



Table of contents

Table of contents	1
Introduction	2
Three chosen airlines	2
What are Customer Experiences and how to measure it?	3
Ethics and Sustainability	4
Sustainability Policy in airlines	5
Ethical Policies in Airlines	8
Customer Relationship Management in airline industries	11
Juran Trilogy – Joseph M. Juran	11
Zero Defects Thinker – Philip Crosby	12
PDCA – William Edwards Deming	12
Relevancy in the Aviation industry	13
Recommendations and conclusion	14
Increasing the amount of diverse flights within Emirates	14
Ensuring better communication between airlines and customers	14
Conclusion	15
References	16



[bookmark: _Toc57237206]Introduction

This report will look to analyse at length the aviation industry and evaluate policies that influence decision making regarding ethics and sustainability. Key policies such as environmental and technological factors will be examined to see the impacts within each respective airline organisation. The chosen airline companies that will be investigated are British Airways, American Airlines, and Emirates. in recent times, Customer Relationship Management systems are at the forefront of the aviation industry and is constantly evolving to provide better efficiency between organisation and customers. CRM will be further scrutinised to see whether it is fulfilling its operational standards. To aid analysis, relevant models have been developed to examine the challenges faced by CRM in this sector and will be critically analysed to formulate a consensus that is appropriate for this scenario. Based on the research and findings, a set of realistic recommendations will be provided. 
[bookmark: _Toc57237207]Three chosen airlines

British Airways is one of the most popular airline industries used in the UK and European countries. Although there are various airline companies in the UK that customers may choose from, British Airways is the only company that retains the British heritage of Great Britain, proudly displaying the Union Jack on all its plane units (British Airways, 2018). As of 2019, British Airways celebrated their relevancy for the past 45 years by having four of their aircrafts using an older looking design on the tailfin of those units as this was the airline’s “most loved” design throughout its years.

American Airlines (AA) is one of the world’s largest airline companies due to its fleet size and the main headquarters is in Texas. American Airlines is renowned for the number of passengers it can carry and having almost 6,800 flights each day. Although its most used in America, the company travels to nearly 350 destinations, which is more than 50 countries. The America Airline company has a separate regional service, which is operated by a subsidiary division brand known as the American Eagle (American AIrlines, 2019). Since opening in the early 1930’s, American Airlines has since then grown into the world’s largest airline around the world, generating more than 900,000 jobs and 1,400 non profitable organisations

Emirates Airline originated in 1984 by the UAE minister of defence who also was one member of Dubai’s royal family. The industry looked at its competitors, such as Etihad and Qatar Airways and found its footing in the market by ensuring all seats had built in entertainment no matter what cabin class the customer chose. This was a major leap within the industry as they were the only airline to offer this, immediately making Emirates a more popular choice against its competitors. After the rapid growth of Emirates, the organisation opened new terminals which increased the capacity of passengers at Dubai International to a huge number of 22 million passengers each year (Emirates, 2018). 

[bookmark: _Toc57237208]What are Customer Experiences and how to measure it?

 
Customer experiences are a type of event a customer faces in business acquisitions. It is a crucial part of any organisations as it provides an insight to how good or bad a business may be. As stated by (Bordeaux, 2017), a customer who is happy tends to be one of the best form of advertisements as they will have positive things to say about the organisation to others, be it via word of mouth or through social media. This is healthy for businesses as it provides a boost in revenue. Customers who are happy with how well transactions performed tend to do business with the organisation again in the future. As with anything, customer experiences vary depending on how things are done. For example, unhappy customers are more than likely to never have any association with businesses if they have had bad experiences.

1. Analysing the customer satisfaction through surveys and questionnaires.
2. Identifying the customer churn rates.
3. Asking customers for feature requests – what can they do to improve services.
4. Examining support ticket trends left by customers. 
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According to (Cambridge Dictionary, 2019), ethical means doing the right thing in businesses and trades. It is said that the 5 ethical issues that are currently being faced in businesses are Accounting, Social Media, Harassment and Discrimination, Health and Safety and Privacy. An example used by (Florida Tech, 2018) suggests that the advancements in technology allows employers to monitor what employees are doing on their computers, but the issue here is there is no clear line as some people will argue this is spying.

Sustainability is described as the “study” of how systems function. For there to be any sustainability, there must be a form of balance in the ecology. Living in modern times means the consumptions lots of natural resources each day, the affects this will have in the long term isn’t sustainable as eventually there will come a time where these resources are no longer available (Mason, 2017). An example of this is Diesel cars. After the announcement that Diesel cars will be banned by 2040, sales have plummeted as customers are switching over to electrical cars as it is best for reducing air pollution (BuyACar Team, 2020).


[bookmark: _Toc57237210]Sustainability Policy in airlines

1. Reducing carbon emissions
Although the Aviation industry is one of the most popular organisations from a financial standpoint, there are numerous negatives associated with it. Currently, the planet is having major issues with air pollution and the airline industry is largely contributing towards this. According to (Environmental Protection UK, 2018), people who live and work in environments such as Airports often have more health problems compared to those who live in the country side. In the last 20 years, carbon emissions have skyrocketed, the aviation industry has been solely responsible for the 4.9% increase in numbers.
In 2015, UNFCC parties in Paris agreed upon a new agreement which would try to battle against climate change by further escalating their funds and aims that is needed for a minimalised carbon future. Although the agreement initially started in Paris, every country then joined the agreement and is doing their bit to combat these climate threats (UNFCC, 2016).   
British Airways
From January 2020, British Airways is now reducing the amounts of carbon emissions from all the flights as they have partnered with other carbon reduction projects from around the world. This project will help generate renewable energy and protect the rainforests as well as investing in reforestation programmes. The CEO of British Airways, Alex Cruz states that the organisation is determined to play its part in removing CO2 from the aviation industry hoping that other airline companies would soon follow. Partnering with the company Velocys allows British Airways to convert commercial waste into a sustainable fuel source that may be used for their aircrafts (Media Centre, 2019).

With more than 50 flights grounded in 2016 due to harsh weather conditions, British Airways was hit with a negative public image due to its downtime. This led to a huge outcry from customers as they had to look for other alternatives. As British Airways was focusing on the uses of fossil fuels, the result showed that this would be unsustainable in the long term due to it being a non-renewable source of energy. The industry knew they had to find other alternatives, which is why they decided to go with the conversion of commercial waste (abc assignment help, 2019).



American Airlines
Like British Airways, American Airlines partnered with Cool Effect to offset carbon emissions during flights by a substantial amount. When customers purchase carbon offsets through the partnered company, they will be supporting the projects that are aiming to preserve the Earth’s natural resources. American Airlines have acknowledged that though customers wish to travel to various parts of the world and experience different cultures, there will always be some form of effect happening on the environment. The organisation have decided the best cause of action is to start by minimalising the effects of carbon emissions (cooleffect, 2019).

American Airlines have stated that when customers purchase any carbon offsets offered by Cool Effect, their money will be divided between the three stated projects: Tri-City Forest Project, For Peat’s Sake, and Mirador Clean Cookstoves. The Tri-City Forest Project, located in Massachusetts, focuses on isolating more than 122,000 tons of CO2 each given year while keeping forests safe, especially around important watersheds (ECOCART, 2018). 

For Peat’s Sake, located in Indonesia, focuses on saving threatened species while improving living standards in the more local areas. This project has been reducing more than 7.5mm of CO2 yearly thanks to the restoration of 157,000 hectares of peat swamp ecosystem homes. The Mirador Clean Cookstoves, located in Honduras, is passionate in working with the locals around the rural parts in Honduras. Their primary goal is to help people on constructing cookstoves that uses far less wood compared to that of a traditional stove, with less than 50% wood being cut, the CO2 emissions are halved simultaneously.

Cool Effect is a nonprofit organisation that focuses on building communities while reducing the effects of climate change. Since starting in 1998, the Cool Effect has evolved into a world renowned organisation due to maintaining the “vision” the company was built upon. Which is giving people the confidence to make a change (Cool Effect, 2018).


2. Refunds and bookings
In 2020, flights were grounded due to the out break of COVID-19. The aviation industry was hit with a massive decline in revenue because of this global pandemic, resulting in numerous aircrafts being moved to “airline boneyards” where they are stored in the mean time or even entirely broken down and scrapped for parts (Biswas, 2020). All major airlines were affected, including British Airways, American Airlines and Emirates, which lead to several passengers being stranded in their current location. The existing situation has left thousands of pilots unemployed because of this, causing them to rely on government bailouts (Rooley, 2020). The aviation industry was forced to give full refunds to customers who had flights already booked before these government regulations were put into place, which meant they would be losing out on even more money. This ultimately questions the sustainability of the industry as running cost is already very high, whilst profitability is at an all-time low.

Although the aviation industry is now resuming flights but at a limited capacity, as of October 6th, 2020, there has been a significant decrease in the number of scheduled flight, going as high as 49% (Mazareanu, 2020). This could be for many reasons, for example, after being stranded in different locations when lockdown first hit could have made people more cautious about booking flights, especially in a COVID-19 environment. 

British Airways parent company, IAG suffered a profit loss of more than £5.1 billion because of the COVID-19 situations in the first 9 months of 2020. MAILONLINE employee Dan did a comparison between 2019 and 2020, which saw British Airways making £1.6 billion profit in that year alone (MAILONLINE, 2020). Luis Gallego, IAG’s chief executive targeted COVID-19 being the culprit behind this loss, also stating that the Government were partly to blame due to the constant change in restrictions. He further mentions that because of these continuous changes, it is extremely difficult for British Airways to try and figure out how to get their business back on track because of the uncertainty amongst their customers.
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1. Fair treatment in travel classes and promoting diversity

British Airways
As the airline industry is evolving at a fast rate, technological advances are also happening alongside it. For example, British Airways uses apps and websites to operate their businesses. Customers need only a connection to the internet and a smart phone to access the services that are being offered by BA, such as booking flights, managing payments and contacting customer services if they are facing any issues. This is to ensure that customers get a more pleasant experience as this may be appealing to the customers for them to do business with BA again. Whether passengers choose to fly in Economic or Business class, British Airways ensures that inside every cabin there are forms of entertainment so that each passenger has a more comfortable experience instead of just offering them the bare minimum (Murphy, 2018). 

British Airways offer more than one travel class so that passengers may choose what fits their personal needs. For example, even though all forms of travel class offer some form of entertainment, the higher classes, such as business and first class offer more variation. Such as reclining seats, more space, access to the internet and gadgets such as laptops and tablets. The economic class has a hand-picked selection of movies, music and TV shows whereas the higher travel classes allow the passenger free reign, access to external websites such as Netflix, Spotify and NOWTV which has more media content for the user at their disposal (British Airways, 2019). 

Diversity is British Airways core value, focusing on bringing people across the world together regardless of religion or experiences. British Airways does not discriminate against any customers who chooses to opt with the economical class as they abide by the fair treatment act (British Airways, 2018). The British Airways’ Chief Executive, Alex Cruz spoke out and stated that BA is a welcoming place, regardless if it’s from the perspective of colleagues or its customers, and as the company is constantly growing their aim is to have a dynamic workforce with more diversity involved. 




Emirates
Emirates offers 3 travel classes: Economical, Business and First class. Like British Airways and American Airlines, Emirates boasts equality and diversity, giving fair treatment regardless which travel classes customers choose to fly with. Emirates was built upon these grounds, being the first airline company to provide revolutionary change to how people experience economical class. Although American Airlines and British Airways also offers an economical travel class, it wasn’t till the early 2000’s where they started to implement flight entertainment, whereas Emirates offered entertainment to all classes from the initial start day (Emirates, 2019).

According to (Singh, 2019), Emirate airlines is known for travelling to major continents of the world, but in recent times they have decided to try something new, which would see their famous A380 airbus revamped to promote a new diverse approach, trying to accommodate multiple nationalities as they can on that flight. The 29th of November 2019 saw Emirates flying a special A380 aircraft, which depicts multiple people from different nationalities holding hands. As this was a special one-time thing, the flight was dubbed as “More about the journey than the destination”. 
[image: Emirates Diversity Flight]
 Airbus A380 showing different nationalities – “Year of Tolerance” livery



2. Customer Service & Experiences

American Airlines
American Airlines offers various customer service to its customers, such as allowing them to book, reserve, and cancel flights. This is a huge factor as customers are given the ability to make changes to their travels without being penalised, giving additional incentive to use American Airlines again due to their helpful nature (American Airlines, 2018). If customers are struggling with travel arrangements, such as disabilities, American Airlines offers a service called “special assistance” at no extra cost and is available to all travel classes. This service aids its passengers throughout the entirety of the flight and gives them the opportunity to request wheelchair services, individual support for those with a hearing, vision, or developmental disability.

American Airlines does its best to ensure families are seated together during flights, this could potentially be because some airlines do not have proper seating regulations and operate on a first come basis, which most of the time leads to family members being separated. An example used by American Airlines states that to make sure every member is seated together, they must make sure to book under the same reservation at their earliest convenience (Rivoli, 2018). Sometimes, family members do not choose their seats properly, which causes the system to automatically places the remaining family members into random seating arrangement. It is because of this hinderance, American Airlines is always at hand trying to help family members avoid this unethical dilemma.
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In-order for an organisation to succeed, they must provide a great level of satisfaction to the services if they wish to retain any customers (Dubos, 2019). An example Hélène Dubos used stated that attaining new customers is far more costly than simply just winning back existing customers, costing as much as nearly 5 times the amount. She goes on further, declaring that marketing campaigns are more effective if aimed at current customers opposed to targeting other businesses, providing a much more stable cashflow. 
The team at Constantz views CRM as a vital tool, regardless of the organisation which is being explored, but has a major influence in the in the aviation industry as air travel is becoming more promoted, meaning customers are less likely to be loyal the more selections they have. Although customers will have a various range in which airline company to choose from, ultimately they will choose the one which offers the best services before making any purchases, which is why CRM is imperative in this market otherwise they wouldn’t stand-out from its competitors (Gregory, 2018).

[bookmark: _Toc57237213]Juran Trilogy – Joseph M. Juran

Juran Trilogy is a model made up of three aspects: Quality Planning, Quality Control, and Quality Improvements. Although it was created in 1986, Juran’s model is widely used in current times as it has become the foundation for quality management practices on a global scale (DeFo, 2019). 
Quality Planning is the first step, which allows innovative ideas to form as it is the initial design process stage. Quality planning gives a theoretical output on how the finished product may look, often being referred to as “quality by design” today. The Juran quality planning model is used to create inventive strategies which corresponds to customer needs.
As stated by Dr. DeFeo, improvements are made every day within the workplace, even if its by those who normally underperform. This is mandatory for businesses as it lets the organisation view workplace activity every day, providing insight on what may need to be improved or changed.
Quality Control is the third and last step in Juran’s trilogy. Businesses use this to identify how the quality of a product can be sustained. A report from Investopedia suggests that business are required to produce an environment which further allows employees to reach for better satisfaction rates (HAYES, 2019).  
[bookmark: _Toc57237214]Zero Defects Thinker – Philip Crosby

Philip Crosby’s Zero Defects Thinker is described as an approach that aids businesses to adapt to difficult situations. This model is made up from three factors: Recognising the expenses and issues that may arise, actively looking to see where flaws may happen, then working to try and minimalise the identified flaws. 

[bookmark: _Toc57237215]PDCA – William Edwards Deming

William Edward’s Deming created PDCA to logically implement new ideas and solutions in any organisations. The PDCA consists of four steps: Plan, which is first identifying the problem that has arisen, Do, which is implementing the potential solution that may help removing the issues that were found, Check, this is the step which where one must see if the implemented solution was successful or not, because if it isn’t then they would need to go back to the previous step and reanalyse the situation. The final step is Act, which is where the best suited approach is applied (Mindtools, 2018).  
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After thorough investigation, it was evident that the model that still has an influence on today’s Aviation industry is the PDCA, due to the nature of testing and applying. For example, the Aviation industry relies on its customers to provide feedback to ensure the best results. Airline companies are known to use client responses to make improvements and changes by implementing the Plan, Do, Check and Act procedure. According to geckolyst, user feedback offers insight to airline companies on what could be done to increase the customer experiences as this would help the airlines to make appropriate actions while giving them a competitive advantage (Radh, 2017). 
Although the Juran Trilogy and Zero Defects Thinker model have similar methodologies regarding CRM, they however, are more business orientated opposed to PDCA, which is more customer orientated and in-line with the airline industry in this scenario.


[bookmark: _Toc57237217]Recommendations and conclusion

These are the recommendations that the airline industry should adopt to reach their goals and market plans.
[bookmark: _Toc57237218]Increasing the amount of diverse flights within Emirates

Emirates wants to expand to a wider audience and gain a more diverse customer base, but their methods need to be improved. For example, in 2019, they flew a modified A380 aircraft to promote diversity in their flights, however it was only a one-time event. This can harm brand recognition due to this, as it shows they are not serious about expanding to cater to a diverse customer base. Ultimately, going forward, Emirates should priorities in making more special A380 aircrafts and make it a yearly event to confidently display their objective of being more diverse. 

[bookmark: _Toc57237219]Ensuring better communication between airlines and customers

Currently, communication between airline companies and customers are limited. An example of this is British Airways. Although they allow customers to access services from BA on their website or app, unfortunately they do not communicate with the customers much. If flights are delayed or cancelled, British Airways will not directly inform the customers about this, leaving them to follow up any issues over the internet. There are a number of ways British Airways and other airline companies can do to warrant a better user experience, such as having a number of helps-desks at airports, this would eliminate the need for internet access as not everyone will have mobile data and will cut severely cut down the number of queues (AVERY, 2019).



[bookmark: _Toc57237220]Conclusion 

The aviation industry has been thoroughly studied to find the ethics and sustainability policies from British Airways, American Airlines, and Emirates. With the ever-challenging times of climate change, the sustainability of the airline industry has been put into question. From further analysis, it was found that the use of non-renewable fuels was a major contributing factor in the rise of green house gases, though in recent years the industry has researched into alternatives to curb their carbon emissions. 

Companies such as British Airways amongst others have found innovative methods of utilising waste to energy conversions as a power source. 
Though it proved useful, the initial technology was not as effective and still required fossil fuels. In recent times, climate change has accelerated and has been raised as a global emergency. This has garnered attention and influenced international cooperation which has helped broker the Paris Climate Agreement of 2015. This shift has only highlighted the importance for change within the airline industry and that it required urgent attention to be deemed sustainable.   

The aviation industry, in recent time has seen the value and importance of good customer service. Companies have researched and investigated ways to improve their customer service that helps differentiates from their rivals. Organisations such as British Airways have developed luxury packages that includes exclusive lounges and first-class seating arrangements.
Although it comes at an expense, customers are treated equally regardless of the travel class they choose to opt from. It was found that British Airways would offer similar level of entertainment through all classes as company ethos reflects upon the fair treatment act, which welcomes diversity.

With the introduction of CRM, it has created a close relationship between customer and company, giving people the opportunity to interact digitally. This has enabled easy access to services that could be simulated in person and allows the customer to provide feedback which is invaluable for the organisation.  After analysing three CRM models, it was found that Deming’s PDCA proved to be the most affective due its structure and customer orientation. The model proposed by Deming’s relies on real scenarios that is not simulated, unlike the Zero Defects Thinker and can be easily implemented. 
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Figure 1: The Plan-Do-Check-Act Cycle
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