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[bookmark: _Toc138453461]Introduction
In today’s highly competitive business territory, customer-centricity has become the key factor for companies striving for sustainable success. Customer Relationship Management (CRM) plays an inevitable role in attaining this objective by providing frameworks and tools for error-proof planning, quality control, and assurance, as well as fostering a culture of continuous improvement that involves all employees (Ngelyaratan et al., 2022). CRM ensures that all customer interactions are carefully recorded, considered and aligned with the organizational goals which leads to error-proof plan that are centered around customer expectations (Tien et al., 2021). Furthermore, CRM puts an emphasize on the importance of quality control which involves the operational activities carried out during the execution of the plan to ensure the quality standards set during the planning phase are met (Guerola-Navarro et al., 2021). Also, there is always room for improvements. CRM focuses on improvements by proactively identifying and resolving various challenges that impact the organization’s ability to deliver quality goals which involves systematic approaches such as data analysis, process improvement tools (Ngelyaratan et al., 2022).

Figure 1: Customer Relationship Management (CRM)
As well as, Ethical and sustainability policies play a significant role in uplifting brand reputation and creating a positive brand image, fostering a sense of trust and safety in stakeholder and customer interactions. By prioritizing ethics and sustainability, companies lay the foundation for enduring success, resilience, and a positive impact on society and the environment in the long run.
This report aims to outline the importance of customer relationship management and various quality models that the company “Zara” is using to improve its CRM as well as few recommendations based on the discussions and lastly put a conclusion.


[bookmark: _Toc138453462] Ethical and sustainability policies at ‘ZARA’
Ethical and sustainability policies play significant role for companies in showcasing the commitment to the responsible business practices. These policies have direct impact on the customer experience, as customers prefer companies that align with their ethical values (Khandual et al., 2019). Now, the following investigation is focused on Zara, a well-known fashion retailer. The investigation examines the impact of Zara’s ethical and sustainability policies on the customer experience.
[bookmark: _Toc138453463]Ethical policies
Zara has implemented several ethical policies that contribute to the customer experience:
[bookmark: _Toc138453464]Fair labor practice
Fair and responsible treatment of workers ensure that the employees are treated with dignity, respect and fairness, and their rights are protected by practicing principles such as fair wages, safe working conditions, equality, no child labor, respect for worker’s rights, reasonable working hours, transparency and accountability (Brewer et al., 2019). Fairness promotes employee satisfaction, productivity and loyalty to their works. Thus, employees are tend to give their best in their respectable fields.
Zara has partnered with the Clean Clothes Campaign, a global alliance advocating for fair wages and safe working conditions in the garment industry. This collaboration shows the commitment of Zara to ethical labor practices (Jha and Veeramani, 2021).

[bookmark: _Toc138453465]Supply chain transparency
Supply chain transparency involves disclosing information about the source of raw materials, factories and facilities in which garment is produced. Transparent supply chains allow for better accountability and ensure other ethical policies such as environmental and safe labor conditions (Brewer et al., 2019). 
In recent times, Zara has enhanced supply chain transparency by implementing practices such as supplier list disclosure, social and environmental audits, and code of conduct, traceability, and product labeling. Being transparent has been fruitful for Zara as it helps to gain customers and stakeholder trust ensuring employees’ rights (Jha and Veeramani, 2021).



[bookmark: _Toc138453466]Animal Welfare
Ethical policies should concern related to animal welfare which includes avoiding the use of fur, exotic skins, and other materials obtained through inhumane practices (Woodside et al, 2019). Brands should ensure that any animal derived materials are sources from responsible and ethical sources (Ki et al., 2020).
As part of its commitment to animal welfare, Zara has taken some acknowledgeable steps to address animal welfare such as no fur policy, exotic skins policy, transparency, partnerships with NGOs, customer education. These policies help to prevent animal cruelty and ensures animal welfare (INDITEX, 2021).
[bookmark: _Toc138453467]Social responsibility
Ethical policies should emphasize on promoting positive change in the society, educating people and considering the well-being of the communities (Brewer et al., 2019). This can include supporting local artisans, investing in social development, woman empowerment and educating children (Woodside et al., 2019). 
Zara actively participates in community engagement activities and philanthropic initiatives to contribute to social causes. The company forms partnerships with nonprofit organizations to work on projects focused on education, women's empowerment, and social inclusion. Zara demonstrates its support through financial contributions, product donations, and volunteering efforts, making a positive impact on these initiatives (INDITEX, 2021).


[bookmark: _Toc138453468]Sustainability policies
Sustainability policies are essential for minimizing environmental impact and bringing positive changes in society (Khandual et al., 2019). Here are some of the key policies that companies should adopt: 
[bookmark: _Toc138364294][bookmark: _Toc138453469]Environmental Sustainability
Ethical policies must include environmental sustainability (Zhang et al., 2021). Environmental sustainability can be achieved by implementing practices such as responsible source of raw materials, minimizing waste, filtering approaches, minimum or no plastic usage, using eco-friendly products, reducing carbon emissions, and adopting renewable energy sources (Thorisdottir et al., 2019).
With commitment to sustainable materials Zara has increased the usage of sustainable materials in its products which includes incorporating organic cottons, recycled polyester, and eco-friendly fibers into its collection (INDITEX, 2021). As well as, Zara has already committed to achieving zero discharge of hazardous chemicals in its production. Zara’s approach to environmental sustainability can be understood better with its goals such as:

Figure 2: Zara’s approach to environmental sustainability
1. By end of 2023, Zara targets to entirely remove plastic from its supply chain.
2. By end of 2023, Zara targets to replace the current cotton with more sustainable cottons (organic, BC, recycled cottons).
3. By end of 2023, Zara sets goal of achieving 100% sustainable man-made cellulosic fibers from more sustainable sources.
4. By end of 2025, Zara targets to renovate its linen and polyester collection with sustainable materials.
5. By end of 2040, Zara sets to reach Net Zero Emissions 
By setting both short and long-term goals, Zara demonstrates its commitment to achieving environmental sustainability. The company continuously seeks opportunities to introduce innovative ideas that minimize its impact on the planet.
[bookmark: _Toc138364295][bookmark: _Toc138453470]Circular economy
Embracing circular economy is crucial for fashion or clothing brands. Brands should focus on producing durable, reparable, and recyclable products (Ki et al., 2020). On this regard, brands can implement programs such as take-back program, promoting clothing repair services, exchanging old products with new products and incorporating old, recycled materials into new products (Thorisdottir et al., 2019).
Zara embraces the principles of circular economy in its operation and practices. It focuses on designing products with durability in mind which includes timeless design and use of good quality raw materials. As well as Zara offers repair services in selected stores allowing the customers to extend the life span of the clothing items. Furthermore, Zara actively encourages customers to participate in recycling programs. Incorporating old materials with new clothes saves up raw materials, water and energy consumption. Zara has also explored rental and secondhand initiative to emphasize its dedication to circular economy. Zara’s approach to circular economy reflects its commitment to minimizing waste, promoting product recycling and exploring innovative ideas to reuse the products (Jha and Veeramani, 2021).

[bookmark: _Toc138364296][bookmark: _Toc138453471]Energy and Water Efficiency
Fashion brands use enormous amounts of energy and water in production. According to a report, 1800 gallons (6800 liters) of water is used to grow enough cotton to produce a pair of jeans pants. This can be solved by adopting proper measures such as energy-efficient technologies, optimizing transportation logistics, and reducing water consumptions through responsible production and supply chain management (Ki et al., 2020).
Zara invests in energy-efficient technologies to reduce energy consumption throughout its production and distribution phases which includes energy-efficient lighting, heating and air conditioning system, using natural light sources, and designing the warehouse and stores in a manner that less energy is consumed for lighting and air-conditioning systems. In addition, Zara strives to incorporate renewable energy sources into its operations. The company aims to make a transition to renewable energy by installing solar panels, utilizing wind energy. 
Zara’s approach to energy and water efficiency reflects its dedication towards its dedication to reducing energy and water consumption and promoting sustainable practices like renewable energy. In this process, Zara continuously reviews its operations and processes to identify opportunities for further optimizations.


[bookmark: _Toc138453472]Critical literature review on quality models

Quality models provide frameworks and tools for the brands to effectively manage and improve the quality of products, services and processes. The following discussion is on the various quality model theories and how fashion brands like “Zara” is using these principles to improve its customer relationship management (CRM) (Guerola-Navarro et al., 2021).
[bookmark: _Toc138453473]TQM model
The total quality management (TQM) model is a management approach at continuously improving quality of the products, services and processes which require involvement of all employees for achieving customer satisfaction and organization success (Souza et al., 2022).

Figure 3: Total Quality Management (TQM)
Some of the key principles of TQM model are: 
Customer centric
The organization must put priority to the needs and expectations of the customers. Customer satisfaction is a central goal, and feedback and reviews from the customer is actively recorded and used to drive improvements (Nasim et al., 2020). 
Zara has built its business model around the concept of fast fashion which means Zara is highly responsive to the latest trends and customer taste. It actively monitors customer preferences, fashion shows, social media trends and market trends to quickly identify emerging styles. This helps Zara to keep itself updated with the present trends and meet the ever-changing needs and expectations of the customers. 
Leadership involvement
Top managerial bodies play a crucial role in implementing TQM principles. Leaders provide vision, set goals and actively join in the process (Souza et al., 2022). 
Although specific details about employee involvement at Zara are not available to the public, the company emphasizes on collaboration and teamwork in its operations. 
Employee involvement
In the aspect of TQM, contribution from every position is required to improve the quality. TQM emphasizes fostering a culture of collaboration and promoting teamwork (Arifin et al., 2022).
Zara has put huge effort into empowering all its employees and build a culture of collaboration that ensures sharing of ideas and also ensures accountability (Jha and Veeramani, 2021).

Data-driven decision- making
TQM largely relies on data for its decision-making process. It involves collection and analysis of data to drive decision making process (Saragih et al., 2020). Quality metrics such as customer reviews, defect rates and process performance indications are recorded to identify the area of improvements (Arifin et al., 2022).
Throughout the years, Zara has adopted a data-driven system to actual decision-making process. It has built various teams to work with the data. It includes steps such as sales data analysis, market research and trend analysis, customer feedbacks and surveys, IT systems and analytics and experimentation and A/B testing. 
Training and education
TQM considers the importance of investing in training and education of the workers. Trained workers can participate will its full potential to improve the quality (Nasim et al., 2020). 
Zara invests to develop the skills and knowledge of the workers and offer them to be better with their respective jobs. It includes comprehensive onboarding and induction process for the newcomers to make them familiar with the company’s values and culture, training on delivering excellent service to the customers, operational training, product and fashion training as well as continuous learning and development to enhance skills and knowledge (INDITEX, 2021).


[bookmark: _Toc138453474]Juran’s Trilogy Model
Jorans’s trilogy model is a framework that proves tools to manage quality in an organization. The model consists of three interrelated processes:

Figure 4: Juran’s Trilogy Model
Quality planning
Quality planning refers to the process of establishing the quality goals and objectives of an organization (Tejaningrum et al., 2019). It involves identifying the needs and expectations of customers and translating them into specific and measurable goals. Quality planning also entails making necessary adjustments and setting realistic targets to ensure the goals are achievable within the organization's resources and capabilities.
Zara considers quality planning as a roadmap to reach its cherished goals. While no specific detail about Zara’s quality planning is publicly available, principles followed by Zara can be intercepted to know Zara’s position on quality planning. Some approaches Zara likely to follow are customer centric approach, agile and responsive operations, supplier collaboration, and internal quality control. These principles align with Zara’s business strategy and customer-centric focus.


Quality control
Quality control involves the operational activities carried out during the production and delivery of the service to ensure the quality goals are met (Velkoska et al., 2022). It includes monitoring processes and operations, identifying defects and correcting defects, and continuously look for area of optimization.
Zara uses a multiple step quality assurance system involving in-house quality control teams, supplier collaborations, quality testing and inspections, compliance with legal and safety standards and continuous improvement.
Quality improvement
Quality improvement focuses on identifying and resolving challenges that impact organization’s ability to achieve quality goals (Tejaningrum et al., 2019). It includes a systematic approach to problem solving, data analysis and process improvement tools such as Six Sigma, PDCA cycle (Velkoska et al., 2022).
Zara is determined to achieve goals that are made in the planning phase to meet the needs and expectations of the customers. It encourages collaboration among different teams to quickly identify quality improvement issues and resolve them.


[bookmark: _Toc138453475]Crosby Model
The Crosby model is based on the belief that quality can be achieved by preventing defects at the first place rather than identifying and correcting them. Principles followed by this model are:

Figure 5: The Crosby model
Prevention
The Crosby model focuses on the importance of preventing defects from occurring in the first place. It involves quality planning, process improvement, error-proofing techniques to eliminate the defects (Pushpita et al., 2021). 
Zara positions itself proactive in terms of prevention measures. It likely incorporates prevention measures in its process to minimize the occurrence of defects.
Zero defects
The central concept of the Crosby model is the pursuit of zero defects (Saragih et al., 2020). It sets high standards and encourages the employees to achieve this. Although fully defect free products and services are unattainable, the high standard encourages continuous improvement and a mindset of excellence.
Zara maintains its high standard around the numerous high street fashion retailers for its undefeatable mindset.
Quality is free
According to the Crosby model, the poor-quality costs higher than the costs of preventing defects. Investing in quality improvement saves money in the long run and benefits in many aspects such as reduced rework, scrap and customer complaint (Pushpita et al., 2021).
Zara proactively investigates all the processes to identify any upcoming defects and ensures the high-quality standard.
Measurement
The Crosby model emphasizes the importance of measuring and monitoring quality performance which involves building clear quality metrics such as customer review, defect rates and process performance indicators. Regular measurement and analysis help the organization to track its progress towards zero defects (Saragih et al., 2020).
The data-driven approach helps Zara to identify areas for improvement, implement the optimized solution and continuously upgrade its quality process.


[bookmark: _Toc138453476]Conclusion and recommendations

 In summary, Zara, as a renowned fashion retailer, shows a strong commitment to ethical and sustainable policies throughout its processes. The company recognizes the importance of sustainability in fashion brands and has implemented though several initiatives such as sustainable materials, time-less design, employee-friendly work environments, and use of eco-friendly materials (Zhang et al., 2021). Also, Zara’s ethical practice includes transparent supply chain, fair wages, maintaining labor standards and accountability (Woodside et al, 2019). While specific detail of its approach to quality models are not available publicly, Zara’s principles aligns with mostly renowned quality models such as total quality management (TQM) model, Juran’s trilogy model, Crosby model. The company emphasizes quality planning that incorporates the needs and expectations of the customers, maintaining quality standard and continuous upgrade towards zero defects (Arifin et al., 2022). The company focuses on prevention rather than inspection, emphasizes education and training, and continuous improvement techniques. To further enhance its quality management approach, Zara can consider improvements such as clear quality guidelines, supplier collaboration, enhanced data analysis, feedback integration, and continuous employee training and collaboration platforms. By consistently striving for improvement and staying ahead of evolving quality management practices, Zara can solidify its position as a frontrunner in the fashion industry.
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Year 2023: Plastic free supply chain


Year 2023: Introduce more sustainable cottons


Year 2023: 100% sustainable man-made cellulosic fibers  


Year 2025: Sustainable linen and polyester collection


Year 2040: Net Zero emission
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