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[bookmark: _Toc17721330]Executive Summary
[bookmark: _GoBack]The researcher has been asked to investigate the benefits of engaging in ethical trading and building sustainable resources to the customer relationship and looking at the possible impact organisations quality system may have on customer relationship, the researcher have concluded and made recommendations for the organisations named to be more ethical by being honest with their customers as this will only make an organisation be more productive and allow their customers to trust them. From the findings the researcher have found that organisations such as Lush show how ethical they are by selling and producing ethical products for example most of their packaging is naked to minimize the use of plastic (Lush 2005-2019), also organisations such as Primark have made changes to how they operate and be more ethical through their factories. The researcher has also found that Travelodge have shown their ethical value by trying to reduce carbon footprint by changing the way they build new hotel. According to Henriques & Richardson (2004, p. 35) sustainability is used in organisations to account for the financial implications therefor sustainability used in CRM system helps the economic development, social development and environment protection for example organisations employing local people to cut down on employment issues and being aware of the workers health and safety when working for an organisation and knowing the right technique to help the environment to reduce on plastic etc (Mason 2019). The researcher has concluded this report by making suggestion for Lush to attract different age groups, Primark factories to be more ethical towards their workers and Travelodge to improve on their customer service. 
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[bookmark: _Toc17721331]1.0 Terms of Reference
This report was requested by the editor of Customer Relations, the due date for this report is 30th August 2019. The purpose of this report is to understand and engage in customer relation and contribute to the research by compiling a report, 



[bookmark: _Toc17721332]2.0 Procedure
The researcher has used a variety of research to compile this report, the use of books, website, journal, videos were used.  

[bookmark: _Toc17721333]3.0 Findings
[bookmark: _Toc17721334]3.1 Ethics
As Valdemar W. Setzer quotes, “Ethics is not definable, is not implementable, because it is not conscious; it involves not only our thinking, but also our feeling” (STANDS4 LLC 2019)
As Sir John Harvey-Jones state “Business is based on trust and trust is based, in turn, on clarity and understanding” (Sternberg, 1994, p62). Ethics is the moral principles which is practised by individuals or a group of people, ethics allows one to tell from right and wrong, it helps an individual or organisations by setting code of conduct both inside and outside of the organisations (BBC 2014). According to Weightman (2004, p 11) ethics can be taught in two different ways which are using the models of values or doing things the right and wrong way, its value is a guidance to help one to deal with more effectively with ethical dilemmas and the choices one makes. 
There are three types of ethical theories which is the virtue ethics developed by Aristotle (Kemerling 2011), utilitarianism which is a normative ethical theory and universal ethics, virtue ethics is when focused on individual character and integrity of that person through practice, utilitarianism is to focus on the choices that offer the greatest good for people, it is a decision someone knows is right but refuse to accept it as such and universal ethics is to focus on universal principles of honesty, integrity, promise-keeping, fairness, accountability and leadership etc (Ghillyer, 2014, p.6-7). It is important to be ethical in an organisation as it defines who the organisation is, by behaving ethically in an organisation can also help the organisation become more effective, however according to Weightman (2004, p12) people operate under different ethical value system depending on their personal experiences and how people have their own way of seeing things also how the culture of the organisations is for example there may be rules and regulations set by the organisations or the senior managers which the employees don’t agree to (Luthans F, 2002, p.69). 
According to Lindebaum, Geddes and Gabriel (2017) unethical behaviour in an organisation can see job losses, risks to psychological damage to an individual, risks to health, and social injustice therefore the researcher believes it is important for organisations to abide by ethics and engage themselves in fair practices and competition to benefit the consumers, the society and organisation as employees desire to work for an organisation that is fair and ethical in its practices. Lush cosmetics is an example who abide by ethical values, Lush believes every organisation should ‘be ethical and all trade should be fair’ they support fair trade and community trade initiatives, they consider of workers right, animal protection (Lush 2019). Organisations like Lush show their business ethics by sourcing their material directly from farmers, growers and processors where they see how the ingredients are harvested, grown etc by doing this Lush believes they bond a good relationship with their supplier and can support and finance projects that benefit the environment (Lush 1995-2019).
 
[bookmark: _Toc17721335]3.2 Sustainability
As Anand Mahindra state “sustainability has to be a way of life to be a way of business” (Agarwal 2019). 
“Development that meets the needs of the present world without compromising the ability of future generations to meet their own needs” (Henriques and Richardson, 2004, p.17).
The researcher believes sustainability is an idea that good and services should be produced in ways that do not use resources that cannot be replaced and that do not damage the environment, sustainability focuses on balancing that fine line between competing needs to move forward technologically and the needs to protect the environments. ‘Sustainability is grounded in moral claims about responsibilities and obligation of individual and the organisation’ (Thiele, 2013). Many organisations use the triple bottom line strategies to assess how sustainable the organisation is and how they make profits through their corporate sustainability solutions (Chamberlain 2013). Sustainability falls into three categories which is Environmental, social and economic, for organisations to be more effective and environmentally friendly they need to reduce their carbon footprints for example packaging waste etc. 
Organisations such as MacDonald’s, Costa, Waitrose have made it a priority to be more sustainable by removing plastic straws, this has seen them reduce the overall spending on material (BBC 2018). Organisations like Morrisons try to minimise their emissions and carbon footprints by recycling as much as they can by introducing ‘too good to waste box’ which is another campaign against food waste (Morrisons 2019).
The social pillar is only effective in organisations if they have the support from employees and the community, it is important for organisations to treat their employee’s fairy and refocus on retention and engagement strategies by giving employees better benefits such as maternity, flexibility and to progress at the workplace. The researcher believes it is important for organisations to be aware of how the product is made? who made the product? for example is child labour being used, are people being paid fairly? and is the working environment safe etc. Although organisation like Primark state they use factories where ethical trade and environmental sustainability team monitor the working conditions of their workers (Primark 2019) the use of poor factories in Bangladesh collapsed leaving Primark question about working conditions for the workers, this was a risk Primark took in order to source good from the lowest- cost supplier (Telegraph 2013). However, organisation such as Tesco and Morrisons have involved the community with fundraising, sponsorships and local projects to improve their social scale. It is important for organisations to have fair and better practices and involve local community to operate better in the future. Overall social sustainability is about people and for organisations to understand peoples needs and desires and how the act of organisations affect the wider community.   
Economic pillar is important for any organisations as it essentially makes it possible for companies to continue making sustainability changes at a gradual and financially stable rate, it’s importance lies in the balance of profit and ethics, organisations must assess the internal and external economic climate to remain solvent because all organisations require a source of funding to continue operations, this will only work if organisations uses available resource and maximize productions while minimizing waste for example Morrisons contributes to the economy by creating jobs all around the county they offer training days and provide skills for workers to work towards the professional ladder which means more people have jobs with better pay therefore people pay more tax which then goes into education and health etc (Express 2011), Morrisons also encourages healthy eating which is beneficially to the economy as healthy eating reduces the chances of health problems.
[bookmark: _Toc17721336]3.3 Quality
As Aristotle once said, “Quality is not an act, it is a habit (Silent Drops 2018). Quality means ‘fit for purpose, conformance to requirements, proportion to cost, price, value and experience’. Quality is important to sales productivity and cost control for an organisation without quality the organisation can fall apart for example the quality of customer service provided, if customers are happy it means the quality of product/services delivered are as per their expectations. Quality is also the level of employee training without the right training an employee can fail the organisation therefore quality decides the success or failure of any organisation. Quality is also directly related to consistency therefore the high standard of customer service, the right product at the right price is always required. Quality is also known when customer satisfaction is achieved by having effective and efficient processes that are rooted in an appropriate organisation structure, customers expect the product and services to be in line with their expectations only then the quality of the organisation will be effective.   
When Deming’s 14 points are applied in an organisation the organisation can over come any challenges they face, it is important to address these points to the whole organisation, every department and every team members as the ‘14 points are a guide to the importance of building customer awareness, reducing variation and fostering constant contribution and improvement throughout the organisation’ (ASQ, 2019) (Mindtool 2019). 
Organisations can be effective if they follow these 14 points and create a constant purpose towards improvement for example plan for quality in the long term and prepare for future challenges, adopt new philosophy by putting customers’ needs first (Akande 1992). Organisations need to stop depending on inspections as it is costly and unreliable, quality relies on consistencies therefore organisation need to focus on the use of single suppliers. In the fast-growing world, organisations need to improve constantly by continuously improving the systems and as Deming states in his point 6 ‘improve management and employee training by training and re training’ (DemingInstitute 2014). Therefore, customer service can only improve if there is training on the job available which can also help help employees understand their roles better, it is important to encourage employees to learn as they go as this will only improve the quality of their customer service. 
To improve the relationship between managers and their employees it is important for mangers and supervisors to understand their workers and support them with every need and to improve the quality of their employees it is important to allow staff to perform at their best and not to be afraid to give feedbacks as only through feedbacks an organisation can improve, the key point is to have an open and honest communication between staff and managers need to be more approachable. Another important point is to work together in each department to breakdown the barriers and build a shared vision. As Deming’s stated, ‘production targets encourage high output and low quality’ (Mindtools 2019). Organisations need to get rid of unclear slogans and praise their employees face-to face for their hard work only then the quality system will naturally arise and improve the skills and knowledge of every worker and prepare them for the future challenges and changes. Managers also need to eliminate objectives by providing support so that the production levels and quality are high. An organisation can only improve the overall workplace by having each staff take a step towards quality as quality can only improve customer service and by taking the four easy steps of plan-do-study-act that way the organisation can meet consumers’ needs and improve their customer service (The W. Edwards Deming Institute 2019) 
Also an organisations can improve the quality of service and products by following Ishikawa analysis as this tool can help understand what the potential causes of problem is and help identify the root causes and then address the issues to make the organisation more effective and identify where and why a process is not working, ‘quality improvement can always go one step further’ (SkyMap 2019). It is important to look at the problem from the perspective of the customers, from the researchers own experience and customer feedbacks they believe organisations like Morrisons can use this tool and identify their problems for example the availability of staff on each department and shop floor, Ishikawa also stated that without the support from hierarchy the organisation would suffer therefore executives should take quality control courses (Mindtool 2019)
[bookmark: _Toc17721337]3.4 Impact on CRM Systems
As a lot of sensitive data is sorted in the CRM system, ethical companies need to keep it private to the maximum extent possible. For an organisation to be successful it needs to build the trust of their customers therefore employees acting ethically is important as it can improve the quality of service and have a positive and improved relationship with the customers, it can improve employee retention and easier recruitments of new employees, it also makes it easier to attract investment capital. Although these systems are expensive it is ethically necessary, once the data is stored companies need to give access to customers to their data where they can view or change it. Ethics is used in organisations to help employees motivate into making the right decision when dealing with customers daily and an ethical CRM can benefit both the supplier and customers by storing customers data to offer the right products, by storing customer data securely shows how an organisation can be ethical towards customer privacy. The researcher believes being ethical in customer dealings presents the organisation in a positive way and makes the customer trust the company, ethics improves the quality of service and bonds positive relationship with customers. There are number of models an organisation can use to help them be more ethical towards their staff and customers however the researcher believes following ethical model of justice, moral and utilitarian will help the organisation act more in an ethical way for example by balancing between right and wrong decisions and that everyone should be treated equally in the organisation regardless of their statues and managers should strive to protect the well-being of those around them. Suitability is an important part of the CRM system as it is an approach to balancing different and often competing the needs against the awareness of the environment, economic and social limitations an organisation face, sustainability is used in the CRM system to improve the trust between employees, investors  and customers, it allows the organisation practices to be more efficient, it also helps attract and retain workers and helps improve customer sales and loyalty. It also improves and strengthens community reaction by cutting down on plastic etc. Quality is also important for the organisations CRM system as the organisations can consider the quality of the products and services they offer as it is important to their customers to receive the right quality of service this can create a standard of satisfying customers, in return the organisation can receive loyalty and continued support from the customers. 

[bookmark: _Toc17721338]3.5 Organisations CRM Systems
Customer experience is the key point in any organisation therefore it is important to go above and beyond to give customers the best experience, organisation can improve this by being ethical about how the customer data is stored and let customers have access to their data. Organisations like   Lush believe through their values, attitude and being ethical about their products can improve their CRM system, they have built strong trust with their customers through their products, packaging, ethical sourcing, their people, campaigns and their services, Lush have a strong commitment to the environment and the community and try to be ethical about where they source their products from or how it is being made etc, by supporting fair trade and community trade initiative Lush show that they are an ethical and sustainable brand(Lush 2005-2019). Lush also show this by refraining from any animal testing and advocates for animal right by not buying their products from suppliers who test on animals, they believe in making effective products from fresh organic fruit and vegetables and finest essential oils as they believe this will attract more customers. By storing customers data on their CRM system allows Lush to produce and stock only the products customers desire, Lush show the quality of their service by hand making their products which is fresh and 100% vegetarian and 80% vegan, their packaging also ensures that the environment is not harmed since they are biodegradable, also through clear communication with their suppliers and customers they show the quality of their service. 
It is important to have reliable data without it, it can affect the reputation of the organisation and the decisions will be misinformed for example organisation like the Travelodge hotel’s CRM not only builds a comprehensive database containing all the information related to the customers but also facilitates the companies long term growth by creating strong ties with their customers. The hotels CRM system allows them to give their customers unparalleled experience in terms of quality and their needs. Travelodge hotel show how ethical they are with their customer service by having updated CRM system which allows them to contain all the relevant data pertaining to their customers which is constantly updated to accommodate any changes, this allows them to quickly identify any data regarding the customers which aids in faster problem solving. Their CRM system is an effective customer support system that is fast, and which aids their customers through phone, e-mail and in person. The hotel believes it is their priority to be honest and act in an ethical manner as they believe only then they will increase their customer base. 
Travelodge show their ethical values and the increase of sustainability by running the Green programme where they try and reduce carbon footprint by changing the way they build new hotel and how the hotel is run day by day and the services they offer. Their Green programme includes some of the changes they have made for example the use of low energy lighting, shower heads and the use of rain water (Travelodge 2019). They have showed the quality of service they provide by making changes to their rooms for example upgrades of king-size bed and have introduced a sleep-inducing colour palette to the room’s décor. The hotel also show how they are an ethical company by supporting their staff by offering on the job training and helping staff secure externally recognised qualifications for example help staff study for apprenticeship and management and employee employees from all different background as they believe in equality and diversity (Travelodge 2019).
Primark show their ethical values by having every factory that manufactures products for Primark commit to meeting internationally recognised standards before the place of an order, the factories try and minimise the use of cotton or the dye used on their products and how they transport and sell their products in store. Primark factory believe it is important to them that approved suppliers are taking the right steps within certain manufacturing processes to help make supply chain more sustainable. To be more sustainable Primark factories have committed to the manufacturing restricted substances list which lists the substances in chemical that suppliers are not permitted to use in manufacturing Primark’s products, they show their ethical values by making their restricted substance lists publicly available and they have taken steps to improving their ethical practice when it come to their workers in factories, they are committed to boycotting certain cottons used in their products, they are also a member of the ethical trading initiative and have adopted their code of conduct, to be more sustainable they have team of experts to monitor compliance with their code of conduct, they audit the factories at least once a year to check if the international standard are being met. Once again Primark showed how ethical they are by coming forward and offering support and confirming a commitment to long term aid to the families affected when one of the factories collapsed (NewsBank 2013), however Primark have been struggling to overcome how customers feel about Primark not being sustainable and their products are not ethically made. The factories show their ethical values by not recruiting child labour and giving a fair living wage and working hours are not excessive (Primark 2019). 

[bookmark: _Toc17721339]3.6 Ethics and Sustainability ‘gaps’
Although Lush states that they are an ethical company the cost of retailing has grown as Lush has been focusing on improving the in-store experience as this have been costly for the company and have lost focus on online customer experience, also Lush still have pay gap between men and women according to their 2017 report (Lush 2017) and although Travelodge is improving the way they build new hotels and are improving the decorations of their rooms there is still a lack of rooms which is not big enough for families. As Primark talk about being ethical, they still ignore any responsibilities for their factory workers and any labour issues that may be occurring because they do not own their factories, they can improve this by being more transparent when it comes to their suppliers and paying their workers a living wage also by improving health and safety of their factories as Primark’s code of conduct says its clothes should be made in safe and hygienic condition (Primark 2019), but according to the BBC news (2009) Primark workers have been paid under the minimum wage and the working conditions are poor at their factories in U.K also according to Hickman (2009) an Independent consumer correspondent found trough BBC’s panorama Primark using child labourer and working in poor conditions, this news have changed how Primark say they operate ethically. 














[bookmark: _Toc17721340]4.0 Conclusion
To conclude this, report the researcher have made some recommendation on how the organisations can improve on being ethical towards their workers and customers and increase the quality of services they provide, the researcher have come to conclusion that being ethical and sustainable can only make an organisation improve on the quality of the service they provide for their customers, being ethical towards workers can only have an effective impact on the service they provide on a daily basis. The researcher has come to conclusion that Lush should attract different age groups to be more ethical and Primark factories to be more ethical towards their workers for example give them a better pay rate and improve the health and safety of the workers and Travelodge to accommodate for bigger families. 
[bookmark: _Toc17721341]5.0 Recommendations
The researcher believes every organisation should have quality circles where workers come together to discuss their quality problems therefore it is important for the management to support workers with training and help them with problem solving strategies only then an organisation can solve issues which may affect employees and customers in the long run (Handy 1993). Organisations should also follow the qualitive methods where more surveys are given out to customers this way the company can find out what products are popular or which products customers are going to purchase in future (Buttle 2009, p.137) 
Although Lush have a strong customer base of loyal customers it is still limited to a certain age group, most of their customers are young therefore Lush need to try and focus on all age groups and advertise milestones birthdays/anniversary to attract more older customers.
Primark factories need to monitor the working conditions more frequently than once year that they state as this way they can improve the quality of the workers and be more ethical towards their customers and gain more trust from both the workers and customers as they will have more up to date reports. 
Travelodge should not only focus on the interior of the company but also provide the needs of customers with bigger families. 
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