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Executive Summary 

The researcher of this report was asked to investigate how organisations operate their businesses with ethical, sustainability and quality implemented in everything they do at the organisations. After looking at many websites, journals and books, the researcher has analysed and learned that many organisations fall short when it comes to delivering ethical and sustainably sourced quality products and services. In this report the researcher has investigated three organisations these are john Lewis and Partnership, Halifax Bank and Volkswagen. The researcher has found flaws in these organisations. These organisations have been run in an unethical way in some certain areas, which has affected employees and the people that work in poorer countries, who work long hours and get paid low salaries. The people at the top of management are responsible for these problems.
The researcher has found good ethical and sustainable ways that these organisations can adapt and implement, so they can make their employees and customers happy.
We live in a world where people are becoming more and more aware of the environment, people are observing organisations on how they are trying to reduce carbon footprints and waste materials. Organisations are competing with each other on reducing the harm to the environment.  
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1.0 [bookmark: _Toc13183906]Terms of Reference 

This report has been requested by Maria Heffernan who is a lecturer at University of Wales Trinity St. David Business School in Swansea. This report has been requested on the 20th June 2019. The purpose of this report is to find out how ethical and sustainable organisations can be in this modern-day world. This report was complied by Koyrul Meah who is a student at University of Wales Trinity St. David Swansea, South Wales. Many organisations try to show the public that they are ethical and sustainable, but this is not always the case. Organisations have done unethical things which has hit the news headlines and damaged their reputations. 
This report is to be submitted on Friday 5th of July 2019. 
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The researcher has used many sources to analyse and investigate this topic. 
Books, websites, Bloggs, Newspapers and Journals were mainly used to compile this report.
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[bookmark: _Toc13183909]3.1 What does ethics mean?

“We think ethically all of the time, because the fabric of our lives – relationships, ambitions, projects, responsibilities, wants and needs – is constructed out of ethical material” 
(Bennet, 2015, p.15).
[bookmark: _Toc13183910]3.2 What does ethics mean for the researcher of this report?

The researcher of this report believes ethics is a very important part of life. How we do things or say things to people that can influence someone to do something right. It is about doing the right thing and setting an example to others. Doing something that is wrong will damage the reputation of the individual and also the organisation that the person works for. (Marino, 2010)
According to Audi (2015) moral conduct in an individual is vital for them to connect with other people in the right way, actions, beliefs and desire are central for human existence. People that work together in an organisation will need to conduct themselves in a respectful way, where they treat other people in a courteous way, in turn building trust amongst the workers and creating a strong bond.
Ethics in business is essential for people to have trust, because it is about human behaviour in organisations. There are number of factors, many which can be influenced by the management and the organisations themselves. For example, the energy giant Enron which collapsed in 2001, it was riddled with scandals with many top executives involved in defrauding the shareholders of the company, billions of dollars were lost. This is not the right way of running a big organisation like Enron, it is not ethical in what they did. The public will lose faith in those people that are at the top of the management, people were angry and mistrustful all over the world, of companies, governments, regulators, credit reference agencies and the employees that work in them. All businesses must be run in an ethical way, it should be doing things the right way so it can build trust with the public. (Trevino & Nelson, 2017)
   
[bookmark: _Toc13183911]Findings Cont.

According to Gerasimova (2016) most organisations believe that ethics should be a value of culture. Organisations all have core values that align with ethics, this has given people the opportunity to express themselves with honesty, dignity, responsibility and respect. These core values will make the employee and the organisation more trustworthy and will give a culture of unity in the workplace.

[bookmark: _Toc13183912]3.2 What is Sustainability?

“Meeting the needs of the present generation without compromising the ability of future generations to meet their own needs” (Willard, 2012, p. 27)

[bookmark: _Toc13183913]3.2.1 What does Sustainability mean for the researcher of this report?

Sustainability is essential in meeting the needs now without jeopardising the ability of the future generations to meet their needs. Sustainability is something the researcher of this report highly regards as something he can do to take care of his family now, so that he does not make a bad decision, which later in the future he will have to deal with. Organisations use the term sustainability to show people that they are aware of the environment and they are helping to reduce carbon footprints to stop climate change. This is something organisations and the public feel strongly about, the future generations are depending on the people that are at the top who have influence and power to make a difference. (Werbach, 2009)

The concept of sustainability is composed of three pillars: economic, environmental, and social-also known informally as profits, planet, and people. (Grant & Kenton, 2019)

[bookmark: _Toc13183914]3.2.2 Sustainability Pillars

[image: ]
The Environmental Pillar
According to Beatie (2019) environmental pillars get the most attention in the business world. Organisations now mostly focus on reducing their carbon footprints, packaging waste, plastic bag usage and the effect on the environment overall.
Organisations have now been made aware of the beneficial impact on the earth can also have a positive financial impact. Reducing the usage of packaging materials, usually reduces the amount of money that is spent on buy theses materials. Walmart which owns Asda supermarket has reduced packaging through their zero-waste initiative, they have managed to use less packaging through their supply chain, and they have sourced more recycled and reused materials to use in their packaging.
One the challenges of the environmental pillar is that an organisations impact is frequently not fully costed, this means that there are externalities that are not being captured.
The social Pillar
A sustainable organisation should have the right kind of support and approval of its employees, stakeholders and the local community it operates in. There are different approaches to securing and maintaining this support, but it really comes down to treating employees fairly and with respect. There needs to be strong community cohesion locally and worldwide.
On the employee side, organisations focus more on retention and engagement strategies, this includes more responsive benefits such as better maternity and paternity benefits, flexible work time, and training and development opportunities. Many companies have come up with ideas where they can give back to the communities by fund raising, sponsorships, scholarships and investment in the local community. (Circular Ecology, 2019)
The Economic Pillar 
The economic pillar of sustainability is where most organisations feel they are on solid ground. Any business that wants to be sustainable must also be profitable. This does not mean that profit is the more important of the two other pillars. The main action plans under the economic pillar are as follows compliance, proper governance and risk management.
The economic pillar is mostly referred to as governance pillar, meaning good corporate governance. This means that executives, board of directors and management align with shareholders interest as well as the organisations community, value chains and end-user customers. (CFI, 2019)
[bookmark: _Toc13183915]3.3 What does Quality mean?
“To achieve quality, it is necessary to ensure that agreed requirements are met, but quality is far more than meeting requirements. Quality, by its very nature, is about ensuring that every aspect of the product or service is of a standard that delights the customer and provides value to the customer” (Owen, 2011, p.11)
[bookmark: _Toc13183916]3.3.1 What does Quality mean for the researcher of this report?
Quality means something that is at a high standard and is good value for money. It is about giving the customer the best service or product possible that the customer can be happy with. 
[bookmark: _Toc13183917]3.4 The Impact on CRM Systems 
According to Mansoor (2017) in the modern-day workplace, organisations use ethics, sustainability and quality in their CRM systems. There are many factors that have an impact on the CRM systems, these are mainly to do with employee well-being, profit, consumer value and fairness. People these days are more conscious of the environment and they are looking for ethical and sustainable ways they can buy products or services. Organisations know that if they can help the environment by reducing packaging, waste and buying products from ethically and sustainably sourced manufacturers from all over the world. This will help growth in sales for the organisations and give customers good quality service.
As observed by Kuligowski (2019) in an organisation where ethical, sustainability and quality are implemented, there will be good staff morale. The employees will want to work at an organisation where things are done properly and fairly, this in turn will make the employees happy and result in good work performance and loyalty.  
Furthermore, Hassan (2017) states that, not only do organisations want to be ethical and sustainable, they also want to give their customers the best quality products, services and good value for money. The organisations want their customers to be happy with the purchases they make, so the organisations will try their very best to sell high quality products to their customers with ethically and sustainability bearing in mind. Organisations that use CRM systems will know what their customers like to purchase from their businesses, whether its ethical, sustainable or if it is good quality.     
[bookmark: _Toc13183918]3.5 Organisations CRM Systems
[bookmark: _Toc13183919]3.5.1 John Lewis and Partners
According to Market Week (2014) John Lewis and Partners is a department store based in the UK, it is a retailer that uses CRM systems that benefits the customers and the company itself. John Lewis and partners like to personalise their service to customers this allows them to engage with their customers more effectively with its customer base, this will increase customer loyalty and customer engagement.
Furthermore, John Lewis want to be always fair and doing what is ethically right, they have been addressing human rights issues for a very long time and they want to prevent modern-day slavery entering the supply chain. (John Lewis, 2019)
Customer satisfaction and customer service is the main purpose of John Lewis CRM systems, but sometimes customers say that they are exploited with offers that they no longer feel is suitable for them. The products and services John Lewis sells are very high quality and good value for money, this is one of the reasons why people like to shop at John Lewis. (Decision Marketing, 2017)
[bookmark: _Toc13183920]3.5.2 Halifax Bank of Scotland
Halifax is a bank based in the UK and is owned by Lloyds Banking Group. Halifax bank is part of the financial services sector that offers customers many products and services from credit cards, loans and mortgages to buy a house. Halifax bank have their own CRM systems in place, where they have records of all their customers data. Halifax bank then uses this to extract information where they can target customers with the right products and services. Halifax bank offer different types of bank accounts, each one has something different to offer customers for example, lower interest rates on overdrafts, monthly bank fee with car breakdown cover and good savings with higher interest rates.
Lloyds Banking group which owns Halifax bank, aims to help Britain prosper buy encouraging more sustainable, low carbon economy that is robust to fight climate change. This is very important for Lloyds Banking Group, their approach to this is with the government and their UK Clean Growth Strategy, this shows that they are committed to reduce their carbon footprint and help the environment. Their aim is to lead the way to a better cleaner future for their customers. (Lloyds Banking Group, 2019)
[bookmark: _Toc13183921]3.5.3 Volkswagen Car Manufacturer 
As observed by Leggett (2018) Volkswagen is a European car manufacturer from Germany, they sell cars to countries all over the world. They have a very good reputation for making good reliable and efficient cars. They pride themselves for making good quality cars and have a brand that is famous worldwide. But in recent times their customer relationship and their trust from the public has gone down significantly. This is due to the car emissions scandal back in 2015, which resulted in recalls of the cars that were affected. 
According to Independent (2018) this cost Billions of Euros for the company and public trust was at an all-time low for the brand. Volkswagen was taken to court and heavily fined for what they did. What Volkswagen done was unethical and did a lot of damage to their customer relationship. Volkswagen have now changed how they run things at the company and are always looking at a sustainable future in the car manufacturing market. They are now manufacturing electric powered vehicles, which will help with reducing carbon emissions and help to reduce climate change.       

[bookmark: _Toc13183922]3.6 CRM System Gaps within the Organisation based around Ethics and Sustainability
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[bookmark: _Toc13183923]3.6.1 John Lewis and Partners
John Lewis and Partners pride themselves with the brand, the high-quality products and services that they sell. John Lewis believe in doing business in a better way, that is why they put happiness of their partners in the middle of everything they do. John Lewis and many other retails face challenging times for the future, but they are always forward facing and ethical when it comes to sourcing products. They have three main commitments that they implement these are; always fair, transforming lives and never wasteful. John Lewis feel that they are Britain’s healthiest workplace and to be a truly diverse and inclusive organisation. (Slater, 2018)
However, when it comes to ethics John Lewis is falling behind in some parts of the business. The garment workers that John Lewis sources, may have no human rights, they may be working many long hours and getting paid low salaries. John Lewis keep no records of where they source their clothing from. This is worrying for some people as workers being abused is increasing in the clothing production. 
John Lewis has done a great deal to reduce harm to the environment, but it has failed to address certain crucial areas like using chemicals in its supply chain. (Ethical Consumer, 2019)

[bookmark: _Toc13183924]3.6.2 Halifax Bank of Scotland
According to Treanor & Rankin (2013) Lloyds Banking Group which owns Halifax Bank was fined twenty-eight million pounds by the Financial Conduct Authority for neglecting their employees by putting intense pressure on them to sell products to customers when they did not want it or need it, or they faced being demoted or made to take pay cuts. This is ethically wrong for a big bank like Halifax to treat their employees so badly. It will have a negative effect on workplace morale and trust within the organisation. 
Furthermore, according to Choose (2018) the PPI scandal hit the headlines in recent times, many banks sold Payment Protection Insurance to their customers without them knowing about it. Many banks are now paying compensation to their customers for the PPI mis-selling scandal, this includes Halifax Bank and Lloyds Banking Group.

[bookmark: _Toc13183925]3.6.3 Volkswagen Car Manufacturer
Volkswagen are well known for making quality cars, but they did something in recent times which lost them a lot of trust and damaged their reputation.
According to Zielinski & Karkala (2017) Volkswagen cheated the emissions test by fitting a computer on their vehicles, so that when they were tested for emissions levels the cars passed. But in real life road conditions the cars were emitting forty times more than the allowed amount. They got caught when the Environmental Protection Agency discovered the hidden computers in the vehicles. Volkswagen is a very big company and this scandal damaged its reputation world-wide with many angry customers demanding compensation for the unethical things Volkswagen did to them.  
  
 












[bookmark: _Toc13183926]4.0 Conclusion
John Lewis and Partners have done a lot to help with reducing harm to the environment, they are always looking to find new ways to help reduce waste, carbon footprint and helping to modern-day slavery. Human rights are a top priority for John Lewis and something they are very passionate about. (John Lewis, 2019)
However, according to Fenghua, Monica & Sanjay (2016) the social responsibility of corporate organisations is one of the most vital issues in the 21st century because of financial crisis, climate changes, environmental impacts, and ecological imbalance. The organisations mentioned in this report have had some negative incidents which has damaged their reputations and with it the trust they built over the years has gone. 
Furthermore, ethics, sustainability and quality are essential for John Lewis to be successful and be profitable. With these elements implemented in the businesses, there will be positive outcomes, for example the employees will be happy, customers will be loyal, customer service will improve, and the organisation will have increased incomes from sales. (Ethical Trading Initiative, 2011)
Halifax Bank, which is in the financial services sector, has had many unethical issues in the past, being a bank it is already seen as unethical with the way it does business, for example lending money to people and charging them high interest rates and if they fall behind on a payment there will be additional charges. This is unethical from a public perspective.
They need a fine balance of doing what is morally right, they need to treat their employees with respect and give them the support they need, and not pressure to hit targets. (Edie, 2018) 
Volkswagen car manufacturer is world famous for making high quality cars. They have the financial power to be sustainable for the future, they are starting to make electric cars which will help reduce carbon pollution to the environment. They made a big mistake by cheating the emissions test, which no doubt has hurt their ego and reputation. Volkswagen can turn it around and make the company a success again by being honest and fair in the car industry. (The Guardian, 2018) 
Being ethical and sustainable is very important for all the organisations mentioned in this report, because if they can have these at their core values then they can give their customers the best quality.    
[bookmark: _Toc13183927]5.0 Recommendations

The researcher has concluded this report, with the findings being very interesting. The organisations mentioned in this report, which are John Lewis, Halifax Bank and Volkswagen, they are very well-known respected organisations that have a moral responsibility to treat their employees fairly and provide products and services ethically and sustainably to their customers.
It is recommended that, these organisations use their influence and power to make a difference to the way they operate their businesses, they need to consider the implications of their actions and how it can affect their employees, customers and the environment. 
They need to think ethically and do what is right, so they can continue being a successful brand worldwide. Respect and honesty should be at the heart of these organisations. They need to put their employees first and give them the respect that they deserve, by doing this it will create a feeling of well-being at the organisation, this will result in better employee performance and higher revenue for the organisations.
Forward thinking employees who implement workplace ethics polices are more likely to be prepared for potential conflicts of interest that may arise due to the diversity of opinion, values and culture. However, managing ethical issues in the workplace can be difficult at times and needs cautious approach to matters which can be potentially be dangerous or illegal. (Mayhew, 2019) 
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Brandindex Reputation Rankings: Top 10 brands

Which of the following brands would you be proud/embarrassed to
work for? Scores averaged across 1st Apr 2018 - 31st Mar 2019

Rank Brand Score
1 John Lewis 44.9
2 British Airways 371
3 Mercedes-Benz 36.1
4 Marks & Spencer 36
5 Samsung 35.5
6 Waitrose 34.8
7 Jaguar 34.5
8 Waterstones 34.2
9 Sony 33.6
10 BBC iPlayer 335
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