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Introduction

Research conducted by We are Social Ltd states that Britain are spending approximately 5.5 hours a day online.
There are 65 million UK broadband users in January 2020 equating to 97% of the population an increase of 5% since 2016 (Choose.co.uk 6 July 2020)
This report focuses on three internet service providers (ISP) and how they can enhance best practices to their customer experience management.
Broadband subscribers in 2019
BT 9.2 million 
Virgin Media 5.2 million 
EE has 1 million 
Report now seeks to investigate how these ISP use their ethical and sustainability policy in relation to their customer experience journey and quality theories analysed.
Ethics

Ethics defined by set of values and rules that dictates right or wrong conduct. Ethics means acceptable norms, morals, and ideal standard ways of acting and behaving with people.
The main elements of ethics are Integrity (Trust & Honesty), Responsibility (Public Accountability), Fairness, Care, Respect.
Sources for ISP ethical policies identified as follows:
BT Ethics Code 2019
EE Ethical Charter 2015
Virgin Code of Conduct 2019
Norman E. Bowie. One of the largest influences of modern business ethical principles is Kantian theory, which is a type of norm theory.
formulation clearly stating good ethics is good for business and ethical values provide a competitive advantage for business success providing stakeholders with equal respect and fairness.
Sergio Román (2003) empirical study revealed that sales employees ethical behaviour creates higher customer satisfaction, trust and loyalty to the business that employee represents.
ISP have to be customer-orientated to become competitive in the industry, but this is not enough as customers are more demanding and viewing other ISP providers unique offerings and ISP need to be perceived as ethical by their customers in improving and sustaining relationships.

Accountability
Ethical Consumer 2019 investigated ISP and ranked their ethical performance out of 15 being the top score.
EE scored 8, BT 7, Virgin 6 with low ranking.
All three ISP fined for tax avoidance, transferring money overseas for their business benefits. Customers need to be able to trust that business is following UK tax rules law abiding citizens. Have the best interest of stakeholders rather than their shareholders.
This contradicts all ISP ethics policy of trust ensuring that customers are at the forefront of their business ethics dealings.
Accountability: own up and fixed in all departments. Accounts should be honest not be deceptive. Responsibility: should take responsibility of actions and not avoid it Transparency: open and transparent clear and don’t cover up.
Responsibility of service
expert reviews EE Customers are complaining that it takes more than three weeks to fit customer connection to home and relying on Openreach dissatisfying customers that require broadband for their purposes.
OFCOM 2021 NPS measures customer experience and willingness of customers to recommend company to others, gauging customer's overall satisfaction and customer's loyalty.
Tracking and analysing customer complaints reveals whether the company is meeting its ethical performance standards. 
	
	Overall average
	EE     BT      Virgin

	Satisfaction
	85%
	88%    86%     85%

	NPS
	12
	17      12       19

	Complaints to Ofcom per 1000 subscribers
	52
	22      50       60


Honesty in service delivery
Trust Pilot 2021 provides customer reviews on ISP providers.
BT & Virgin was placed in ranking of having Bad reviews and EE had poor reviews.
However, there are grey areas where ethics are not being met as stated in their ethics policies.
EE 2020 friends and family discount not applied to customer account which annoyed customers. Customer complained on EE community platform, discount was not updated on CRM system correctly by staff.
Staff did not take responsibility in applying discount when customer was eligible after agreeing with customer that it would be done so not upholding honesty.
Office of National Statistics 2021 stated Consumer Prices Index rose 0.9% in January 2021, up from 0.8% to December 2020. 
Norfolk 2021 Customers are complaining that ISP are rising prices by more than the rate of inflation, which is unfair. 
BT will bump up their broadband prices on 1st December by more than the rate of inflation. BT announced earlier this year that it would increase its line rental charges by 6.25 per cent, depending on your package.
Is The Service Down? UK Company system reports ISP blackout outages during 2020 EE 6%, BT 3% and Virgin 5% 
When there is disruption like this to internet connections customers experience is not good and overwhelmed frustrated for a service that is being paid for when the system will be back up an running as it disrupts work and school from being accessible for a duration of time until ISP has resolved issue.
https://www.ispreview.co.uk/
Virgin Media Speed Woes Lead to Customers Borrowing WiFi - ISPreview UK
Virgin Media Long Ditton customers have extremely slow broadband speeds since November 2020, resorting to returning to the office instead of working from home and effecting school learning despite government advice to work at home.
Many customers impacted by the problems with low performance and connection stability expressing frustration at the continuing lack of clarity and ineffective support from Virgin Media’s customer service team. 
Faults on lines reduced speed impacting both download and upload speeds to the extent that many customers have found the service unusable during working hours. These speeds make Zoom and school teaching online lessons impossible at times.
Customers therefore resorted to switching ISP, but Openreach network has surge in demand and connections are limited therefore customers have to wait until Virgin Media sorts of problem. 
So customers are not getting a fair deal with the package that they have paid for, and to make matters worse Virgin Media Customer services originally seemed unaware of the scale of the issues, with some claiming that there were no known issues at all on the network and sending out replacement routers suggesting the faults lay with peoples equipment. 
Customer Services reading from a script and not making call personalised and not sympathetic to their issues, and four dates have been set but never rectified which adds to customer tensions. Virgin will hopefully resolve in March 2021. 
Getting through to ISP is proving difficult with some customers support waiting more than 20 minutes, and some staff not apologising for the inconvenience of waiting.
Virgin & BT need to update their service status page for any line problems promptly as some customers effected with broadband issues are not shown and instead states “no known problems”.
Engineer repairs have been made but cancelled before the 24-hour notice, so ISP avoids £25 compensation to customer. Openreach has been busy and taking longer than usual during COVID and engineer dates are limited causing dissatisfaction to customers.
BT have also intimidated customers to pay £125 engineers bill at no fault of their own, explaining fault was on property when actual fact it was their equipment at the exchange or cabinet found out when calling customer called Openreach.
Ripping off and dishonesty has resorted to customers complaining and leaving ISP for bad ethics.
BT customers are experiencing drop in download and upload speeds then what they were guaranteed when taking up offer, which impact customers dramatically.  
Virgin & BT Customer support Staff not showing compassion, patience and rude when customers have issues with line and spending over 1 hour rectifying with Technical team to resolve faults at router.
Some customers felt that their enquiries were not being met and pushed pillar to post and delaying issues made customer feel disrespected. Need to be quick in answering phone as causing more anxiousness if not being dealt with by a customer representative that not reassuring them. 
Bills and final bill showing discrepancies of incorrect charges that was not customer fault and error on ISP side which need to be called out by customer, that should not of happened in the first place. Bills need to be checked to avoid customer wasting time calling to get it rectified.
Feeling like a valued customer and cared for willingness to help in making touchpoints easy and journey smooth makes for a memorable experience that determines maintaining business.
However, customers do like to complain but not praise which may not be a true accurate account of the ISP customer journey.
BT staff not showing empathy in errors or misunderstandings of why routers being delayed and faulty.  
Code of conduct what is acceptable and not acceptable in the ISP business stating guidelines of the good way to behave and do things with stakeholders.
Ensuring that ISP conducts its business in an ethical manner to all stakeholders whilst making business profit.
BT
BT customers surveyed suffered very slow broadband speeds. Frequent dropouts: their connection had been unreliable, uploads and downloads slow.

Virgin
One in seven Virgin Media customers told us they’d had a problem with their router 
Mandy 2021 Virgin customer: Virgin customers’ top complaint was price increases 
Integrity broken
ISP to be effective need to satisfy the needs of customers in providing a good broadband service at all touchpoints in the customer experience journey which they paid for otherwise they will leave contract and ISP profit will decrease impacting on survival. 
Advertising Standards Authority (ASA) upheld a complaint against BT regarding a national press advert and claims on the BT website seen 19 May 2018. 
The press ad included the claim “UK’s most powerful Wi-Fi vs. major broadband providers” as a feature of the Infinity broadband package. 
BT website claimed “BT Business Smart Hub. The UK’s most powerful business wi-fi signal vs. major broadband providers*”. Further text stated “*Better than all other major UK business broadband providers, giving you the strongest signal furthest from the hub. Tests prove it”.”

 ASA found that BT broke rules on Misleading advertising, Substantiation, Exaggeration and Comparisons with identifiable competitors.
Times 2020 Virgin Media customers are hundreds of pounds out of pocket because the telecoms firm is failing to pay the compensation it owes when its services stop working and
Bills have been inaccurately made showing incorrect figures for product services. In most instances I really can't see from my bills why my monthly fee exceeds the Service Charge.
Virgin failed to pay compensation even though the industry ombudsman service had told it to. Customers accuse Virgin Media of using technicalities to wriggle out of legitimate claims. They say that in many cases they have given up after being kept waiting on the phone and online chat.
In all these dilemmas there is an ethical and unethical answer, but have freedom of choice to carry out the right or wrong decision and obligated to make right decision for the customer or suffer consequences. Bad complaint, reviews online, ombudsman etc. and ultimately no uptake on service.
Apostolos 2014 This empirical study of customer loyalty in the fixed broadband market. The results show that both service quality aspects are positively associated with emotional satisfaction and customer loyalty; positively associated with image and customer loyalty. Research provides valuable insights regarding the role of emotions in service experience evaluation and brand image in media that dictates customer loyalty.
Service providers have to continuously improve the quality of their service and along with customers reactive emotions to service provider’s operation image affecting loyalty that attributes to positive or negative emotions.
Business yields its best when done ethically that should be maintained by a business to sustain good public relations

Good business ethics dictate that a business should tell customers the truth from the moment it makes contact with a customer and in all subsequent dealings, including after a purchase. The pressure to make a sale may cause a salesperson to exaggerate the benefits of or need for a product. 

Good ethics dictates that a salesperson should help customers find the most suitable product for their needs, not greatest revenue for business. Customers appreciate it when sales staff take time to find out their specific needs to treat them as individuals providing into higher customer satisfaction.

Customers look to a company’s sales staff, its product literature and even its website to obtain the information they require to make an informed purchase decision to compare the company’s products or services with competitors. Ethical companies don’t make exaggerated claims about the benefits of service Customers who find they can trust the company’s staff to provide reliable information are likely to come back satisfying purchase experience for customers.
Virgin sales staff have sales targets and the need to be fair and honest with customers giving customers all the information they need to make a thoughtful buying decision, even if it results in losing a sale. Customers will not feel pressured to going into contract.

Medeiros (2017) conducted a Meta-Analytic Review of Business Ethics revealing that code of ethics was seen as highly positive in shaping ethical behaviours of business managers. Nurturing ethics gears business in the right direction for return on investment.




Sustainability



Sustainability comprises of three components Social, environmental and Economic commonly referred to as the Triple Bottom Line concept developed by John Elkington for businesses in 1997. Developed to measure value of sustainability in a business, where all three components are measured to understand their long-term business sustainability success for the present and future. Chris Gale 2017
Schwartz considers that a sustainable business is defined by three attributes: profitability, meeting stakeholders’ aspirations and having integrity. Schwartz maintains that integrity for a company means being well-integrated with one’s society and understanding what society’s expectations are.
Business sustainability is a growing concern who seek not only economic profit, competitive edge but also social good.
Unilever research 2017 reveals a third of consumers are now buying from sustainable brands based on their social and environmental impact. Making use of their money being invested in some sustainable areas, and feel it is benefitting society.

ISP to succeed it is imperative that sustainability is focused as it will drive growth, lower operation cost, reducing risk for the environment and building trust with customers that they are working towards a better future for society, environment and the business.

Sources for ISP sustainability policies identified as follows:
BT Sustainability Report 2019
EE Sustainability Policy 2019
Virgin Sustainability Report 2019


[bookmark: _Hlk67160506]Environmental, Social and Economic Sustainability Pillars

To tackle Climate Change Government stipulated a law for organisations target of achieving zero emissions by 2050 to help the planet.

BT 

BT first initiated in investing in reducing environmental challenges for past 25 years, inspiring the industry to follow.

Focusing on having Zero carbon waste by decarbonising fleets, purchasing 66 electric vans for repairs and installations of broadband lines and economically viable and changing replacing older vehicles with newer vans to lower carbon emission. Since 2016 BT reduced carbon emissions by 42%.

Purchasing 100% renewable sourced electricity from UK suppliers to power all BT buildings. Cutting carbon emissions footprint in buildings by also investing in energy management projects helped cut operating costs which overall saved 343m since 2009 adding to profits.


Showing customers that they care for the environment and doing upmost to invest for the future.

ICT also reduces carbon emissions having established BT products and services like broadband, teleconferencing, cloud networking and innovations of Internet of Things technology. Helping customers in reducing emissions on their travel fuel expenses and cut energy use for customers who use broadband.

Overall C02 reductions in travel was 10.6 tonnes and 1.3 tonnes for energy and .9 tonnes on materials and manufacturing helped grow BT business and these products generated over 5.5bn in revenue in 2019.

During Covid Internet has been the lifeline for people so smooth connectivity was important for society. Connecting people to high-speed broadband for the future and focusing on getting 4G to Rural area customers who lack poor broadband services by investing in infrastructure. 



Virgin 

Virgin aim to do business that is sustainable and good for people and the environment.

Consumers are more aware and sourcing providers who are environmentally friendly and care about the society and the business that strives to be good to invest their money into.

Using that brand business to create positive change for their customers and the communities.

Virgin have supported 1 million disabled people in UK society with the skills confidence to get into work through the work with me community online scheme partnered with Scope. Where trained staff provide unique service to disabled job seekers who need support for finding and getting into employment running webinars, advice and teaching online. 

Over 127,000 small businesses access the VOOM community of small business owners sharing the expertise, support advice potential partners for business growth and start-ups. Virgin boosted their online business speed through VOOM Fibre to become the only ISP in the market to offer top speeds of 350Mbps after learning the average employee loses 15 minutes a day to slow Internet speeds.

Delivering social and economic impact through services and opportunities they are creating for small businesses. Where more businesses are using broadband to stay ahead of the competition and communication easier.

To increase and maintain customers for economic sustainability Virgin are producing better quality products that are environmentally friendly for society.

Hub 4 Routers are 5% more energy efficient using less plastics, electronics, and less power in use and in idle and using 90% recyclable materials saving 740 tonnes in packaging for the environment.

From 1.8 million customer equipment returns 1.1 million were refurbished and reused in 2019 saving on materials to create new routers for customers.

Business has grown without increasing carbon footprint helping to increase network and business significantly. Reduced carbon footprint by 42% and 46% per carbon per customer by 46% in the past 5 years.

Working towards a zero-waste landfill currently only 3% two landfill sites by recycling staff reduced paper use by 78% by using technology systems e.g. CRM to store customer information. 


Virgin has sustained increased revenue growth through these sustainable measures in 2020 even though in Covid Times supplying reliable internet to customers.

EE


EE Recycle all faulty Routers including all accessories providing customers with pre-paid Self-addressed envelope for ease and ensure delivery to EE. This service helps equipment to be recycled and parts re-used to make newer equipment being environmentally friendly.

Protecting environment through climate change reducing pollution EE impact on the environment and help everyone else to manage and reduce their carbon footprint too.

Protecting staff well-being in the workplace so they can adhere to providing excellent service to broadband customers. 
Introducing well-being initiatives and training to improve staff work performances, attendance, participation, and productivity. If workforce are positive will produce high standards of work and this flows through when connecting with customers to have a great experience. 

Policy states that their suppliers are also assessed and have adequate sustainability process in place to ensure excellent service delivery. For example Openreach supplier providing repairs to customers broadband connections promptly to avoid EE customer inconvenience.

Personalised approach in training – to sustain customers. Honing on Vulnerable customers in society – notes made on CRM to provide patience and empathy so any 
Language barriers – forward to billiengual staff 
Elderly no time constraints. EE helping customers to sustain lives

To sustain business growth EE is committed to its strategy in delivering excellent customer service experience to increase and maintain customers in their daily operations as a communications service provider. Striving to be the number 1 ISP in UK and investing in the broadband service and to gain profit. 
Ensuring that there is enough financial funding and resources incurred from profits to provide environmental and business sustenance.

However, EE policy does not state what they are doing for the society only within the company.

Companies have found that have a beneficial impact on the planet can also have a positive financial impact. Lessening the amount of material used in packaging usually reduces the overall spending on those materials. 

Customer satisfaction is not only derived from the customer’s purchase experience with the company, but from the customer’s evaluation of business.
Environmental pillar Companies focusing on reducing their carbon footprint packaging waste and their overall effect on the environment have positive results and Poor record for environmental may lose customers who make environmental awareness a priority in their own lives. Doing more than the minimum is part of establishing and maintaining the highest ethical standards and customers form a more positive opinion of those who do.

Social pillar. A sustainable business should have the support and approval of its employees, stakeholders and the community it operates in. The approaches to securing and maintaining this support are various, but it comes down to treating employees fairly and being a good community member, both locally and globally.
Economic pillar To be sustainable business must be profitable making it possible to come on board with sustainability strategies. 
Sustainability strategy that is publicly shared can deliver hard-to-quantify benefits such as public goodwill and a better reputation. 
Sustainability is here to stay it represents an opportunity to organise diverse efforts under one umbrella concept and gain public credit for it and entice customers that ISP is benefiting public, environment and business. 
Talonen, Tapani & Hakkarainen, Kari. (2014). Customer experience builds around feelings, emotions, physical and psychological responses. Customer experience is much more extensive a concept than user experience, which is normally attributed to direct impressions such as look, feel and usability. 
Businesses must be able to deliver a unique customer experience that beats competitors. Customer experience results from a business model that extensively encompasses a company’s quality processes, operations and competencies to build and sustain relationships with customers in order to deliver those experiences. 
Businesses must have resilience to adapt to continuously changing environment for sustainability. 
Quality
Quality is defined as the ability of a product or service to consistently meet or exceed customer needs and expectations and not the how the business perceives the product or service to be.
Components of Quality
Performance – that is fit for purpose. 
Appearance – is it visually pleasing
Features - meeting customer needs
Reliability and Durability – does it last 
Price – that its value for money.
If service meets all these needs then it passes the quality test and if it does not its sub-standard.
If you want to make sure you are providing consistent ISP services throughout business, you must implement a Total Quality Management system that sets out to provide continuous improvement in customer satisfaction. Maintaining increased efficiency and effectiveness with lower operating costs and increasing market share and revenue.
Gaining customer commitment and motivating employees to deliver an excellent service at all your company's touch points can ensure successful results and satisfied customers that stay with ISP provider.

International Journal of Business and Management
ISP should take crucial steps of understanding the quality issues and its link with customer’s purchase intention. 
Managers should follow excellent service quality through understanding customers purchase intention. 

Researchers stress that the relationship between these elements be given careful thought and consideration if customer’s purchase intention are desired to attain by the broadband internet service providers. 

quality frameworks assist broadband ISP to understand how technical and functional quality; peak experience can contribute to understand the consumer’s behavioural intention in selecting a broadband service operator’s services and managers to provide better service quality to the end users.

Deming Cycle

Colin (2020) EE want to provide another option to their customers in dealing with any broadband issues on the router, computer and instead of accessing computer remotely as independent customer survey shows that some are reluctant for EE representative accessing computer directly online but would like a personalised face to face customer experience to solve their issues faster. 

Enquiries with broadband are taking longer to solve over the phone nearly up to 1 hour, going through all the necessary checks wasting staff time and incurring costs Survey revealed that 41% of customers would like a video chat option too for broadband rectification. 

Dr Edward Deming reminds management that most problems are systemic and that it is management's responsibility to improve the systems so that staff can do their jobs more effectively.
Deming stated that businesses need to focus primarily on quality, and created a formula 
Quality = Results of business efforts/total costs. When this is achieved, quality improves, and costs drop, over time.
But when businesses focus primarily on costs, the costs will rise, but over time quality declines.
Higher quality leads to greater productivity, in turn leads to long-term competitive strength. 
This theory is that improvements in quality lead to lower costs and higher productivity because they result in less rework, fewer mistakes, fewer delays, and better use of time and resources. With better quality and lower prices, a business can achieve a greater market share and stay in business, providing more jobs.
EE can use the Deming PDCA a quality improvement tool that’s useful for implementing change when finding a problem to solve on a small scale first until established without any faults then provided to all broadband technical teams to use with customers.

This consist of 4 stages.
1. (P) Plan the change
Need a team to organise, communicate the plan. Ensuring that management choose the right people and not including the actual staff on the operational bottom hierarchy where they have the knowledge of the works will prove to be disadvantage.
Determine quality standards and the requirements to meet those standards, add range internal resources. Determine procedures used ensuring criteria is being met.
2. Do it (D) Carry out the change or test, preferably on a small scale.
Providing training so staff know how to operate and connect with customer by being polite and helpful. Do video chat by testing it out on customers of all age ranges, so that feedback can be broad.
Add link to CRM system to make connection with customer contact using an IT expert through mobile phone connection.
Provide extra GB on phone for enhancing service and inconvenience.
3. Check it (C). Observe the effects of the change or test. Control measure and monitor to ensure they meet expected criteria of eventualities of broadband issues arising from customer experience.
Testing it out on customers and a survey on usability, performance from customers experience on the video chat did broadband problem how was EE customer representative.
4. Act on what was learned (A). Study the findings of the quality management system, to ascertain what can be done better ironing out issues/problems of service from staff and service customers. Revise any changes to the process if improvement is successful then adopt on a larger scale if not then return to plan phase to understand the problem and critically find further solutions to successfully put in place. 

Step 2, Repeat quality management process again Continuously evaluate and improve to meet customer needs in removing issue efficiently. However, it takes a very long time to set up with preparation consisting of computer based engineer to set up on CRM database a link to place a video call to customer.

In reality it takes time to complete all the model steps.
Also for it to be effective the planning team need to look at each stage in depth for any flaws and all avenues take time.


Jurans Quality Trilogy

Dr Joseph Juran developed the quality trilogy – quality planning, quality control and quality improvement. 
Good quality management requires quality actions to be planned out, improved, and controlled. The process achieves control at one level of quality performance, then plans are made to improve the performance on a project.
This activity eventually achieves breakthrough to an improved level, which is again controlled, to prevent any deterioration
Juran believed quality is associated with customer satisfaction and dissatisfaction with the service emphasising the necessity for ongoing quality improvement through a succession of small improvement projects carried out throughout the business.
To attain quality Virgin must establish the vision, policies and goals of the business. Converting these goals into results can be done through three managerial processes using the Juran Trilogy.
1. Quality Planning: Quality does not happen by accident, it must be planned. The structured processes for designing products and services that meets new breakthrough goals and ensures that customer needs are met. The steps in the quality planning process are:
1. Establish the project. Analysing all customer complaints through external reviews like Which, Trust Pilot Expert Reviews etc not internal customer reviews.
2. Identify customers - broadband
3. Discover customer needs - develop the service - Identifying a need for employing a Virgin Customer Experience Operations Manager
4. Develop the process – create a team solely evaluating the customer complaints and plan changes. Do research on findings and concentrate on the most complained problem with broadband.
5. Develop the controls and transfer to operations.

2. Quality Control: Quality control is used to prevent things from getting worse. Quality control is the inspection part of the Quality Trilogy where operators compare actual performance with plans and resolve the differences. This is a managerial process steps are;
1. Choose control subject – staff behaviour towards customers. Broadband enquiries resolved or not.  Broadband line services to home are not dropping. 
2. Establish measurement- 
3. Establish standards of performance
4. Measure actual performance
5. Compare to standards (interpret the difference)
6. Take action on the difference

1. Quality Improvement: The process for creating breakthrough levels of performance by eliminating wastes and defects to reduce the cost of poor quality. The steps in the quality improvement process are:
1. Prove the need for improvement
2. Identify the improvement projects
3. Establish project improvement teams
4. Provide the project teams with resources, training, and motivation to diagnose the causes, stimulate the remedies, and establish controls to hold the gains.


Juran describes the quality from the customer perspective as having two aspects: ([footnoteRef:1]) [1: 
Deming was more process oriented while Juran was more concerned about output.

] 

1. Higher quality means a greater number of features that meet customers' needs. 
1. "Freedom from trouble": higher quality consists of fewer defects. 

Juran state it’s the 80% of problems which come from 20% of causes, and the managers should concentrate on Strategic planning to address quality .
80% of quality defects are controllable therefore management has the responsibility of correcting these deficiencies and it's not up to the staff.
Focusing on Quality is fitness for use – that the service/product is doing what its supposed to do.

Provides measures and data that allow a company to map improvements in all phases of its business from design to producing to customer relations include defect rates measures customer satisfaction ratings.

Jurans intense comprehensive approach on the other hand seems to be best suited to a  technical company although popular because of his emphasis on quality planning and systematic tools .

Over 80% is senior managements responsibility ensuring that communication and teamwork across different levels of hierarchies are effective and efficient through established education and training as well as a suitable business culture and working conditions.

It finds ways to improve all aspect of the business, and keep working on finding the solution or start again.

It requires the whole team involved to work together and uses different methods to reach the end goal of improving the business.

Qualty programme is organised and lays strong plan on how to reach goals.

Focuses on parts of a business not the whole.

Very user friendly and has starting points

Regards problems as lack of effective quality planning and control

Many companies continue to focus on the goal of meeting production schedules find it difficult to step back and think quality first and schedule 2nd 


Crosby

Philip Crosby is known for the concepts of “Quality is Free” and “Zero Defects” and his quality improvement process Crosby suggested four “absolutes of quality management”:

Quality is conformance to requirements
The system of quality is prevention
The performance standard is zero defect
The measurement of quality is the price of non-conformance

He believed that once top management understood the costs of poor quality, they would be motivated to improve operations.
The emphasis, for Crosby, is on prevention, not inspection and cure. The goal is to meet requirements on time, first time and every time. He believes that the prime responsibility for poor quality lies with management.
Non-conforming products are ones that management has failed to identify or control. The cost of non-conformance equals the cost of not doing it right first time.
Zero defects does not mean that people never make mistakes, but that companies should not begin with allowances or sub-standard targets with mistakes as an in-built expectation. Instead, work should be seen as a series of activities or processes, defined by clear requirements, carried out to produce identified outcomes. A reduction in defects means more satisfied customers.
Crosby's estimation; Systems that allow things to go wrong - so that those things have to be done again - can cost business between 20% - 35% of their revenues.
Quality is free because the small costs of prevention shall always be lower than costs of detection, correction and failure

The major contribution made by Crosby is indicated by the fact that his phrases 'zero defects', 'getting it right first time', and 'conformance to requirements'. 
(Molly 2021) noticed BT routers only lasting on average 1 half years until customer complains of being faulty and need of replacement. 
This should have been noticed earlier by management had the process been in place for product quality control.

BT should check supplier and getting it remade with quality materials that will last longer up to 4 years this will save BT product costs, with staff time having to handle phone issues and reduce customer complaints having a better brand image. Taking preventive actions is much harder than taking corrective actions, so should have been pro-active and listening to staff on operation level and monitoring for any issues.

Has a people-oriented approach and so emphasised on the management of people in the business. 
Crosby believes the way to measure performance is by setting goals and seeing how people perform to it. Furthermore, he recommends the use of statistical process tools and teamwork must have a quality circle approach.

Managing quality is prevention rather than detection and testing because he thinks the latter is time consuming and costly. 


Crosby's motivational techniques and lack of technical measures seem best suited to a company that is people driven Alternatively Crosby can be used as a starting point to change attitudes and can use of quality theorys to tie in with it.

Organisation wide and has a team building approach

Crosby can be criticised for relying too heavily on leadership and motivation and not providing more exacting measures.

Cost of poor quality versus cost of preventing poor quality the latter is more important, and best to do it right the first time having zero defects as any defects is too many.


Expensive to do testing to put in place procedures for quality assurance the cost of having poor quality is way bigger than the cost of preventing poor quality.

Quality should be a policy proposing prevention-oriented programmes requires organisation wide efforts 

Demand long term commitments with training expensive and time-consuming quality testing in the process.

Top management need to have commitment to quality goals and communicate strategy adopting great work culture otherwise gaps will appear in service from customers.

This all takes time, and many companies continue to put a premium on short term financial results.

Designing quality in the process makes more sense than policing a common practise and in the long run much less costly. 





Recommendations
ISP need to guarantee the speeds and monitor if it drops a refund applied straight away on account. 
Instead of waiting and receiving many calls at this time blocking call centres ISP should send text automatically to customers reassuring that issue will be rectified promptly and maybe discount to customers that have had more occurrences than usual.
Need sales team focused on meeting customer needs, which results in higher customer satisfaction and retention.
Training and monitoring of staff for checking adherence of ethical procedures with customers is essential from managers for continued business progression.


Amanda from EE broadband Team states that they have acquired two other providers to fit connection to remedy this problem of getting customers online within 1-2 weeks.
Conclusion

Journey and touchpoints TQM
 The key difference between customer service and CX is that, while customer service is just one piece of the puzzle, customer experience encompasses a customer’s entire journey with the brand. It is measured by a customer’s feeling towards a business, positive or negative, and how likely they would be to return as a result.
CX can’t simply be about reacting to customer needs as and when they occur. It has to be a proactive strategy that aims to make the customer’s interactions with ISP whether via the website or via customer service, positive, memorable and have some kind of impact on their day. 

Core principles of total quality are simple: • A focus on the customer • Participation and teamwork • Continuous improvement and learning.

Ethical is becoming essential for customer retention.
The fact that 66% of consumers are willing to spend more money with an ethical business, further serves to highlight the problem for businesses that fail to put enough focus behind this.
Stating ethics and sustainability goals is one thing but not adopting taking action it fully actually delivering is another all staff need training and adhering to policys checked by managers.

Return on investment

Every author considers that the customer requirements are very important for the company standards and the goal of quality is to meet the customer needs. The definition of quality differs from one author to the other but amongst the methods to achieve quality we may observe that every author considers that continuous improvement is a must.


The way TQM is built may differ from ISP but it has certain essential principles that can lead to improving competitiveness, reducing costs and increasing profits. TQM starts with the top management where serious commitment to quality and leadership have to be demonstrated but each employee at each level have to accept the responsibility to achieve the company’s quality objectives. 

Adopting TQM ensures that the management organization has a strategic overview of quality and focuses on prevention not detection of problems to meet customer requirements and offer full satisfaction. 


As with many areas of quality management it’s about the philosophy and the journey you take from where you are now to being a better business, it is the “attitude of defect prevention”.

Quality management has been most beneficial where it has provided clear instructions for reform managing organizational processes in a more efficient and transparent way
Value is quality divided by price. In reality customers do not separate quality from price; they consider both parameters simultaneously. Improvements in quality that can be provided to customers without an increase in price result in better “value”. As customers compare sources of supply, organizations must evaluate the value they provide relative to the competition. 
TQM is important for competitiveness in market of service provided including importance of understanding customer needs, formulating strategies to provide value to customers, and continuously improving business system to provide that value.
The focus of Doming, Juran, and Crosby was on the organization itself, designing operations so that quality was achieved in the total way of doing business. 
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