
A CRITICAL EVALUATION OF THE IMPACT ‘QUALITY’ PROCESSES HAVE ON CUSTOMER     RELATIONSHIP MANAGEMENT
Mehek Sayeed 1709656



Executive Summary

The purpose of this report is to introduce the definitions of the ethics, sustainability and quality 
improvement in the CRM system, as well as describing the theories which are applied. Also, analyse 
how some organisations improve the quality of customer relationship management (CRM) with their 
ethics and sustainability. Moreover, the report also highlights how CRM methods work and how the 
organisation can benefit from it. 

Therefore, few organisations from different sectors were analysed in how they maintain their ethical 
business in a sustainable way. The organisations are Waitrose retail store, Marine Stewardship 
Council and Aquascot Ltd, who is s supplier. However, the researcher has studied that the three 
organisations is connected and are in an ethical business together for many years. 

Although Waitrose is a retail store who sells different types of products, one of the best-selling 
products are their seafood. Aquascot Ltd is the supply chain who supplies the best quality 
sustainable seafood to their consumers who are Waitrose. However, the Marine Stewardship 
Council is an organisation who legally checks and seal the packages with their blue eco-label which is 
their brand. The council makes sure the fish is healthy and it is in a good quality, before products 
are produced to the consumers.

Furthermore, it indicates some of the negative impacts which have occurred in the organisation and 
the business was not maintained in how it was supposed to. The report was concluded by analysing 
the main cause of the problems and why it had occurred. However, it was recommended by the 
researcher that there were many opportunities available, so that they can overcome the barrier that 
had come in between their commitment. 
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Introduction 

A simple definition of ethics could be a system of ethical principles. They have an effect on however 
individuals create choices and lead their lives. According to BBC (2014), ethics care with what is 
sensible for people and society, which is additionally represented as ethics. The term springs from 
the Greek word attribute which might mean custom, habit, character or disposition. Ethics covers 
the subsequent dilemmas: how to live a decent life, rights and responsibilities, the language of right 
and wrong, moral choices on what is good and bad? 

Consequential theories of ethics emphasize the outcomes or consequences of behaviour. John 
Stuart Mill's Utilitarianism, a well-known consequential concept suggests that right and wrong is 
determined via way of the consequences through action. Wisdomjobs.com (2018) indicates, that 
"Good" is the final moral value, which is maximized precisely for the exceptional shape of humans. 
However, does the right ethics makes for a proper industrial employer? right moves do not usually 
produce correct results and correct results do now not usually observe from right actions.

The definition of sustainability means to assemble the individual needs without compromising and 
to have the ability of future generations that meet their expectations. Similarly, to natural sources, 
an individual additionally need social and economic assets. According to Thiele (2013), sustainability 
is not just environmentalism, it is also embedded in most definitions which additionally locate 
concerns for social fairness and monetary development. 

Theories of sustainability prioritise the integrate social responses to environmental and cultural 
problems. An economic version appears to hold natural and financial capital, an ecological model 
seems to have a natural range and ecological integrity, is a political version that seems to the social 
structures and understand human dignity, this is suggested by Jenkins (2019).

Quality has been described as essentially relational, high-quality is the ongoing method of 
constructing and sustaining relationships through assessing, anticipating, pleasant stated and 
implied needs. However, Diaz (2014), suggests that the effects of quality are experienced by 
consumers. Product exceptional concepts come out of the layout specification and the manufacture 
standards performed. Carrier best belief comes out from the provider procedure, design and 
standard of delivery.

Customer relationship management (CRM) is all of the activities, methods and innovations that 
companies utilise to oversee the interactions with their current and potential customers. CRM 
system makes a difference in organisations to construct a relationship with their consumers, that 
makes dependability and customer maintenance. Customer loyalty and revenue are both qualities 
that influence a company's income, customer relationship management is a managing strategy to 
increase a profit for the organisation. Moreover, a CRM system makes a basic customer interface for 
a collection of information that makes a difference, businesses recognise and communicate 
with consumers in an adaptable way (Kulpa, 2017).
















Main findings
Ethics in the CRM System

Ethical relationships regarding the company's interaction with customers will have an immediate 
impact on the success of an organisation. According to Hose (2019), ethical customer relationships 
should embrace honesty with consumers, delivering an honest product or service and backing the 
merchandise. An organisation policy that encourages positive relationships with customers will 
facilitate and position the company as a trusty one. Whereas unethical behaviour, like creating false 
claims, might gain the company to immediate customers, this same behaviour can lose those 
customers in the long run.

Sustainability in CRM 

Customer relationship management has been defined as a complete technique and method used by 
an organisation to accumulate, preserve and cooperate with selective customers, that allows 
creating price for both them and itself. The growing interest in sustainability expressed via groups 
and clients has determined an improvement to CRM by way of integrating financial, social and 
ecological issues. These days, customers place extra importance on social and environmental 
subjects than they did within the past (Muller, 2014).

Quality improvement on CRM System

Nowadays in organisations, it is important to have a high-quality system where the consumer's 
relevant information is stored. Higher the quality with accurate information about customer data 
within the CRM system means more valuable and powerful to those who rely on it. Therefore, 
having accurate data shows how the organisation is being a success with the use of a CRM system. 
However, if the data is inaccurate this will lead to consumers not trusting the system, moreover, it 
will lead to customer dissatisfaction (Somani, 2015).

Waitrose Retail store

A retailer store like Waitrose is one of the high supermarkets across the United Kingdom, with the 
background of a strong following of loyal customers. The organisation prides itself in being different, 
they are expertise as a high standard service and a well-known food specialists’ shop. The company 
thinks highly for its satisfied customers each time they visit the store and purchase a product. 
Waitrose rewards its returning customers with a satisfying loyalty scheme where customers can save 
money on their shopping and a chance to win prices. Furthermore, this is an advantage for the 
employees as they have an annual bonus scheme and discounts on the products, they purchase from 
the store (Waitrose, 2019). 

Waitrose is fully committed to enforcing an ethical business relationship with its customers and 
suppliers. According to Badger (2014), the company builds on functional benefits, which they offer 
to show a brand personality of being honest and ethical. Basically, something that 
the customers purchase into and feel a part of with any item they purchase through Waitrose. These 
qualities set Waitrose aside from other competing general stores such as Tesco’s and Sainsbury’s.

Marine Stewardship Council

The Marine Stewardship Council (MSC) is an independent non-profit organisation, who sets out for 
regular sustainable fishing. The company would like to demonstrate that they are well managed and 
sustainable compared to the science-based MSC standard. These are assessed by the professionals 
who are independent of both fishery and the MSC department. Seafood merchandise can display the 
blue MSC eco-label if that seafood can be traced back through the supply chain to a fishery, that has 
been certified towards the MSC standard (Marine Stewardship Council, 2019).

The mission of the MSC is to apply its eco-label, for which the MSC receives royalties for licensing it 
to merchandise. According to the Marine Stewardship Council (2019), the fishery certification 
applies to make contributions to the fitness of the world’s oceans with the beneficial aid of spotting 
and worthwhile sustainable fishing practices, this influence the choices people make while buying 
the seafood. Furthermore, the company are transforming with partners to convert the seafood 
market to a sustainable foundation. However, another organisation which the Aquaculture 
Stewardship Council is, they also promote and certifies sustainable aquaculture.

Marine Stewardship Council (2019), suggests that the MSC-licensed fisheries show enhancements 
that supply advantages to the marine surroundings. The benefits included, increased stocks, 
improved management of shares, decreased bycatch, growth of environmentally included regions 
and extended know-how about surroundings influences among fishers. The worldwide fish shares 
centred by way of MSC-licensed fisheries, that licensed shares are healthful and maintained above 
ranges that ensure continuing sustainability. Furthermore, wild caught fish ought to be absolutely 
traceable to seize areas described in the legislation and from recognised fishing vessel operators that 
absolutely follow the law, designed to prevent deter and elimination.

Aquascot Ltd Supplier

Aquascot Ltd is a supplier organisation, that is based in the Highlands of Scotland. The organisation 
are very passionate about their good quality food, sustainably produced. The company values and 
give importance to the great quality food, which they believe will have an impact on people’s well 
being. Aquascot is much in the health business as well as in the food business. Also, their values are 
to be effective teamwork, have respect, show commitment and to build trust (Aquascot, 2015).

The supplier is an employee-owned seafood business, the company employs just over one hundred 
and fifty employees from its local community. They supply a wide range of products such as whole 
prepared salmon, trout, fillets and many more that are found in the sea. These products are suitably 
picked for all those companies who are passionate about selling fresh fish to their consumers 
(Aquascot, 2015).

Aquascot Ltd prides themselves on the quality, nutritious and the taste of the food they produce. 
The quality of the fish is well looked after and checked by the approved select farms which monitor 
products on a regular basis before it reaches their consumers (Aquascot, 2015).

Linked Organisations

Aquascot Ltd has been supplying to a retail owned store which is Waitrose since 1993. In the coming 
years, both the supplier and the retailer have built a strong relationship, that had developed into 
the exclusive unique partnership, which was built on trust and understandings. These trusts between 
both companies have influenced them to build a strong relationship with their customers, supply 
chain, employees and the community to build a sustainable business (Aquascot, 2015).

Moreover, Waitrose retail store and Aquascot Ltd supplier has a link with the Marine Stewardship
Council. The three organisations have been in business for over so many years now and have 
built a strong relationship between them. However, the organisations have a priority to make sure 
they are maintaining an ethical business in relation to meet all expectations which they are 
committed to. Aquascot Ltd makes sure that they produce sustainable products which are 
guaranteed to be in the best quality Aquascot Ltd passes over the seafood to the Marine
Stewardship Council for legal checks and has all packages processed with the blue MSC eco-label 
sealed (Corporate Social Responsibility Report, 2006). 

Waitrose has a laboured to a responsible seafood sourcing strategy for more than fifteen years, as 
they expect the supply chain only deliver fish from fisheries or farmed aquaculture operations that 
are responsibly managed. Aquaculture is a policy held by Waitrose, where it states all rules and 
regulations must be met by their supply chain (Sea fish, 2019).

Furthermore, Aquascot Ltd follows all rules and regulations, which are expected by the Waitrose 
aquaculture policy, this includes to maintain and meet the standard of good quality farmed fish and 
then supply to the retailer. Aquascot Ltd maintains its loyalty to the consumer by providing  
with the best quality sea fish and then have it delivered to them. Waitrose is then prepared to 
produce a sustainable and merchandised seafood that are labelled by the MSC, which then, the 
retailer provides it for the customers to purchase from the store (Waitrose, 2019).

The Juran Model (Total Quality Management)

Joseph M. Juran made many contributions to the field of quality management in his 70+ energetic 
working years. His book, the Quality Control Handbook, is a traditional reference for first-class 
engineers. He revolutionised the Japanese philosophy on first-class management and in no small 
way laboured to help structure their economic system into the industry leader it is today. Dr Juran 
was the first to incorporate the human component of good administration which is referred to as 
Total Quality Management (Juran, 2019).

The method of developing thoughts was once a gradual one for Dr Juran. Top administration 
involvement, the Pareto principle, the need for big training in quality, the definition of quality as 
fitness for use, the project-by-project method to quality improvement--these are the thoughts for 
which Juran is high-quality known, and all emerged gradually (Juran, 2019). (See Appendix for a 
description of Dr Juran)

TQM) Juran Model applied to the Organisations

Aquascot Ltd applies the Juran model which relates to Total Quality Management (TQM). 
According to Aquascot (2015), it is proven that the employees have maintained the seafood 
products and have met the best standard and quality before producing to the consumers as well as 
supplying to the retail store Waitrose. 

The model links to the Marine Stewardship Council (MSC), as the management make sure the 
seafood is healthy and of good quality. The Marine Stewardship Council, also makes sure that it is  
processed with legislation and sealed with their blue ecolabel before reaching out to consumers, 
(Marine Stewardship Council, 2019).

Waitrose have adapted to TQM, as the management is fully aware of the quality on their seafood, as 
Waitrose is very rigid about the aquaculture policy and knows that Aquascot Ltd will follow that 
rule. However, according to the aquaculture policy, the seafood must be fully checked and 
maintained properly by the Marine Stewardship Council (MSC) to label it on packages. Waitrose is 
very passionate about their good quality packaging and freshly sealed seafood before selling to 
customers, as the company values the relationship they have with the consumers (Waitrose, 2019). 
(See Appendix of the Juran Model)

Negative Impact of CRM

Although Waitrose and Aquascot Ltd are committed to maintaining an ethical business between 
them, they have a duty to produce sustainable seafood for the consumers. However, there has been 
a gap between them, which is caused by the pricing changes made by the retailer. Customers find 
that the products at Waitrose are far too expensive compared to other supermarkets, for instance, 
they have found similar and with the same taste on seafood like salmon to trout at a supermarket 
from Sainsbury's (Stevens, 2018). Waitrose is losing many customers because of its high pricing on 
each product. However, Waitrose has done a price match and decided to lower the prices of them 
seafood compared to other supermarkets. 

According to Waterman (2007), these changes are causing disruption for the suppliers, as it has had 
an impact on their livelihood. Cheapest products may bring in consumers to the store and the 
retailer is benefitting from this. However, this has affected the employees at Aquascot Ltd, as now 
they are getting a lower wage which is affecting them in many ways. Where are the trust and 
understanding? Have the retailer fulfilled its commitment with the supplier? Being ethical means 
to remain with the commitments which were made by both organisations in the first place. This has 
changed and Waitrose decided to make those changes to keep the customers happy with their price 
on seafood. Although, Waitrose encourages to bring in consumers, which is understandable, but is 
this choice alone for the retailer to make? Since Waitrose is the main customer for Aquascot Ltd and 
both organisations are partners, the retailer needs to consider the supplier concerns too and how 
those changes have had a negative impact on the organisation. 

Ishikawa- Fishbone Diagram

Ishikawa is a fishbone diagram that has a purpose and impacts on analysing the root cause of the 
problem in an organisation. Rouse (2019), suggests that the model is designed for categorising the 
capacity and to be aware of the main root cause for the problem. Dr Kaoru Ishikawa, a quality 
control professional, is credited with inventing the fishbone diagram to assist employees to avoid 
solutions that merely address the signs and symptoms of the problem caused.

Ishikawa & Aquascot Ltd

Aquascot Ltd is applied to the Ishikawa fishbone diagram, which is highlighting the root cause and 
the reasons for the problems the organisation is affected by. The diagram is indicated below:


Dissatisfied employees because of low salary- this is the root cause of the problem, as the 
employees are more demotivated and not putting much effort into their work. Employees are 
not happy with the amount of work they were doing and getting fewer wages. Although the 
company is not making profits, the employees should not be suffering from it, this is suggested 
by Waterman, (2007).

Loss of Profitability- the organisation is losing out on profits which is why the management is 
paying the employees at a lower wage. The fish from the sea are not being looked after on a 
regular basis and there are more dead fish lying in the sea. Most seafood is being disposed of, as 
the supplier previously has done a lot of fishing. Furthermore, the supplier is not in a position 
and cannot afford to import and export to the UK. Moreover, the company are losing many 
employees as they are not paying enough wages the way they did before (Waterman, 2007). 
Waitrose is the main customer for Aquascot Ltd that had kept them running as a profitable 
business. However, now that Waitrose has made changes in pricing this has had a negative 
impact on the supplier.

Waitrose price change- due to the fact of Waitrose doing a price change and selling the seafood 
at a lower price, this has caused for the retailer not being able to keep up with the commitment 
and not paying the supplier enough (Waterman, 2007).

Loss of consumers- Waitrose are very expensive on seafood products, which is why they were 
losing out on customers. However, Waitrose always encourages customers to be happy and are 
willing to do what it takes to build a profit for their business (Stevens, 2018).

Competitors impact (Sainsbury)- the consumers found similar products at a cheaper price in 
Sainsbury. Therefore, Waitrose has done a price match to keep hold of their loyal customers, so 
they can continue to shop from their store (Stevens, 2018).

Waitrose however, is in a difficult position as of now because of Brexit which has warned to ban the 
fisheries from getting supplied fish from outside of UK. The Guardian (2019), have indicated that the 
seafood product is going up in prices if Brexit does happen, which means the retailer will have to go 
back up on price. However, if that is the case then it will have a negative impact on the retailer as 
they will not be able to get supplied with healthier fish, the reason being there will be delayed from 
shipping. According to Torrance (2019), Waitrose fears this would have an impact on their 
customers, as the customers are aware that Waitrose offers inspiring and innovative products and 
the service they really want. Moreover, consumers know that Waitrose has branded seafood which 
is guaranteed to be the fresh fish supplied by their supply chain and it is legally checked by the 
Marine Stewardship Council who have labelled the packages.





Conclusion

To conclude, it has been studied that how ethical and sustainability in an organisation can improve 

and develop quality in the customer relationship management (CRM) system (Diaz, 2014). Also, how 

Waitrose retail store, Aquascot Ltd supplier and the Marine Stewardship Council are in an ethical 

business where they have a strong relationship between them as well as inspiring the consumers by 

producing sustainable and healthier seafood (Corporate Social Responsibility Report, 2006).



It has also highlighted how the organisations link with each other and how committed they are in 

maintaining their strong relationship with trust and understanding between them. Furthermore, the 

organisations are making sure they are providing and offering the consumers with the best service 

on their seafood products (Corporate Social Responsibility Report, 2006).  



The organisations have had a negative impact and drawn a gap between them, due to a decision 

which was made by one side of the party who is the retailer Waitrose. However, these changes 

have also had impacts on the same party who had made those decisions in the first place, as they 

are at risk because of Brexit taking over the fisheries in the UK (The Guardian, 2019).



Aquascot Ltd has suffered a loss of profit because of those decisions made by Waitrose, as the 

retailer is the main consumer for that supplier. It has affected the livelihood for all employees who 

are working in the organisation, as they are more demotivated due to the lower amount of salary 

that is being paid by the management in Aquascot Ltd (Waterman, 2007).







Recommendation 

The researcher recommends that Aquascot Ltd are an organisation who has strong relations with 
their employees, also they all work as a team (Aquascot, 2015). However, as they are an employee-
owned business, the company should maintain and continue to build that trust and understanding 
between them. Also, carry on paying the employees the way they did before to avoid staff morale, 
so, they can remain motivated and work harder. 

Aquascot Ltd can look for new consumers who are selling seafood or different types of fish to 
customers, for example supplying to different types of companies which includes retailers or 
restaurants may be. However, there are few restaurants in the Highlands of Scotland who are 
preparing fresh fish for their customers (Trip Advisor, 2019). Aquascot Ltd can take advantage by 
connecting to those consumers by offering them the best deal, to begin with.

Furthermore, the organisation has many opportunities to find new consumers, as they are a 
known supplier who has fresh seafood in the country. If the organisation makes a profitable 
business, then they can continue in supplying to their potential customer who is the Waitrose 
Retailer store (Waterman, 2007).
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         The Juran Model (Total Quality Management)
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