that affect customer relationships. According to Darshan (2019), customer relationships is affected by an organisation’s belief systems in personal factors, beliefs and social factors, an organisation’s vision for the future and their value system, regarding ethical factors they promote. 















Main Findings
Task 1
Primark is a retailer that is available internationally. It offers clothes, homeware and beauty products at an affordable price. (Primark, 2019). According to Fashion United (2017), one of the biggest ethical issues that hit the deadlines was the collapse of Rana Plaza, their manufacturing factory in Bangladesh. It was the most dangerous incident to take place in the garment industry history. As stated by Maltwood (2017), Primark has had a few blows to their reputation due to claims that they are unethical and recruiting children who are too young to work. A statement mentioned that Bangladeshi twelve-year olds will have to work fourteen hours a day instead of twelve to make sure consumer demands are met. According to ILO (2019), the working conditions that employees in Bangladesh were hazardous and posed a high risk for injuries. Over 1000 employees lost their lives, and thousands seriously injured. As state by Jacoby (2018), workers in the Bangladeshi factories were being paid below the average wage. Financial Post (2019) mentioned that since the disaster, customers have demanded more information about how the clothes they are buying are made. The consumers are keeping a close watch on how Primark aim to improve working conditions, whilst others argue that customers will go back to their old shopping habits after the news settles. As explained by ethical consumer (2019), Primark has shown to be committed to several environmental targets by 2020, such as reducing their carbon footprint and reducing waste production. Primark is also now legally bound in contract to continuously ensure working conditions are safe for their workers. 
Nestle is known to be the largest beverage and food company, who are available in 190 countries and produce more than 2000 brands. (Nestle, 2019). According to Andrei (2017), Nestle has had a lot of ethical issues linked with its name. one of the problems was back in the 90s, where Nestle targeted less developed countries, aiming at the women who have babies, to buy the baby formula claiming that it is nearly the same as mother’s milk. the water in these areas were very polluted, and majority of the women did not know that they must boil the water first to sanitise the water and then mix with the Nestle baby formula. The company knew this but did not put a message through to advice their consumers of this. Prezi (2019) explained that Nestle, and other brands that were mainly owned by Nestle had been cutting down large portions of the amazon rainforest, to plant oil plantations. This had a huge impact on the planet as well as the animals that were living in them, which led to losing their habitat and also started to cause extinction within some species. According to BBC (2012), Nestle had been accused of not checking on child labour and other forms of abuse within the supply chain. Issues that were raised were regarding working hours and safety. As explained by PHD In Parenting (2010), consumers across Britain have been boycotting Nestle and its unethical practices for over thirty years and is continuing to do so. This shows that there is very little customer satisfaction, and engagement between them has been seriously affected. Customers are being informed and advised to express their opinions and feelings through social media. Such examples are Facebook, blogs and twitter.  To overcome issues regarding child labour, Nestle and its partners have been working with Cote D’Ivoire to help avoid child labour as well as train employees effectively so they can identify there that are at risk. (Nestle Cocoa Plan, 2012). They are also following strict guidance to ensure the source chains source palm oil responsibility to keep all consumers happy and avoid conflict and disputes. They also ensure that all suppliers comply with regulations under their guidelines, whilst respecting the community and the decisions and opinions they express. (Nestle, 2019). 
Exxon Mobil is a large energy trading provider as well as manufacturers of chemicals. They work through developing technologies to help meet the world’s ongoing needs. (Exxon Mobil, 2019). Business Ethics Case Studies (2017) stated that Exxon Mobil has had a lawsuit filed against them regarding accusations that the fossil fuels they work with have been resulting in negative impacts on the climate. The company had secretly carried out tests which confirmed this. Exxon hid this from the public as they knew it would affect their brand reputation and profit margins. Exxon’s own employees had sued the company after finding out the truth. To mislead customers, the company created an advertisement that lied about the situation. All stakeholders would be affected because of the amount of money invested in the business, including customers. Communities would also be affected as the climate change would affect the whole world not just the area. As claimed by CNBC (2019), Exxon employees have also spoken out about how their rights were deprived from them and that there were health and safety issues that were left un-addressed. Employee contracts and attribution awards were also rolled back. This left employees un-satisfied and with lack of commitment for their jobs. Barton (2017), stated that to try and overcome these issues, Exxon has invested heavily on the technology for carbon capture and also supports and implements the Paris Climate Accord. Exxon is also supporting the commencement of carbon tax, with the hope of reducing the carbon footprint. 
Customer relationship management (CRM) is a widely Used strategy buy a vast number of businesses. it is used to help increase and develop profitability and revenues, increase customer loyalty and find ways of cutting down costs. (Lund, 2019). CRMs are used to help with communication to its customers, improve the relationship between them and manage big amounts of data. (Sales Force).  using a CRM system provides a lot of advantages for any organisation. as explained by Preact (2019), its main aim is to connect with their customers. this includes those who buy the service or produce, partners, donors, students, beneficiaries and others that are linked with the business. The purpose of the CRM is to help gain a clear and a better view of the customer and know what they want. Clearly knowing about all the customer’s history and their present situation helps staff provide a better service to them. As it is an automatic online software, it is able to easily sort out data, reducing the time it would have taken for staff to do it manually. Group efficiency is also improved, as better communications mean there will be a positive culture amongst teams. Productivity is also increased, as staff can manage time more effectively and concentrate more on their job role and the satisfaction of their staff. Lead Squared (2019) explained that data is also easily accessible, saving time and money. There are also some disadvantages to the system. According to Lone Central (2019), a CRM license can be quite expensive depending on the chosen plan. As it is computer based, all staff must be efficiently trained on the software, which can be quite time consuming. This reduces productivity and company profits. Also, some staff may not want to use the system, so there needs to be ways of motivation brought forward to overcome this. As stated by Lysis (2019), if any of the information is accidentally deleted or lost, the company is likely to have permanently lost the data. Any technical issues will also mean that the staff will not have access to the data until the issue is resolved. 
A fishbone diagram which is also known by the name Ishikawa diagram is a cause analysis tool that helps to identify and draw out any causes for a problem that has come to attention. It is a form of brainstorming, helping to categorise different factors into specific sections. (ASQ, 2019). The researcher has used the fishbone analysis to find the different causes for the lack of customer service at Wilko. Wilko is a high-street chain that provides household goods and homewares. It is a family business founded in 1930. (Wilko, 2019). 

















Head 
Poor customer service in Wilko (Trust Pilot, 2019). 
Phone calls
Based on several customer reviews through Trust Pilot (2019), customers have complained about how online orders have been cancelled without informing customers. 
Long waiting times when customers try to get in touch with the customer service department. (Indeed, 2019). 
Employees 
Lack of interest and motivation due to very low pay and not being treated with respect. Employees are also complaining about long working hours. (Indeed, 2019). 
According to other employee reviews on Glassdoor (2019), many complained about the lack of working hours provided to them in certain stores, and this is because managers are recruiting new staff all the time, and to cater for them, existing staff were being cut back on their hours. Employees also stated that they were only receiving three hour shifts and the cost of travelling to and from work were almost the same as what they were earning. 
Amongst other stores, Wilko put almost 4000 of their employees into consultation with the possible outcome of redundancy. The job cuts were considered after an eighty percent decline in profits on pre-tax. (The Guardian, 2018). 
Employees did not receive enough training to help them fulfil their job roles. They state that the management system was not great, and company offers no opportunities for progress. (Indeed, 2019). 
Customers complained of long queues in store but noticed that there was not enough staff on the shop floor to assist. (Trust Pilot, 2019). 
These issues caused employees to lose connection with their job values and interests, resulting in poor relationships with customers due to lack of interest. (ZOE, 2019). 
Home deliveries 
Customers complain about placing online orders for home delivery and then receiving confirmation emails about delivery dates. However, orders never arrive. Customers have waited months for their products only to be told that the item is waiting in store. This caused a loss of trust in the company. (Trust Pilot, 2019).
Customers receiving late deliveries and then finding fragile items packed insecurely causing them to receive their items broken. Customers call the customer service line but employees pay no interest in any apologies or offers for replacements. (Trust Pilot, 2019). 
Customers are being told to wait at least a week to receive their orders when customers are fully aware that the products are available in store shelves. (Reviews, 2019). 



Products 
Customers have complained about the safety hazards regarding Wilko’s products. Many have found sharp objects in the packets of wood shavings they have been buying for their pets and have shown concerns regarding the possible health risks that could have risen. Others have also commented about the same incident. (Complaints Department, 2019). 
Wilko has had to recall several products that were sold from their stores. Certain cushions were called back due to the filling inside them, which were probing to be a fire hazard when exposed to a fire source. Another product is the children’s cough medicine which was identified to have a dangerous contaminant that would cause the syrup to grow mould. Customers were also warned that the mould is not always visible, which was an issue for those consumers that were unaware of the problem. These defects could cause a lot of customers to refrain from buying these products due to the fear of the risks highlighted. (Somerset Live, 2019). 
Customer service levels can be maintained and monitored using the CRM system. According to Borillo (2014), the CRM system helps to engage with customers on a personal level. It provides numerous ways for customers to get in touch, for example through social media, phone calls, emails and web chats. Any problems and issues can also be resolved quickly as the software finds solutions for you. Customers can be automatically redirected to the correct department to resolve issues more effectively. Also, customers are more likely to trust organisations that deal with customer service queries in a fair manner. CRMs also provide opportunities to upsell products and services as staff are able to use time effectively to supply customers with the best possible service. Sales Force (2019), explained that the use of CRM helps to gain information such as shopping preference, how they shop and what they like and dislike. 
To improve customer satisfaction and increase customer relationships, Wilko has been using the CRM system in the form of motivation and reward cards. According to Wilko (2019), they use these cards as a way of showing recognition to staff for their achievements, as well as increasing motivation and team morale. Employees get rewarded on great customer service and hitting targets. The benefits it provides is that team engagement is increased, and trust is built. Encouraging employees to continue their hard work ensures they perform their job roles effectively, resulting in customer satisfaction and improved customer relationships. 
Whist the fishbone looks into internal factors that can affect customer relationships, a model called Management By Walking Around (MBWA) can assist with improving the relationship with employees and customers to increase customer satisfaction through enhanced engagement. It helps promote a better connection amongst staff and provide means of motivation. (Anastasia, 2017). As explained by KB Manager (2018), MBWA is a form of business management which involves managers to walk around the office talking to all of their employees about their current situation, asking them questions and allowing them to ask questions back, finding out about the things that are going well and also areas that employees are unhappy with. It is a regular act that helps gain an understanding on ideas, issues and any concerns they have. It is an informal method to help employees feel confident and comfortable around their manager, making them more approachable. As explained by Mind Tools (2019), this model brings a sense of belonging to all the staff and encourages them to get more involved in the company interests. The concept behind the theory is to try and gather as much information as they can, which is then used for improvements and adjustments. The benefits it provides is that managers are looked at as approachable, as most staff tend to feel insecure around managers. It also shows them that they are important to the company and their feelings matter. Teamwork is encouraged as communication is more consistent. Happy and satisfied employees mean good treatment towards their customers, resulting in better customer service. 
Boots is the biggest chain in pharmacy-led health and beauty in the UK. They have more than 2500 stores and range from small local pharmacies to larger ones, catering for all groups. (Boots, 2019). Based on employee reviews from Boots on Indeed (2019), a vast majority of reviews have stated that the managers are very helpful and always available to help. Managers show recognition to staff for good work and provide various opportunities for them to express opinions. Training is also provided so that all staff are readily equipped for their job role. According to several customer reviews on Reviews (2019), customers have talked about the outstanding customer service that they received from staff in store. They talked about the professionalism portrayed and well they displayed their knowledge about the company and its products. All of these reviews suggest that the MBWA model is being applied within the business. Staff have talked about how helpful their managers are and customers reviews have shown that the training and advice that managers provide to their staff is being applied and recognised by their customers. Managers showing this respect and trust to their employees impacts how they treat their customers and cater for them. 
Debenhams is a mulit-channel brand with a British heritage. They currently trade in twenty-two countries, providing designer clothing, accessories and health and beauty services. (Debenhams, 2019). Many former employees have reviewed their experiences on Glassdoor (2019). They have stated that managers do not care about employee needs and opinions, only caring about their Debenhams cards and hard work goes un-noticed. Some staff have had issues with shift patterns, but managers have made no effort to address them. Customer feedbacks on Trust Pilot (2019), have shown that customers were unhappy about the service they receive both in-store and online and complained about lack of interest shown to their customers when they are approached on the shop floor. Customers have had to return many items because staff forget to remove the security tags, causing an inconvenience for their customers. All of these reviews show that they could benefit from the MBWA model as it currently does not seem to be one in place. With the implementation of the model, managers can work on their listening skills and pay more attention to employee needs. Lack of this has resulted in unfair treatment towards their customers. 


Conclusion 

To conclude, it has been identified that ethical and sustainable issues play a major role in the level of satisfaction and engagement a customer has towards the organisation. according to Fashion United (2019), one of Primark's biggest ethical issues was the lack of care provided to the workers of Bangladesh during the collapse of Rana Plaza. They were also recruiting underage children and working hours were increased dramatically to meet customer demands. To overcome this, Ethical Consumer (2019) explained that Primark has committed itself to many environmental targets to reach by 2020, as well as reducing waste production and carbon footprint. One of Nestle’s ethical issues according to Andrei (2017), was that they were misleading under-developed country women to buying their baby formula, claiming that it was almost a duplicate to mother’s milk. They were also responsible for cutting down many trees in the rainforest, which impacted a lot of animals and their habitats. To regenerate its reputation, as mentioned by Nestle Cocoa Plan (2012), they are now following guidelines to preserve the rainforest and working with others to reduce risk of recruiting under-age applicants. Exxon Mobil, and energy provider had a lawsuit against them for the accusation that their work on fossil fuels was impacting the climate. (Business Ethics Case Studies, 2017). Barton (2017) explained that they are supporting carbon tax to now help reduce the carbon footprint. Even though the companies have tried to improve their ethical and sustainability issues, the affect has already taken place on customer relationships. 
A fishbone diagram was completed to analyse the causes for the main current issue at Wilko, which was ‘poor customer service’. (Trust Pilot, 2019). MBWA is a model that can be used to try an improve customer relationships, and Boots has been identified as a company that may be implementing it, based on the feedback from employees and customers. (Indeed, 2019). 













Recommendations
Child labour can be avoided by removing all employees that are under the minimum working age. Any employees that are young but can work, should only be given roles that are risk-free. To help support those children that are underage, the company should try and provide the children with access to education. This will encourage them to work hard. (ILO, 2016). Primark can take these steps to help eradicate child labour within their business. By removing under- age workers from the work field and admitting them into school will help them achieve more in life. According to Responsible Business (2018), children do not choose to work, but instead are compelled to work to provide financial support to their families. Primark can provide financial support to these families until they are back on their feet. 
Preserving the rainforest is crucial to avoid extinction of animals, ecosystems services are lost and access to renewable energy is decreased. To avoid causing this, it is important to understand the importance of rainforests and the impacts it has the world, Restore any ecosystems that are damaged and find alternatives for the reasons trees were being cut down for. (Butler, 2012). If Nestle take all the points into consideration, they will be able to not only save the animals and their homes but support a more sustainable future. 
To ensure all workers are safe in the work field, employers must first identify all/any hazards within the work field and take the required steps to reduce or remove them. A safety plan needs to be created, explaining what all employees must do in the event of an emergency. Regular checks should be carried out on all resources to make sure they are safe to use. Efficient training needs to be given to staff if they will be working in dangerous environments. Employees should be kept informed regarding changes in health and safety procedures. (Small Business DC, (2019). 
A sustainable marketing framework, as explained by Her Business (2010), is about using strategies and ideas to increase profits, improve customer loyalty and improve customer and employee engagement. The framework helps identify where the business currently is on the sustainable aspect and find ways to improve it. 
As explained by Exxon Mobil (2019), the company currently goes through several factors that could be potential risks to the environment as well as social factors, in association with the cycle of how they operate as a business and the production of their products. To become a more sustainable company for the future, Exxon is becoming a part of the LNG project, which as explained by Exxon (2019), will provide over $31 billion of economic gain, which includes around 45,000 jobs for the public. 
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