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Summary
The report I will producing presented as a formal business report structure as requested by the Editor at Customer relations’ an online journal. This research will be looking at ‘the possible impact of organisations’ quality systems may have on the customer relationships. My contribution towards the research would be to compiling a report based on investigating ethical and sustainability on customer experiences of organisations. I will investigate three different organisations within three different sectors. I have decided to use McDonald’s as a restaurant sector, Amazon for online sector and Asda for my business report.
I will be then reviewing a ‘critical’ discussion of three quality models and theories that may assist an organisation by improving its customer relationship management. The report will show a ‘critical investigation into a variety of academic quality models and theories supported by organisational examples demonstrating knowledge and understanding of the concept of ‘quality’ and the links to improve customer relationship management. 
Finally, for the report a conclusion on the impact of the ethical and sustainable policies of the quality of CRM of the organisations/sectors I selected in the first part of the report. Recommendations will be provided based on the development points highlighted within the findings and conclusion sections of the report. A clear demonstration of the link between ethical/sustainable policies and the impact on the quality of CRM systems. Recommendations suited to the organisations researched within my report.
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Introduction
Customer Relationship Management at a business prospective is a very popular term in short also recognised as CRM. This is when customers and the business have direct interactions with each other from marketing sales to customer services it is a great improvement for overall customers’ experience. Overall success is achieved as The CRM is a tool to enhance the bottom line to determine loyalty and profitability.
CRM strategically allows a business to manage relationships with customers or even potential customers and all the data shared between them. After trading as a business as time goes on and the business is growing data streams sources within the organisation like social media monitoring, sales and customer support. The CRM application can help you manage future trends, customer behaviour towards buying by analysing and forecast the trends for the future of the business strategy. Customer experiences that matters towards the business based on relevant real-time information are just some of the empowerments of the CRM application.
The CRM systems is a cloud-based tool analysing, gathering and managing business data in the help for the business usefully by helping into decision making, impacts of performance and the affecting changes, useful information for the decision makers. Customers can engage with businesses’ through multiple touch points across different channels, that is why the CRM is becoming necessary for customer service as well. 
There are many available CRM systems to choose from so it is worth considering which system integrates with what you need, so for overall experience you may want all the customer-related data in the same place. For example to understand how customers are feeling towards your services you may need a customer service management tool Using Surveypal as a customer service management tool and Zendesk for customer service integrating one another will give you the results you require.
Research has proven that that improved customer service drives the growth by increasing loyalty that’s why CRM matters because customers matter so vital for long term committed businesses. The data is easily accessed and understood as the systems organise and analyse the data in such a way.
Surveypal as mentioned earlier based on the individuals sales lead data can be customised with follow up actions as Survepal’s survey integration with sales force allows you to create new leads in Salesforce. 
You can gain information enabling you to anticipate the needs of customers and to make them happy which is crucial in a business. With the CRM you gain instant access like the contact details of a customer, customer service contact history, customers purchase history and a lot more. Incorporating the voice of the customer data into your CRM to enhance your understanding of the customer base.
By collecting data of collecting customer feedback and integrating it into the CRM systems will gibe the business a better understanding of the expectations your customers are expecting relating to the products and services that are offered, where you can identify the needs and expectations and look at ways to improve.

Methods and findings
[10] Importance and benefits of quality control are that it encourages the quality consciousness in workers within the business which is very helpful to achieve desired levels of quality in a product. Consumers are satisfied as they are receiving better quality products giving them satisfaction and keeping the bond strong. Productions may be reduced benefitting the company by effective inspection and control over production processes and the operations, by further checking the productions of inferior products and wastages will bring the cost of production considerably. The cost of inspection can considerably be reduced as quality control brings about economies in inspection. Bringing waste to a minimum and inefficiency of any kind quality control ensures maximum utilisation of available sources. A reputed concern can easily raise finances from the market so, increased goodwill by satisfying customer needs by the production of better-quality products, quality control raises the goodwill of the concern in people’s minds. Quality control makes the atmosphere around the production line by increasing morale of employees when they are working towards the concern of producing higher and better-quality products. This will improve employer-employee relations making them closer and giving them a better understanding of each other. The company will improve the techniques and methods of production ensured by quality control. One price of standard products becomes prevalent in the market, increasing more sales and creating new demand for the products and maintaining existing demand.
Trip advisor 
Trip Advisor is leading worlds travel platform making travellers experience their trips one of the best trips with 860 million reviews with the site available for travellers across the globe having 8.7 million restaurants, airlines, experiences accommodations and cruises. You could book popular tour and attractions flights and cruises, reserve tables at great restaurants. Travellers also use the application most importantly to compare low prices. It is also available in 49 markets and 28 languages which shows how popular it has gone over time.
"We operate our business for the long-term. We are committed to helping users plan and book the perfect trip and to increasing the value of the Tripadvisor platform for partners." Steve Kaufer, president & chief executive Officer.
This shows how they are concentrating on long-term commitment towards the business and have succeeded to get the amount of users they have. 
Asda 
[image: Image result for asda]
[1] ASDA’S bold consumer empowerment drive has made the company convinced that they are on the right track even the campaigners are impressed. The sustainability aspect of the supermarket chain using the democratic consumerism project is a foundation of customer empowering initiatives. Andy Bond the vice president of ASDA showed his attention in words “involve customers in every aspect of the business, to lift the lid on how we do things, and enable our customers to help make decisions that have an impact on what we sell and how we sell it”. Having a big customer base, the customers will have a big influence of purchasing decisions as ASDA Walmart-based recruit customers who come with a great idea for the company to save money they are rewarded generously by the company. The primary objective for them to build trust with the consumers but it would not be ideal getting into a dispute with consumers over trust. ASDA uses a key element of the consumer empowerment programme called the Aisle Spy Blogger. They name their products after customers are invited to attend events where they can taste the food products and drinks sold at ASDA then the products are sold at the stores. Theses products have their own packaging to labelled as ‘chosen by you’. 
[image: Image result for chosen by you asda]
The head of corporate communications Dominic Birch says the Democratic Consumerism initiative is primarily aimed at building trust directly with Asda’s customers. It was how the press coverage would be interpreted by those customers that was the prime concern. “If a quango is going to put out a report that we think is going to seriously damage our reputation and misrepresent us, then we believe that in the modern world ‘prebuttal’ is the new rebuttal,”
[2] Asda’s main owners Walmart has developed the ethical policy to ensure customers that are buying goods produced from them are produced without exploitation and in acceptable and sustainable working conditions. It is known the policy is to ensure that the suppliers direct and domestic should manufacturer products within the areas set in the employment acceptable conditions in areas covered in the standard. 
Suppliers must comply with this policy due to the standards of Walmart’s high business practice by also following the national laws and regulations depending on the supplier’s country.
[7] Asda with the mission of being the most trusted retailer always look at the reduction of the environmental impact of their operations, the suppliers who make them and the good and services they sell. As customers care towards sustainability and to reduce impact on the environment Asda also help to do the same selling sustainable products at affordable prices to make ‘been green’ an achievable goal for them. 
Asda has beliefs made around the organisation where every individual working within the organisation should always focus on to help with the customer base. There mission statement is to ‘save money and live better’ making out to its customer to shop within there supermarket and to save money and to live a better life, This statement was made just after the credit crunch in the United Kingdom they had to update it due to the living standards changing where people were spending less. The colleagues all work by the beliefs respect for the individual strive for excellence and putting customer first always. This leads to the mission statement for keeping their existing customers and new customers. Asda have vastly overtook other supermarket competition by online services where they hold the vast majority of customers now, making it easier for working people so they can do the shopping online and getting it delivered to the time that suits them. 
[image: ]
For continuous improvement on customer services Asda have focused on looking after their customer base and now are in apposition where they know who the customers are regularly and where the new customers are coming from due to all the customer information coming up on the E-commerce data base, it has made it easier for them.
Some issues they had within the E-commerce was with the substitutions that were made when the items they selected were not available, colleagues were substituting ridiculous items like giving butter instead of milk so Asda decided to stop substitutes and replacing them with nothing instead due to the bad reviews they were getting online and it was not going well with the new customers shopping online. That is why you must take every step carefully especially with the online customer base, to retrieve the unhappy customers they were given special vouchers to shop online and get discounts of their shopping trolley. They also do a customer offer for their feedback to the online services were customers get a chance to win £1000 for online shopping voucher this how vital online customer base is now and how important it is to get reviews from customers.
[15] By 2025 they are planning to use 100% recyclable packaging by 2025, sustainability source their top 20 commodities by 2025, 90% of their operational waste recycled or sent by anaerobic digestion and to have the key commodities to be deforestation free by the end of 2020.

Amazon

[image: See the source image]


[3] Amazon marketplace is a world wide huge company one of the leading online marketplace since 1996 and have dramatically made customers worldwide, Their governance into sustainability states that they ‘Integrate sustainability practices in their everyday operations via goal-setting, metrics and quarterly business reviews’.  Throughout Amazons business operations the science-based, customer-centric approach involves a variety of mechanisms to integrate sustainability. Amazons board of directors’ corporate governance committee looks at amazons social, environmental and corporate governance policies and initiatives like risks to the operations and the progress of the climate pledge the supply chain and customer engagement. 
Amazons codes of business ethics and conduct for performing the job duties they ensure amazon.com employees always act lawfully and ethically towards the best interest of the business complying with code of business conduct and ethics which are set out within the basic guiding principles.
Clean energy and addressing climate change since 2016 are one of Amazons sustainability efforts where the advocates in support of public policy that advances to and the expansion of clean energy. Their continued promotion of the policies supporting renewable energy to power their operations has created the sustainability within the market.
[4] In America most of the shopping is done online these days where £124 billion is spent on online sales growing at a rapid place. £60 billions of this money is spent on Amazon marketplace but business ethics all is not ethical at Amazon. With 3 million Amazon sellers you could buy just about anything as a visionary company they have changed the face of shopping forever.
Amazon has a brilliant well-designed web page behind the amazing complex and massive distribution centres and delivery systems. With 3 million sellers all could not go well with data leaks and bribery due to the major competition. It was reported that independent sellers bribed the customer service at Amazon to give information about their competitors leading to employees getting dismissed in India and in the USA, since then Amazon has tightened up its web security. Amazon has also been accused of selling copy items and not the original product where sellers are taking full advantage of selling the products to vulnerable customers.
Bad reviews on a competitive product as sellers pay freelance writers to write bad reviews has been bought to the attention of Amazon and they have investigated and deleted thousands of fake reviews. Obviously, reviewers are requiring a verified purchase of a product, still possible to write a bad review and returning the product.
Example of a review showing details of the reviewer and whether it was a verified purchase.
Showing 1-10 of 681 reviews(1 star). Clear filter
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Grant

1.0 out of 5 stars Firmware restrictions are insane 
Reviewed in the United Kingdom on 10 June 2019
Digital Storage Capacity: 32 GBColour Name: SageConfiguration: With Special OffersVerified Purchase
Firmware restrictions are insane. You can't download a new browser or sideload Google.
75% of apps I've tried to download from the appstore are either restricted or close on startup.

The only apps that work are terrible cheap copies of playstore apps. Very few have actually been updated.

The screen is a fingerprint magnet and even though this is the new fast model it still lags and freezes.

The kindle app on my phone has more features than the kindle app on kindle.

I'll stick with the 2017 model. At least I can use play store to get working apps 
1,051 people found this helpful

Helpful

14 Comments Report abuse
[8] Amazons high activity online influences customers to look at reviews of the products they are interested in and then buy. These are the preferences for customers as it makes sense as you mostly get honest reviews as images do not say it all. You get bad reviews as mentioned earlier they may not always be honest and can be fake reviews. But there is a whole lot of reviews to read through and you could make the sense of the overview of most reviews. Below is an example of the reviews available on their site.

Figure 1
[image: ]
Figure 1 shows the customers every little detail well presented for the vital information of the product well presented for the attention of the customers. It also sated that it is a product chosen by Amazon telling the customers the quality and pricing of the project is their best online which I would totally agree with. This also gives the customers confidence in the product backed up by Amazons choice giving the customers like a guarantee of the product being an original product. Showing how quality really matters to meet customer needs and expectations.
Figure 2
[image: ]

Figure 2 gives a great layout of the technical details of a henry vacuum and any additional information that customers were not aware off. It shows the rating of the product 4.7 out of 5 stars which is brilliant on an Amazon website. This gives the benefit of the doubt, so customers are forced into buying the product due to the positive feedback and the ratings of the product.







Figure 3
[image: ]
Figure 3 is just an example of a review given by an Amazon customer very detailed with a lot to say about the product. When customers see reviews like this, they know the customer has generally spent time into writing the review and they will be considering the review. As seeing a little review with a sentence, a customer would ignore them as they know it is just a review for the sake of it.
[17] Everyone is familiar with Amazon we could spend all day with statistics demonstrating Amazons popularity. Being the worlds leading online retailer continues to go from strength to strength they have been good at winning, retaining, and consolidating users of their wildly popular online platform. With the use of CRM, its tailors offer, recommendations, and promotions- all based on your previous purchases being hard to resist. By asking customers to register an account it makes it easier for them to re-order form them
McDonald’s

[image: See the source image]

At McDonald’s, we take great care to ensure that what we serve every day is safe, great quality and produced in a responsible way. That means we use 100% real beef patties seasoned with just a pinch of salt and pepper. It means our Egg McMuffin® is made with a freshly cracked egg. And, in the U.S., our Filet-O-Fish® sandwich made with 100% whitefish sourced from sustainably managed fisheries. It means we use real buttermilk in our Buttermilk Crispy Chicken and our Chicken McNuggets® are made with white meat chicken. Simply put, it means real, quality ingredients and always evolving what matters to you.
[9] McDonald’s has a various way to commit towards the quality in the services they provide towards the customers. They have antibiotic policies where they use antibiotics responsibly towards human medicine preserving the effectiveness for animal and human health for the future. In the US decided to not treat chickens with antibiotics as it was seemed important for human medicine. So, by 2017 they decided to eliminate the highest priority across their global chicken supply chain. Advancing in sustainable beef production as burgers are the vital products on the menu, improving in animal health and welfare and striving to improve the environmental practices in the way beef is produced and make differences to the lives of the farmers. The pride in preparing food just the way the customers like it by having fresh beef for the quarter pound burgers and toasting the buns 5 seconds longer than usual for the crispy taste. Back to basics showing everything on the menu for customers including breakfast and how food is cooked, and the ingredients used in old and new favourites, using real butter for the breakfast and cracking fresh eggs for the egg muffin. They also announced that their seven classic burgers have no artificial preservatives, no added colours and no artificial flavours. 
[12] By 2025 their aim in the US and Canada to only source cage-free eggs committed to have a devastating effect throughout the industry. In 2019 they managed to source more than 726 million cage-free eggs some also used in their egg muffin. McDonald’s joined conservations internationals sustainable Coffee challenge and by setting their own goal by souring 100% of the ground and whole bean Coffee globally by 2020. Through Rainforest Alliance 54% of coffee was globally sourced in 2017, UTZ, fair trade international and fair TradeUSA certifications, as well as McCafé sustainability Improvement platform which is a framework to guide the entire coffee chain. They empowered local farmers with training in sustainable agriculture techniques. The McCafé beverages restaurants sustainably sourced and are Rainforest Alliance Certified. They are always making changes to the menu by adding new tastes, providing nutrition information using a nutrition calculator and the Mobile App.
McDonald’s belief is to make good customer service the responsibility of everyone within the company and that every employee has a part to play in providing a service with best practise found anywhere in the trade. There aim is to provide high quality products which are safe and reliable. Not only that they believe ‘good value for money affects the business’. Promotions like getting free fries when you download the McDonald’s application getting more customers via the app. Even having toys in the happy meals giving balloons to attract children towards the business.
[17] Everyday McDonald’s serves almost four million customers in the United Kingdom alone that is the population of New Zealand and 69 million worldwide that is the size of Great Britain’s own populace. So, we have learnt that with such a vast empire and super-sized customer database they have no choice but to use the industry-leading CRM strategy.
“CRM [is a] critically important function for any large company. It’s clear that Astute understands the important role it plays, and meets the ever-changing needs of our prime customers through continued innovation.” (Christopher Garrity, McDonald’s senior director of Customer Satisfaction)
McDonald’s partners with astute solutions, allowing the restaurant-chain the insights with their customer feedback and the satisfaction levels, assessing restaurants individually or by region. Customer relationship issues can be resolved before becoming a serious problem.
Fig1 
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[13] The above (figure 1) is an example from the McDonald’s website where they use trust pilot giving customers the reviews on their local McDonald’s where customers can give there honest reviews for the experience they had within the local restaurant giving customers the opportunity to see exactly what to expect from their local restaurant. Over the years as everyone has android phones the company has to full advantage by gaining customers online using various applications including their own McDonald’s apps and taking advantage of the Uber Eats service where deliveries are now available to the homes making it sufficient for their customers especially during the pandemic when they gained more customers online as soon as they re opened keeping up with the customer base, due to the pandemic all sales were increasing online and delivery services.

Conclusions and recommendations
Customers are the most important part of the business we have heard it before and hear it all the while, without them we would not have them. Keeping this in mind we have realised that the CRM strategy is crucial and, the CRM software extracting key insights helping to improve customer service and manage the customer data. The reason why all the big companies are using it to manage customer data. 
The trust of companies whether it’s a big company or a small company is vital due to the data of customers available to people on the CRM system as all information is stored on the data base like names addresses bank details. If there is a leak within the company like when colleagues get bribed into passing customer information on, then the trust would be an issue for customers. 
[17] Amazon failed as an example of ethics when it came towards ethics when the institute of customer service added new categories, including an ethical dimension to the poll of 10,000 consumers. They had faced high-profile criticism over working conditions experienced by its employees and its relatively meagre tax contribution in the UK. This was a bad result for Amazon, and it did affect the relationship with its buyers and was bad publicity towards the organisation. These sorts of news could cause many problems to build trust again from people. 
[11] The future of CRM is that these days the customer demands are changing fast, especially during the corona virus pandemic and some companies may need to keep up with this demand. General investments in key technology like the internet of things and artificial intelligence coupled with the press for more modernization among the legacy CRM users in years to come. The vendors and CRM practitioners will see to a lot of interesting moves within the market.
Organisations CRM use all depends on the market they are hitting and depends on the sector of the organisations. We have learnt from my business report from the three organisations I have used that they all have good use of CRM and all connect to the online customer base as in this day and age the biggest customer base is all online. This shows that the customers all trust to buy from online sales and continue to use organisations since their experience in buying and getting it delivered has been to their expectations. They have been recognised by the organisations as regular and new customers where they tend to gain customers by sending promotional offers to them to regain the custom.
It is extremely important to keep customers happy due to the reviews used by companies so tat customers could share the experiences with the rest of the world, and for companies the reviews is critical to make business decisions before any problems arise. The response for bad reviews needs to be intelligently resolved by organisations to keep the customers happy and so they put the past bad experience behind them and continue shopping from them. Organisations could even look into where the problems are coming from for instance, bad reviews at McDonald’s the company will look at the regional restaurants where the bad reviews are coming from so that they can make big decisions like changing colleagues around or even changes in management if things get out of hand.
The CRM is in the point of an intelligence revolution the standard in CRM solutions will automate all non-social creative tasks throughout the customers journey in years to come. The CRM will have the end users time and workflow optimized automatically with the action coordination for the user and the data enrichment done by technology. 
[14] Not forgetting the effective marketing strategy will play a part alongside the CRM like the ‘4Ps’ strategy standing for product, price, place and promotion. The businesses’ will combine all their marketing objectives and goals then becomes the marketing strategy. 
Pricing in the CRM could be the promotion or special discounts you can offer to your customer base it has to be a good and worthwhile deal from the consumer. Price may be an important consideration but nit everything the quality of the product and the after-sales also matter. 
Promotion would be included in the CRM database as for people to buy the product organisations will need to make customers aware of the product. Knowing when and how to sell the product being crucial. Example selling the product during the season its going to sell well. 
Product being an example from Asda chosen by you where customers try the product by tasting it and recommending the product to be sold instore, and from the Amazon examples it could mean the pricing, quality, guarantee or the after-sales part of their business, with McDonald’s it could be the different styles it uses compared to its competitors like happy meals for kids with the free toys that go with it.
Place being where the product is made and how quick organisations can respond to orders and customer requests. Amazon my example from the report being a product chosen by amazon gives the customer a guarantee of the quality of the product and having Amazon Prime available depending on the availability at the depot they could get the product the same day or even the next day. 
Relationship between the buyer and seller is vital especially in business to business organization helping them to gain a competitive advantage in the market, the seller will gain the buyer’s trust and loyalty if there is a better understanding of buyer’s need and good performance. 
Doing this report the sources used maybe quite old and not been updated the internet and social media has grown dramatically with everyone having access to the internet and applications available on the phones, majority of big organisations have gained the trust by simple login and payment features to gain customers with the trustable sources. However, there is always a way where hackers may target these organisations by getting details of customers with data like bank details addresses phone numbers this is where customers maybe targeted by fraudsters and customers losing out hope and losing relationships with sellers. But all in good time the security will be higher in years to come.
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Reviewed in the United Kingdom on 10 October 2018

Verified Purchase

After many years of using upright cleaners, I've switched to Henry. Resisted it for a long time, because I've never

liked pull-along cleaners, | find them awkward to use. However, having spent probably three times the price of this
unit on rubbish uprights over the last few years, | decided to go for it.

The first thing to say is that Henry (I have the compact unit) is a powerful little devil. I've been pleasantly surprised
at how effective he is, considering the small size of the space all the dust gets sucked into. I've used him on carpet
(brush up, vent a little open) and hard floors (brush down, vent closed), and he's equally effective on each. He's
brought a couple of tired old long-pile rugs back to life, and he gets every scrap of dust off my laminate and tiled
floors. So, since that's what he's designed to do, a thumbs up from me.

Oh, and the long cable is great — I live in a flat and | don't have to keep moving the plug to get to each room. Love
the cable rewind, too.

Second thing is what comes in the box. You get Henry and all the attachments, as well as two bags. Since the
description says 'a Henry unit', | thought that might be useful to know. You don't need to go buy a whole box of

bhaas like | did N'oh
v Read more

198 people found this helpful

Helpful Comment = Report abuse
l} D.Sumner

v fr v v ¢ Judge him not by his size, for the suction is his ally. And a powerful ally it is..
Reviewed in the LInited Kinadom on 2% March 2019
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See what travellers are saying:

Q scarchreviews

QOO®O®® Rovicwed 2February 2020 [ via mobile

So so nice. McDonald’s food

So so nice. McDonald's food is very tastes... I've been to this store many many

times and ordered food through Uber eats so many times
Luke M
56 reviews Date of visit: January 2020
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